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1 Ilesn ocBOEHHA TUCIUTLIMHBI

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

Coznanue cucTeMbl 3HAHUM O CEpBHCHOM JEATENBHOCTH, yCiyrax, gopmax
o0Cny>KMBaHMsI, MPUHLIMNAX (HOPMHUPOBAHUS HOBBIX YCIYT C YYETOM HMHHOBALMMA B
TEXHUKE, TEXHOJIOTMH, COLMAIIbHO-DKOHOMHYECKOW cdepe Hu Ha BO3AYLIHOM
TpaHCIIOPTE.

3alayaMy OCBOCHHS TUCLUILTUHBI SIBISIIOTCS:

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

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

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

- 3HAaKOMCTBO  OOYyYalIIUXCA C  TCHUXOJOTMYECKUMH  OCOOCHHOCTAMHU
NOTPeOUTEN B MPOIIECCE CEPBUCHOM AESATENBHOCTH Ha TPAHCIIOPTE, B TOM YHCIIE B
cdepe BO3AYyIIHOTO TPAHCIIOPTA;

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

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

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

- 3HAKOMCTBO 00YYaroIKXcsi ¢ METOAaMH IIPUMEHEHUSI CHCTEMHOT0 MOJIX0/1a
JUIsL pELICHMs] ITOCTABJICHHBIX 3a/Jad B MPOLECCE OpraHu3alii CEPBUCHOTO
oOciTyXMBaHMsI TIOTpeOUTENel Ha TpaHCIOPTE, B TOM YHCIIEe B chepe BO3TYLUIHOTO
TPAHCIIOPTA;

- 3HAKOMCTBO OOY4YaroUIMXCsl C METOJAaMU OCYIIECTBIEHUS COLUAIBHOIO
B3aMMOJICHCTBHS U peain3allii CBOEH pOJIM B KOMaHJE B IIPOLIECCE OpPraHU3alUu
CEpPBUCHOIO OOCITY>KHMBaHUs MOTpeOUTENIe Ha TPaHCIOPTE, B TOM 4HUCie B cdepe
BO3/YILIHOTO TPAHCIIOPTA;



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

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

- 3HAKOMCTBO OOYYAIOIIMXCS C METOJaMH BOCIPHUATHS MEXKYIbTYPHOTO
pa3HooOpa3usi 0OIecTBAa B COIMAIBLHO - HMCTOPUYECKOM, OTHYECKOM H
¢unocopckoM KOHTEKCTax B MPOIECCE OPTaHM3AIMH CEPBUCHOTO OOCTY)KUBaHUS
notpeOuTeNel Ha TPAaHCTIOPTE, B TOM YHKCIIE B cpepe BO3AYIIHOTO TPAHCTIOPTA,

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

- 3HAKOMCTBO OOYYAIOIIHUXCSA C METOJaMH PEIICHHS IPOU3BOJACTBEHHBIX
KOH(IMKTOB C y4ETOM OCOOCHHOCTEW MEXKKYJIbTYPHOTO pasHOOOpa3us o0IIecTsa B
IpoIlecce OPraHU3aIMKA CEPBUCHOTO OOCTY)KUBAaHUS MOTPEeOUTENEH Ha TpaHCTIOPTE,
B TOM 4HCJIe B cpepe BO3AYIITHOTO TPAHCIIOPTA;

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

- 3HAKOMCTBO OOYYaIOIIUXCSI C METOJAAMH CO3JaHUS M TOJJACPKAHUS
0€30MacHBIX YCJIOBHHA KHU3HEACATCILHOCTH, B TOM YHCIE NPU BO3SHUKHOBCHHH
YpEe3BBIYAMHBIX CUTYyalluii B TPOIECCE OPTaHM3AIMH CEPBHUCHOTO OOCITYKHBAHHUS
norpeOuTeNel Ha TPAaHCTIOPTE, B TOM YMCIIE B chepe BO3AYIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO OOYyYalONIMXCS C HaBBIKAMH CO3JaHUSA W  TIOJICPIKKH
0€30MacHBIX YCIOBHW OOCITYXHBaHHs IaCCAXXUPOB, B TOM YHCIE IPHU
BO3HUKHOBCHUH YPE3BBIYAHBIX CUTYallMid B IMPOIECCE OPTaHU3AINUU CEPBUCHOTO
o0CITy>)KUBaHHS TOTPEOUTENICH Ha TpaHCIOPTE, B TOM uHuciie B chepe BO3IYIIHOTO
TPAHCIIOPTA;

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

- 3HAKOMCTBO OOYYaIONIUXCSl ¢ METOJIaMH Yy4acTHs B pa3pa0bOTKe CHUCTEMBI
KJIMEHTCKUX OTHOIICHWA M OpPTaHMU3aIliyU TpoIecca 0OCITyKHUBaHUS MOTpeOUTENnen
Ha OCHOBE NMPUMEHEHHWs 3aKOHOJATEIhHBIX aKTOB M MPABOBHIX HOPM B IPOIIECCE
OpraHu3allid CEPBUCHOTO OOCITY)XMBaHUS MOTPEOMTENECH Ha TPAHCIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCTIOPTA;

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

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

- 3HAKOMCTBO  OOYy4YalomIuxcsi ¢ METOAaMH  VIPABICHHUS TYPUCTCKO-
pPEKpEallMOHHBIMA ~ MPOCKTaMH, METOABl  IUTAHUPOBAHWUS W  MOHUTOPHUHT
JEeSTeNPHOCTH CEPBUCHOW KOMIAHWMM B cdepe TpaHCHOpTa B  Mpolecce
OpraHu3allid CEPBUCHOTO OOCITY)XKMBaHUS IMOTPEOUTENICH HAa TPAHCIIOPTE, B TOM
qrcie B cepe BO3AYIIHOTO TPAHCIIOPTA;

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

- 3HAKOMCTBO OOYYaIOIIUXCSI C METOAaMH pPa3paOOTKH W HCIIOJIH30BAHMS
TUTIOBBIX TEXHOJIOTMYECKHX IPOIIECCOB, METOJABI (OPMUPOBAHUS M BHEIPCHUS
KOPIIOPAaTUBHBIX ~ CTAaHAApPTOB W  PETJIaMEHTOB  IIPOIECCOB  OOCTY)KHBaHHS
NoTpeOuTENIe Ha TPAHCIOPTE, METOJbl B3aUMOICHCTBUS C KIMCHTAMH 10
OpTraHM3aIMK Tpollecca 00CITy)KHBaHUSI MMOTpeOUTENel B chepe rocTenpruruMcTBa B
IpoIlecce OPraHMU3aIMKA CEPBUCHOTO OOCTY)KUBAaHUS MOTPEOUTENEH Ha TpaHCTIOPTE,
B TOM 4HCJIe B cpepe BO3AYIITHOTO TPAHCIIOPTA;

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

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

- 3HAKOMCTBO oOy4Jarommxcs C METOIaMH OCYIIIECTBIICHUS
OpraHW3allMOHHOTO  OOCTY)XMBaHWUS  AaBHAIIMOHHONW  HHPPACTPYKTYpHl U
OpraHW3allMOHHOTO O00ECTeYeHus TPOoIecca CEPBHCHOTO OOCITY)XHUBAaHUS B
a’poOmNopTy W HA OOPTY BO3AYIIHOTO CyJHA B IMPOIIECCE OPraHU3AIMH CEPBUCHOTO
oOcmyKUBaHHsI TOTPEOUTENEH Ha TPAHCIIOPTE, B TOM YHUCIE B chepe BO3MYITHOTO
TPAHCIIOPTA;

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



Hucrumummaa  «CepBHUCHAsE NEATEILHONH Ha TpaHCIOPTE» obOecreunBaeT
MOJITOTOBKY BBITYCKHUKA K CEPBHCHOMY M OPTaHU3allMOHHO-YIPABICHYECKOMY TUITY
3a1a4 Npo¢deCCUOHAIBHON eI TELHOCTH.

2 Mecto nucuuniaunsl B cTpykrype OIIOII BO

HNucuumnraa «CepBHUCHasi JESITEIBHOCTh Ha TPAHCIOPTE» MPEACTABISET
coOOl JUCHMIUIMHY, OTHOCSUIIYIOCS K 4YacTH, GOpMUPYEMON y4yaCTHHKAMHU
oOpazoBaTenbHbIX oTHOIIEHUH biioka b1 nucuumiuasl (Moaynn).

Huciumnnna «CepBHCHAsl NESITEbHOCTh Ha TpPaHCIOPTE» Oa3zupyercs Ha
pe3yibTatax oOy4eHHs, MOJYYEHHBIX MPU U3YUYCHUH TUCHUIUINH: «CepBUCOTIOTHUS
(«BBenenne B mpodeccuron)», «Ceppucosiorusi («CepBHCOJOTHS W OpraHHU3aIUs
oOcnykuBaHusi»)», «Peknama u cBsi3u ¢ OOLIECTBEHHOCTHIO B c(epe cepBuca Ha
TpaHcropTe», «VHTerpupoBaHHBIE KOMMYHHUKAIlMM U  KOMMYHHUKAIlMOHHBIN
MEHEHKMEHT B cepe cepBHUCay.

HNuctumraa «CepBUCHAsE  JICSITEIBHOCTh Ha  TPAHCIOPTE»  SBIISICTCS
obecrieurBaroOme Il CICAYIOMUX JAUCIUIUINH: «MHAYCTpUs rocTenpruUMCTBAa B
cdepe TpaHcnoptay, «lIpodeccnonanbHas 3TUKA, CTAaHAAPTU3ALMS, CEPTUPUKALIUS U
yIpaBlieHHE KauyeCTBOM B CEPBHCHOM OOCHTy:KMBaHUW», «OpraHuzanus cepBuca B
a’poNopTy M Ha BO3AYIIHOM CyJIHE», « TeXxHu4deckue cpeAcTBa MpeanpusiTuil cepBuca
Ha BO3AYIIHOM TpaHcHopTey, «VIHHOBAaIIMOHHBIE TEXHUYECKHME CpEJCTBAa B
CEPBUCHOM O0CITY>KMBaHUU MACCAXKUPOB B TPAHCIIOPTHOM chepe.

Jucnuriraa u3ydaeTcst Ha 2 kypcee (3 1 4 ceMecTphl).

3 Komnerennum ody4yaromerocsi, popmupyemMblie B pe3yJibTaTe 0CBOCHHS
AUCHUTTHHBI

[Iponiecc ocBoeHuss AUCUUILIMHBI «CepBUCHAS AEATEIBHOCTh HA TPAHCIIOPTE»
HaIpaBJieH Ha (POpPMHUPOBAHUE CICAYIOIINX KOMITCTCHITHI:

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

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

B3aUMOJICHCTBUS U pcainzanununu CBOEH PpOJIii B KOMaH/JIC

U yics

YMmeer OIpCACIIATh K PEaIM30BbIBATL CBOIO POJIb B KOMAH/IC

W vis

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

YK-5

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

T yics

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

UTyics

YMeeT NMpUMEHATh 0COOCHHOCTH MEXKKYJIBTYPHOTO Pa3zHOOOpa3us
o01ecTBa

Uy

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

YK-8

Cnoco0eH co31aBaTh M MOAAEPKUBATH B MOBCEIHEBHOM KU3HU
U B NPodecCHOHANIBHON /1eSiTeJIbHOCTH 0e30MacHble YCJI0BMS
JKM3HEAESITeIbHOCTH JIJIsl  COXPAaHEHHMsl TPUPOIHON cpebl,
o0ecriedyeHUsi YCTOMYMBOIO Pa3BUTHS 001IeCTBA, B TOM YHCJIE
NpUH yrpo3e M BO3HUKHOBEHHH YPe3BbIYANHBIX CUTyalMHd H
BOCHHBIX KOH(JINKTOB

T yice

Brnageer metogamu co3iaHus U MOAIEPKKH 0€30MaCHBIX YCIOBUN
KUZHEACATEIbHOCTH, B TOM 4YHUCJIE TIPU BO3HUKHOBEHUH
YpE3BbIUYANHBIX CUTYaLIUH

U yice

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

Uyice

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

IIK-1

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

Hﬂan-l

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

s

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




Kox
KOMIICTCHIINN

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

101 G

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

K-2

Cnoco0eH K OCylIEeCTBJICHHMIO IeATEJIbHOCTH IO YIPABJICHUIO
npoekrtaMu B chepe cepBuca € y4eTOM  3aNpocoB
norpeduresei " c HCII0/1b30BAHNEM
KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOT Uil

T 1k

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

10 ST

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

MK-3

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

T s

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

0] ST

[TpumeHsieT METOAbl pa3padOTKU W HCIOJIB30BAHUS THUITOBBIX
TEXHOJIOTHYECKUX  TPOIECCOB, METOABl  (OPMHPOBAHHS U
BHEJPEHUS  KOPIIOPATUBHBIX  CTAaHAAPTOB M  PETJIaMEHTOB
IIPOIIECCOB OOCITY)KUBaHUS TOTpeOUTENICH HA TPAHCIIOPTE, METOIbI
B3aWMOJICUCTBHS C KJIMEGHTAMU TI0 OpraHU3aluy Tpoliecca
00cITy>)kuBaHus OTpeOUTENeH B chepe rocTenpuuMCTBa

U cs

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

IIK-4

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

101 ST

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

CEPBUCHBIX NPEANPUITUN HA TPAHCIIOPTE

Cnoco0eH OpPraHu3oBbIBATH M NPOBOAUTHL MAPKETHHIOBBIN
aHAJIM3  NOTPeOHOCTH B  CEPBHCHBIX  YCJAYrax IMpH
IKCITyaTAllMM BO3AYIIHBIX CYA0B U 00bEKTOB ABMAIMOHHOWM

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

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

3HaTh:

- MeToAbl TIOMCKAa, KPUTUYECKOTO aHaiu3a W CHHTe3a uHopManuu B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS NOTpeOUTENel Ha TpaHCTIOPTE, B
ToM umcie B cdepe BosaymHoro TpaHcnopta (M/Ilyki); MeXaHU3M CHCTEMHOIO
nojaxoja JyUIsl pelieHrs MOCTaBJICHHBIX 3a/1ad B MPOIECCE OpraHU3aIluid CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOpPTE, B TOM 4HUCie B chepe BO3AYIIHOTO
tpancropra (M%yk-1); METOAbl NPMMEHEHHS CHCTEMHOIO IIOAXOAA Ul PELICHHUS
MOCTABIIGHHBIX 3aJlad B IIPOILIECCE OpPTaHU3AIMU CEPBUCHOTO OOCITYKUBAHUS
notpebuTeneld Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(U Pyk);

— METOJBbl OCYIIECTBJIECHUS COLMAIBHOIO B3aUMOIECHCTBUS U peaIu3alvu
CBOCH poilM B KOMaHIE B MPOIECCE OPTaHM3AIMU CEPBHCHOTO OOCIYKHUBaHUS
norpebuTeNneld Ha TpPaHCIOPTE, B TOM 4HciIe B cdepe BO3AYIIHOTO TPAHCIIOPTA
(U/I'yk-3); MeTObI ONpesieieHnsl U peaau3allii cBoeil poiM B KOMaHJEe B Hpoliecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTpEOUTENe Ha TPAHCIOPTE, B TOM
upcne B cdepe BosmymHoro Tpancnopra (MJI%yk.3); MeToasl obecredeHus
COIMAJILHOTO B3aWMOJCHCTBHS B TIPOIECCE OPTaHU3AIMN CEPBUCHOTO OOCITYKHBAHUS
noTpeduTeNneil Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPAHCIOPTA
(U vk-a);

— METOAbl BOCIPHUATHS MEXKKYJIbTYPHOTO pasHooOpas3usi oOmectsa B
COIMAJIEHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3alMy CEPBUCHOTO OOCIyXKMBAaHUS IMOTPEOUTENE Ha TpaHCHOpPTE, B TOM
uucie B chepe BozmymmHoro tpancmopra (U'yks); MeTombl NpUMEHEHUs
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3HO0Opasmsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
Bo3aymHoro Tpancrnopra (M%yks); MeTOAbl pEIleHHs HPOM3BOACTBEHHBIX
KOH(JIMKTOB C YYETOM OCOOEHHOCTEW MEXKKYIbTYPHOTO pa3zHOOOpa3usi oOIIecTBa B
MPOIIECCe OpPTaHU3alMKU CEPBUCHOTO OOCITYKUBaHUs OTpeOUTENEH Ha TPAHCIIOPTE, B
ToM umcie B chepe BosaymHoro Tpancrnopra (M13yk.s);



—  METOObl  CO3JaHusA W HOJJIEPKKA 0e30macHbIX YCIIOBUH
KU3HEJEITEIbHOCTH, B TOM YHCJIE€ TP BO3HUKHOBEHUH YPE3BBIYANHBIX CUTYallUil B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAaHCIIOPTE, B
ToM umcie B cdepe BosmymHoro Tpancnopra (M[Ilyk.s); MeTomsl co3maHus u
nojaJiepKaHusi 0€30MacCHbIX YCJIOBHH KU3HENEATEIbHOCTH, B TOM 4YHUCIE NpH
BO3HUMKHOBEHUU YPE3BbIYANHBIX CUTyallUd B IPOLIECCE OPraHU3ALMU CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HUCIE B cdepe BO3AYIIHOTO
tpancnopra (M[I%yk-s); HaBBHIKAMH CO3JaHMA M IOANEPKKM OE30MACHBIX YCIOBHUMH
0o0CITy>)KUBaHMSI TMACCAXUPOB, B TOM YHUCIE TMPU BO3HUKHOBEHHHM YpPE3BBIUYAMHBIX
CUTYyalluil B MPOLECCE OpraHU3alMM CEPBHCHOIO OOCITYXKMBaHUs MOTpeOuTenel Ha
TPaHCIIOPTE, B TOM 4ucie B chepe Bo3aymHoro tpancnopta (U1 3yk.s);

— METOJbl NPUMEHEHHUS  KIMECHTOOPUEHTUPOBAHHBIX  TEXHOJOTHMHA B
CEPBUCHON JIEATEIBHOCTH HAa TPaHCIOPTE B YCIOBUAX B3aUMOJEUCTBUSA C
NOoTpeOUTENIMH, B TOM YHCIE€ HWHTEPHET-MPOJABIXKEHHUS YCIyr B Ipolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBaHHUS TNOTpEOUTENIe Ha TPAHCIOPTE, B TOM
uncne B cepe BozmymHoro tpancnopra (MI'rk-1); MeToabl yuacTus B pa3spaboTKe
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKHUBaHUS
norpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATEbHBIX AKTOB U MPABOBBIX HOPM B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS OTpeOUTENIel Ha TpaHCTIOPTE, B
TomM uncne B cdepe BosgymHoro Ttpancmopra (M%mk1); MeTomsl ydacTHs B
COBEPIICHCTBOBAHUYU CUCTEMbI KIIMEHTCKHX OTHOLIEHUW B CEPBUCHOW JEATEIBHOCTH
Ha TPAHCIIOPTE C WCIOJIb30BaHUEM MHTEPHET-TEXHOJIOTUH B MPOLIECCE OpraHU3alun
CEpPBUCHOTO OOCIY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
Bo3y1Horo Tpancrnopra (M1%nk-1);

— METOAbl BIANEHUA TEOPETUYECKMMH 3HAHUSIMU U  [PAKTUYECKUMU
npueMaMu YIpaBJieHUS TpOeKTaMH B cdepe OoOCIyKuBaHUS B  MpoIlecce
OpraHu3allid CEPBUCHOTO OOCTY>KMBAHHUS TOTpEOUTENe Ha TPAHCIOPTE, B TOM
gmcie B cepe BozaymHoro Tpancrnopta (M1 k-2); MeToab! ynpaBieHus TypHCTCKO-
PEKPEALMIOHHBIMY MMPOEKTAMH, METO/IbI MNIAHUPOBAHKSI U MOHUTOPHUHT JIEATEIIbHOCTH
CEpPBUCHOW KOMNAaHUU B cdepe TpaHCIOpPTa B IMPOIIECCE OPraHU3allMd CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
tpancnopra (M1%nk-2);

— MeToAasl BBIOOpPa MaTepUaNbHBIX PECypcoB, O0OOpYyIOBaHUS IS
OCYLIECTBJICHHS IIPOLIECCAa CEpBUCA, MEXaHHW3M IIPOBEIEHMS IIEPErOBOPOB C
KJIMEHTAMH I10 IPETEH3MOHHBIM CIy4asiM WU ONPEAEICHHUs MPUYMH BO3HUKHOBECHUS
NpEeTEeH3UN B MpPOIECCe OpraHU3allMi CEPBUCHOTO OOCIYKMUBAaHUS MOTpeOUTENel Ha
TpaHcnopTe, B ToM umcie B cdepe Bozmymmuoro tpancrmopra (M/I'nk.3); mMeToms
pa3pabOTKM M HCHOJb30BAHHUSI THUIOBBIX TEXHOJOTHMYECKUX IIPOLIECCOB, METObI
dbopMupoBaHUST W BHEAPEHUS KOPIOPATHUBHBIX CTAHIAPTOB W  PEIVIAMEHTOB
MPOIIECCOB OOCITYyKMBaHUS MOTPeOUTENEH Ha TPAHCTIOPTE, METOIBI B3aMMOICHCTBHUS
C KIHMEHTaMU [0 OpraHu3alMM Ipolecca OOCIyKHBaHUS NoTpeOurenei B cdepe
rOCTEIPUMMCTBA B TPOLECCE  OpPraHU3alMM  CEPBHCHOIO  OOCIYKMBAaHHUS
oTpeduTeNed Ha TpaHCIOPTE, B TOM 4HCIe B cdepe BO3AYLIHOTO TPAHCIOPTA
(U%nk-3); TpeOOBaHHs IPOU3BOACTBEHHOM JMCLUILIMHEL, IIPABUII 110 OXPaHE TPYJAA U
MO’KAPHOM 0€30IaCHOCTH IPHU OCYLIECTBIEHUU TEXHOJOTMYECKOro Ipolecca B
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MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAHCIIOPTE, B
ToM umciie B cepe Bo3aymHoro tpancnopra (M13%mx-3);

— MeToAbl BBIOOpAa OPraHU3alMOHHBIX pElIeHUM s QOPMHUPOBAHUS
CEpPBUCHON CHUCTEMBbI OOCITY>KUBaHUS C HCIOJIH30BAHUEM METOJIOB OPTraHHU3alUMU U
yIpaBICHUS UMYIIECTBEHHBIM a3pOMOPTOBBIM KOMILJIEKCOM M aKTMBAMU CEPBUCHBIX
NpEANPUATUNA Ha TPAHCIOPTE B MPOIECCE OpraHU3AIlUU CEPBUCHOTO OOCTY>KUBAHUS
noTpeduTeNneil Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(M) rc-a);

— METO/JIbl OCYIIIECTBJICHUSI OPTraHU3AIMOHHOTO OOCTY>KMBAHUS aBUAIIMOHHOM
UHPACTPYKTYpPhl W OPraHU3AIMOHHOTO OOECIEeYeHHUs] Mpollecca CEePBUCHOTO
oOCIy’>KMBaHMSI B ad’ponopTy M Ha OOpPTy BO3AYIIHOIO CyJIHAa B IMpolecce
OpraHU3aIMd CEPBUCHOTO OOCIyXKHUBaHUSI TMOTPEOUTENC Ha TpaHCHOPTE, B TOM
gmciie B chepe Bo3aymHoro Tpancnopta (M1%mx-s);

Ywmers:

- TNPUMEHATh METOJbl TOWUCKA, KPUTHYECKOTO aHajiu3a M CHUHTE3a
uH(OpMaIMK B TPOLIECCE OpraHU3AIlMU CEPBUCHOTO OOCTYKHMBAHUS TOTpeOUTENei
Ha TpaHCopTe, B TOM uucie B cdepe BozaymHoro Ttpancnopta (U yia);
MPUMEHATh MEXaHU3M CHUCTEMHOTr0 TOJAXOJa JJIS PEIICHHs] TTOCTaBIEHHBIX 3a7ay B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBAaHUS OTpEOUTENIel Ha TpaHCTIOPTE, B
ToM umcie B cdepe BozaymHoro Tpancrnopta (MJI%yk.1); NpUMEHATH METOMbI
NPUMEHEHHUS] CUCTEMHOTO MOJX0Ja JJisi pelIeHUs] MOCTAaBIEHHBIX 3a7a4 B MPOIEcce
OpraHu3allid CEpPBUCHOTO OOCTYKHMBaHHUS MOTpEOUTENIe Ha TPAaHCIOPTE, B TOM
gmcine B cdepe BosaymHoro tpancnopra (M 3yi1);

— TPUMEHSTh METOABl OCYIIECTBICHHUS COIMAIBHOTO B3aUMOJECUCTBUS U
peanu3anuu  CBOEW pOJIM B KOMaHJE B IIPOILIECCE OpraHU3alUh CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
tpancnopTa (U/'yk.3); IpUMEHATh METOJbI ONMpEJEIeHHs U PeaTu3allii CBOEH poIH
B KOMaHJI€ B IPOIIECCE OpraHU3allMd CEPBUCHOTO OOCTY>KMBaHHS MOTpeOUTeneil Ha
TpaHCIIOPTE, B TOM 4ucie B cepe Bo3aymHoro tpancnopra (U %yk-3); IpUMEHATE
METOJIbI OOECIEUYECHHs] COIMATBHOTO B3aMMOJIEHCTBUS B TIPOIIECCE OpraHU3aluu
CEpBUCHOTO OOCITY)KMBaHHUS MOTpeOUTENe Ha TpaHCIOPTE, B TOM 4mHcCIe B chepe
Bo3ymHoro Tpancrnopra (M 13yk3);

— TPUMEHSATH METOJbl  BOCTIPHUATHS  MEXKYJIbTYPHOIO  pa3zHOOOpa3us
0O0IIecTBa B COIMAIBHO - HCTOPHUYECKOM, STUYECKOM B (PMI0COPCKOM KOHTEKCTaxX B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM umciae B cdepe Bosaymmuoro tpancmopra (M/Ilyk.s); NpUMEHATH METOBI
MIPUMEHEHUS] OCOOEHHOCTEN MEXKYJIBTYPHOTO pa3sHooOpasusi oOIlecTBa B Mpoliecce
OpraHU3alMi CEPBUCHOTO OOCIYyKMBAaHUS IMOTPEOUTENE Ha TpaHCHOPTE, B TOM
uncne B cepe BozaymHoro tpancrnopta (M%yks); IPpUMEHATH METOABI PEIleHHs
MPOU3BOJICTBEHHBIX KOH(PJIUKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYPHOTO
pazHooOpasusi 00IIecTBa B MPOIECCE OPTraHU3AIMN CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTesiel Ha TpaHCHOpTE, B TOM 4Yuci€ B cdepe BO3AYLIHOIO TpaHCIOPTa
(A Pyks);

— TMPUMEHSTh METOJbl CO3JaHUs U TMOJACPKKH O€30MaCHBIX YCIOBHI
KU3ZHEACATEIbHOCTH, B TOM YHCJI€ MPU BO3HUKHOBEHUU YPE3BBIUAMHBIX CUTYyallUi B
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MpoIIeCCe OpPraHU3alMKU CEPBUCHOTO OOCITYKUBaHUsI OTpeOUTENEH Ha TPAHCIIOPTE, B
Tom uncne B cdepe Bosgymmuoro Ttpancmopra (U'yk.s); HTpHMEHATH METOMBI
CO3JIaHUsI U TOJJEPKaHUSI 0€30MaCHBIX YCIOBUN JKU3HEEATCIIBHOCTH, B TOM YHCIIC
NpU BO3HUKHOBEHUWU UPE3BBIUAMHBIX CHUTyallMii B TIpoOllECCE OpraHu3aluu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
Bo3aymHoro tpancnopra (M%yk-s); IPUMEHATh HABLIKUA CO3JAHUS M IOIIEPKKH
0€30MacHbBIX YCIOBUM 00CTYyKMBaHUSI TACCAXKUPOB, B TOM YHKCIIE TP BOSHUKHOBEHUU
Ype3BbIYAWHBIX CUTYyaIlui B MPOLIECCE OpraHU3aIluU CEPBUCHOTO OOCITY>KHUBaHUS
noTpeduTenied Ha TpaHCHOpPTE, B TOM 4YHuCIEe B cdepe BO3AYIIHOTO TpaHCIOpTa
(M %yks);

— MPUMEHITh METOJIbl IPUMEHEHUSI KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM
B CEPBUCHOW [EATEIbHOCTH Ha TPAHCIOPTE B YCJIOBUSAX B3aUMOJICUCTBUS C
NOoTpeOUTENIMH, B TOM YHCJI€ WHTEPHET-IPOJBMKEHUS YCIAYyr B Mpoliecce
OpraHU3aId CEPBUCHOTO OOCIYyXKMBaHUS IMOTPEOUTENCH Ha TpaHCHOpPTE, B TOM
uucie B cepe BosaymHoro tpancnopra (M1 mk.1); NpuMeHATH, MeTOaBl yyacTHs B
pa3pabOTKEe CHCTEMbl KJIMEHTCKUX OTHOIICHWH W OpraHu3alud IMpolecca
o0cITy>)KuBaHMs TTOTPEOUTENIC HAa OCHOBE NMPUMEHEHHUS 3aKOHOJATEIbHBIX aKTOB U
IpPaBOBBIX HOPM B TIPOIIECCE  OPTaHW3allMM  CEPBUCHOTO  OOCTYKHBaHUS
notpeOuTeneld Ha TPAHCIOPTE, B TOM 4YHCIEe B cdepe BO3AYIIHOTO TpaHCIOpTa
(U[1%rk-1); MPUMEHSATH METO/bI YYACTUS B COBEPIIEHCTBOBAHMU CUCTEMbI KITMEHTCKUX
OTHOLIEHWM B CEPBUCHOM JEATEIBHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
MHTEPHET-TEXHOJOTUA B TPOIIECCE OpraHU3allMi CEPBHCHOTO OOCITYKHUBaHUS
noTpebuTened Ha TpPaHCIOPTE, B TOM 4YHCie B cdepe BO3AYIIHOTO TpaHCIOpTa
(M),

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

— MNPUMEHSATh METOJbl BbIOOpAa MaTepUaJbHBIX PECYpCcOB, 00OPYIOBaHUS IS
OCYLIECTBIICHHSI TMPOIECCAa CEpBUCA, MEXaHHW3M IMPOBEJICHUS TEPErOBOPOB C
KJIIMEHTAMU IO MPETEH3UOHHBIM CIy4asiM U ONpPEAENICHUS NMPUYUH BO3HUKHOBEHUS
MIPETEH3U B IMPOIIECCE OpraHU3alliid CEPBUCHOTO OOCITYKUBAHHS MOTpeOUTENnel Ha
TpaHCHOpTE, B TOM uHcle B cepe BosmymHoro tpancrnopra (U1'nk.3); mpuMeHaTs
METO/IBl pPa3pabOTKM W WCIOJIB30BAHUS THIOBBIX TEXHOJIOTHYECKHUX IPOIIECCOB,
MeTOoAbl (POPMHUPOBAHMS U BHEAPEHUS KOPHIOPATHUBHBIX CTAHAAPTOB U PETJIaMEHTOB
MPOIIECCOB OOCTY)XKMBAaHUS TOTPEOUTENE Ha TPAHCIOPTE, MPUMEHSATH METObI
B3aMMOJICUCTBUSl € KJIMEHTAaMU [0 OpraHu3alu Impolecca OOCIyKUBAHUS
notpebutenei B cdepe rocTENPUUMCTBA B MPOIECCE OPraHU3alMU CEPBUCHOTO
oOciy>)kuBaHMsI TTOTpeOUTENe HA TpaHCIOPTE, B TOM uucie B chepe BO3AYIIHOIO
tpancnopta (MJ1%mk.3); NpUMEHATh TpeOOBaHMS IMPOU3BOACTBEHHOH IMCLUILIHHBL,
MpaBUJl IO OXpaHe TPyJa U MOXKaApHO 0e30MacHOCTH MPU OCYIIECTBICHUU
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TEXHOJIOTMYECKOT0 TMpoIlecca B MPOLECCe OpPraHu3alui CEPBUCHOTO OOCTYKUBAHUS
noTpeduTesiel Ha TpaHCHOpTe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO TpPaHCIOPTa
(A kca);

— TMPUMEHATH METOAbl  BBIOOpPA  OPraHM3AIMOHHBIX  PEIICHWH A
dbopMupoBaHUsI CEPBUCHON CHUCTEMBbI OOCIYKMBAaHHS C HCMIOJIb30BAaHUEM METO/OB
OpraHu3alii U YMPaBICHUS HMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM U
aKTUBaAaMU CEPBUCHBIX NPEANPUITUNH Ha TPAHCHOPTE B IMIPOIECCE OpraHU3alUU
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCiIe B chepe
Bo3ymHoro Tpancrnopra (U1%mx-4);

— TPUMEHATh METOJbl OCYIIECTBICHUS OPraHU3AIMOHHOTO OOCTYKHMBaHUS
aBUAIIMOHHOW MH(PACTPYKTYpbl U OpraHU3aIMOHHOTO oOOecTmedyeHus Tmpoiiecca
CEpPBUCHOT0 OOCIYKUBAaHUS B adpPOTNOPTY U HA OOPTY BO3AYIIHOTO CYJHA B MPOIECCE
OpraHU3aIlid CEPBUCHOTO OOCIYyXKHUBaHUS IMOTPEOUTENCH Ha TpaHCIOPTE, B TOM
gmciie B cdhepe Bo3aymHoro Tpancnopta (MJ1%mx-s);

Bnaners:

- HaBbIKAMH TPUMEHEHHS METOJIOB MTOMCKA, KPUTUUECKOTO aHalli3a U CUHTE3a
uH(OpMalMK B TPOLIECCE OpraHU3AIlMU CEPBUCHOTO OOCTYXKHMBAHUS TMOTpeOUTENnei
Ha TPaHCIOPTE, B TOM uucie B cdepe Bo3aymHoro tpancrnopra (U lyk.1); HaBbIKaMu
MIPUMEHEHHs] MEXaHU3Ma CUCTEMHOTO MOJX0/1a JUIsl PEIIeHUs MTOCTaBISHHBIX 3a/1a4 B
IpolIecCe OpPraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTENel Ha TPaAHCIIOPTE, B
ToM umcne B cepe BosaymHoro tpancnopra (M[I%yk.1); HaBbIKAMU IIPUMEHEHHS
METOJIOB CHUCTEMHOTO TOJXO0Ja IS pEeHIeHUs TOCTaBJIEHHBIX 3aJad B Ipolecce
OpraHu3allid CEpPBUCHOTO OOCTYKMBaHHUS MOTpEOUTENIe Ha TPAaHCIOPTE, B TOM
gmcie B cdepe BosaymHoro tpancnopra (M 3yi1);

— HaBBIKAMM  TPUMEHEHHS  METOJOB  OCYIIECTBIEHUS  COLHUAIBLHOTO
B3aMMOJICHCTBUSI M peaiu3allii CBOEH POJM B KOMaHJAE B MPOIECCe OpraHU3alluu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpPaHCHOpPTE, B TOM 4HCIe B cdepe
Bo3aymHoro tpancnopra (U] 'yk.3); HaBbIkaMy NpYMEHEHUS METOJ0B ONpeeICHHs
M peamu3allid CBOEH pOJM B KOMAaHJIE B IMPOIECCE OPraHU3allii CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIE Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
tpancnopra (M1%yk-3); HABBIKAMH IIPUMEHEHHsSI METOJ0B 00€CHeUYeHHUs COLMAILHOTrO
B3aUMOJIEMCTBUS B  IPOLIECCE  OpPraHM3allMl  CEPBUCHOrO  OOCIYKUBAHUS
noTpeduTeNneil Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPaHCIOPTA
(U] Cyx3);

— HaBbIKAMH TPUMEHEHHUS  METOJOB  BOCHPHSTHS  MEXKYJIBTYPHOTO
pa3zHooOpasus 001IecTBa B COLUATIBHO - HCTOPUIECKOM, STUIECKOM U (PUI0COPCKOM
KOHTEKCTaX B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO OOCTYKMBaHUSI OTpEOUTENEH Ha
TpaHcHopTe, B ToM umcie B cdepe BozmymmHoro tpancnopra (U 'yks); HaBbIKaMu
MPUMEHEHUST METOJIOB MPUMEHEHHSI 0COOCHHOCTEH MEKKYIbTYpHOTO Pa3zHOOOpa3us
o0IecTBa B MPOIIECCE OPTraHU3aIli CEPBUCHOTO OOCTY)KHMBaHMS MOTpeOHUTENel Ha
TpaHCIIOpTe, B TOM 4ucie B cdepe Bo3aymHoro tpancrnopra (MJ1%yi.s); HaBbIKaMK
MPUMEHEHUS METOJIOB pEIICHUs TPOU3BOJCTBEHHBIX KOH(JIUKTOB C Y4ETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us OOIEeCcTBa B MPOIECCE OpraHU3aIMU
CEpPBUCHOIO OOCIYXXMBaHUSI MOTpeOUTeNe Ha TpaHCHopTe, B TOM 4YHCie B cdepe
Bo3aymHoro Tpancropta (U] 3yks);

12



— HaBBIKAMU TPUMEHEHHUS METOJOB CO3JIaHUS U TOMJIEPKKH OE30MaCHBIX
YCJIOBUHM KUZHEAEATEIbHOCTH, B TOM YHUCJE MPU BO3HUKHOBEHUU YPE3BBIYAMHBIX
CUTYyalluid B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYXKMBaHUS MOTpeOUTENed Ha
TpaHcHoOpTe, B ToM umcie B cdepe BozmymHoro tpancnopra (UJ'yk.s); HaBbIKaMu
NPUMEHEHUS METOJOB  CO3JaHUsl MW  NOJIJepKaHus  O€30MacHBIX  YCIOBHIA
KU3ZHEACATEILHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUU UYPE3BBIYANHBIX CUTYyallUM B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE, B
ToM umcie B cepe BosaymHoro tpancrnopra (MJ1%yk.s); HaBHIKAMH HPUMEHEHUS
CO3JaHMUs U MOAJEPKKM O€30MacHbIX YCIOBUI OOCITY>KHMBAaHHS MAcCaXUpPOB, B TOM
Yyucjie TNpU BO3HUKHOBEHUM YPE3BBIUAMHBIX CUTyallMd B TMPOLIECCE OpraHu3aluu
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
Bo3aymHoro Tpancrnopra (M 13yk.s);

— HaBBIKAMU TPUMEHEHUS KIHUCHTOOPUEHTUPOBAHHBIX TEXHOJOTHH B
CEPBUCHON JIEATEIBHOCTH HAa TPAHCIOPTE B YCJIOBUSAX B3aUMOJEUCTBUSA C
NOTpEOUTENIMH, B TOM YHCIE€ HWHTEPHET-MPOJABIXKEHHUS YCIyr B Ipolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS NOTpEOUTENIe Ha TPAHCIOPTE, B TOM
umcne B chepe BozaymHoro Tpancnopta (M1 x.1); HaBbIkaMyU MPUMEHEHUS METOI0B
ydacTus B pa3pabOTKe CUCTEMBbI KJIMEHTCKUX OTHOLICHUN W OpraHu3aluu Impolecca
oOCIy>KMBaHMsI TTOTpeOUTENe Ha OCHOBE MPUMEHEHHUS 3aKOHOJATEIbHBIX AKTOB U
NpaBOBBIX HOPM B MPOLECCE OpraHu3alid  CEPBUCHOTO  OOCIYKHBaHUS
notpebuTeneld Ha TpaHCIOPTE, B TOM 4Hcie B cdepe BO3AYIIHOTO TPAHCIOPTA
(U%nk1); HaBbIKAMM IPUMEHEHHS METOJOB Y4YacTHS B COBEpPUICHCTBOBAHHU
CUCTEMBl KJIMEHTCKUX OTHOILIECHHI B CEPBUCHOM [ESITEIBHOCTH HA TPAHCIOPTE C
UCIIOJIb30BAHUEM HHTEPHET-TEXHOJOTUA B TMPOLECCE OPraHu3alul CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
tpancnopTa (M1°mk-1);

— HaBbIKAMM MPUMEHEHHS METOIOB BIIAJICHUS TEOPETHUYECKUMH 3HAHUSMU U
NPAKTUYECKUMU TpHeMaMHu YIpaBieHUsi NpoeKkTaMu B cdepe OOCITyKUBaHUS B
IpoIecce OpraHu3aIii CEPBUCHOTO OOCITY>KMBaHUS TTOTPEOUTENEH Ha TPAHCTIOPTE, B
ToM umcne B cepe BozaymHoro tpancnopra (M[I'nk-2); HaBBHIKAMU IIPUMEHEHHS
METOJOB  YINPABICHUS  TYPUCTCKO-PEKPEALIMOHHBIMH  IMPOEKTAMHU,  METOMbI
IUTAHUPOBAHUS W MOHUTOPHUHT JESTEIHbHOCTH CEPBUCHOW KOMIIaHMM B cdepe
TPAaHCTIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUSI TIOTpEOUTENCH Ha
TpaHCIIOPTE, B TOM 4ucie B cdepe Bo3aymHoro tpancnopta (U1 %mk-2);

— HaBBIKAMHM TIPUMEHEHHSI METOJOB BHIOOpAa MAaTEPHAIBHBIX PECYPCOB,
o0opyaoOBaHUs IS OCYIIECTBICHHUS TpOIlecca CEpPBUCA, MEXaHM3M TIPOBEICHUS
MIEPEroBOPOB € KIMEHTAMH IO MPETEH3HMOHHBIM CIy4dasM M ONpEAESICHUS MPUYHUH
BO3HUKHOBEHHUSI TMPETEH3UW B MPOLIECCE OpraHu3alMud CEPBUCHOTO OOCIYKUBAHUS
noTpeduTeNneid Ha TPAaHCIOPTE, B TOM 4HCIe B chepe BO3AYIIHOTO TPAHCIIOPTA
(U[I'1ik-3); HABBIKAMY IIPUMEHEHHS METOIOB Pa3spabOTKH U UCHOIb30BAHHS THIIOBBIX
TEXHOJOTHYECKUX  TPOIECCOB,  METOABl  (OPMUPOBAHUS W BHEAPCHHUS
KOPIMOPATUBHBIX  CTAHJAPTOB W  PErJAaMEHTOB  MPOIECCOB  OOCIYKUBaHUS
noTpeduTesieil Ha TPAHCIIOPTE, HABBIKAMU MPUMEHEHUSI METOJI0B B3aUMOJICUCTBUSI C
KJIIMEHTAaMU 10 OpraHu3aluu I[polecca O0OCIyXUBaHUS mOTpeduTeneit B cdepe
rOCTEHIPUUMCTBA B IMPOIECCE OPraHU3alMU CEPBUCHOTO OOCITY>KMBAHUS
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noTpeduTenel Ha TpaHCHOpTe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO TpPaHCIOPTa
(I/IILZHK-g); HABBIKAMU TMPUMEHEHUs TPeOOBaHUM MPOWU3BOJACTBEHHOM MHUCIUILINHBI,
MpaBUJl MO OXpaHE Tpyda U TMOXKapHOW O€30MacHOCTU MPU OCYIIECTBICHUU
TEXHOJIOTHYECKOr0 MpoIlecca B MPOLIECCe OPraHU3alUMi CEPBUCHOTO OOCTYKUBAHUS
noTpeduTesniel Ha TpaHCHOpTe, B TOM 4YHUCIE B cdepe BO3AYIIHOTO TPaHCIOPTa
M nk3);

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

— HaBBIKAMH NPUMEHEHUS METOJOB OCYILIECTBICHUS OPTraHU3aLMOHHOTO
o0cCITy>)KUBaHMsI aBUAIMOHHON MHQPPACTPYKTYPhl U OPraHU3aAMOHHOTO 00ECTICUeHU I
mpoiiecca CEpBUCHOTO OOCITY>KUBAHUS B a3POIOPTY U Ha OOPTY BO3AYIIHOIO Cy/JHA B
Ipollecce OpPraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTENel Ha TPaAHCIIOPTE, B
TOM umciie B cepe Bo3aymHoro tpancnopta (M1 2mxs).

4 O0beM AUCHUILIHHBI U BUBI y4e0HOI1 padoThl

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

Bcero Kypc (cemectp)
HanmenoBanue qacos |, kype (3 | 2 xype (4
CEMECTpP) | CEeMECTp)
OO6m1as TpPy10eMKOCTh TUCITUTLTHHBI 360 180 180
KonrakTHas pabora: 29 14,5 14,5
JEKLIHUH 10 6 4
NPaKTUYECKUE 3aHATUA 10 6 4
CEMUHAPHI — — —
nabopaTopHbie pabOTHI — — —
KypcoBas pabota (IpoeKT) 4 — 4
CamocrosiTenbHast paboTa 00yJaronuxcs 318 159 159
[IpomexyTouHas aTTecTanus 18 9 9
KOHTaKTHas paborta 5 2,5 2,5
. ;ZE;;TOHTCHBHM paboTa 1Mo MOATOTOBKE 13 6.5 6.5
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5 Coaep:xxanue TUCHUINIUHBI

5.1 CooTHeceHue TeM JUCHUILIMHBI U (popMHUPYyeMBbIX KOMIIETEeHIU

a Komnerennuun )
%)
2 T o~ )
5 =B a3
e O = — M
TeMbI AUCTTUTUTHHBI 2 = 2 T 5
S DR IBTIN eI 8¢ 2F
MMM eI Ig| 8 & s 2
= P> EIEIEIEIE S O S °©
= Q, =
3 O
=~ )
Tema 1. BBenenue B
nuctumuay. Oomue BK, JI, 113, YO,
moHsTHst ceppucHoit  [18,34/+ |+ |+ [+ |+ 1+ [+ 1+ |+ MPK. CPC C3,
JIESITEIbHOCTH ’ Kp
Tema 2. VYcnyru wu
KU3HEIEATCILHOCTh 13 YO,
Troaen B [19,32|+ |+ |+ [+ [+ |+ [+ |+ |+ D C3,
MPK, CPC | Kp
TPaAUITMOHHBIX
coo01ecTBax
Tema 3. Ycayru wu
CepBHUCHAs I3 YO,
EATEIIHLHOCTD B (1932|+ |+ [+ |+ |+ |+ [+ |+ |+ > C3,
MPK, CPC | Kp
WHTyCTPHAITHBHOM
oOrecTBe
Tema 4. Pa3Butue
YCIAYT W CEPBUCHOM
NeSTETbHOCTH B
pOCCHUIICKOM YO,
obmectse Ha 1834 4 |4 [+ |+ |+ |+ |+ |+ [+ | JBI31C3,
TpaHCHOpPTE, B TOM MPK, CPC | Kp

quCIie B cthepe
BO3IYIITHOTO
TpaHCIIOpTa
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2 Komnereunmn %
S T )
) 2 = 2 3
) S 3 Z 8
TeMbl TUCIMIUTHHBI 2 = Z o
o [ (|9 T IT L 2 2 = I
S MMM I¥ixgel¥d 2 F &
= > > > B EEEE g 8 S °
&) O
=~ )
Tema 5.
CoBpemMeHHOE
CEPBHUCHOC
00111eCTBO:
0COOCHHOCTH vO
CTaHOBJICHUS u ’
HEpCIEKTHRHI 19,32/ + [+ [+ [+ [+ [+ |+ |+ [+ MJP}I’<HC3i3C (I:<3’
pa3BHUTHS Ha ’ P
TPAHCIIOPTE, B TOM
qucIie B chepe
BO3/yIIIHOTO
TpaHCIIOPTa
Tema 6. Ycayra kak
MPOJYKT CEPBUCHOM
NEeATeTbHOCTH Ha 113 Sé(g)’
TpaHcopTe, B ToM |(18,34|+ |+ |+ |+ |+ |+ |+ [+ |+ MPI’C Ci’C )
quCIIe B chepe ’ Kp
BO3JIYIITHOTO
TpaHCIIOpTa
Tema 7. llcuxomorus
CEpBUCHOM
EeITEIbHOCTH Ha VO,
TpaHCNIOPTE, B TOM (18354 |4 |+ |4+ |+ |+ |+ |+ |+ |, 013 C3,
qucIIe B chepe ’ MPK, CPC | Kp
BO3/yIIHOTO
TpaHCIIopTa
Tema 8. OTHKa
CEpBUCHOM
eITENbHOCTH Ha VO,
TPAHCTIOPTE, B TOM (18354 |+ |+ |+ |+ |+ |+ |+ |+ | 013 C3,
quclie B chepe ’ MPK, CPC | Kp
BO3/yIITHOTO
TpaHCIIOpTa
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2 Komnereunmn Q
>} -
< T = o)
= = = a7 <
) ) Z 8
TeMbI AUCTTUTUTHHBI 2 = Z o
o [ (|9 T IT L g 9 o
0 MMM ¥ I¥|¥|| R E s 2
E%%%%EDEDD s B S °
& S
Tema 9. CepBuchnas
JESATEITBHOCTD Ha
TPAHCIIOPTE, B TOM VO
uncne B cdepe J1, 113, 3.
BO3IYIIIHOTO 21,32|+ |+ |+ [+ [+ |+ [+ |+ |+ MPK, CPC K’
TpaHCIIOPTa KaK P
COCTaBHasI 4acTh
SKOHOMMKH
Tema 10. Cepsucnas
JEATEITBHOCTD Ha
TpPaHCIIOPTE, B TOM
ygcne B cdepe YO,
BO3/IYIITHOTO 2415+ |+ |+ |+ |+ |+ |+ |+ |+ | 213 1 C3,
TpaHCIIopTa B MPK, CPC | Kp
KOHTEKCTE  YCJIOBUM
KU3ZHENEATEILHOCTH
moJiei
Tema 11.
Opranuzanus
00CTy>KUBaHHUSI VO,
notpedurenen HA o3 1504 (4 |4 [+ |+ |+ |+ |+ |+ JL, 113, C3,
TPaHCHOPTE, B TOM MPK, CPC | Kp
quCIie B chepe
BO3/yIIHOTO
TpaHCTIOpTa
Tema 12.
AnantarinoHHO-
TUHAMUYECKUE VO,
RAPaRTCPHCTHIH 23,14[+ |+ |+ |+ |+ |+ |+ |+ [+ L, 113, C3,
CEpBUCHOU MPK, CPC Kp
NeSATETbHOCTH Ha
TPaHCTIOPTE, B TOM

yucie B chepe
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a2 Komnereunmn 0
O Tl
< TN (D)
=) é E 7 o
@) L o =i
TeMbl TUCHHUIIITNHBI 2 5 = Z o
o NPT NPT B O =z X
0 MMM ¥ I¥|¥|| R E s 2
E%%%%EEEDD s B S ©
2 S
BO3IYIITHOTO
TpaHCIopTa
Tema 13. KauecTBo,
0e30MacHOCTb  yCIIyT
" KyJbTypa
CEpBUCHOM YO,
ACATCILHOCTH Ha 124 14|+ [+ |+ |+ |+ |+ |+ |+ |+ JL, 113, C3,
TPaHCHOPTE, B TOM ’ MPK, CPC Kp
qucIie B chepe
BO3JIYIITHOTO
TpaHCIopTa
Tema 14. Tlpoueccsl
yIpaBJICHUS,
OpraHu3aIuOHHas
CTPYKTYpa u
ITPOM3BOJICTBEHHBIN VO,
MCHEPKMEHT JI, 113,
CEPBUCHOTO 23,14/ + |+ |+ |+ |+ |+ |+ |+ |+ MPK, CPC (I:<3’
peaNpUsITUS Ha P
TpaHCHOpPTE, B TOM
quCIie B chepe
BO3/IYIIHOTO
TpaHcHopTa
Tema 15.
Baxxuerimue
Pa3HOBUIHOCTH
COLIMAJIBLHOTO YO,
MEHEIKMEHTA Ha 2414+ |+ |+ [+ |+ |+ |+ |+ |+ JI, 113, C3,
CEPBUCHOM MPK, CPC | Kp
MPeNPUITUN Ha

TpaHCIIOPTE, B TOM
YqHUCIe B chepe
BO3/yIITHOTO
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2 Komnereunmn Q
>} [¥a)
< T o~ D)
& é = a <
o o 5 = E
TeMBI TUCIUIUINHBI & = T 5
o oeeelTveIsiel 8 ¢ [T
0 MMM ¥ I¥|¥|| R E s 2
5 P EIEIEEE S o o °
: EF
o @)
TpaHCIopTa
Tema 16. Mapketunr
51 oTpeieNICHHE
3 PeKTUBHOCTH
paboThl  CEPBUCHOTO VO,
HPEANpUATHS Ha 95 14/ + [+ |+ |+ |+ |+ |+ |+ |+ JL 113, C3,
TpaHCIIOPTE, B TOM MPK, CPC | Kp
qucIie B chepe
BO3JIYIITHOTO
TpaHCIIopTa
Kypcosas pabota 4
HUroro no nucimiuinuae | 342
IIpomexxyTouHas
POMEAY 18 D, D
aTTeCcTalns
Bcero no gucuuruinge 360
Cokpamenusi: JI — neknus, II3 - mnpaktuueckue 3anstus, CPC —
caMocTrosiTeIbHas pabora obOywaromuxcsa, YO — yctHbed ompoc, MPK — meton
pazBuBaronieiics koomepauuu, C3 — curyannoHHoe 3ananue, BK — BxomHoit
KOHTpOJb, Kp — KOHTpOIbHAS paboTa, D — IK3aMeH.
5.2 TeMbl AUCHUILIMHBI 1 BUABI 3AHATHH
HaumenoBaHue TeMsbl Bcero
JI I3 |C JIP |CPC |KP
IUCIATIINHBI JacoB

2 xypc (3 cemectp)

Tema 1. Bsenenue B

auctuiiuHy. OOIIMe MOHATHS 068066 — | — 17 _ 1834
CEPBHCHOM EATEIHEHOCTH ’ ’ :
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HaumeHoBanue TeMel
TACIUATIITNHEI

I13

JIP

CPC

KP

Bcero
qJacoB

Tema 2. Yenyrn U
KU3HEAEATEIBHOCTD JIOJEH B
TPaAUIIMOHHBIX COOOIIECTBAX

0,66

0,66

18

19,32

Tema 3. Ycnyru u cepBucHas
JeSITeTbHOCTD B
UHAYCTpUAIBHOM OOLIECTBE

0,66

0,66

18

19,32

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

0,68

0,66

17

18,34

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

0,66

0,66

18

19,32

Tema 6. Yciyra kak IpoayKT

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

0,68

0,66

17

18,34

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

0,66

0,69

17

18,35

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

0,66

0,69

17

18,35
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HaumeHoBanue TeMel
TACIUATIITNHEI

113

JIP

CPC

KP

Bcero
qJacoB

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

0,66

0,66

20

21,32

Uroro 3a 2 kypc (3 cemect)p)

6

6

159

171

[IpomeskyTouHas arrectanus B popme 3K3amMeHa

Bcero 3a 2 kypce (3 cemectp)

180

2 kypc (4 cemectp)

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

0,58

0,57

23

24,15

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

0,57

0,58

22

23,15

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

0,57

0,57

22

23,14

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

0,57

0,57

23

24,14

21




HaumeHoBanue TeMel 1 m |c P | cpe | kp Bcero
JTACIUILIAHEI JacoB

Tema 14, [Tpoueccnr
yIpaBiICHUS,
OpraHu3allMOHHAasl CTPYKTypa
151 IIPOU3BOICTBEHHBIN
MEHEKMEHT CEPBUCHOTO
OPENNpUsATUS HA TPAHCIIOPTE,
B TOM uncie B cdepe
BO3/yILIHOTO TPAHCIIOPTa

057|057 | — | — | 22 — 23,14

Tema 15. Baxueiimue
Pa3HOBUIHOCTH COIMAJILHOTO
MEHE/DKMEHTa Ha CEpPBHCHOM

057057 — | — | 23 — 24,14

NPEANPUATAN Ha TPaHCIOPTE,
B TOM 4ucie B cdepe
BO3/YIIIHOTO TPAHCIIOPTA
Tema 16. Mapketunr wu
orpesieieHue
3¢ PeKTUBHOCTH paboThI
CEPBUCHOTO MPEIIPUITHS Ha 0571057 — | — | 24 _ 25 14
TPaHCIIOPTE, B TOM YUCIIE B
chepe BO3/yIIIHOTO
TpaHCIIOPTa
Kypcosas pabora — | — | — | = — 4 4
Hroro 3a 2 kypc (4 cemectp) 4 4 | — | — | 159 4 171
[IpomesxyTouHas arrecraius B (hopme IK3aMeHa 9
Bcero 3a 2 kypc (4 cemectp) 180
Wroro no aucuuniuxe 360

Cokpamenusi: JI — gekmua, I3 - mnpaktudeckue 3anstus, CPC —
camocTosiTelibHAsE pabora oOydarommxcsi, KP — kypcoBas pabora, JIP -

nabopaTtopHbie paboThl, C — CEMUHAPBHI.

5.3 Conep:kaHue IMCHUIIMHBI

Tema 1. BBegenue B agucuMiuinHy. OOmMe TOHATHS CEPBHUCHOI
AeSTeJIbHOCTH

HpeI[MeT, COACPIKAHNC  NTHUCHHUILINMHBI ((CepBI/ICHaH ACATCIBHOCTb Ha
TPaHCIIOPTEC. OCHOBHEIEC TCPMHHLBI " IIOHATHUA 10 JUCHHUITIINHE (I[J'IH

22



CaMOCTOSITEJILHOTO M3y4eHHs). MeToIuYecKrue OCHOBBI M MEKIUCUUIIMHAPHBINA
XapakTep HAy4YHOIO aHaju3a CEPBUCHOM JEATENBHOCTU (IJI1 CAMOCTOSITENIBHOIO
nzydyenus1). [logxon K HM3y4EHUIO CEPBUCHOM JEATEIBHOCTH B PaMKax «oOLIECTBa
norpebnenus» (AJI1 CaMOCTOSITENIBHOIO H3yuyeHusi). TeopeTuueckue OCHOBaHMS
aHanM3a CEPBHCHOM  JIESITENIbHOCTH MOCTUHAYCTpUAIbHOrO  obmiectBa (IS
CaMOCTOSATEIbHOT0 U3yuyeHus). Knaccudukanus yciyr u cCepBUCHON €SI TEIbHOCTH B
HAy4yHOM aHaiau3e (IJIs CcaMOCTOATENbHOrO u3ydeHus). Buasl cepBucHoi
JEeSATENbHOCTHU (ISl CaMOCTOSITENIbHOTO U3y4eHHus ). TeXHoIoruu npouecca ceppuca u
OCOOEHHOCTH KJIMEHTCKMX OTHOLIEHUN C Yy4YeToM TpeOOBaHUI MOTpeOuTeNnss Ha
TpaHCIOPTE, B TOM YHCIIe B chepe BO3AYLUIHOrO TpaHCcHopTa (AJis CaMOCTOATENbHOTO
uzydenusi). [lcuxonornueckrue OCOOEHHOCTH MOTPEOUTENS B MPOIECCE CEPBUCHOMU
JeSTEeNbHOCTH Ha TPAHCIOPTE, B TOM 4YHCIE B cepe BO3AYUIHOTO TpaHCIOPTa (IS
CaMOCTOSITEJILHOTO M3y4eHHUs). MeToJIbl MOUCKa, KPUTUUECKOTO aHallh3a U CUHTE3a
uH(pOpMAIIK B MPOIECCE OPraHU3alMU CEPBUCHOTO OOCITYXUBaHUS MOTpeOUTENEH
Ha TpaHCIoOpTe, B TOM u4ucie B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOSITEJILHOTO H3y4YeHHUs1). MeXaHu3M CHCTEMHOTO TMOAXOAa JUIsl PEIICHHS
MOCTaBJIEHHBIX 3aJlad B IIPOILIECCE OpPraHU3AlMHU CEPBUCHOTO OOCITYKUBaHUS
norpeduTeneld Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITEJILHOTO M3y4yeHHUs1). MeToabl NPUMEHEHMS CUCTEMHOTO TMOAXoAa IS
pEIIeHHs TOCTABIICHHBIX 3a/[a4 B IIPOLIECCE OPraHn3allKi CEPBUCHOTO 00CITYKUBaHUS
notpeduTeneld Ha TpaHCIOpTEe, B TOM 4YHcie B chepe BO3AYIIHOTO TpaHCIoOpTa (JJs
CaMOCTOSATEJILHOTO  M3y4eHHs).  MeToipl  OCYHIECTBIEHHUS  COIMAIBHOIO
B3aMMOJICHCTBUSI M peaiu3allii CBOEH POJUM B KOMaHJIE B MPOIECCE OpraHU3aAIMH
CEpBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAHCIIOPTa (M1l CAMOCTOSITEILHOTO U3y4YeHHs1). MeTo/ibl orpeaesieHus
M peamu3allid CBOEH pOJM B KOMAaHJE€ B IMPOIECCE OPraHU3allii CEPBHCHOTO
o0Ociy>)kuBaHMsI TTOTPEOUTENICH Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3MYIIHOTO
TpaHCToOpTa (71 CAaMOCTOSTENLHOTO U3y4YeHus1). MeTo bl o0ecriedeH s COIMAIbHOTO
B3aMMOJICHCTBUS B  TPOIECCE  OpPraHU3alMM  CEPBUCHOTO  OOCIYKHBaHUS
noTpeduTenel Ha TpaHCIOpPTEe, B TOM YHCIE B chepe BO3AYIIHOTO TpaHCHoOpTa (IJis
CaMOCTOSATEJIBHOTO  H3y4yeHus).  MeTonbl  BOCHPHUATHSA MEKKYJIbTYPHOTO
pazHoOoOpa3us 0OIIECTBA B COMMAIBHO - UCTOPUUECKOM, STHUYECKOM U (HHII0COPCKOM
KOHTEKCTaX B MPOILECCE OpPraHU3allMi CEPBUCHOTO OOCITYKMBaHUS MOTpeduTeneil Ha
TPaHCIIOPTE, B TOM YHUCIIE B chepe BO3IyLIHOTO TpaHCHOpTa (A1 CaMOCTOSATEIbHOIO
u3ydeHus). Metoasl MPUMEHEHUS OCOOEHHOCTEH MEXKYJIbTYpPHOTO pa3HOOOpasus
o0miecTBa B IMpoLECCe OPraHMU3allMU CEPBHCHOTO OOCIY)XMBaHMs MOTpeOuTenel Ha
TPaHCIIOPTE, B TOM 4YHUCie B chepe BO3AYLUTHOTO TPAHCHIOPTA (11 CaMOCTOSATENBHOTO
u3yuyeHus). MeTolbl pelieHusi MPOU3BOACTBEHHBIX KOH(DIMKTOB C YYETOM
0COOEHHOCTEW MEXKKYJIBTYPHOTO pa3HOOOpasus oOIiecTBa B MPOLECCe OpraHUu3aluu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOpPTEe, B TOM 4YHCIE B cdepe
BO3JYIIIHOI'O TpaHCHOpTa (ISl CaMOCTOSITENIBHOIO M3y4deHus). MeToasl co3aaHus U
MOAJIEP)KKM  O€30MacHbIX YCJIOBUM KM3HEAEATEIBHOCTH, B TOM YHCIE NpH
BO3HUKHOBEHUU YPE3BbIYANHBIX CUTyalldid B MPOILIECCE OPraHU3alMU CEPBUCHOTO
oOciy>)KuBaHMsI TTOTpeOUTENe Ha TpaHCIOPTE, B TOM uucie B cdepe BO3AYIIHOIO
TpaHcHopTa (JJ1s1 CaMOCTOSITEILHOTO M3yueHusi). MeToabl CO3/IaHus U MOAACPKAHUS
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0e30MacHbIX YCIOBUM KU3ZHENEATEIbHOCTH, B TOM YHWCJIE NPH BO3HUKHOBEHHH
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYKHUBAHUS
NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B cepe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO HM3Yy4yeHHs ). MeTonbl co3gaHusi W MOAAEPKKUA Oe30MacHbIX
YCIOBUM OOCHYXMBaHHUS TMACCAXUPOB, B TOM UHWCIE TMPU BO3HUKHOBEHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3alMH CEPBUCHOTO OOCITYKHUBAHUS
noTpeduTeNel Ha TpPaHCIIOPTE, B TOM YHUCJe B cepe BO3MYIIHOIO TpaHcnopTa (asis
CaMOCTOSITEJILHOTO H3y4yeHHus). MeToasl NPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUH B  CEpPBUCHOW  JIEATEIBHOCTH HA TPAHCIOPTE B  YCJIOBUSX
B3aMMOJICHCTBHS C TOTPEOUTENIIMH, B TOM YHUCJIE MHTEPHET-TIPOJBUKEHUSI YCIyT B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKMBaHUS NOTpeOUTENIel Ha TpaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOIO TPAHCIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Mertonbl yyacTusi B pa3pabOTKE CHUCTEMBbI KIMEHTCKHMX OTHOIIEHUM U OpraHU3aliH
npolecca o0CIy)KMBaHUS MOTpeOUTeNeld Ha OCHOBE MPUMEHEHMS 3aKOHOJATETbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPraHMU3alMd CEPBHCHOIO OOCIYKHUBaHUS
notpebuTenel Ha TpaHCIOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHIopTa (JJs
CaMOCTOSITEJILHOTO M3y4eHHUs). MeToJbl ydyacTus B COBEPIIEHCTBOBAHUHM CHUCTEMbI
KJIUEHTCKUX OTHOIIEHUH B CEPBUCHOM JICSITENIbHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAHMEM HMHTEPHET-TEXHOJOTUI B TMPOIECCE OpraHU3allih CEPBUCHOTO
oOcny>KMBaHMsI TIOTpeOUTeNIel Ha TpaHCIOpPTe, B TOM 4Hcie B cdepe BO3IYIIHOIO
TpaHcmopTa (Uil ~ CaMOCTOSITENIBHOTO  M3y4YeHHUs).  MeTojsl BJIQJICHUS
TEOPETUYECKUMHU 3HAHUSIMU U MPAKTUYECKUMU MPUEMaMU yIPaBICHUS MPOCKTaMU B
chepe oOCTy)KMBaHMS B TPOLECCE OPraHU3AIMHU CEPBUCHOTO OOCITYKHUBaHUS
notpebuTeNneld Ha TpaHCIOpPTE, B TOM 4YHCie B chepe BO3MYIIHOTO TpaHchopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTolbl ympaBieHHUs] TYPUCTCKO-peKpeariOHHBIMU
NPOEKTaMH, METObl IJITAHUPOBAHHS W MOHHUTOPHHI JEATEIBHOCTH CEPBHCHOMU
KOMIIaHUKU B cdepe TpaHCIOpPTa B TPOIECCEe OpraHu3aldd  CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCTOpTa (IJIs1 CaMOCTOSATEIBLHOTO M3y4eHwus). MeToabl BbIOOpa MaTepUaIbHBIX
pecypcoB, 000pymOBaHUS IS OCYIIECTBICHHS IMpoIlecca CEpBUCA, MEXaHU3M
IIPOBEJICHUS IIEPErOBOPOB C KIMEHTAMU IO MPETEH3UOHHBIM CIIy4asiM U OIIPEIeICHUs
IIPUYMH BO3HWKHOBEHHUS MPETEH3Ul B IIPOLECCE OpraHU3alldyd CEPBHCHOIO
oOcIy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcmopTa (VIS  CaMOCTOATENbHOrO  M3y4deHus). Meroasl pa3paboTKu U
MCITIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHX IMPOIIECCOB, METOAbI (hOPMHUPOBAHUS U
BHEJIPEHUS] KOPIOPATUBHBIX CTAHJAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKHUBAHUS
notpebuteneii Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO U3y4deHHs). MeTossl
B3aMMOJICUCTBHSI C KJIMEHTAMH 10 OpTaHU3alMHM Tporecca OOCTYKUBaHUS
notpebureneii B cdepe TocTeNpUUMCTBA B MPOLECCE OPTraHU3alUU CEPBUCHOTO
oOCiTy>)KMBaHMsI TOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcmopTa (IJIsi CaMOCTOSITEIBHOTO U3yueHus). TpeOoBaHUS MPOU3BOJICTBEHHOMN
TUCIUIUTMHBI, TPaBWJI TIO0 OXpaHe Tpyda ¢ TMOXapHOW O€30MacHOCTH TIpH
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 Mpoliecca B MPOLIECCE OPraHu3ali CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHCIOPTa (I CAaMOCTOATEIIBHOTO U3YUYeHHUsI). MeTo1bl BEIOOpa OpraHU3alMOHHBIX
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pemieHuii 11 (OpPMHUPOBAHUS ~ CEPBUCHOM  cHCTEMBbl  OOCIYKHMBAHHUS  C
UCIIOJIb30BAaHUEM  METOJOB  OpraHu3allid W YIOPaBJICHUS  HMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HAa TPAaHCHIOPTE B
MpOLIECCE OPraHU3alUMU CEPBUCHOTO OOCITYKMBaHUS NOTPEOUTENIEH Ha TPAaHCIIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOIO TPAHCIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Metonbl  OCYHIECTBICHUS  OPraHM3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
MHQPACTPYKTYphl M OpPraHU3ALMOHHOTO OOEecledYeHusl IMpolecca CEPBUCHOTO
oOCNy’KMBaHMSI B ad’ponopTy M Ha OOpPTy BO3AYIIHOIO CyJIHa B Mpolecce
OpraHu3aliyd CEPBUCHOTO OOCITYKHMBaHHUS NOTpEOUTENed Ha TpPAaHCIOPTE, B TOM
yuclie B cpepe BO3YIIHOTO TpAaHCTIOPTA (M1J11 CaMOCTOSITEIbHOTO U3YUYEHUs).

Tema 2. Yeayru W KHU3HeNAESTEJNBHOCTH JIKOJell B TPaIWIUOHHBIX
coolurecTBax

CouuanbHple TPEANOCHUIKM BO3HUKHOBEHUS W Pa3BUTUS  CEPBUCHOU
nestenbHOCTU. JluddepeHnuanus 3aHATHN U COIMATIBHBIX POJIeH B TMEPBOOBITHOM
KyJIbType M apxXaudecKuxX cooOIecTBax (I CaMOCTOSTEIHHOTO W3YYCHUS).
3apoxeHre U pa3BUTHE YCIYT B O0IIECTBaX JPEBHETO MUpa (151 CAaMOCTOSITETLHOTO
U3ydeHus). YCIyrd B CpeaHEeBeKOBOM ofmiectBe 3amagHoi EBponbr  (miis
CaMOCTOSITEILHOTO HU3yueHus1). OCHOBBI AUBEPCUDHUKAIIUN CEPBUCHOMN JEATEILHOCTH
B COOTBETCTBUM C OJTHOKYJIBTYPHBIMH, HCTOPUYECKUMH W  PEIUTHO3HBIMHU
TPaAUIUSIMH Ha TPAHCIOPTE, B TOM YHCJEe B cdepe BO3AYIIHOTO TpaHCIOpTa (s
CaMOCTOSITEILHOTO M3y4yeHHUs). MeToabl MOoMcKa, KPUTHYECKOTO aHali3a M CHHTE3a
uH(OpMalMK B TPOIIECCE OpraHU3aIlMU CEPBHUCHOTO OOCTYXKHMBAHUS MOTpeOUTENeH
HAa TpaHCIOpTe, B TOM 4YHclIe B cdepe BO3AYINIHOTO TpaHcmopTa (auis
CaMOCTOSITEJILHOTO H3Yy4YeHHUs). MexaHW3M CHCTEMHOI0 TOAXOoAa [JIs PEIICHHS
IIOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpPTraHM3allud CEPBUCHOTO OOCTYKMBAaHUS
noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4YHCIE B cepe BO3MYITHOTO TpaHCHoOpTa (s
CaMOCTOSITEILHOTO H3y4YeHHUs). MeToapl NPUMEHEHHs] CHCTEMHOTO TIOaXoaa IS
peIeHns TOCTABICHHBIX 3a7a4 B MPOIECCE OPraHU3aIMH CEPBUCHOTO 00CITYKHMBaHHUSI
noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4YHCIE B cepe BO3MYITHOTO TpaHCHopTa (s
CaMOCTOSITEIbHOTO U3YUYCHHUS). Mertonsl OCYUIECTBIICHUS COI[MATIBHOTO
B3aMMOJICHCTBUS U pea3allid CBOEH POJIM B KOMAaHIE B MPOLIECCE OPraHU3aliu
CEepBUCHOTO OOCITY)KMBaHUS MOTpeOUTENEl Ha TpaHCIOPTE, B TOM uwucie B chepe
BO3IYLIHOTO TpaHCHOPTa (i1 CaMOCTOSATENBbHOIO U3yYeHus ). MeToabl onpenesieHus
U peanu3alMy CBOEH pPOJM B KOMaHAE B IMPOIECCE OpPraHu3allud CEPBUCHOTO
oOcny>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHCHoOpTa (711 CAaMOCTOSATEIIBHOIO U3Y4YeHHUs ). MeTo1bl 00ecieYeHUsI COLIUATIbHOTO
B3aUMOJICUCTBUS B  NpOLlECCE  OpPraHu3allMl  CEPBUCHOrO  OOCIYKUBAaHUS
MoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHCHopTa (s
CaMOCTOSITEJILHOTO ~ U3y4yeHus).  MeToasl  BOCIHPUSATHUS MEKKYJIbTYPHOTO
pasHOOOpa3us OOIIECTBA B COMMAIBHO - UCTOPHUSCKOM, STHUYESCKOM U (HHIIOCOPCKOM
KOHTEKCTax B MPOIECCE OpraHU3allid CEPBUCHOTO OOCITYKHMBAaHUS MOTpeOUTENe Ha
TPAHCIIOPTE, B TOM 4Hclie B cdepe BO3AYIIHOIO TpaHCIOPTA (AJisI CAMOCTOATEIBHOTO
n3ydeHus). MeToabl MPUMEHEHUS OCOOEHHOCTEM MEXKKYJIBTYPHOT'O pPa3zHOOOpa3us
oOliecTBa B MpPOLIECCE OpraHU3allMu CEPBUCHOTO OOCIyKUBaHHS MOTpeOuTenei Ha
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TpaHCIOPTE, B TOM YHCIIE B chepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAaMOCTOATEIbHOTO
n3ydeHus). MeToasl pemIeHHs] TPOU3BOJCTBEHHBIX KOH(JIMKTOB C Yy4ETOM
O0COOCHHOCTEM MEXKKYIBTYPHOTO pa3HOOOpa3usi 00IIECTBa B MPOIIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIYKMBaHUSI MOTPEOUTENIe Ha TpaHCHOpPTE, B TOM 4YHClE B cdepe
BO3JIYIIIHOT'O TpaHCHOpTa (IJisI CaMOCTOSITENIBHOIO M3Yy4deHUs). MeToabl co3AaHus U
MOAJIEPKKM  O€30MacHbIX YCJIOBUM KM3HEAEATEIBHOCTH, B TOM YHCIE TIpH
BO3HUKHOBEHUHU YpPE3BbIYANHBIX CHUTyallMid B MPOLIECCE OpPraHU3ALMHU CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (IUIsl CAMOCTOSITENILHOTO U3y4YeHus1). MeTo bl CO3jaHusl U MOAepKaHus
0e30MacHbIX YCIOBUM KU3HENEATEIbHOCTH, B TOM 4YHCJIE€ NpPH BO3HUKHOBEHHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3AlMH CEPBUCHOTO OOCITYKHUBAHUS
notpeduTeneldl Ha TpaHCIOPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHopTa (Js
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MeTonbl co3gaHusi W MOAAEPKKUA Oe30MacHbIX
YCIOBUM OOCHYXMBaHMUS TMACCaXXUPOB, B TOM UHKCIE TPH BO3HUKHOBEHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OpPraHU3AlMH CEPBUCHOTO OOCITYKHUBAaHUS
notpebuTenel Ha TpaHCIOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHIopTa (JJs
CaMOCTOSITEJILHOTO HU3Yy4YeHUs). MeToapl NPUMEHEHHUS KIUEHTOOPUEHTHUPOBAHHBIX
TEXHOJOTUA B  CEPBUCHOW  JIEATETBHOCTH HA TPAHCIOPTE B  YCJIOBUSX
B3aUMOJICHCTBHS C MOTPEOUTESIMUA, B TOM YHCII€ WHTEPHET-MPOJBIKCHUS YCIyT B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKUBaHUS OTpeOUTENel Ha TpaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Mertonbl yyacTusi B pa3pabOTKe CHUCTEMBI KIMEHTCKUX OTHOIICHUM U OpraHU3aINH
nporecca 00CIy)KMBaHUA MOTpeOuTeNeld Ha OCHOBE MPUMEHEHHS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPTraHMU3aI[MU CEPBHCHOTO OOCIYKHUBaHUS
notpeduTenel Ha TpaHCIOpTEe, B TOM 4YHcie B chepe BO3AYIIHOTO TpaHCIOpTa (JJs
CaMOCTOATEILHOTO HM3y4eHHUs). MeToJbl ydacTus B COBEPIICHCTBOBAHUHM CHCTEMBI
KJIUEHTCKUX OTHOIIEHUH B CEPBUCHOW JESITENIBHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHUEM HMHTEPHET-TEXHOJOTUI B TPOIECCE OpraHU3allih CEPBUCHOTO
oOcITy>)kuBaHMsI TIOTpPEOHUTENIC Ha TpPaHCIOPTE, B TOM YHUCJIE B cepe BO3AYIIHOTO
TpaHcmopTa  (UIsI ~ CaMOCTOSITENIBHOTO  M3y4YeHHUs).  MeToasl  BiIaJCHUS
TEOPETUYECKUMHU 3HAHUSIMU M MPAKTUUECKUMU MPUEMaMH yIIPaBICHUS MPOCKTaMU B
chepe o0OcmyKUBaHUS B TMPOIECCE OpraHU3alMM CEPBUCHOTO OOCITYKWBaHUS
noTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HM3y4eHUs). MeToNbl ympaBieHHUS TYPUCTCKO-pEKpeariOHHBIMU
MPOEKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEITEIBHOCTH CEPBUCHOM
KOMIIaHUM B cdepe TpaHcmopTa B TPOLECCe OpPraHU3AMH  CEPBUCHOTO
oOCITy>)KMBaHMsI TOTpeOUTENeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHCHOpTa (IIJI1 CaMOCTOATENbHOrO M3yuyeHus). Metoasl BbIOOpa MaTepuadbHbBIX
pecypcoB, 00OpYIOBaHMS MJisi OCYIIECTBICHHS TMpOIecca CEpBUCA, MEXAaHU3M
MIPOBEJICHUS TIEPETOBOPOB C KIMEHTAMH 10 TPETCH3UOHHBIM CITydasiM U OTPeIeTICHUS
NpUYMH BO3HUKHOBEHHUS TPETEH3WM B MPOLECCEe OpraHu3alud CEePBUCHOTO
o0ciy>)kuBaHMsI TTOTpPEOUTENIe Ha TpaHCHIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcriopTa (I  CaMOCTOSITENIBHOTO  HM3ydeHusi). MeToabl  pa3paboTKu U
WCITIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHUX IMPOIECCOB, METOABI (hOPMHUPOBAHUS U
BHEJIPCHUSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIAMEHTOB MPOIIECCOB OOCITYKUBAHUS
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notpeburtenei Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4deHUusi). MeToibl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid Mpolecca 0O0CTyKUBaHUS
norpebuteneil B cepe rocTenpuuMCTBa B MPOLECCE OPraHU3ALMH CEPBUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcnopTa (IUIsl CaMOCTOSITENIBHOTO W3y4yeHHs). TpeOoBaHMS MPOU3BOACTBEHHOM
IUCIMIUIMHBI, TPaBWI TI0O OXpaHe Tpyda U TOXApHOH OE30MacHOCTH TpH
OCYIIECTBJICHUH TEXHOJOTMUYECKOI0 IMpoliecca B MPOLIECCe OPraHu3alli CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHCIopTa (751 CAMOCTOSITENILHOTO H3yUueHus). MeToabl BEIOOpa OpraHU3allMOHHBIX
pemieHuit s OpMHpOBAaHHS — CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJB30BAaHMEM  METOJOB OpTaHM3allMM W YIPABJICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTUBaMH CEPBHUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
npolecce OpraHu3alui CEPBUCHOTO 00CITYKUBAaHUS TOTPEOUTENEeH Ha TpaHCIIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
MeToasl  OCYIIECTBICHUS  OPTaHM3AIIMOHHOTO  OOCIY)XMBAHHS  aBHAIIMOHHOW
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOECHeYeHHs] TMpolLecca CEPBUCHOTO
oOCIy’>KMBaHMsSI B ad’poropTy M Ha OOpPTy BO3AYIIHOIO CyJIHAa B TMpolecce
OpPTaHM3allMd CEPBHCHOTO OOCITYXHBaHHs TOTpeOUTENeld Ha TPaHCIOPTE, B TOM
yuclie B chepe BO3IYIIHOTO TPAaHCTIOPTA (M1 CAaMOCTOSITEIbHOTO U3YUYCHUS ).

Tema 3. VYeayru u cepBHCHasi [eSITeJIbHOCTb B HHAYCTPHUAIBLHOM
oomecTBe

ConuanbHO-3KOHOMHUYECKash XapaKTePUCTHUKA COBPEMEHHOTO 0O0IlecTBa.
VYcayru B COBpEeMEHHOM 00IIecTBe (i1 CaMOCTOSITENIbHOTO M3Y4eHHs). YCIyTH B
UHIYCTPUAIBHOM MPOM3BOJACTBE (MJIsI CaMOCTOSITEIBHOIO U3y4yeHus). BrausHwue
UHIYCTPUAIBHOTO  MPOM3BOJICTBA  HA  CEPBUCHYIO  JIE€ATENBHOCTh  (AJId
CaMOCTOSITEbHOTO U3ydyeHus1). CepBUCHAS NEATEIbHOCTh B PA3BUBAIOLIMXCS CTPAHAX
(ma camocTosITENbHOTO H3ydeHHs). CepBUCHAsA NEATENBHOCTh B Pa3BUBAIOLIMXCSA
CTpaHax B cdepe BO3AYIIHOTO TpaHCHopTa (AJII CaMOCTOSATEIBHOTO HU3YYCHUS).
Meronpl MOMCKA, KPUTHUYECKOTO aHalu3a W CHHTe3a WH(OpManuu B Mpoiiecce
OpraHu3allid CEPBUCHOTO OOCTYKHMBAHHUS TOTPEOUTENIe Ha TPAHCIOPTE, B TOM
gyuciie B cdepe BO3AYIIHOTO TPaHCHOpPTa (I CAMOCTOSTEIBHOTO HW3Y4YCHUSs).
MexaHu3M CUCTEMHOIO MOAXOJa ISl PELICHUs IMOCTaBICHHBIX 3ajady B Mpolecce
OpraHu3allid CEPBUCHOTO OOCTYKHMBAHHUS MOTPEOUTENIC Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYHNIHOrO TpaHCHoOpTa (TSI CaMOCTOSTENBHOTO HW3YYCHUS).
Metoasl NIpUMEHEHUsSI CUCTEMHOIO MOJAXOAa ISl PEIICHUsS MOCTaBJICHHBIX 3a/1ad B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTtobl OCYIIECTBIEHNSI COUUAIBHOTO B3aMMOJICMCTBHS U pPEAU3alMy CBOEU POJIH
B KOMaHJIe¢ B MPOIECCe OPTraHU3AIMHA CEPBUCHOTO OOCITYXKMBaHUS MOTpEOUTENEl Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTOPTa (I CAaMOCTOSTEILHOTO
u3yueHust). MeTobl onpeieNieHus U pealin3aliyd CBOEH posi B KOMaHJIe B Mpoliecce
OpraHu3alMy CEPBUCHOTO OOCIYyKHMBAaHUSl IMOTPEOUTENe Ha TpaHCHOpPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (I CaMOCTOATEIbHOIO W3Y4ECHUSs).
Metoasl o0ecrnieueHus] COLUAIBHOIO B3aUMOJEHCTBHS B MPOLIECCE OpraHU3aluu
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CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3IYIITHOTO TPAHCIIOPTA (1T CaMOCTOSATEIHHOTO M3Y4deHUs). MeToabl BOCTIPUSATHS
MEXKYIbTYpHOTO pa3HOOOpasus o0IIecTBa B COLUMANBHO - HCTOPUUYECKOM,
TUYECKOM U (IIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpPraHU3allUd CEPBHCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIed Ha TpPaHCIOPTE, B TOM 4Hcie B chepe BO3IYIIHOIO
TpaHCTOpTa (I  CaMOCTOSATEIBHOTO  HW3Y4YeHHS). MeToAasl  NPUMCHCHHS
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO Pa3HO0Opa3usi OOIIECTBa B MPOIIECCE OpraHU3aIuu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TpPAaHCTOPTa (I CAMOCTOSTEIBHOTO H3y4YeHUs). METOIbl peIICHHS
IIPOU3BOJICTBEHHBIX KOH(DJIMKTOB C YYETOM OCOOCHHOCTEH MEKKYJIbTYPHOTO
pa3HooOpasusi 00IIecTBa B MPOILIECCE OPTaHM3AIMUA CEPBHCHOTO OOCITYKHBAHHS
notpeOuTeNneld Ha TPaHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITCJILHOTO HW3Yy4YeHHs). MeToNmbl Co34aHUsl W TOAJCPKKHA Oe30IacHBIX
YCIIOBUN KU3HEICATCILHOCTH, B TOM YHCJIC NP BO3HUKHOBCHUU YPE3BbIYAWHBIX
CUTYyalluid B TIPOIECCE OPTraHU3AIMKM CEPBHCHOTO OOCITYXKWUBaHUs MOTpeOHUTENeH Ha
TPaHCIIOPTE, B TOM YHUCIe B chepe BO3AYNTHOTO TpaHCIOpTa (A1 CaMOCTOSTEIHHOTO
U3ydeHus). MeToAsl  CO3MaHMs MW TOJJepXKaHUS  O0e30MacHbIX  YCIOBHIM
KU3HEJICATCILHOCTH, B TOM YHCJIC NTPH BOSHUKHOBECHUHU YPE3BBIYAWHBIX CHTYaIlul B
npoIiecce OpraHn3aluy CEPBUCHOTO OOCITYKHBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM YHUCJIe B cepe BO3AYIIHOTO TpaHCIOpPTa (AT CAMOCTOSITEIBHOTO W3YUYCHHS).
MeTtonbl co3/laHus U MOANEPKKU O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM UYHCJE TMPU BO3HUKHOBEHHWM YpE3BBIYAWHBIX CHUTyallMidi B Tmpolecce
OpraHu3allid CEpPBUCHOTO OOCTYKHBAHHUS MOTpEOUTENIe Ha TPAaHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (UIsI CaMOCTOSTENBHOTO HW3YYEHUS).
Metonpl TNpUMEHEHUs KIHMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEIbHOCTH Ha TPAHCIIOPTE B YCJIOBUSIX B3aUMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClIe WHTEPHET-TIPOABUKEHUS YCIYr B TIPOIECCEe OpraHU3AlMH CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOTO W3y4yeHUs). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM | OpraHu3aluu IIpolecca O0O0CITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE TPUMEHEHHUS 3aKOHOAATEIIbHBIX aKTOB M IIPABOBBIX HOPM B
MPOoIIecCce OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
Metonpl ydacTusi B COBEpIICHCTBOBAHWM CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN JIEATETFHOCTH Ha TPAHCIIOPTE C UCIOJB30BAHHUEM MHTEPHET-TEXHOJIOTUMA
B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO O0CITYKHBaHUS MOTPeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCIIe B chepe BO3AYITHOTO TPAHCTIOPTA (MJI1 CAaMOCTOSITEIBHOTO U3yUYCHUS).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU TMPUEMaAMHU
yOpaBlIeHUS TpoekTamMu B cdepe o0OCIyKHBaHUS B TPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENEl Ha TPAHCIOPTE, B TOM 4wucie B chepe
BO3/IYIITHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIHHOTO M3Y4CHHsI). METObI yrpaBIeHHHsI
TYPUCTCKO-PEKPEAITMOHHBIMHA TMTPOCKTAMHU, METOJbI TUIAHUPOBAHUS W MOHUTOPUHT
JESITETPHOCTH CEPBUCHOW KOMIIAHUU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3alnun
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B chepe
BO3AYIIHOTO TpaHcHopTa (JUIsI CaMOCTOATEIBRHOTO M3Yy4ueHHs). MeToabl BhIOOpa
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MaTepuadbHBIX PECYPCOB, 00OpYIOBaHMS JJIsl OCYIIECTBICHHUS MpOIECCa CEpBHCA,
MEXaHH3M IPOBEJICHUSI TIEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM CIIy4asM U
ONpeieNeHNs] TPUYMH BO3HUKHOBEHHUS TMPETCH3W B TIPOIECCe OpTaHU3alNU
CEpPBUCHOTO OOCIyXKMBaHUS MOTpeOHUTENEl Ha TPAHCIOPTE, B TOM uucie B chepe
BO3/YIITHOTO TPAHCTIOPTa (AJII CAMOCTOSATEIBHOTO U3ydeHHs). MeTo bl pa3paboTKu 1
WCTIOJIb30BAaHUS THIIOBBIX TEXHOJIOTMUYECKHUX IMPOIIECCOB, METOABI (POPMUPOBAHUS U
BHEJPEHUSI KOPIOPATUBHBIX CTAaHAAPTOB U PETJIAMEHTOB MPOIIECCOB OOCITYKUBaHUS
notpebutenei Ha TpaHCHopTe (IIsI CaMOCTOSITENIBHOTO H3y4deHHus). MeTobl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alid Mpolecca 0O0CTyKWBaHUSA
norpebuteneld B cdepe TOCTENPHUUMCTBA B TPOIECCE OPTaHW3alUUd CEPBUCHOTO
oOCITy)KMBaHHsI MOTPEOUTENe Ha TPaHCIOPTE, B TOM YHCle B chepe BO3AYIIHOTO
TpaHcmopTa (U1 CaMOCTOSITENIFHOTO W3y4eHHus). TpeOoBaHUS MPOU3BOJCTBEHHON
IUCIMIUIMHBI, MPaBWI TIO0 OXpaHe Tpyda W TMOXApHOW O€30MacHOCTH TpH
OCYIIIECTBICHHH TEXHOJIOTHMUYECKOTO TMpoIiecca B MPOIECcCe OPraHU3aIi CEPBUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (711 CAMOCTOSTEILHOTO H3yUeHus). MeTo1bl BRIOOpa OpraHU3aIlMOHHBIX
pemieHnidt st GOpMHpOBAHHS  CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJh30BAaHMEM  METOJOB OpTaHM3AllMM W YIPaBJICHUS WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBHUCHBIX MPEINPUATHI HA TPAHCIIOPTE B
npoIiecce OpraHn3aluy CEPBUCHOTO O0CITYKHUBaHHS TIOTPEOUTENEH Ha TPAaHCTIOPTE, B
TOM 4YHcie B cdepe BO3AYIIHOTO TpaHCIOpTa (U1 CAMOCTOSITEIBHOTO U3YYEHUS ).
MeTtoabl  OCYIIECTBICHHS  OPraHU3al[MOHHOTO  OOCIY)XKMBaHUS  aBHALMOHHOM
MHQPACTPYKTYpbl M OpPraHM3allMOHHOTO OOECIeYeHHs Ipolecca CEPBUCHOTO
oOCITy’)KMBaHHsI B ad’porlopTy M Ha OOpPTy BO3AYIIHOTO CyIHAa B IpoIEecce
OpraHu3allil CEpBUCHOIO OOCIY>KMBAaHHs IOTpeOUTENlell Ha TpaHCIOPTE, B TOM
qrcie B cepe BO3AYIIHOTO TPAHCTIOPTA (11 CAMOCTOSITEILHOTO U3yUCHHS).

Tema 4. PazButrHe yCJayr M CepBHCHOH J€AATEJILHOCTH B POCCHHCKOM
o01IecTBe HA TPAHCIOPTE, B TOM YHCJe B cepe BO3AYIIHOT0 TPAHCIIOPTA

OOBekTrBHBIE (DAKTOPHI Pa3BUTHUS XO3sIMCTBOBaHUS U yciayr B Poccuu. Ponb
rOCYJApCTBEHHBIX MEXaHU3MOB B pa3BUTHM yCAYr (IS CaMOCTOSATEIBHOTO
n3yueHus ). Poiib rocynapcTBEHHBIX MEXAaHU3MOB B Pa3BUTUHU YCIYT HAa TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
OtedecTBeHHBIC YCIYTM Ha TPAHCIOpPTEe, B TOM Yucie B cdepe BO3AYIIHOTO
TPaHCTIOPTAa: OT TPAAUIMOHHBIX (OPM K COBpPEMEHHBIM (IJISI CaMOCTOSITEIIHLHOTO
u3y4deHus). YpOBEHb JKU3HU HaceleHuss U cdepa OOCITyKHMBaHUS B COBETCKUU H
MMOCTCOBETCKUN NEPUOIbI (i1 CaMOCTOSITEILHOIO H3y4deHHs). MeToabl MOUCKa,
KPpUTUYECKOTO aHalW3a W CUHTe3a WHGOpPMAIMM B TMPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
BO3IYLIHOTO TpaHcmopra (I  CaMOCTOATENbHOrO  U3y4yeHus). MexaHuszm
CUCTEMHOI0 MOAXO0Aa ISl pEUICHUs MOCTABJICHHBIX 337a4 B MPOLIECCE OpraHU3aluu
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B cdepe
BO3JIYLIHOTO TPaHCIOPTa (i1 CAaMOCTOATEIBHOTO U3yueHus). MeTo bl MpUMEHEHUS
CUCTEMHOI0 MOAXOAa JJIsl pEUIeHUs MOCTABJICHHBIX 33Ja4 B MPOLIECCE OpraHu3aluu
CEpPBUCHOIO OOCIYyXMBaHUSI MOTpeOUTENEH HA TpaHCHOpPTE, B TOM uucie B cdepe
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BO3JYIIHOIO  TpaHCIOpTa (I  CaMOCTOSITENIBHOIO  M3y4eHHs).  MeTosl
OCYIIECTBJIICHHS] COLMAJIBHOTO B3aUMOJEHUCTBUA U pealM3allid CBOEH pPOJIU B
KOMaHJIe¢ B MpOIECCE OpPraHu3aluyd CEPBUCHOTO OOCIYXMBaHUS MOTpeOUTeneil Ha
TpaHCIOPTE, B TOM YKCIIE B c(hepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAMOCTOATEIbHOTO
u3ydyeHus). MeToibl onpeieNIeHUsl U peaau3alii CBOe pojii B KOMaH/Ie B Ipoliecce
OpraHu3aIMyi CEPBUCHOTO OOCIYyXKUBaHUS IMOTPEOUTENC Ha TpaHCIOpPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (ISl CaMOCTOATENBHOTO H3YYEHUS).
Metoasl obecriedeHUs COLMAIBHOTO B3aUMOJICUCTBUSI B IIPOIECCE OpraHU3aINU
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TPaHCHOPTa (MJI1 CAMOCTOSITEILHOTO M3Yy4YeHUs1). MeToabl BOCTIPUSATHUS
MEXKYJIbTYPHOTO pa3HooOpa3ust 00IecTBa B COUMAIBHO - HCTOPUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIIECCE OpraHU3allid CEPBHCHOTO
oOcCny>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa  (JUIS  CaMOCTOSITEILHOTO  M3ydeHHs). Meroasl  MPUMEHEHHS
0COOEHHOCTEW MEXKYJIbTYPHOIO pa3HooOpasusi oOLIECTBa B MPOIECCe OPraHU3aluU
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (JUIi CaMOCTOSITEIBHOTO HW3y4deHHUs). MeToabl pelieHus
POU3BOJICTBEHHBIX KOH(DJIMKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYPHOTO
pazHooOpa3usi o0IIecTBa B MPOIECCE OPraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
norpebuTeneld Ha TpaHCIOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (JJs
CaMOCTOSITEJILHOTO HW3Yy4YeHHs1). MeTonbl co3JaHusi U TOAACPKKU Oe30MacHbBIX
YCIIOBUN KU3HENEITENbHOCTH, B TOM YHCIIe NMPU BO3HUKHOBEHUU YPE3BbIUAMHBIX
CUTYyalluii B MPOIECCe OpraHU3alMK CEPBHCHOIO OOCITYKUBaHUSA MOTpeOuTenei Ha
TPaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOTO TpaHCHOpTa (AJIE CaMOCTOATEIEHOTO
u3ydyeHus1). MeToapl  co3laHMs M TMOAJEpkKaHUS ~ Oe30MacHbIX  YCJIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BOSHUKHOBEHUU YPE3BBIUYAWHBIX CUTYallul B
IpoIecce OpPraHu3aIui CEPBUCHOTO OOCITYKUBAaHUS OTPEOUTENEeH Ha TPAaHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeTtonbl co3laHus U MOAACPKKHA O€30MaCHBIX YCIOBUM 00CTY>KUBAHMSI MTaCCAXKUPOB,
B TOM UHCIE TPU BO3HUKHOBEHHWM YPE3BBIYAWHBIX CHUTyallMii B TMpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENC Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYHNIHOrO TpaHCHoOpTa (TSI CaMOCTOSTENBHOTO HW3YYCHUS).
Metonbpl TPUMEHEHHS] KIMECHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JIESITETPHOCTH Ha TPAHCIIOPTE B YCIOBHSIX B3aMMOJEHCTBUS C MTOTPEOUTEISIMU, B TOM
YUCJ€ WHTEPHET-TIPOJABUKEHUS YCIyr B IMPOIECCE OPraHu3alu CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiIE B cdepe BO3AYIIHOTO
TpaHcnopTa (AJIsI CaMOCTOSITETLHOTO HW3Yy4yeHHus). MeToabl yyacTtus B pa3paboTke
CUCTEMbl KIMEHTCKMX OTHOIIEHWA M OpraHu3aluu IMpouecca OOCITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE TPUMEHEHUS 3aKOHOIATEIFHBIX AKTOB M TTPABOBBIX HOPM B
MPOIIeCcCe OPTaHU3aAIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapl y4yacThsi B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOLIEHUNU B
CEpPBUCHOM NIESITEIILHOCTH Ha TPAHCIOPTE C UCIOJIB30BAHUEM HHTEPHET-TEXHOJIOTHI
B IpOLIECCEe OpraHU3allid CEPBUCHOTO O0CIYKUBAHUSI OTPEOUTEIEH HA TPAHCIIOPTE,
B TOM 4HuCJ€E B c(hpepe BO3AYIIHOTO TpaHCIoOpTa (AJisi CaMOCTOSITEIbHOTO U3YyUEHHS]).
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Metonpl BIaAcHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKAMU IPUEMaAMHU
yIOpaBJIeHUS TIpoekTaMu B cdepe O0OCIyKMBaHUS B TIPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3JIYIITHOTO TPAHCIIOPTA (IIJ7I1 CAaMOCTOSITEIPHOTO M3Y4CHHs). METOIbI yIpaBiIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TIPOSKTaMH, METOJIbI TJIAHUPOBAHUS W MOHHTOPHHT
JESATEIHPHOCTH CEPBUCHOW KOMIIAHUU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3aIUN
CEpPBUCHOTO OOCIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3IYIIIHOTO TpPAaHCIOpPTa (I CaMOCTOSATEIBLHOTO W3y4eHHs). MeTombl BhIOOpA
MaTepuaIbHBIX PECYPCOB, 00OpYIOBaHM JJIsl OCYIIECTBICHHUS MpOIlEcCca CEpBHCA,
MEXaHHM3M TIPOBEJICHUS MEPETOBOPOB C KIMEHTAMH I10 NMPETCH3MOHHBIM CIydasM U
ONpEJCICHUS] TPUYMH BO3HUKHOBCHHUS TMPETEH3WA B TMPOIECCE OpraHU3aIHNH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TpaHCTIOpTa (JIT CaMOCTOSATEIBHOTO H3y4eHHs ). MeToabl pa3padOTKu U
UCIIOJIb30BaHMS THIOBBIX TEXHOJIOTHYCCKUX TPOIECCOB, METOJBI (POPMUPOBAHUS U
BHEJIPCHHSI KOPIIOPATUBHBIX CTAHIAPTOB M PETVIAMEHTOB TPOIECCOB OOCITYKHUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IJISI CaMOCTOSITENILHOTO W3Y4eHHs). MeTosl
B3aMMOJICHCTBHS C KJIMEGHTaMH II0 OpraHW3allid Ipolecca OO0CITyKHUBaHUS
norpebuteneld B cdepe TOoCTENPUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
oOCITy)XKMBaHHsI TMOTPEOUTENEe Ha TPaHCIOPTE, B TOM YHCIe B chepe BO3MYIIHOTO
TpaHCoOpTa (UIsI CaMOCTOSITCIIBHOTO W3y4eHUs). TpeOoBaHHS TMPOM3BOACTBECHHOM
IUCIMIUIMHBI, TPaBWI TI0 OXpaHe Tpyda W TOXApHOW O€30MacHOCTH TIpH
OCYIIECTBJICHUH TEXHOJIOTHUYECKOTO TMpoIiecca B MPOIEcCce OPraHU3aIli CEPBUCHOTO
oOCITy)XKMBaHHs TMOTpPEeOUTENIel HAa TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (711 CAMOCTOSTEILHOTO H3yUeHus). MeTo1bl BBIOOpa OpraHU3aI[MOHHBIX
pemeHudt 11 GopMHpOBAaHUS ~ CEPBUCHOW  CHCTEMBI  OOCIHY>KMBaHUS  C
UCTIOJh30BAaHMEM  METOJIOB OpTaHM3allMM W  YIPaBJICHUS HWMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBUCHBIX MPEINPUATHN HA TPAHCIIOPTE B
npoIiecce OPraHnu3aluy CEPBUCHOTO OOCITYKHBaHHS TIOTPEOUTENCH Ha TPAaHCIOPTE, B
TOM YHUCJIe B Cepe BO3IYIIHOTO TPaHCIOpTa (I CaAMOCTOSITCIIBHOTO W3YYCHUS).
MeTonsl  OCYIIECTBICHUS ~ OPTaHHM3AIIMOHHOTO  OOCIY)KMBAaHWS  aBHAIIMOHHOW
UHOPACTPYKTYphl ¥ OPraHU3AIMOHHOTO OOECMeYeHus TMpolecca CEPBUCHOTO
oOCIy)KMBaHMsSI B ad’poropTy W Ha OOpPTy BO3AYIIHOTO CyIHAa B Tpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENC Ha TPAHCIOPTE, B TOM
grclie B chepe BO3MYIIHOTO TPAHCTIOPTA (11 CAMOCTOSITEIbHOTO U3YUCHUS ).

Tema 5. CoBpeMeHHO€e cepBHCHOE 001IeCTBO: 0COOEHHOCTH CTAHOBJIEHUS
U MePCNeKTUBBI Pa3BUTHS HA TPAHCIOPTE, B TOM 4YHuCJe B cepe BO3AYIIHOTO
TPaHCIOPTA

N3meHeHne posin CEpBUCHON JEATENbHOCTH B COBPEMEHHOM 3KOHOMHYECKOM
1 0OIIECTBEHHOM pa3BUTUU. HTEeHCHU(DUKAIINS MEKIyHAPOIHOTO OOMEHa yCiayraMu
HAa TpaHCIOPTe, B TOM uWcie B cdepe BO3AYINIHOTO TpaHCIOpTa (IS
CaMOCTOSITEJIbHOTO M3YYEHHS ). DKOHOMUYECKHE U COLMATIbHBIC ACMEKThl CEPBUCHOMN
NEATeNIbHOCTH Ha TPAHCIOpPTE, B TOM 4YHCIe B cdepe BO3AYUIHOIO TPAHCIOPTa
COBPEMEHHOI0 TUMa (JJIs CaMOCTOATENIbHOTO u3ydeHus). COBpeMEHHbIE CYOBEKTHI
CEpPBUCHOM AESATEILHOCTU Ha TPAHCIIOPTE, B TOM YHUCJE B cepe BO3AYIIHOTO
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TpaHcmopTa (I  CaMOCTOATENBHOrO  mW3yuyeHHs). VI3MeHeHune  KpuTepuen
3G (PEKTUBHOCTH CEPBUCHOM NEATEIBLHOCTH Ha TPAHCIOPTE, B TOM 4YHCIE B cdepe
BO3JYIIHOTO TpaHCHopTa (s CaMOCTOSITEIbHOTO u3yudeHus). OCOOCHHOCTH U
MEPCTICKTUBBI Pa3BUTHS CEPBUCHON EATEILHOCTH HA TPAHCIOPTE, B TOM YHUCIC
cdepe BO3AYUTHOTO TpAaHCIOPTa B COBpeMeHHOW Poccum (st caMOCTOSTEIBHOTO
u3ydeHus). MeToapl TOWCKa, KPUTHYECKOTO aHaiW3a W CHHTe3a WH(OpMaIuu B
MPOIECCEe OPTAHMU3AIMH CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM YHuCle B cepe BO3IYIIHOTO TPaHCIOpTa (A7 CaMOCTOSITENIBHOTO U3YYCHUS).
MexaHu3M CHUCTEMHOTO TMOAXOJAa AJIsS PEHICHHWsS MOCTaBICHHBIX 3a]ady B TpoIecce
OpTaHM3allMd CEPBHCHOTO OOCITYXHBaHHs TOTpEeOMTENed Ha TpaHCIOPTE, B TOM
yrcine B cdepe BO3AYNIHOTO TpaHCHopTa (AJii CaMOCTOSITENBHOTO HW3YyUYeHUSs).
MeTobl TPUMEHEHUSI CUCTEMHOTO TOJAXO0Ja JIJIs PEIICHHs TIOCTaBJICHHBIX 3a/1ad B
npoIecce OpraHn3aliy CEPBUCHOTO OOCITYKHBaHHS TIOTPeOUTENel Ha TPaHCTIOPTE, B
TOM YHUCJIe B cepe BO3IYIIHOTO TPaHCIOpTa (A7 CaMOCTOSITEIIBHOTO W3YYCHUS).
MeTobl OCYIIECTBIICHUSI COIIMATLHOTO B3aWMOJICHCTBUS U pealu3allii CBOCH posin
B KOMaH/Iie B MPOIIECCE OPTaHM3AIMH CEPBHCHOTO OOCTYXHUBAaHUS MOTpeOHUTENCH Ha
TPaHCIIOpPTE, B TOM YHUCIE B chepe BO3AYNTHOTO TPAHCTIOPTA (M1 CaMOCTOSTEIIBHOTO
n3ydeHus). MeTobl ONPEeeICHNs W pealn3allii CBOCH PO B KOMaH/IE B MIPOIIECCe
OpPTaHM3alMd CEPBHCHOTO OOCITY)XHBaHHs TOTpEOUTENed Ha TPaHCIOPTE, B TOM
gyrcine B cdepe BO3AYNIHOTO TpaHCHopTa (i CaMOCTOSITENBHOTO U3yUYeHUSs).
Meronpl obecrieueHUs COLMAIBLHOTO B3aUMOJECHCTBUS B MPOIECCE OpPraHU3AIMU
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOUTENel Ha TPaHCIIOPTE, B TOM 4HCie B cdepe
BO3/YIIHOTO TPAHCIOPTa (IJI1 CAMOCTOSITENIBHOTO M3y4eHHMsI). MeToIbl BOCTIPUSATHS
MEXKYJIbTYPHOTO pa3HooOpa3zus 00ImecTBa B CONUAIBHO - HCTOPUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOATENBHOTO  W3Y4eHHs). MeToasl  MpUMEHEHHUS
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCE OpraHu3aIluu
CEpPBUCHOTO OOCITY)KHMBaHHUS TOTpeOUTENIed Ha TpaHCIOpPTE, B TOM 4YHuCJIE B cdepe
BO3/YIIHOTO TpPAHCIOPTa (IJIsI CaMOCTOSITENIbHOTO H3y4eHHs). MeToabl pelieHus
MPOU3BOJICTBEHHBIX KOH(DJIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pa3zHoOoOpa3ust o0IIecTBa B IPOLIECCE OPraHM3ALMU CEPBUCHOTO OOCITYXKMBaHMS
noTpeduTeNeil Ha TPaHCIIOPTE, B TOM YHUCIE B cpepe BO3AYIIHOTO TpaHCHOpTa (IJis
CaMOCTOSITEJILHOTO HW3Yy4deHHs). MeTonbl co3gaHus W TOAJNEPKKUA Oe30IMacHbBIX
YCIIOBUN >KU3HEACSITEIIbHOCTH, B TOM YHCJI€ TPU BO3HHUKHOBEHHUU YPE3BBIYAHBIX
CUTyalluii B TPOIECCE OPTraHU3AIMH CEPBHCHOTO OOCITYKUBaHUS MOTpeOuTened Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTOPTa (I CAaMOCTOSTEILHOTO
u3ydeHus). MeToasl  CO3MaHWsl W TOAJAEpXKaHUS  O€30MacHBIX  YCIOBHIMA
KU3HEJEATEILHOCTH, B TOM YHCIIC TP BOSHUKHOBEHUW YPE3BBIYAWHBIX CUTYAIlUl B
MPOIIecCce OPTaHU3AIMU CEPBUCHOTO OOCITY)KHBAaHUS TIOTPEOUTENEH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTonbl co3IaHus U MOANEPKKNA 0C30MMACHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHCIE TpPUW BO3HUKHOBCHHHM YpPE3BBIUAMHBIX CHUTyallMii B MpoIiecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTPEOUTENICH Ha TPAHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOTO TpaHcHopTa (sl caMOCTOSITENIbHOTO M3Y4YEHUS).
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Metonsl IPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOIMH B CEPBUCHOMU
NEeSATENbHOCTU Ha TPAHCIIOPTE B YCIOBHSX B3AMMOJEHCTBUS C MOTPEOUTENSIMU, B TOM
YUCJI€ WHTEPHET-NPOABUKEHUS YCIYI B TPOLECCEe OpPraHU3alMH CEPBHCHOIO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcopTa (A7 CaMOCTOSITEIFHOIO H3Yy4eHHUs). MeToabl ydacTHus B pa3paboTKe
CUCTEMBbl KJIMEHTCKUX OTHOIICHWH M OpraHu3aluu Ipouecca 00CIyKUBaHUS
noTpeduTeNneil Ha OCHOBE IPUMEHEHUS 3aKOHOAATENbHBIX aKTOB U MPAaBOBBIX HOPM B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS NOTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4Hciie B cdepe BO3IYILIHOIO TPAaHCIOPTa (I CaMOCTOSITEIbBHOIO H3YYEHHS).
Meronpl yyacTusi B COBEpPUICHCTBOBAHWMU CHCTEMbl KIMEHTCKMX OTHOILIECHUW B
CEPBHUCHOW JIEATEbHOCTH Ha TPAHCIIOPTE C UCIOJb30BAHUEM HMHTEPHET-TEXHOJOTUN
B MpOIIECCe OpraHU3allui CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTEIEH Ha TPAHCIIOPTE,
B TOM 4HcClie B cpepe BO3AYLUIHOTO TPAHCIOPTA (11 CAMOCTOSITEIBHOTO U3yUYEHUs).
Metoasl BhajeHUs TEOPETHUUECKUMU 3HAHUSMH U TPAKTUYECKUMH TpUEMaMU
ylpaBlieHUus TMpoekTaMu B cdepe o0O0CIyXKHBaHUS B MPOLECCE OpraHU3AINU
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCHOpTa (sl CAMOCTOSTENILHOTO U3ydeHus). MeToabl yrpaBieHUs
TYPUCTCKO-PEKPEAIMOHHBIMUA MPOEKTaMHU, METOJbl TJIAHUPOBAHUS U MOHHUTOPUHT
JESITEIbHOCTU CEPBUCHON KOMIAHUU B c(epe TpaHCHOpTa B MPOLECCe OpraHUu3aluu
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3YIIHOTO TpaHCHoOpTa (UIsl CaMOCTOSITENBHOrO H3ydeHHus). MeTonsl BbIOOpa
MaTepHUAIIbHBIX PECYpCOB, O00OpPYIOBaHMS [JIi OCYIIECTBICHMS IpOIlecca CepBHCa,
MEXaHU3M TPOBEACHUS MEPErOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM CIIy4asiM U
ONpENENICHUs] TNPUYMH BO3HUKHOBEHMS NIPETEH3UM B TIPOLIECCE OpraHU3aLUU
CEpPBUCHOTO OOCHTY)XKMBaHHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCTopTa (71 CAaMOCTOSATEILHOTO U3yUeHUs). MeTOo bl pa3paboTKU U
UCIIOJIb30BAHMS THUIOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTeneid Ha TpaHCHOpPTe (IISI CaMOCTOSTENBHOTO W3ydeHus). MeTomsl
B3aMMOJICUCTBUS C KJIMEHTaMH I[I0 OpraHu3aldd Tpolecca 00CITyKHUBaHUS
norpebureneii B cdepe TrocTeNpUUMCTBA B MPOLECCE OPTraHU3allUKd CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcropTa (Ui CaMOCTOSITENIBHOTO H3y4eHus). TpeOoBaHUS MPOU3BOJCTBEHHOU
JUCUUIUIMHBI, NpaBUJ 10 OXpaHe TpyAa M TMOXKaApHOH OE30MacCHOCTU IIpHU
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 IMIpoliecca B MPOLIECCE OPraHU3ali CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiIE B cdepe BO3AYIIHOTO
TpaHCcHopTa (Ji1 CaMOCTOSITEILHOTO U3y4eHUs1). MeToabl BhIOOpa OpraHu3alluOHHbBIX
pemieHudt 11 (OpMHpOBAHHMS ~ CEPBUCHOM  CHCTEMbl  OOCHY>KMBaHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3alldd M YNOPABICHUS  HMMYUIECTBEHHBIM
a’pOINOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHUCHBIX MPEANPUITHI HAa TPAHCIIOPTE B
MPOILECCEe OPTaHU3AIMU CEPBUCHOTO OOCTYKUBAaHUS MOTPEOUTENCH Ha TPAaHCIIOPTE, B
TOM 4uciie B cepe BO3IYUIHOTO TpaHCHOpTa (IJIsi CaMOCTOSITEILHOTO HU3Yy4EeHUS).
Metonbl  OCYHIECTBIEHUS  OPraHM3allMOHHOIO  OOCIY’KMBAHMS  ABUALIMOHHOM
UHPPACTPYKTYphl W OpPraHU3alMOHHOIO OOecnedYeHusi Impoliecca CEPBUCHOTO
00cITy>KMBaHMs B a3pONOPTY U Ha OOPTY BO3AYIIHOIO CYyJIHA B MPOIECCE
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OpraHu3alliid CEPBHUCHOTO OOCITY)KMBaHUS TMOTpPeOHUTENEH Ha TPAHCIIOPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAHCIOPTA (JJIsI CAMOCTOSITEILHOTO U3YUCHHUS ).

Tema 6. Yeayra kak mpoayKT CePBHCHOM JeATEJIbHOCTH HA TPaHCIOPTe,
B TOM 4YHcJie B cpepe BO3IYIIHOT0 TPAHCTIOPTA

[IpenocraBnenue yciyr Ha TpaHCIOPTE, B TOM YHCIE B chepe BO3TYIIHOTO
TpPaHCTIOPTa KaK TMPOAYKT CEPBUCHON JACATEIBHOCTH. JyXOBHBIC YyCIyTH (IIsI
CaMOCTOSTEIBLHOTO M3Yy4eHHUs ). JIMuHbIe yCeayru (U1 caMOCTOSTEIIBHOTO M3yUCHHUS).
CormmanbHble yCIyTH (U1 CaMOCTOATEIBLHOTO u3ydeHus ). DakTophl, BIUSIOMIAE Ha
dopMupoBaHUE YCIYT Ha TPAHCIIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCTIOPTA
(I caMOCTOSITENTLHOTO M3Y4YeHHs). METOJbl TOWCKAa, KPUTHYECKOTO aHaliu3a H
CMHTe3a WH(OpMamUM B TIPOIECCe OpPTraHU3AlMU CEPBUCHOTO OOCITYKHBaHUS
notpeOuTeNnel Ha TPAaHCIOPTE, B TOM YHCIe B cpepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITCJILHOTO HM3y4YeHHUs). MeXaHW3M CHCTEMHOTO TMOAXOAa JUIsl PCIICHHS
MOCTaBJICHHBIX 3aJjad B TMPOIECCe OpraHW3alMl CEPBHCHOTO OOCIY>KUBaHUS
norpeOuTeNneld Ha TPaHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITCJILHOTO HM3y4YeHHUs). MeToabl NPUMEHEHHS CHUCTEMHOTO IOAXOAa JUIs
pEIICHMS TTOCTABJICHHBIX 3a7a4 B IIPOIIECCE OpPraHu3aIiy CEPBUCHOTO OOCTYKUBAHUS
notpeOuTeNneld Ha TPaHCIIOPTE, B TOM YHCJe B chepe BO3AYIIHOTO TpaHCIopTa (st
CaMOCTOSITEILHOTO ~ HW3Y4YeHHs).  MeToAbl  OCYIISCTBICHHS  COLMAIBHOTO
B3aMMOJICHCTBUSI M peai3alliid CBOEH pOJM B KOMaHJAE B MpOIECCe OpraHU3aluu
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM 4YHcie B cdepe
BO3/YIIHOTO TPAHCIIOPTa (M1 CAMOCTOSITEILHOTO U3ydeHHs1). MeTo/ibl orpeiesieHus
M peanu3allid CBOEH pOJM B KOMAaHJE B IMPOIIECCE OPraHU3aliil CEPBHCHOTO
oOCIy>KMBaHMs TIOTpEOUTENIel Ha TpPaHCIOpTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHCTopTa (IJI1 CaMOCTOSITEILHOTO U3yueHus). MeToibl o0ecreueHus: COIUanbHOTO
B3aMMOJICHCTBUS B  TPOIECCE  OpPraHU3alMM  CEPBUCHOTO  OOCIYKHBaHUS
norpeduTenel Ha TpaHCIOpPTEe, B TOM YHCIE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSATEJILHOTO  HW3y4yeHus).  MeTonbpl  BOCHPHUSATHS MEXKYJIBTYPHOTO
pasHooOpa3us 00IIECTBA B COMAIBHO - UCTOPUUECKOM, 3TUUECKOM U (HHi10cOPCKOM
KOHTEKCTaX B MPOIIECCEe OPTaHU3AIMK CEPBUCHOTO OOCTYKMBaHUS TOTpEOUTENEH Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
u3ydeHus). MeTojpl mpUMEHEHUSI OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3HOOOpasus
oOIecTBa B MPOIECCe OPraHHW3aIllMUd CEPBUCHOTO OOCTY)XMBaHUS MOTpeOuTened Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
u3ydeHus1). MeToapl pemieHHus] TMPOU3BOJCTBEHHBIX KOH(JIMKTOB C Y4YETOM
0COOEHHOCTEW MEXKYJIbTYPHOTO pa3HOOOpasusi o0IIecTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOTO OOCTY)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
BO3JIYIITHOTO TPAHCTIOPTA (IUIsI CAMOCTOSITEIBHOTO M3Y4eHUs). MeToabl CO3MaHus |
MOJIEP)KKH  O€30TaCHBIX YCIOBUH KH3HENEATEIHPHOCTH, B TOM YHCIE TIPH
BO3HUKHOBEHUHW YPE3BBIYAMHBIX CHUTyallMid B MPOIECCE OPTaHU3AIHMH CEPBUCHOTO
o0ciy>)kuBaHMsI TTOTpPEOUTENIe Ha TpaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHCToOpTa (711 CAaMOCTOSITEIHHOTO U3yYeHHUs ). METObI CO3MIaHus U MO ACPKaHUS
0e30mMacHBIX YCIOBUN KU3HENEATCTLHOCTH, B TOM YHCJIE TPH BO3HUKHOBECHHH
Ype3BBIUAMHBIX CUTYAIlMH B MPOIECCE OPTaHU3alMNA CEPBUCHOTO OOCITYKMBaHUS
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NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO M3Yy4yeHHs ). MeTonpl co3gaHus W MOAAEPKKUA Oe30MacHbIX
YCIIOBUWA OOCHYKMBAaHHUSI [AacCa)XUPOB, B TOM YHCIE€ MpPU BO3HUKHOBEHHUU
Ype3BbIYAWHBIX CHUTyalUid B MPOLECCE OPraHU3ALMH CEPBUCHOIO OOCITYKHUBAHUS
noTpeduTeNeil Ha TpPaHCIIOPTE, B TOM YHUCJe B cdepe BO3MYIIHOIO TpaHcnopTa (asis
CaMOCTOSITEJILHOTO H3y4yeHHus). MeToasl NPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUA B  CEpPBUCHOWM  JIEATEIBHOCTH HA TPAHCIOPTE B  YCJIOBHUSX
B3aUMOJIEUCTBUS C MOTPEOUTENSIMU, B TOM YUCIE HUHTEPHET-TPOJIBHIKEHUS YCIYT B
MpoLiecce OPraHU3alMu CEPBUCHOIO OOCITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Mertonbl yyacTusi B pa3pabOTKE CHUCTEMBbI KIMEHTCKMX OTHOILIEHWU W OpraHu3aluu
nporecca o0CIy)KMBaHUS MOTpeOUTeNeld Ha OCHOBE MPUMEHEHMS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPraHU3alMd CEPBHCHOIO OOCIYKHUBaHUS
notpeduTeneld Ha TpaHCIOPTE, B TOM 4HCie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEJILHOTO M3y4€HHUs). MeToJbl ydyacTus B COBEPIIEHCTBOBAHUHM CHUCTEMBI
KJIUEHTCKUX OTHOUIEHMH B CEPBUCHOM JICSITENIbHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAHMEM HMHTEPHET-TEXHOJOTU B TMPOIECCE OpraHU3allih CEPBUCHOTO
oOcny>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (Uil ~ CaMOCTOSITENIBHOTO  M3y4YeHHUs).  MeTojsl BJIQ/ICHUS
TCOPETUYCCKUMH 3HAHMSIMHU M MPAKTUYESCKUMU IMPUEMaMH yIIPABIICHHS MMPOCKTAaMU B
chepe oOCTy)KMBaHMS B TPOIECCE OPraHU3AIMHU CEPBUCHOTO OOCITYKUBaHUS
notpeduTeneld Ha TpaHCIOpTEe, B TOM 4YHcie B chepe BO3AYIIHOTO TpaHCIOpTa (s
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTolbl ympaBieHHUs] TYPUCTCKO-peKpeariOHHBIMU
NPOEKTaMH, METOIbl IJITAHUPOBAHHUS M MOHHUTOPHHI JEATEIbHOCTH CEPBUCHOMU
KOMIIAaHUKM B cdepe TpaHCIOpPTa B TPOIECCE OpraHu3aldd  CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHCTOpTa (IJIs1 CaMOCTOSATEIBHOTO M3y4eHwus). MeToabl BbIOOpa MaTepUaIbHBIX
pecypcoB, 000pyIOBaHUSA IS OCYIIECTBICHHS IMpoIlecca CEpBUCA, MEXaHU3M
IIPOBEICHNUS MIEPETOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM CIIy4asiM U OTpe/IeTICHUs
NPUYMH BO3HUKHOBEHHS TMPETEH3W B TIPOIECCEe OPTraHM3allid  CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHcmopTa (IJIsI  CaMOCTOATENbHOrO  H3y4deHHs). Meroasl pa3paboTKu U
MCIIOJIb30BAaHUSI TUTIOBBIX TEXHOJOTHYECKHX MPOILECCOB, METOAbI (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIOPATUBHBIX CTAHJAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKHUBAHUS
notpebutenel Ha TpaHCHoOpTe (I CaMOCTOSITENIBHOTO U3ydeHus). MeTossl
B3aMMOJICUCTBHUSl C KJIMEHTAMH [0 OpraHU3alMHM TMporecca OOCITYKUBAHUS
notpebureneii B cdepe ToCTeNpPUUMCTBA B MPOLECCE OPTaHU3alUKd CEPBUCHOTO
oOCITy>)KMBaHMsI TMOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcmopTa (IJIsi CaMOCTOSITEIBHOTO U3yuyeHus). TpeOoBaHUS MPOU3BOJICTBEHHOMN
TUCIUIUIMHBI, TPaBWJI TIO0 OXpaHe Tpyda © TMOXapHOW O€30MacHOCTH TIpH
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 Mpoliecca B MPOLECCE OPraHUu3ali CEPBUCHOTO
o0ciy>)kuBaHMsI TTOTpPEOUTENIe Ha TpaHCHIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcropTa (AJis1 CaMOCTOSITEILHOTO U3yueHus). MeToabl BbIOOpa OpraHr3allMOHHbBIX
pemieHuii 11 (QOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCIYKHBAHHS  C
MCITOJIb30BAaHUEM METOJOB OpPraHW3allMd W YIPABICHUS MMYIIECTBCHHBIM
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a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TPAaHCHIOPTE B
MpOLIECCEe OPraHU3aLMU CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENIEH Ha TPaHCIIOPTE, B
TOM 4YHciie B cepe BO3AYIIHOIO TPAHCHIOPTA (JJIs1 CAMOCTOSITEIBHOIO HM3YyYEHHS).
Metonbl  OCYHIECTBIEHUS  OPraHM3allMOHHOTO  OOCIY>KMBAHMS  ABUALIMOHHOM
MHQPACTPYKTYphl M OpPraHU3ALMOHHOTO OO0ecledYeHusl IMpolecca CEPBUCHOTO
oOCny’KMBaHMSI B ad’ponopTy M Ha OOpPTy BO3AYIIHOIO CyJIHAa B Mpolecce
OpraHu3aldyd CEPBUCHOTO OOCTYKMBAaHHUS NOTpEOUTENed Ha TpPAaHCIOPTE, B TOM
yuclie B chepe BO3YIIHOTO TPAHCTIOPTA (JIJ11 CAMOCTOSITEIbHOTO U3YUYEHUS ).

Tema 7. Ilcuxosiorusi CEpBUCHOM AeATEJbHOCTH HA TPAHCIOpPTEe, B TOM
yucje B cpepe BO3AYLHIHOTO TPAHCIIOPTA

B3auMooTHOIIEHUST CcrHenuanucTa 1O CEPBUCY W KIMEHTAa B IpoIlecce
OCYIIECTBIICHHUSI CEPBUCHOM JESATEILHOCTH Ha TPAHCIIOPTE, B TOM 4YHCIE B cdepe
BO3JIYIITHOTO TpaHcmnopTa. [Icuxomornuyeckrue acneKThl CEPBUCHOM NIESITEIBHOCTH Ha
TpPaHCIIOPTE, B TOM YHuCiie B chepe BO3AYIUTHOTO TpaHCTIOpTa (11 CAMOCTOSITEILHOTO
u3ydeHus). EJIMHCTBO ATUKM W TICUXOJOTHMM B CEPBUCHOM JEATEIbHOCTH Ha
TpPaHCIIOPTE, B TOM 4HKclie B chepe BO3AYIIHOTO TpaHCIOpTa (ISl CaMOCTOATEIILHOTO
nuzydenus). [loHATHE KOMMYHHUKATHBHOM KOMIIETCHTHOCTH Ha TpPAHCIOPTE, B TOM
gucie B chepe BO3AYIIHOTO TPAHCTOPTa (I CAaMOCTOSTEIIBHOTO M3ydeHHUs ). THUIIbI
notpedurteneld (KIMEHTOB) Ha TPAHCIOPTE, B TOM YMcCle B cdepe BO3AYIIHOTO
TpaHCIIOPTa W B3aUMOJACHCTBHE C HHUMH (JJI1 CaMOCTOSITEIBHOIO U3YYECHUS).
HudpoBass MOOUIBLHOCTH HAceNeHUs (IJII CAaMOCTOSITEIBHOTO W3Yy4deHHs). MeTobl
MOMCKa, KPUTHUECKOTO aHajlu3a W CHUHTe3a MH(pOpMAIMU B MPOIEcCCe OpraHu3aluu
CEpPBUCHOTO OOCITY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JYIIHOTO TpaHcHopTa (s CaMOCTOATENBbHOTO  H3y4deHus). MexaHu3M
CUCTEMHOT0 TMOJX0J1a NIl PEIICHMs MOCTABICHHBIX 3a7la4 B MPOIIECCE OpPTaHU3aIuU
CEpPBUCHOTO OOCITY)XKHMBaHHUS TOTpeOUTENIed Ha TpaHCIOpTe, B TOM 4YHuCIE B cdepe
BO3/YIIHOTO TPAaHCIIOPTa (151 CAMOCTOSATEIBLHOTO U3y4eHHs). MeToabl TPUMEHEHUS
CUCTEMHOT0 TOJX0J1a NIl PEIICHMs MOCTABICHHBIX 3a7la4 B MPOIIECCE OpPTaHU3aIuu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpPaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3AYIIHOTO  TpaHcmopta  (AJIsI  CaMOCTOATENBHOTO  HM3y4eHUs).  MeTobl
OCYLIECTBIICHHS] COIIMAJIBHOTO B3aMMOJCUCTBUS W pealu3alliil CBOEH pojau B
KOMaHJIe¢ B MPOIIECCE OPTraHU3aIlMU CEPBUCHOTO OOCITY)XMBaHUS TMOTpeOUTEeH Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYNTHOTO TpaHCTIOpTa (IJIsI CAaMOCTOSTEIHHOTO
M3yuyeHust). MeToabl ONpeleNIeHUs U pealn3aluy CBOEH poJi B KOMaHJI€ B MpoLiecce
OpraHu3allid CEPBUCHOTO OOCTY)KMBAHHUS MOTPEOUTENIC Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYNIHOTO TpaHCHoOpTa (TSI CaMOCTOSTEIBHOTO HW3YYCHUS).
Metonpl obecrnedeHrs COIMAIBLHOTO B3aWMOJCHCTBHS B TMPOIECCE OpPTaHU3AIMH
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
BO3JIYLIHOTO TpaHCHopTa (AJiI CaMOCTOSATENbHOIO M3y4yeHus). MeToasl BOCIPUSATHUS
MEXKYJIbTYPHOTO pa3HOOOpa3usi o00mecTBa B COLNMATBHO - HCTOPHUYECKOM,
ATUYECKOM U (PUI0cOPCKOM KOHTEKCTaX B MPOIIECCE OPraHU3alli CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcriopta  (AJIsI  CaMOCTOSITEILHOTO  M3y4eHusi). MeToapl  NpUMEHEHUs
0COOEHHOCTEW MEXKKYJIBTYPHOTO pasHO00Opa3usi 00IIecTBa B MPOIIECCe OpraHu3alluH
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CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIE B chepe
BO3JYIIHOTO TpPaHCIOPTa (I CaMOCTOSITEILHOTO H3y4deHHs). MeTolbl pelIeHUs
MPOU3BOJICTBEHHBIX KOH(JIMKTOB C Y4E€TOM OCOOCHHOCTEH MEXKYIbTYPHOTO
pazHooOpa3usi o0miecTBa B MPOLECCE OpPraHU3aldUd CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNeil Ha TpPaHCIIOPTE, B TOM YHUCJe B cdepe BO3MYIIHOIO TpaHcnopTa (asis
CaMOCTOSITEJILHOTO M3Yy4eHHUs). MeTonbl CO3AaHusT M TOMJAEPKKH Oe30MacHBIX
YCJIOBUM KU3HEACSATEILHOCTH, B TOM YKCJI€ NPU BO3ZHHUKHOBEHUHU YpPE3BBIUYAMHBIX
CUTyalluil B MpoOIlleCCe OpraHU3allid CEPBUCHOTO OOCIY>KUBaHUS MOTpeOUTEIEH Ha
TpaHCIOPTE, B TOM YKCJIEe B chepe BO3AYLUIHOrO TpaHCHOpTa (AJi1 CaMOCTOATEIBLHOTO
u3ydeHus). MeTonpl co3daHus M MOJJEpKaHUsT — O€30MacHbIX  YCJIOBUH
KU3ZHEACATEILHOCTH, B TOM YHUCJIE MPU BOSHUKHOBEHUU UYPE3BBIYAMHBIX CUTYaIlUN B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKMBaHUs NOTpeOUTENIel Ha TpaHCTIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Metobl co3/1aHMs U TIOJIEPIKKHU O€30MaCHBIX YCIOBUN 00CITY>KMBaHUSI MTaCCAKUPOB,
B TOM 4YHCJ€ TpPU BO3HUKHOBEHHWU YPE3BBIYAWHBIX CHUTYyallMi B Mpolecce
OpraHu3aIlid CEPBUCHOTO OOCIyKHUBaHUS IMOTPEOUTENEH Ha TpaHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (IS CaMOCTOSTENBHOTO HW3YYCHUS).
MeTtoapl TPUMEHEHHUS KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUH B CEPBUCHOM
JEATeIbHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJCHCTBHS C TIOTPEOUTEISIMH, B TOM
YUCJI€ WHTEPHET-TIPOJBUKEHUS YCIyr B TMPOIECCe OpTraHu3aluu CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIe Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcrnopTa (71 CaMOCTOSITENBHOTO W3y4yeHus). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKHUBaHUS
norpeduTenell Ha OCHOBE MPUMEHEHUS 3aKOHOIATEbHBIX aKTOB U MPABOBBIX HOPM B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBAaHUS OTpEOUTENel Ha TPaHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Meronpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN NIEATETFHOCTH Ha TPAHCIIOPTE C UCIOJB30BAHHUEM WHTEPHET-TEXHOJIOTUM
B MPOIIECCEe OpraHU3alluU CEPBUCHOTO OOCTYKUBAHUS MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCIie B cpepe BO3AYUIHOTO TPAHCIOPTA (M1 CAMOCTOSITEIBHOTO U3yUYEHUs).
Metonpl BiIajeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMU TMPUEMaAMHU
yIOpaBlIeHUS TpoekTaMu B cdepe o0OCIyKHBaHUS B TPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCITY)KMBaHUSI TOTPEOUTENe Ha TpaHCIOPTE, B TOM 4mHcle B cdepe
BO3IYLIHOTO TPaHCHOpTa ([JI1 CaMOCTOSITEJILHOTO M3y4YeHus1). MeTobl ynpaBieHuUs
TYPUCTCKO-PEKPEAITMOHHBIMUA TPOEKTaMH, METOJbI TJIAHUPOBAHUS U MOHHTOPUHT
JESTEIPHOCTH CEPBUCHOW KOMTIAHUU B cepe TPaHCIIOPTA B MPOIECCE OpraHU3aIiH
CEpPBUCHOTO OOCITY)KMBaHUS MOTpeOHUTENE Ha TPAHCIOPTE, B TOM uwucie B chepe
BO3AYIIHOTO TpaHcmopTa (JJIsI CaMOCTOSITEIbHOTO HW3y4eHHs). MeToasl BbIOOpa
MaTepualibHbIX PEeCypcoB, 00OpYIOBAaHUS Jisl OCYIIECTBIEHHUS IMpOIECca CEepBHCaA,
MEXaHW3M MPOBEJECHHUS MEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM CIIy4asiM U
OMpeNIeNICHUs] TMPUYUH BO3HUKHOBEHHUS NPETEH3UM B TPOILECCE OpraHu3aluu
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4uCie B chepe
BO3JIYLIHOTO TpaHCHOpTa (IJ1s1 CAMOCTOSITENIbHOIO U3yueHuUsi). MeToibl pa3paboTKu U
WCIIOJIb30BaHUsl TUIOBBIX TEXHOJIOTHYECKUX IMPOLECCOB, METOJbI (POPMUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHJIAPTOB M PETJIAMEHTOB IPOLIECCOB OOCITYKUBaHUS
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notpeburtenei Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4deHUusi). MeToibl
B3aMMOJACHCTBHS C KJIMEHTaMHd TI0 OpraHM3alld [porecca 0O0CTyKWBaHUS
norpebuteneil B cepe rocTenpuuMCTBa B MPOLECCE OPraHU3ALMH CEPBUCHOTO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcnopTa (IUIsl CaMOCTOSITENIBHOTO W3y4yeHHs). TpeOoBaHMS MPOU3BOACTBEHHOM
IUCIMIUIMHBI, TPaBWI TI0O OXpaHe Tpyda U TOXApHOH OE30MacHOCTH TpH
OCYIIECTBJICHUH TEXHOJOTMUYECKOI0 IMpoliecca B MPOLIECCe OPraHu3alli CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHCIopTa (711 CAaMOCTOSTENIFHOTO M3y4eHus). MeToIbl BRIOOpa OpraHU3aIllHOHHBIX
pemieHuit s OpMHpOBAaHHS — CEPBUCHOW  CHCTEMBI  OOCITY>KMBaHUS  C
UCTIOJB30BAaHMEM  METOJOB OpTaHM3allMM W YIPABJICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTUBaMH CEPBHUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBaHUs MOTPEOUTENel Ha TpaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
MeToasl  OCYIIECTBICHUS  OPTaHM3AIIMOHHOTO  OOCIY)XMBAHHS  aBHAIIMOHHOW
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOECHedYeHHs] TMpolLecca CEPBUCHOTO
oOCIy’>KMBaHMsSI B ad’poropTy M Ha OOpPTy BO3AYIIHOIO CyJIHAa B TMpolecce
OpPTaHM3allMd CEPBHCHOTO OOCITYXHBaHHs TOTpeOUTENeld Ha TPaHCIOPTE, B TOM
yuclie B chepe BO3IYIIHOTO TPAaHCTIOPTA (M1 CAaMOCTOSITEIbHOTO U3YUYCHUS ).

Tema 8. ITuKa cepBHCHOI 1eITeJILHOCTH HA TPAHCIIOPTE, B TOM 4YHCJEe B
cepe BO3IYIIHOIO TPAHCIIOPTA

MecTo ATHKM B CEpPBUCHOM NEATEIBLHOCTH Ha TPAHCIOPTE, B TOM YHCIE B
cdepe BO3aylIIHOTO TpaHcnopTa. [loHsaTre 3TUKH (1711 CaMOCTOSITEIBHOTO U3YUYEHUSs).
OTtpacnu 3THYECKOro 3HAHUS (IJI1 CaMOCTOATENbHOTO H3ydeHwus ). JlenoBas 3TuKa
CEpPBHUCHOW JESITEIIbHOCTH Ha TPAHCIOPTE, B TOM YKciIe B cdepe BO3AYIIHOTO
TpaHcmopTa (mnsi  caMmocTosiTenbHOro u3yueHusi). IIpodeccronanvhHas 3Tuka
CEpPBHUCHOW JESITEIIbHOCTH Ha TPAHCIOPTE, B TOM YKcie B cdepe BO3AYIIHOTO
TpaHcnopta (IJIsi  caMmocTosiTeIbHOrOo wu3ydeHus)). HopmatuBHas »dTuka (s
CaMOCTOSATEIILHOTO U3y4eHus). IMUIK nenoBoro denoBeka HAa TPAHCIOPTE, B TOM
guciie B chepe BO3AYIIHOTO TpaHCTOpTa (AJII CaMOCTOSITEIBHOTO M3y4YeHUs1). DTHUKA
U JTUKET WH()OPMAIMOHHOTO CEpBHMCAa Ha TPaHCIOPTE, B TOM 4Yucie B cdepe
BO3AYIIHOTO TpaHCHOpTa (IJIs CaMOCTOATENIbHOTO u3yueHwus). [IpoGieMa 3amiuThl
nH(pOpPMAIIN HAa CEPBUCHBIX MPEANPUATHSIX HA TPAHCIOpPTE, B TOM 4YHCIe B chepe
BO3AYIIHOTO  TpaHcmopra  (Iisi  caMOCTOSATEeNbHOro  u3yuyeHus). llonsitue
MH(OPMAITMOHHON KYJIBTYpPhl Ha CEPBUCHBIX MPEANPHUITHIX HAa TPAHCIOPTE, B TOM
yucie B cepe BO3AYIIHOTO TpaHCIOPTa (AJIs1 CaMOCTOATENIbHOTO U3YUYEHHUS ). DTUKO-
KYyJbTYPOJOTHYECKHE MPEANOCHUIKH Pa3BUTHUSI CEPBUCHOIO OM3HECA Ha TPAHCHOPTE,
B TOM 4Hucie B cdepe BO3AYLIHOIO TpaHcmopTa B Poccum (msis camoCTOATENBHOTO
u3yueHus). MeToapl MOUCKA, KPUTUYECKOTO aHaliu3a W CUHTe3a HHPOpMAlUU B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM uuciie B chepe BO3MYUIHOTO TpaHCHOpTa (IJIsi CaMOCTOSITEILHOTO HU3Yy4ECHHS).
MexaHu3M CUCTEMHOIO MOAXOJa JUIsl pelIeHUs] MOCTaBICHHBIX 3ajlad B Mpoliecce
OpraHu3alMyi CEPBUCHOTO OOCIyXKUBAaHUSl IMOTPEOUTENEe Ha TpaHCHOpPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCIOpTa (AJIsE CaMOCTOATENIBHOIO HM3YYEHHUS).
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Metoasl TpUMEHEHUs] CUCTEMHOI0 MOJAXO0Ja JUIsl PEIICHUs] MOCTAaBJICHHBIX 3a/1ad B
MpOLIECCEe OPraHU3aLMU CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENIEH Ha TPaHCIIOPTE, B
TOM 4YHciie B cepe BO3AYIIHOIO TPAHCHIOPTA (JJIs1 CAMOCTOSITEIBHOIO HM3YyYEHHS).
Metoapl OCYHIECTBIICHHS COLMAIBHOIO B3aUMOJIECHCTBHS M PEaIU3alMi CBOEU pOIU
B KOMaHj/ieé B MPOIECCe OPraHU3alMU CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTeneil Ha
TpaHCIOPTE, B TOM YHCIIE€ B chepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CaMOCTOATEIBLHOTO
u3ydeHus1). MeToabl onpeiesieHus] U peaju3ali CBOeH poju B KOMaHE B MpoLecce
OpraHU3aIMi CEPBUCHOTO OOCIYyXKUBaHUS IMOTPEOUTENC Ha TpaHCHOpPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (IUIsI CaMOCTOATENBHOTO H3YYEHUS).
Metoasl obOecriedeHus COLMAIBHOTO B3aUMOJICUCTBUSI B TIPOIECCE OpraHU3aINU
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TPaHCTOPTa (MJI1 CAMOCTOSITEILHOTO M3Yy4YeHUs1). MeToabl BOCTIPUSATHUS
MEXKYJIbTYPHOTO pa3HooOpa3us 00IlecTBa B COLUUAIBHO - HCTOPUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
oOcny>KMBaHMsI TIOTpeOUTENIe Ha TPaHCIOPTE, B TOM 4HCiE B cdepe BO3AYIIHOTO
TpaHcmopTa  (JUIS ~ CaMOCTOSITEILHOTO  M3y4deHHs). Meroasl  NMPUMEHEHHS
0COOEHHOCTEN MEXKKYJIbTYPHOTI'O pa3HooOpasusi oOLIeCTBa B MPOIECCe OPraHU3aIluu
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpEOUTENIe Ha TpaHCIOpPTE, B TOM 4Hcie B cdepe
BO3JIYIITHOTO TpaHCIOpTa (JIi CaMOCTOSITEIBHOTO HW3y4deHHUs). MeToabl pelieHus
IPOU3BOJICTBEHHBIX KOH(JIMKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYpPHOTO
pazHooOpasusi o0IIecTBa B MPOIECCE OPraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
notpeduTeNeld Ha TpaHCIOpPTE, B TOM YHCIE B chepe BO3AYIIHOTO TpaHCIOpTa (JJs
CaMOCTOSITEJILHOTO HW3Yy4YeHHs1). MeTonbl co3JaHusi U TOAACPKKU Oe30MacHbBIX
YCIIOBUM KU3HEAEATEIbHOCTH, B TOM YHCJIE NP BO3ZHHMKHOBEHUHM YpPE3BBIYAWHBIX
CUTYyalluii B MPOIECCe OpraHU3alMH CEPBUCHOIO OOCITYKUBaHUA MOTpeOuTened Ha
TPAaHCIIOPTE, B TOM YKCIIe B chepe BO3AYITHOTO TpaHCHOpTa ()1 CAaMOCTOATEIEHOTO
u3ydeHus1). MeToasl  co3maHMs M TOAJAEpKAHUS — O€30MacHBIX  YCJIOBHIA
KU3ZHEAECATEIbHOCTH, B TOM YHUCJE IPU BOSHUKHOBEHUU UYPE3BBIYANHBIX CUTYyallUi B
IpoIecce OpraHu3alii CEPBUCHOTO 0OCITYKUBAaHUS OTPEOUTENeH Ha TPAHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJIs1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeTonbl co3laHus U MOANEPKKUA O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM UHCIE€ TP BO3HUKHOBEHUHM YPE3BBIYAWHBIX CHUTyallUd B Mpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENC Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYHNIHOTO TpaHCHoOpTa (UIsI CaMOCTOSTENBHOTO HW3YYCHUS).
Metonbpl TPUMEHEHHsS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JESITETPHOCTH Ha TPAHCIIOPTE B YCIOBHSIX B3aMMOJEHCTBUS C MMOTPEOUTEISIMU, B TOM
YUCJ€ WHTEPHET-TIPOJABUKEHUS YCIyr B IMPOIECCEe OPraHu3alu CEPBUCHOTO
oOCIy)KWBaHHsI TIOTPEOUTENIC HAa TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcmopTa (U1 CaMOCTOSITCILHOTO HW3Yy4eHHs). MeToJbsl y4acTus B pa3paboTke
CUCTEMbl KIMEHTCKMX OTHOIIEHWA M OpraHu3aluu I[pouecca OOCITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIFHBIX aKTOB U IMPABOBBIX HOPM B
MPOIIECCe OPraHU3alMKU CEPBUCHOTO OOCITYKUBaHUsI OTpeOUTENEH Ha TPAHCIIOPTE, B
TOM uuciie B cepe BO3AYHUIHOTO TpaHCHOpTa (IJisi CaMOCTOSITEILHOTO HM3Yy4YEeHUSs).
Metoasl yyacTusi B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOLICHUW B
CEpPBUCHOM JIEATEIbHOCTU HAa TPAHCIIOPTE C MCIOJIb30BAHUEM HMHTEPHET-TEXHOJIOTUN
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B MPOILIECCe OpraHU3aIMN CEPBUCHOTO 00CITyKUBaHUA MOTPEOUTENEH Ha TPAHCTIOPTE,
B TOM 4uClIe B cpepe BO3AYLUTHOTO TPaHCTOPTA (I CAMOCTOSTEIHHOTO M3YUCHHUS).
Metonpl BiIaAcHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKAMU TPUEMaMHU
yIOpaBJIeHUS TIpoeKTaMu B cdepe O0OCIyKMBaHUS B TIPOIECCE OpraHU3AIIH
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3JIYIITHOTO TPAHCIIOPTA (711 CAMOCTOSITEIPHOTO M3Y4CHHs). METOIbI yIpaBiIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TIPOSKTaMH, METOJIbI TJIAHUPOBAHHUS W MOHHTOPHHT
JESATEIHPHOCTH CEPBUCHON KOMIIAHUHU B cepe TPAHCIIOPTA B MPOIECCE OpraHU3alun
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSATEIBHOTO W3y4eHHs). MeToabl BbIOOpA
MaTepUANBHBIX PECYpPCOB, 00OPYIOBAHMS ISl OCYIIECTBICHHS IpOIlecca CEPBHCA,
MEXaHHM3M TIPOBEJICHUS MEPETOBOPOB C KIMEHTAMH I10 NMPETCH3MOHHBIM CIydasM U
OTpEJCICHUS] TPUYMH BO3HUKHOBCHHUS TMPETEH3WA B TMPOIECCE OpraHU3aIHNH
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TpaHCTOpTa (JIT CaMOCTOSATEIBHOTO H3y4eHHs ). MeToabl pa3padOTKu U
UCIIOJIb30BaHMS THIOBBIX TEXHOJIOTHYCCKUX TPOIECCOB, METOJbI (POPMUPOBAHUSI U
BHEJPCHMSI KOPIIOPATUBHBIX CTAaHIAAPTOB M PETJIAMEHTOB IMPOIIECCOB 00CTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (IJISI CaMOCTOSITENILHOTO W3Y4eHHs). MeTosl
B3aMMOJICHCTBHS C KJIMEHTaMH II0 OpraHW3aldyd Ipolecca OO0CITyKHUBaHUS
norpebuteneld B cdepe TOoCTEMPHUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
oOCITy)XKMBaHHs TOTpPEOUTENIel Ha TPAHCIOPTE, B TOM 4YHCIE B CPepe BO3IYIIHOTO
TpaHCTopTa (VI CaMOCTOSITENILHOTO W3y4eHHs). TpeOoBaHUS IMPOU3BOJCTBEHHOM
IUCIMIUIMHBI, TPaBWI TI0O OXpaHe Tpyda W TOXApHOW O€30MacHOCTH TIpH
OCYIIIECTBIICHUH TEXHOJIOTHUYECKOTO IMpoIlecca B MPOIecCce OPTaHU3aIMUA CEPBUCHOTO
oOCITy)XMBaHHsI TMOTpeOUTENIeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHCIopTa (711 CaMOCTOSTEIILHOTO H3yUeHUs). MeTo1bl BRIOOpa OpraHU3aIlMOHHBIX
pemeHndt 11 GOpMHpOBAHHS — CEPBUCHOW  CHCTEMBI  OOCIY>KMBaHUS  C
UCTIOJh30BAaHMEM  METOJIOB OpTaHM3AlMM W  YIPaBJICHUS HWMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBHUCHBIX MPEINPUATHH Ha TPAHCIIOPTE B
npoIiecce OPraHnu3aluy CEPBUCHOTO OOCITYKHBaHHS TIOTPEOUTENCH Ha TPAaHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYCHHUS).
Metonpl  OCYIIECTBICHUS  OPraHU3AallMOHHOTO  OOCTY>KMBAaHHS  aBUAIMOHHOM
UHOPACTPYKTYphl ¥ OPraHU3AIMOHHOTO OOECMEeYeHUs TMpolecca CEPBUCHOTO
oOCIy)KMBaHMSI B ad’poropTy W Ha OOpPTy BO3AYIIHOTO CyIHAa B Tpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENC Ha TPAHCIOPTE, B TOM
grciie B chepe BO3MYIIHOTO TPAaHCTIOPTA (M1 CAMOCTOSITEIbHOTO U3YUCHUS ).

Tema 9. CepBucHas 1esiTeJIbHOCTHh HA TPAHCIIOPTE, B TOM 4ucJe B cdepe
BO3YUIHOI0 TPAHCIIOPTA KAK COCTABHAS YAaCTh IKOHOMUKH

DOKOHOMMYECKAs] CYUIHOCTb CEPBUCHOM JIESITENIBHOCTH. DKOHOMHUYECKAs
CYIIHOCTh CEpPBHCHOH NESITENbHOCTM Ha TpaHCHOpPTE, B TOM uucie B cdepe
BO3IYIIHOTO TpaHcmopra (s  caMmocToATeNbHOro  u3yueHus). CepBucHas
NEeATEeNIbHOCTh Ha TPAHCIOPTE, B TOM 4HCie B cdepe BO3AYUIHOTO TpaHCIOpTa B
CTPYKTYpE XO3SWCTBEHHOM MPAKTUKU (I CAMOCTOSITEJILHOTO  H3Y4YCHHS).
CepBucHasi AeATEIbHOCTh Ha TPAHCIIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOIO
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TpaHCIOpPTa Kak CIOCO0 yIOBJIETBOPEHUS OOUIECTBEHHBIX NOTpeOHOCTEH (I
CaMOCTOATENbHOr0 Mu3ydeHus). CepBHCHAs JAEATENBHOCTh Ha TPAHCIOPTE, B TOM
yucie B cdepe BO3IYIIHOIO TpaHCIOpTa Kak QopMa  yIOBIETBOPEHHUS
OOLIECTBEHHBIX OTPEOHOCTEN ([l CAMOCTOSITENILHOIO U3Y4YeHHs1). MeTo bl moucka,
KPUTUYECKOTO aHallu3a M CHUHTe3a UH(OpMAUMud B IMpOLIECCE OpraHU3aAIUU
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3JYIIHOTO  TpaHcmopra (AJi1  CaMOCTOSITENIBHOIO — M3y4YeHHus). MeXaHusm
CUCTEMHOIr0 MOJAXO0Jla JIJIsl PEICHMs] MOCTABJIEHHBIX 3a7a4 B MPOLIECCE OpPraHu3aluu
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYIITHOTO TpaHCIOPTa (JJI1 CAMOCTOSATENILHOTO M3y4YeHus ). MeToabl MpUMEHEHUs
CUCTEMHOIr'0 MOJX0Jla JIJIsl PEIIeHHs] MOCTABJICHHBIX 3ajla4 B IMPOLIECCEe OpraHu3aluu
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JYIIHOTO  TpaHcmopta (Uil  CaMOCTOATENBbHOTO  M3yueHus). Meromsl
OCYIIECTBJICHHS] COLMAJIBLHOTO B3aUMOJEHUCTBUA W peald3allid CBOEW pOJIU B
KOMaHJIe B IPOIIECCE OPraHU3aIMU CEPBUCHOTO OOCIY)XMBaHUs NOTpeOuTENei Ha
TpaHCIOPTE, B TOM YHCIIe B chepe BO3AYUIHOrO TpaHCHOpTa (AJisE CAaMOCTOATEILHOTO
u3ydeHusi). MeTo/ bl OnpeeieHus] U pealn3alii CBOeH poju B KOMaHE B MPOIEcce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTpEOUTENIe Ha TPAHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (UIsi CaMOCTOSTENBHOTO HW3YYECHUS).
Meronpl obecrnieueHHs COLMATBHOTO B3aMMOJCHCTBUS B MPOIECCE OpraHU3AIMU
CEpPBUCHOTO OOCIY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAHCHOPTa (IJI1 CAMOCTOSITENIBHOTO M3y4eHHMsI). MeToIbl BOCTIPUSATHS
MEXKYJIbTYPHOTO pa3HooOpa3ust 00ImecTBa B CONUAIBHO - HCTOPUYECKOM,
ATUYECKOM U (HIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOATENBHOTO  W3Y4eHHs). MeToasl  MpUMEHEHHUS
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIeCTBa B MPOIECCE OpraHU3aIluu
CEpPBUCHOTO OOCITY)XKHMBaHUSI TOTpeOHWTENIe Ha TpaHCIOpTE, B TOM 4YHUCJIE B cdepe
BO3/yIIHOTO TpPAHCIOPTa (IJIsI CaMOCTOSITENIbHOTO H3y4eHHs). MeToabl pelieHus
IIPOU3BOJICTBEHHBIX KOH(DIMKTOB C Y4ETOM OCOOCHHOCTEH MEXKKYJIbTYPHOIO
pa3HoOoOpa3usi oOIIecTBa B IPOLIECCE OPraHM3AlMU CEPBUCHOTO OOCITYKMBaHMS
MoTpeOuTENe Ha TPAHCIIOPTE, B TOM YHCie B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4YeHUs). MeTonbl co3AaHusl W TOAJNEPKKH OE€30MaCHBIX
YCIIOBUN >KU3HEACSITEIIbHOCTH, B TOM YHCJI€ TPU BO3HHUKHOBEHHUU YPE3BBIYAHBIX
CUTyalluii B TPOIECCE OPTraHU3AIMH CEPBHCHOTO OOCITYyKUBaHUS MOTpeOuTened Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
u3yueHus). Meroabl co3gaHUs WM MNOJJEpkKaHUA ~ OE€30MaCHBIX  YCIOBHUU
KU3HEJEATEILHOCTH, B TOM YHCIIC TTPU BOSHUKHOBEHUU UYPE3BBIYANHBIX CUTYallUi B
MPOIIeCcCe OPTaHU3AIMU CEPBUCHOTO OOCITY)KHBAaHUS TIOTPEOUTENCH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
MeTonpl co3aHus U MOANEPKKNA O0€30MaCHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHCIE TPW BO3HUKHOBCHHHM YpPE3BBIUAMHBIX CHUTyalliii B MpoIiecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTPEOUTENICH Ha TPAHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (IS CaMOCTOATEIbHOIO H3Yy4EeHUSs).
MeTtobl TPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUN B CEPBUCHOMU
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NEATENIbHOCTU Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJICHCTBUS C IOTPEOUTENSIMU, B TOM
YlUCJI€ WHTEPHET-NPOABUKEHUS YCIYI B TPOLECCEe OpPraHU3alMH CEPBHCHOIO
o0Cny’KMBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHUCIE B cepe BO3AYLIHOTO
TpaHcmopTa (AJisI CaMOCTOSITENIbHOTO HW3yueHus). MeToabl ydacTus B pa3paboTke
CUCTEMbl KJIMEHTCKMX OTHOIIEHWA M OpraHu3aluu IMpolecca OOCTyKUBaHUS
noTpeduTesieil Ha OCHOBE IPUMEHEHUS 3aKOHOIaTEIbHBIX aKTOB U MPABOBLIX HOPM B
MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTpEOUTENIeH Ha TPAHCIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Metoapl yyacTusi B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOIIEHUNA B
CEPBHUCHOW JI€ATELHOCTH Ha TPAHCIOPTE C UCIOJb30BAHUEM HMHTEPHET-TEXHOJOTUN
B MpOIIECCe OpraHU3allui CEPBUCHOTO O0CTYXKMBaHUs MOTpeOUTEIeH Ha TPAHCIIOPTE,
B TOM 4YHclie B cpepe BO3AYLUIHOTO TPAHCIOPTA (11 CAMOCTOSITENIBHOTO U3yUYEHUs).
Metoasl BhajeHUs TEOPETHUUECKUMU 3HAHUSMU U TPAKTUYECKUMH TPUEMaMU
yIpaBlieHus TMpoekTaMu B cdepe o0O0CIyXHBaHUS B MPOLECCE OpraHU3AIMNU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTEe, B TOM uucie B chepe
BO3/YIIHOTO TpaHCHOpTa (IJIs1 CAMOCTOSITEIbHOTO U3ydeHus). MeToabl yrpaBieHUs
TYPUCTCKO-PEKPEAIIMOHHBIMH TMPOEKTaMHU, METOJbl IUIAHUPOBAHUS M MOHHUTOPUHT
JESITETbHOCTH CEPBUCHON KOMIAHUU B c(epe TpaHCHOpTa B MPOIECCe OpraHUu3aluu
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (IJI1 CaMOCTOSATEIIBHOIO H3y4deHus). Meroasl BbeIOOpa
MaTepHUAIIbHBIX PECYpCOB, O0OpPYMOBaHMS [IJIsi OCYIIECTBICHMS IpoOIlecca CepBHCa,
MEXaHHM3M TPOBEJICHUS MEPErOBOPOB C KIMEHTAMH I10 MPETEH3MOHHBIM CIy4asM U
ONpeJeIeHUs] TMPUYUH BO3HUKHOBEHHUS TMPETEH3W B TMpoIlecce OpraHU3aIMU
CEpBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCTopTa (11 CaMOCTOSTENBHOTO U3ydeHus ). MeToasl pa3paboTKu U
UCIIOJIb30BAHMS THUIMOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETIIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpedbuTened Ha TpaHCHOpTe (1T CaMOCTOSTENILHOTO H3y4deHus). MeTomsl
B3aMMOJICHCTBUS C KJIMEHTaMH I[I0 OpraHu3aludd Tpolecca 00CITyKHUBaHUS
norpebuteneid B chepe TrOoCTENPUUMCTBA B MPOIIECCE OpPraHU3allMd CEPBHCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHCcTOpTa (UIsl CaMOCTOSITENIBHOTO W3y4eHUs). TpeOoBaHUS TMPOU3BOACTBEHHOM
JUCUUIUIMHBI, NpaBUJ 10 OXpaHe TpyAa M TMOXKapHOH OE30MacCHOCTU IIpHU
OCYIIECTBJIEHUH TEXHOJOTHYECKOI0 Ipoliecca B MPOLIECCE OPraHU3ali CEPBUCHOTO
oOcnmy>KMBaHMsI TIOTpEOUTENe Ha TPAaHCIOPTE, B TOM YHCIe B cepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITEILHOTO M3y4ueHus1). MeTo bl BhIOOpa OpraHu3aimoOHHBIX
pemieHnit 11 GOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCTY>XKHBAaHHS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3alldd W YNOPABICHUS  HMMYUIECTBEHHBIM
a’pOINOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHUCHBIX MPEANPUITHI HAa TPAHCIIOPTE B
MPOIIeCcCe OPTaHU3aAIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapl  OCYIIECTBICHUS  OPraHU3AIMOHHOTO  OOCHY)XMBaHHUS  aBUAIMOHHOMN
UHPPACTPYKTYphl W OpPraHU3alMOHHOIO OOecnedYeHusi Impoliecca CEPBUCHOTO
o0cITy>kKMBaHMs B a3pONOPTY U Ha OOPTY BO3AYIIHOIO CYyJIHA B MPOIIECCE
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OpraHu3alliid CEPBHUCHOTO OOCITY)KMBaHUS TMOTpPeOHUTENEH Ha TPAHCIIOPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAHCIOPTA (JJIsI CAMOCTOSITEILHOTO U3YUCHHUS ).

Tema 10. CepBucHasi HesiTeIbHOCTH HA TPAHCIOPTe, B TOM YHCJEe B
cepe BO3AYNIHOIO TPAHCHOPTA B KOHTEKCTE YCJIOBHH KU3HEAEATEIbHOCTH
Jroaeu

3aBUCHUMOCTh CEPBUCHOM JIESITEIILHOCTH Ha TPAHCIIOPTE, B TOM YHCIE B cepe
BO3JIYIITHOTO TPAHCIOPTa OT reorpauyecKkux, MOCeNICHUYECKUX U JeMorpaduuecKux
dakTopoB. ['oCy1apCTBEHHO-TIPABOBOE PETYIMPOBAHUE CEPBUCHOM AEATEILHOCTH Ha
TpaHCIIOPTE, B TOM 4YHCJIE€ B c@epe BO3IYIIHOTO TPAHCIOPTAa M BBITIOJHEHUE
rOCYJapCTBOM CEPBUCHBIX (YHKIMH (711 CAMOCTOSITEILHOTO u3yueHus). CepBucHas
NeSATeNIbHOCTh Ha TPAHCIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO TpaHCIOpTa B
CTPYKTYpE€ COIMATBHBIX OTHOIICHUH (JIJI1 CAaMOCTOSTEIbHOTO u3ydeHus ). CepBucHas
NeATeIbHOCTh Ha TPAHCIIOPTE, B TOM 4YHCJE B cdepe BO3IYIIHOTO TPAHCIIOpTa Kak
4acTh KYJBTYPhl (IS CaMOCTOATENBHOrO wu3ydeHwus). OcoOeHHOCTH pa3paboTKu
TEXHOJIOTHH TIpollecca CepBHUCAa Ha TPAHCIOPTE, B TOM YHUCJE B cepe BO3AYIIHOTO
TpaHCIIOPTa B  KOHTEKCTE€  YCJIOBUH  JKM3HENCITSIHBHOCTH  Jroaed (s
caMOCTOSITeIbHOTO H3yueHus). OCoOEHHOCTH pa3paOOTKH TEXHOJIOTUH Tpoliecca
CepBHCa Ha TPAHCIOPTE, B TOM YHCJIE B cpepe BO3AYLUIHOTO TPAHCIOPTA C YYETOM
TpeOboBaHUN mMOTpeOUTENs (JIsI CaMOCTOSITEILHOTO H3y4eHHs). MeToabl MOUCKa,
KPUTHYECKOTO aHaluh3a W CHHTe3a HHGOpMalMu B TMpolLlecce OpraHu3aluu
CEpBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JYIIHOTO TpaHcHopTa (A7 CaMOCTOSATENBbHOTO  H3y4yeHus). MexaHu3M
CHUCTEMHOT'0 TMOJX0JIa JIJIsl PEIICHMs] MTOCTABJICHHBIX 3aj]ad B IMPOIIECCE OpPTaHU3aIuu
CEpPBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAaHCIIOPTa (IJIs1 CAMOCTOSATEIBLHOTO MU3y4eHHs). MeToabl TPUMEHEHUS
CUCTEMHOT0 TMOJX0J1a NIl PEIICHMs MOCTABICHHBIX 3a7la4 B MPOIIECCE OpPTaHU3aIuU
CEpPBUCHOTO OOCITY)XKHBaHHUS TOTpeOUTENIe Ha TPaHCIOPTE, B TOM 4HCIEe B cdepe
BO3JYIIHOTO  TpaHCmopTa (I  CaMOCTOATENBbHOTO  M3ydeHus). MeTomsl
OCYIIECTBJIICHHS] COLMAJIBLHOTO B3aUMOJEHUCTBUA W pealu3alliil CBOCW pOJIU B
KOMaHJI¢ B MPOIIECCE OPraHU3aIlMU CEPBUCHOTO OOCITYXHBaHUA TMOTpeOuTeseil Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOPTa ()1 CAaMOCTOATEILHOTO
M3yueHust). MeToabl ONpeleNIeHns U pean3aluy CBOEH poJi B KOMaHJI€ B MpolLiecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENIC Ha TPAHCIOPTE, B TOM
gyuciie B cdepe BO3AYHNIHOTO TpaHCHoOpTa (TSI CaMOCTOSTENBHOTO HW3YYCHUS).
Metonpl obecrneueHrs COIMAIBLHOTO B3aWMOJCHCTBHS B TMPOIECCE OpraHU3AIMH
CEpPBUCHOTO OOCTY)KMBaHUS MOTpeOHUTENEl Ha TPAaHCIOPTE, B TOM uwucie B chepe
BO3JIYLIHOTO TpaHCHOpTa (AJi1 CaMOCTOSATENbHOIO M3y4YeHUs). MeToabl BOCIPUSITUS
MEXKYJIbTYPHOTO pa3HOOOpa3usi o00mecTBa B COLNMATBHO - HCTOPHUYECKOM,
TUYECKOM U (IIOCOPCKOM KOHTEKCTaX B TMPOIECCE OpPraHWU3allid CEPBHCHOTO
oOCIy)KWBaHHsI TIOTPEOUTENIC HAa TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcriopta  (AJIsI  CaMOCTOSITEILHOTO  M3y4eHusi). MeToapl  NMpUMEHEHUs
0COOEHHOCTEM MEXKYJIBTYPHOTO pa3zHOOOpa3us OOIEeCTBa B MPOIECCE OpraHU3aIMU
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCie B chepe
BO3JIYLIHOT'O TpaHCHOpPTa ([JIs1 CAMOCTOSITEILHOTO U3yUueHUs1). MeToIbl pelieHus
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MPOU3BOJICTBEHHBIX KOH(PJIUKTOB C YYETOM OCOOEHHOCTEH MEXKKYJIbTYPHOIO
pazHooOpa3ust o0miecTBa B MPOLECCE OPraHU3alUdyd CEPBUCHOTO OOCITYKHUBAHUS
NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B cepe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO M3Yy4yeHHs). MeTonpl co3gaHusl W MOAAEPKKUA Oe30MacHbIX
YCIOBUN KU3HENEATEIbHOCTH, B TOM YMCII€ NMPU BO3HUKHOBEHUU YPE3BbIUAMHBIX
CUTYyalluil B MPOLECCE OpraHU3ALMH CEPBUCHOIO OOCITYXKMBaHUS MOTpeOUTENned Ha
TpPaHCIOPTE, B TOM YHCJIEe B chepe BO3AYLUIHOrO TpaHCHOpTa (AJi1 CaMOCTOATEIbHOTO
u3ydeHus1). MeToael  co3JaHMS M NOAJAEpXKaHUS  O€30MacHBIX  YCJIOBHIA
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ ITPU BOBHUKHOBEHUU YPE3BBIUYAWHBIX CUTyallull B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKMBaHUs OTpEOUTENIel Ha TpaHCIIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCIOPTA (JJIs1 CAMOCTOSITEIBHOTO W3YYEHHS).
MeTtonbl co3/1aHus U MOAAEPKKU O€30MACHBIX YCIOBUN OOCITYKUBAaHUS NTACCAXKHUPOB,
B TOM UYHCJIE TMpPU BO3HUKHOBEHHWM YpE3BbIYAMHBIX CHUTyallUid B mpolecce
OpraHu3allid CEpPBUCHOTO OOCTYKMBaHHUS NOTpeOUTENed Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (IS CaMOCTOSTENBHOTO HW3YYEeHUS).
Meronpl TNpUMEHEHUs KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEIbHOCTH Ha TPAHCIIOPTE B YCJIOBUSIX B3aUMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClie WHTEPHET-TPOABUKEHUS YCIYr B TPOLECCEe OpraHU3alMH CEPBHCHOIO
oOcny>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcrnopTa ([JI1 CaMOCTOSITEIBLHOTO W3y4yeHUs). MeTtonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aluu Ipolecca O0O0CITyKUBaHUS
notpeduTeNeld Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX aKTOB M IIPABOBBIX HOPM B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBAaHUS OTpEOUTENel Ha TPaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3yYEHHUS).
Meronpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKUX OTHOIICHUN B
CEPBHUCHOMN NIEATELHOCTH Ha TPAHCIIOPTE C UCIOJB30BAHHUEM HWHTEPHET-TEXHOJIOTUM
B MPOIIECCEe OPraHU3alUNA CEPBUCHOTO OOCTYKMBAHUS MOTpeOUTEIEH Ha TPAHCIIOPTE,
B TOM 4YHCIie B cpepe BO3AYUIHOTO TPAHCIOPTA (M1 CAMOCTOSITEIBHOTO U3yUYeHUs).
Meronpl BiIaZeHUS TEOPETUYECKUMM 3HAHUSAMH U MPAKTUYCCKUMU IMPUEMaAMHU
yIpaBlieHUus TMpoekTaMu B cdepe oOCIyXHBaHUS B TMPOIECCE OpraHU3AINH
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM 4HCIe B cdepe
BO3JYILIHOI'O TPAHCIOPTA (I CaMOCTOSITENBHOIO U3Yy4eHMs). MEeTOAbl yIpaBiIeHUs
TYPUCTCKO-PEKPEALIMOHHBIMU TPOEKTAMHU, METOAbl IUIAHUPOBAHUS M MOHUTOPUHT
JesITEeIbHOCTU CEePBUCHOIN KOMIAHUU B cdepe TpaHCIopTa B MPOLECCe OpraHu3aluu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTeNel Ha TpaHCHOpTE, B TOM 4HCIEe B cdepe
BO3/YLIHOTO TpaHCIOpTa (IUIsI CaMOCTOSATENBHOTO H3yudeHus). Metoasl BbiOOpa
MaTepHaIbHBIX PECYpCOB, OOOPYAOBaHUS I OCYLIECTBJIEHHS Ipolecca CEepBHCA,
MEXaHU3M IPOBEJCHMS MEPErOBOPOB C KIMEHTAMM [0 IMPETEH3UOHHBIM CIy4asM U
ONpEJENeHNs] IPUYUH BO3HUKHOBEHHUS MPETEH3MH B IMPOLECCE OpraHU3ALMU
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENE Ha TPaHCHOpPTE, B TOM 4YHCIE B cdepe
BO3JIYLIHOTO TpaHCHOpTa (IJIs1 CAMOCTOSITENIbHOTO U3y4YeHus ). MeTo bl pa3paboTKu U
WCITIOJIb30BAaHUSI TUIOBBIX TEXHOJOTMYECKHX MPOLECCOB, METO/Abl (POPMHUPOBAHUSA U
BHEJIPEHUS] KOPIIOPATUBHBIX CTAHJAPTOB M PEIJIAMEHTOB MPOLECCOB 0OCITYKUBAHUS
notpebutened Ha TpaHCHopTe (IS CaMOCTOSITENIBHOTO H3y4deHusi). MeToibl
B3aMMOJIEUCTBUS C KIIMEHTaMH 10 OpPraHu3aluu rporecca 00CIyKUBaHUS
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norpedurene B cdepe rocTENpUMMCTBA B IPOLECCE OPraHU3ALUU CEPBUCHOIO
oOCny’KMBaHMsI TIOTpEOUTENIE Ha TPAHCIOPTE, B TOM YHUCIE B cepe BO3AYLIHOTO
TpaHcnopTa (ISl CaMOCTOSITENIBHOIO M3y4yeHHs). TpeOoBaHMS MPOU3BOACTBEHHOM
OUCUUIUIMHBI, TPaBWJI IO OXpaHE Tpylda M TMOXapHOW O€30MaCHOCTU MpH
OCYILECTBICHUH TEXHOJIOTHUYECKOTO MpoLiecca B MPOLECCE OpraHU3alii CEPBUCHOIO
o0cCiTy>)KMBaHMsI NMOTpeOUTENEN HAa TPAHCIOPTE, B TOM 4YHCIE B CPepe BO3IYIIHOIO
TpaHcopTa (11 CaMOCTOSITENIbHOTO U3yueHus). MeToibl BbIOOpa OpraHM3aliOHHBIX
pemieHut 1 (OPMHUPOBAHUS ~ CEPBUCHOM  cHCTEMbl  OOCIYKHUBAaHHUS  C
HCIIOJIb30BAHUEM  METOJOB  OpraHu3allid W YIPaBJICHUS  MMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TpaHCHIOPTE B
IpOLECCE OPTaHU3ALUU CEPBUCHOTO 00CIIYKUBaHMsI IOTPEOUTENEH Ha TPAHCIIOPTE, B
TOM 4HuClI€ B c(epe BO3AYIIHOTO TPAaHCIOpPTa (AJI1 CAMOCTOSTENBHOIO H3YUYEHMS).
Metonbl  OCYHIECTBICHUS  OPraHU3allMOHHOIO  OOCIY>KMBAHMS ~ ABUALIMOHHOM
UHQPACTPYKTYpbl M OPraHU3aLMOHHOTO OOECHedYeHHsl MpolLecca CEPBUCHOIO
oOCiIy’)KMBaHMsI B a’3polnopTy M Ha OOpPTy BO3AYIIHOTO CyAHa B Ipolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHUS TNOTpEOUTENIe Ha TPAHCIOPTE, B TOM
qucie B cepe BO3AYLUIHOIO TPAHCIIOPTA (11 CAMOCTOSITEIbHOTO U3YUYEHMUS).

Tema 11. Opranuzanusi 00cay:KUBaHHUS NMOTPedUTeIell HA TPAHCIIOPTE, B
TOM 4YHCJIe B c(pepe BO3AYIIHOT0 TPAHCIIOPTA

Teopust opranuzanuu o0CiIy)KMBaHUS Ha TPaHCIOPTE, B TOM 4uciie B chepe
BO3YIIHOTO  TpaHcmopta.  Kareropuu — mOpeanpusTHii,  OCYHIECTBISIOIINX
NpeloCTaBlICHUEe YCIYyr Ha TpaHCIOpPTE, B TOM uYucie B cdepe BO3AYIIHOTO
TpaHcnopTa (i1 caMocTosTeNbHOrO M3ydeHust). [loHsTHS U oTpacieBas CTPyKTypa
cdepsl ycayr (115 caMOoCTOsTeNbHOTO n3yueHus). [IoHsATHsT 0 MpoayKTaX CEpBUCHOU
JESITEHbHOCTH Ha TPAHCIIOPTE, B TOM 4YHCIE B cepe BO3AYITHOTO TpaHCIOPTA (IS
caMoCTOsATeIbHOTO M3yueHus). [Ipouiecc mpuHATHS pelieHus noTpedutenem (s
CaMOCTOSITEILHOTO H3y4eHUs1). DaKTOpbl, BIUAIONIME HA TMPOLECC MPUHATHUS
PEIICHHS B MPOIIECCE CEPBUCHOMN NIEATETLHOCTA Ha TPAHCIIOPTE, B TOM YHCIIE B cdepe
BO3JIYLTHOTO TPAHCIOPTAa: WHAUBUAYAJIbHBIEC, TICUXOJOTUUYECKUE U COLMAIIbHBIC (151
camocTosTeapHOro u3yuyeHus ). [Ipouecc ocozHaHusi MOTPEOHOCTH MOTPEeOUTENIEM Ha
TPaHCIIOpPTE, B TOM YHCIIE B cpepe BO3AYLUIHOTO TpaHcopTa. Bo3aeiicTBue KyabTyphl
Ha TIOBEJEHUE MOTpeOuTeNss Ha TPaHCIOpPTE, B TOM 4YHcie B cepe BO3TYLUIHOTO
TpaHcmopTa (IJIsI caMoCTOATENbHOrOo u3yueHus). Cucrema 1eHHOCTEH  (1uist
CaMOCTOSITEJILHOTO HW3y4yeHus). BnusHue cembHu, penuruu U oOpa3oBaHHsA Ha
NPUHATHE PELIeHUs] MOTpeOUTeIeM B Mpoliecce 0OCITyKUBaHUS HA TPAHCIIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHoOpTa (A7 CaMOCTOATENBHOIO H3YyUEHUSs).
BnusiHue STHHYECKONM KyJbTypbl Ha IOBEJACHUE NOTpeOUTENsT B Ipolecce
oOCITy>)KMBaHMsI Ha TPAHCIIOPTE, B TOM 4YHCIie B chepe BO3AYIIHOTO TpaHCHopTa (IJis
CcaMOCTOSATEIbHOTO  M3ydeHus). KynbTypa  KopeHHoro  HaceineHus (s
CaMOCTOSITEJIbHOTO  M3y4yeHHus). PenuruosHele W OSTHUYECKHME Tpymmbl (Ui
CaMOCTOSITEJILHOTO M3y4eHus). JluBepcupuKalnus CEpBUCHOM NESITEIbHOCTH B
COOTBETCTBHH C 3THOKYJIBTYPHBIMH, HCTOPUUYECKUMHU U PEIUTHO3HBIMHU TPAIULUSIMU
B Ipolecce OOCIyXKMBaHUS Ha TPAHCIIOPTE, B TOM 4HCIEe B cepe BO3AYLIHOTO
TpaHcHopTa (IUIsl CAaMOCTOATEIBHOIO U3y4eHus ). MeToabl Moucka, KpUTHIECKOTO
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aHanu3a U CcHHTe3a UWH(pOpPMAalMM B TMPOIECCE OpraHU3allid CEPBHCHOIO
oOCny’KMBaHMsI TIOTpEOUTENIE Ha TPAHCIOPTE, B TOM YHUCIE B cepe BO3AYLIHOTO
TpaHcnopTa (ISl CaMOCTOSITENIBHOIO U3y4yeHHs). MexaHU3M CHUCTEMHOTO MOJX0Ja
IUIsL  pElIeHMs] TMOCTaBICHHBIX 3a7ad4 B IMPOLECCEe OpPraHu3aluud CEpPBUCHOTO
oOCny’>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (A1 CaMOCTOSITENBHOTO U3y4eHHs). MeTo bl TPUMEHEHHUSI CUCTEMHOTO
MOJXO0/1a JIJIsl pelIeHUs] MOCTaBICHHBIX 3a/1ad B MPOLECCE OpraHu3allid CEPBUCHOTO
oOCny>KMBaHMsI TOTpEOUTENIed Ha TPaHCIOpPTE, B TOM 4uUCie B chepe BO3AYIIHOIO
TpaHcnopTa (AJi1  CaMOCTOSITENBHOIO  M3y4eHHs). MeToAsl  OCyIEeCTBIEHUS
COLIMAJILHOTO B3aMMOJCHCTBUSL M peaju3allid CBOEM pojiM B KOMaHJie B Ipolecce
OpraHu3aliyd CEpPBUCHOTO OOCTYKHMBaHHUS NOTpeOUTENed Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (IS CaMOCTOSTENBHOTO HW3YYEeHUS).
Meronbl omnpeneneHuss M peaqu3alld  CBOEH poJIM B KOMaHJe B Ipoliecce
OpraHu3allid CEpPBUCHOTO OOCTYKMBaHHUS NOTpeOUTENed Ha TpPaHCIOPTE, B TOM
yuciie B cdepe BO3AYUIHOrO TpaHCHopTa (IS CaMOCTOSTENBHOTO HW3YYEHUS).
Meronpl obecrnieueHHs COLMATBHOTO B3aMMOJCHCTBUS B MPOIECCE OpraHU3AIMU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uwucie B chepe
BO3/YIIHOTO TPAHCHOPTa (JIJII CAMOCTOSITENIBHOTO M3y4eHHsI). MeTo/Ibl BOCTIPUATHS
MEXKYJIbTYPHOTO pa3HooOpa3us 00IecTsa B CONUAIBHO - HUCTOPUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe OpraHU3allid CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIe Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa  ([JI1  CaMOCTOSITEIBHOTO  HM3ydeHMs). Meroapl  NMPUMEHEHUS
0COOEHHOCTEHW MEXKYJIbTYPHOT'O pa3HOOOpa3usi 001IecTBa B MPOIECCe OpraHU3aluu
CEpBUCHOTO OOCITY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYITHOTO TpaHCHOpTa (Il CaMOCTOSITENBHOTO W3Yy4yeHHs). MeToapl pelieHus
IIPOU3BOJICTBEHHBIX KOH(DIMKTOB C Y4€TOM OCOOCHHOCTEH MEXKKYJIbTYPHOIO
pasHooOpa3usi oO0IiecTBa B IPOIECCE OpPraHU3alldd CEPBHCHOTO OOCITY)KHWBaHUS
norpeduTenel Ha TpaHCIOpPTE, B TOM 4YHCJE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSITEJILHOTO HW3Yy4YeHHs). MeTonbl co3gaHusi W TOAAEPKKUA Oe30IMacCHbIX
YCIIOBUI KU3HEAEATEIBHOCTH, B TOM YHCJIE NP BO3ZHHUKHOBEHUU YpPE3BBIYAWHBIX
CUTyalluii B TPOIECCE OPTraHU3AIMH CEPBHCHOTO OOCITYXKUBaHUS MOTpeOuTened Ha
TPaHCIIOPTE, B TOM YHUCIE B chepe BO3AYUTHOIO TPAaHCHIOPTA (11 CaMOCTOSATEIBHOIO
u3yueHus). Meroasl co3gaHuMs M THOJJEpXKaHUA ~ OE30MAaCHBIX  YCIOBHUU
KU3ZHEACATEIbHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUU UPE3BBbIUYAWHBIX CUTyallul B
MPOLIECCE OPTaHU3AIMU CEPBUCHOTO OOCITYKUBaHUS MOTpEOUTENEH Ha TPaHCIIOPTE, B
TOM 4HuCJIe B c(epe BO3IYIIHOTO TpaHCHOpTa (A7 CaMOCTOSITENIBHOTO H3YYEHHS).
MeTonbl co3laHus U MOANEPKKNA O0€30MaCHBIX YCIOBUN OOCTYKUBAHUS MMacCaKUPOB,
B TOM UHWCIE€ TP BO3HUKHOBEHHUM YPE3BBIYAWHBIX CHUTyallUd B Mpolecce
OpraHu3alMi CEPBUCHOTO OOCIyKMBAaHUS IMOTPEOUTENE Ha TpaHCHOPTE, B TOM
yucine B cdepe BO3AYIIHOTO TpaHCHopTa (ANl CaMOCTOSITENBHOTO HU3y4YeHUSs).
Metonbpl TPUMEHEHHS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
NEATEeNIbHOCTU HAa TPAHCIIOPTE B YCIOBUSIX B3aUMOJECHCTBUS C TOTPEOUTENSIMU, B TOM
YUCJI€ WHTEPHET-TIPOJBUKEHUS YCIyr B TMPOIECCEe OPraHu3alu CEPBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcHopTa (ISl CAaMOCTOATENIBHOTO U3yueHus1). MeTo/bl yuacTus B pa3padoTke
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CUCTEMbl KJIMEHTCKMX OTHOIIEHWW M OpraHu3aluu I[polecca OOCTyKUBaHUS
noTpeduTenieil Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX aKTOB U MPABOBLIX HOPM B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS OTPEOUTENIEH Ha TPAaHCIIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPAHCHIOPTA (IJIsI CAMOCTOSITEIBHOIO HM3YyYEHHS).
Metoapsl yyacTusi B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOIIEHUNA B
CEpPBUCHOM JIESITEIIBHOCTH Ha TPAHCIOPTE C UCIOIB30BAHUEM HHTEPHET-TEXHOJIOTHIM
B MPOIIECCE OPTraHU3ALMK CEPBUCHOTO 00CITYKMBaHUs MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJIe B cpepe BO3AYLIHOTO TpPaHCHOPTA (1 CaMOCTOSITEIBHOIO U3yUYEHUs).
Metoansl BhajeHUs TEOPETHUUECKUMU 3HAHUSMH U TMPAKTUYECKUMH TpUEMaMU
yOpaBjieHUss MpoekTaMu B cdepe 0OCIyKHMBaHUS B TMPOIECCe OpraHu3aIuu
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIITHOTO TPaHCHOpTa (711 CaMOCTOSITEIbHOTO U3y4eHHs). MeTobl yrnpaBieHus
TYPUCTCKO-PEKPEAIIMOHHBIMU TMPOEKTaMHU, METOJbl IUJIAHUPOBAHUS M MOHHUTOPUHT
NESATeIbHOCTH CEPBUCHOM KOMIIaHUH B c()epe TPaHCIOPTa B MPOIECCe OpPraHU3aluU
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTEe, B TOM uucie B chepe
BO3JIYIITHOTO TpaHCIOpTa (IJI1 CaMOCTOSATEIIBHOrO H3y4deHus). Meroasl BbeIOOpa
MaTepHUAJIbHBIX PECYpCOB, 00OpPYIOBaHMS [IJIsi OCYIIECTBIICHUS IIpoliecca CepBHUCa,
MEXaHU3M TPOBEJCHUS MEPErOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM CIIy4asM H
OTpeNeNIiCHUs] TPUYUH BO3HUKHOBEHHUS TIPETCH3UM B TIPOIECCE OpraHU3aIuu
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENeld Ha TPaHCIOPTE, B TOM 4Hcie B cdepe
BO3/YIIHOTO TpaHCTopTa (11 CaMOCTOSTENBHOTO U3ydeHus ). MeToasl pa3paboTKu U
UCIIOJIb30BaHUS THUMOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOJbI (POPMUPOBAHUS U
BHEJIPEHMsI KOPIIOPATUBHBIX CTAHAAPTOB M PETJIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebutened Ha TpaHCHopTe (ST CaMOCTOSTENBHOTO H3y4deHus). MeTomsl
B3aMMOJICHCTBUS C KJIMEHTaMH [0 OpraHu3aludd Ipolecca 00CITyKUBaHUS
norpebuteneid B chepe TrOCTENPUUMCTBA B MPOIECCE OpPraHU3alMd CEPBHCHOTO
oOcITy>)kuBaHMsI TIOTpEOHTENIC Ha TpPAaHCIOPTE, B TOM YHUCJIE B cdepe BO3MYITHOTO
TpaHcmopTa (UIsl CaMOCTOSITENIBHOTO W3y4eHHs). TpeOoBaHUS TMPOU3BOACTBEHHOM
TUCIUIUIMHBI, TPaBWJI IO OXpaHe Tpyla M TMOXapHOW O€30MacHOCTH TpH
OCYIIECTBJICHHHM TEXHOJOTHYECKOI0 IMpoliecca B MPOIIECCe OPraHu3aIii CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIel Ha TPAHCIIOPTE, B TOM YHCiE B cdepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITENILHOTO M3y4ueHus1). MeTo bl BbIOOpa OpraHu3ainoOHHBIX
pemieHuit 11 GOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCITY>KHUBAaHHUS  C
WCIIOJIb30BAHUEM  METOJIOB  OpraHM3allid W YIPaBICHUS  WMYIIECTBEHHBIM
a’pOMOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX MPEANPHUATHI HA TPAHCIIOPTE B
MPOoIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapl  OCYIIECTBICHUS OPraHU3AIMOHHOTO  OOCHY>XMBaHHUS ~ aBUALMOHHOMN
UHOPACTPYKTYPHl ¥ OPraHU3AIMMOHHOTO OOECMeYeHUs TMporecca CEPBUCHOTO
oOCIMy)KMBaHHSI B ad’poropTy W Ha OOpPTy BO3AYIIHOTO CyIHAa B TMpolecce
OpraHU3alMi CEPBUCHOTO OOCIyKMBAaHUS IMOTPEOUTENEe Ha TpaHCHIOpPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAHCIOPTA (JIsI CAMOCTOSITEILHOTO U3YUEHHS).
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Tema 12. AnanTanuoOHHO-TUHAMHYECKHE XAPAKTEPUCTUKU CEPBHUCHOI
AesiTeJIbHOCTH HA TPAHCIIOPTE, B TOM 4YHcJie B cpepe BO3AYNIHOr0 TPAHCIIOPTA

CepBucHas AesSTENbHOCTh HA TPAHCIIOPTE, B TOM YHUCIE B c(hepe BO3AYLIHOTO
TPAHCIIOPTa Kak IIPOLECC M €ro CBiA3b C DKOHOMHYECKOM KOHBIOHKTYPOM.
Oco0OeHHOCTH Tpoliecca BHEAPEHHUsS MHHOBALUMK B cdepy yClayr Ha TpaHCIOpTE, B
TOM 4YHUCJIE€ Ha BO3JAYIIHOM TpaHCIOPTE (ISl CaMOCTOSITENIBHOIO U3Y4YEHUS).
VYropaBneHrue HOBOBBEIECHUSAMHM Ha TpPAaHCIOPTE, B TOM YHCJE Ha BO3IYLIHOM
TpaHcmopTe (VIS CaMOCTOSITEIBHOTO M3y4deHHs). VIHHOBAaIIMOHHBIM Tpoliecc
CEpPBUCHOTO OOCITYXKMBaHUSI HAa TPAHCIOPTE, B TOM 4ucie B chepe BO3AYIIHOTO
TpaHcnopTa (ISl CaMOCTOSITENIbHOTO U3ydeHHs). JKU3HEHHBIA IUKI YCIYrd B
IpoLEecCe CEPBUCHOTO OOCTY)KMBAaHUS Ha TpPAHCIOPTE, B TOM 4YHUCIE B cdepe
BO3JYIIHOTO TpaHCIOpPTa MU YYEeT ero OCOOEHHOCTeW B MpeANpPUHUMATENHCKON
NeSTENbHOCTH (11 caMmocTosiTelIbHOro u3yueHus). Ilpomecc oOciykuBaHus
notpeduTeneld Ha TpaHCIOpPTE, B TOM 4HCie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEJILHOTO ~ M3ydeHus). Teopuss opraHnuzanuu oOciHyxuBaHus (s
CaMOCTOATEIbHOTO U3ydeHus ). [loHsTHe “KOHTAKTHOM 30HBI” KaK cepbl pean3aiuu
CEpPBUCHOW JIESATEIbHOCTH Ha TPAHCIOPTE, B TOM uucie B cdepe BO3AYIIHOTO
TpaHcmopTa (IIsI CaMOCTOSTENbHOTO u3ydeHus). Dopmbl 00CTyKMBaHUS Ha
TpPaHCIIOPTE, B TOM 4YHCJE B cepe BO3NYIIHOrO TPAaHCIOpPTa M TMOKa3aTelb 3aTpar
BpeMEHH (IIJIs1 caMOCTOsATEIbHOr0 u3yueHus). OcobeHHOCTH paboThl B KOHTAKTHOM
30HE€ C MOTpeOuTeIeM Ha TpaHCIOpPTE, B TOM YHcIe B cdepe BO3AYIIHOTO
TpaHCIOPTa, KOHCYJIbTUPOBAHUE, COTJacoBaHWe BHA, (OPMBI U IMpoIlecca cepBUCa
(7t caMOCTOSITENIBHOTO HW3Yy4YeHHs). MeTonbl TMoucka, KPUTHUYECKOro aHalu3a |
cuHTe3a HWH(MOpPMAIMU B TPOLECCE OpPraHU3alMM CEPBUCHOTO OOCITYKHUBaHUS
notpeduTenel Ha TpaHCIOpTEe, B TOM 4YHcie B chepe BO3AYIIHOTO TpaHCIOpTa (JJs
CaMOCTOSITEJILHOTO U3Yy4YeHHs). MexaHu3M CHUCTEMHOIO NOAXOAAa [Jsi PELICHUS
MOCTABIICHHBIX 3aJlad B IIPOILIECCE OpPTaHU3AIMH CEPBUCHOTO OOCITYKUBAHUS
notrpeduTeneld Ha TpaHCIOpPTE, B TOM 4HUCJe B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3y4yeHHUs). MeToabl NPUMEHEHHS CHCTEMHOTO MOAXO0Aa IS
pEIICHHs TTOCTABICHHBIX 3a[a4 B TIPOIIECCE OPTraHn3aIlK CEPBUCHOTO O0CITYKUBAaHUSA
notpeduTenel Ha TpaHCIOPTE, B TOM YHUCIE B cepe BO3AYLIHOIO TpaHCHopTa (s
CaMOCTOSITEJIBHOTO  U3YYEHHS). MeTonbl  OCYIIECTBIEHHMS  COLMAIBHOIO
B3aUMOJICHCTBYS M pEAJM3alMy CBOEH POJIM B KOMaHAE B IPOLECCE OpraHU3alnu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCIOpPTEe, B TOM 4YHCIE B cdepe
BO3JYILIHOI'O TPAaHCIOPTA (I CAMOCTOSATEIBHOTO N3y4eHus1). MeToabl ONpeaesIeHus
U pealu3ali CBOEH pPOJM B KOMaHAE B MPOLECCE OPraHU3alUU CEPBUCHOTO
oOCITy>)XKMBaHMsI TMOTpeOUTENell Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHCHopTa (711 CaMOCTOSITENILHOTO U3y4YeHHs1). MeToibl 00ecrieyeHus: COLMAIbHOTO
B3aMMOJIEUCTBUSI B IPOLECCE  OpraHM3alMd  CEPBUCHOTO  OOCITYKHMBAaHHUS
notpeduTenei Ha TPaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLUIHOTO TpaHCIopTa (s
CaMOCTOSAATEJILHOTO  H3y4yeHus).  MeTonbl  BOCHPHUATHS MEKKYJIbTYPHOTO
pazHooOpa3usi 00IIECTBA B COLMAIBHO - UCTOPUUECKOM, 3TUYECKOM U (hrs1ocoPhCcKkom
KOHTEKCTaX B MPOLIECCE OPraHU3aLMKU CEPBUCHOIO OOCITYKMBaHUS NOTpeOUTENEl Ha
TpaHCIOPTE, B TOM YHUCJIE B cpepe BO3AYLIHOTO TpaHCHOPTa (ISl CaMOCTOSITEIBHOIO
u3yuyeHust). MeToibl MPUMEHEHUSI 0COOEHHOCTEN MEXKKYJIBTYPHOI'O pa3HO00pa3us
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oOLIecTBa B MPOILECCE OPraHU3alMU CEPBUCHOTO OOCIYXMBaHUA MOTpeOUTENed Ha
TpPaHCIOPTE, B TOM YHCIIE B c(hepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAaMOCTOATEIBbHOTO
n3ydeHus). MeToasl pelieHHWs] TMPOU3BOJCTBEHHBIX KOH(JIMKTOB C Y4ETOM
O0COOCHHOCTEW MEXKKYIBTYPHOTO pPa3HOOOpa3usi O0OIIECTBAa B MPOIIECCE OpraHU3aIun
CEpPBUCHOTO OOCHy)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3JIYIIIHOT'O TpaHCHOpTa (IJIsI CaMOCTOSITENIBHOIO M3Yy4YeHUs). MeToabl co3AaHus U
MOAJIEPKKM  O€30MacHbIX YCIOBUM KM3HEAEATEIBHOCTH, B TOM YHCIE TIpH
BO3HUKHOBEHUHU YpPE3BbIYAIHBIX CHUTyallMid B MPOLIECCE OPraHU3ALMHU CEPBUCHOTO
oOcnyKMBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (JUIsl CAMOCTOSITENILHOTO U3y4YeHus1). MeTo bl CO3/jaHusl U MOAep>KaHus
0e30MacHbIX YCIOBUM KU3ZHENEATETbHOCTH, B TOM 4YHCJIE€ NpPH BO3HUKHOBEHUU
Ype3BbIUAWHBIX CHUTYallUd B MPOLECCE OPraHU3AlMH CEPBUCHOTO OOCITYKHUBAHUS
notpeduTeneld Ha TpaHCIOpPTE, B TOM YHcie B chepe BO3AYIIHOTO TpaHcmopTa (Js
CaMOCTOSITEJILHOTO HM3Yy4YeHHs ). MeTonbl co3gaHus W MOAAEPK KA Oe30IMacHbIX
YCIOBUM OOCHYXMBaHMUS TMACCaXXUPOB, B TOM UHWCIE TMpPUH BO3HUKHOBEHUU
Ype3BbIUYAMHBIX CHUTYallMd B MPOIECCE OPraHU3AlMH CEPBUCHOTO OOCITYKHUBAHUS
notpeduTenel Ha TpaHCIOpPTEe, B TOM YHcie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEJILHOTO HU3Yy4YeHHUs). MeToabl NPUMEHEHHUS KIUEHTOOPUEHTUPOBAHHBIX
TEXHOJOTUA B  CEPBUCHOW  JIEATEIBHOCTH HA TPAHCIOPTE B  YCJIOBUSX
B3aUMOJICHCTBHS C MOTPEOUTENSIMUA, B TOM YHCJIE WHTEPHET-MPOJBIKCHUS YCIyT B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBaHUS OTpEOUTENel Ha TpaHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOTO TPAHCIOPTA (IJII CAMOCTOSITEIBHOTO H3YyYEHHS).
Mertonbl yyacTusi B pa3pabOTKe CHUCTEMbI KIMEHTCKHUX OTHOILIEHWW W OpraHu3aluu
npolecca o0CIy)KMBaHUSA MOTpeOuTeNel Ha OCHOBE MPUMEHEHHS 3aKOHOJATETbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPTraHMU3aI[MU CEPBHCHOTO OOCIYKHUBaHUS
norpeduTenel Ha TpaHCIOpPTE, B TOM 4YHCJE B chepe BO3AYIIHOTO TpaHCIOpTa (IJs
CaMOCTOSITEJILHOTO M3y4eHHUs). MeToJbl y4yacTus B COBEPIIEHCTBOBAHUHM CHUCTEMBI
KJIMEHTCKUX OTHOIIEHUH B CEPBUCHON JESITENIBHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHUEM HMHTEPHET-TEXHOJOTUI B TMPOIECCE OpraHU3allih CEPBUCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa  (UIsI ~ CaMOCTOSITENIBHOTO ~ WM3y4YeHHUs).  MeToasl  BIaJICHUS
TEOPETUYECKUMHU 3HAHUSIMU M MPAKTUUYECKUMU MPUEMaMH YIIPABICHUS MPOCKTAMU B
chepe oOcmyKUBaHUS B TMPOIECCE OpraHU3alMM CEPBUCHOTO OOCITYKWBaHUS
noTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJe B cepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HM3y4eHUs). MeToNbl ympaBieHHUS TYPUCTCKO-pEKpeariOHHBIMU
MPOCKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEITEIBHOCTH CEPBUCHOM
KOMIIaHUA B cdepe TpaHcHopTa B TPOILECCE OpraHWU3aAlWH  CEPBUCHOTO
oOCITy>)KMBaHMsI TMOTpeOUTeNeld Ha TPAHCIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHCHOpTa (IJI1 CaMOCTOATENbHOrO M3yuyeHus). Metoasl BbIOOpa MaTepuaIbHbBIX
pecypcoB, 000pyIOBaHMS MJisi OCYIIECTBICHHS TMpoOIlecca CEpBUCA, MEXAaHU3M
MIPOBEJICHUS TIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM CITy4asiM U OTIPeIeTICHUS
NpUYMH BO3HUKHOBEHHUS TPETEH3WM B TMPOIECCEe OpraHu3alud CEePBUCHOTO
oOcity>)kKuBaHMsI TTOTpPeOUTENIe Ha TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TpaHcriopTa (I  CaMOCTOSITENIBHOTO  H3ydeHusi). MeToabl  pa3paboTKu U
WCITOJIb30BAHUSI TUTIOBBIX TEXHOJIOTHYECKUX TPOIECCOB, METOJALI (POPMUPOBAHUS H
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BHEJIPCHUSI KOPIOPATUBHBIX CTAHIAPTOB U PETVIAMEHTOB TIPOIIECCOB OOCITYKHUBAHUS
notpeburtenei Ha TpaHCHoOpTe (IS CaMOCTOSITENIBHOTO H3y4deHUusi). MeToibl
B3aMMOJICUCTBHUS C KJIMCHTAMH [0 OpTraHU3alMHM Tporecca OOCTyKUBAHUS
notpebuteneid B cdepe TOCTEPHUUMCTBA B MPOIECCE OPTaHM3alUU CEPBUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCTOpTa (ISl CaMOCTOSITEIIBHOTO W3y4eHUs). TpeOoBaHMS TMPOM3BOACTBECHHOM
JTUCIUIUIMHBI, TPaBWJI TI0 OXpaHe Tpylda M IOXKapHOW O€30MacHOCTH TIpH
OCYIIIECTBICHUH TEXHOJIOTHUYECKOTO MpoIiecca B MPOIECCe OPTaHU3aIMUA CEPBUCHOTO
oOCITy)XMBaHHsI MOTpeOUTENeld HAa TPAHCIOPTE, B TOM 4YHcIe B chepe BO3AYHTHOTO
TpaHCTOpTa (JIJI1 CAaMOCTOSITEIILHOTO M3y4YeHUs). MeTo Ikl BEIOOpa OpraHu3alliOHHBIX
pemieHU 11 (OPMHUPOBAHUS  CEPBUCHOM  CHCTEMBI  OOCITY)KMBaHHUS  C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHW3allMK W YIPABJICHUS  WMYIIECTBCHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEINPUATHN HA TPAHCIIOPTE B
npoIiecce OpraHn3alii CEPBUCHOTO OOCITYKHBaHHS TIOTPeOUTENel Ha TPAaHCTIOPTE, B
TOM YHUCJIe B cepe BO3IYIIHOTO TPaHCIOpTa (A7 CaMOCTOSITEIIBHOTO W3YYCHUS).
MeTonbl  OCYIISCTBICHUS ~ OPraHU3allMOHHOTO  OOCIY)KMBAaHHMS  aBUAIIMOHHOM
UHPPACTPYKTYPhl M OPraHU3allMOHHOTO OOCCICYECHHMsI TPolecca CEPBHCHOTO
OOCTy)XMBaHHsSI B a’poropTy ©W Ha OOpPTYy BO3IYIIHOTO CyAHAa B TIpoIecce
OpraHu3allid CEPBUCHOTO OOCTY)KMBAHHUS TOTPEOUTEIICH Ha TPAHCIOPTE, B TOM
grciie B cepe BO3AYITHOTO TPAHCIIOPTA (M1 CAMOCTOSTEIILHOTO U3YUCHHUS).

Tema 13. KauecTrBo, 0e30macHOCTb YCJAYI M KYJbTypa CepPBUCHOM
AeATeJIbHOCTH HA TPAHCIIOPTE, B TOM YHCJe B c(hepe BO3IYIIHOI0 TPAHCIIOPTA

[IpoGnembl kadecTBa W OE€30MACHOCTH YCIYyT B MPAKTUKE COBPEMEHHOIO
CepBHCa Ha TPAHCIOPTE, B TOM 4Hucie B cdepe Bo3AyIIHOro TpaHcmnopTa. [loHsTue
KayecTBa CEPBUCHOM JESATENHHOCTH Ha TpaAHCIOpTEe, B TOM uuciae B cdepe
BO3YIIHOTO TpaHCIOpTa (AJiE CaMOCTOSATEIBRHOTO W3Yy4YeHHUs). YTpaBlICHUE
KayeCTBOM YCIyr, KOHTPOJb CTaHAApTOB U 0E30MacHOCTH OOCITYyKUBaHUS Ha
TPAaHCIIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCHOpTa (AJII CAaMOCTOATEIEHOTO
u3ydenus). Buabl 6e3omacHOCTH OOCIYyXMBaHWS Ha TpPaHCIOpPTE, B TOM YHUCJIE B
chepe BO3AYHIHOTO TpaHCHOpPTa (ISl camMOCTOATENbHOTO u3ydeHwus). Kymbrypa
CepBUCa M CEPBUCHOM MESITEIbHOCTH Ha TpaHCIOpPTE, B TOM 4dHCIe B cdepe
BO3IYLIHOTO TpaHcHopTa (AJi1 CaMOCTOSITEIbHOIO M3Y4YEHHUs). YYEeT OCHOBHBIX
NICUXOJIOTUYECKUX  OCOOEHHOCTEH  moTpeduTenss B NpoOIecce  CEpBUCHOM
JESTENHPHOCTH HA TPAHCTIOPTE, B TOM 4YHCIe B cepe BO3AYITHOTO TPAHCIIOPTA M HX
BIUSIHUE HA BOCIPHUSTHE KauecTBa YCIYr MOTpeOuTeneM (i CaMOCTOSITENIBHOTO
u3yueHus). MeToapl MOUCKA, KPUTUUYECKOTO aHaliu3a W CUHTe3a HHPOpMAlUUd B
MPOIIeCcCe OPTaHU3aIMU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TPaHCHOpPTa ([JIE CaMOCTOSITEIbHOTO HM3Yy4YEHUS).
MexaHu3M CUCTEMHOIO MOAXOJa JUIsl PElICHUs MOCTaBICHHBIX 3ajlady B Mpoliecce
OpraHU3alMy CEPBUCHOTO OOCIYyXMBAaHUS IMOTPEOUTENE Ha TpaHCHOPTE, B TOM
yuciae B cdepe BO3AYHNIHOTO TpaHcHopTa (AJIE CaMOCTOSTEIBHOIO HM3Yy4ECHUSs).
Metoapl NIpUMEHEHUsI CUCTEMHOI0 MOJAXO0Ja JUIsl PEIICHUs] MOCTAaBJICHHBIX 3a/1ad B
MPOIIECCe OPTaHU3alMKU CEPBUCHOTO OOCITYKUBaHUs OTpeOUTENEH Ha TPAHCIIOPTE, B
TOM yucie B cdepe BO3AYLIHOIO TPAHCHOPTA (IJII CAMOCTOSITEIBHOTO H3Yy4YEHUSs).

50



MeTonbl OCYIIECTBIEHHUS COLMAIBHOIO B3aUMOJEHCTBUS U peaIu3aluu CBOEH pOJIH
B KOMaHj/ie B MPOIECCE OpraHU3allid CEPBUCHOTO OOCTYKHBaHUS MOTpeOuTeneil Ha
TpPaHCIOPTE, B TOM YHCIIE B chepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CAaMOCTOATEIBLHOTO
u3ydeHus1). MeTosbl onpeeseHusl U peaau3ali CBOe pojiu B KOMaH/I€ B MpoIiecce
OpraHU3aIMi CEPBUCHOTO OOCIIYyXUBaHUS IMOTPEOUTENC Ha TpaHCIOpPTE, B TOM
yucie B cdepe BO3AYUIHOrO TpaHCHopTa (ISl CaMOCTOSTENBHOTO H3YYEHUS).
Metoasl obecriedeHus COLMAIBHOTO B3aUMOJICUCTBUSI B IIPOIIECCE OpraHU3aINU
CEpPBUCHOTO OOCIIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JIYITHOTO TpaHCHopTa (VI CaMOCTOSTENBbHOIO M3y4YeHHUs). MeToabl BOCIIPUSTUS
MEXKYJIbTYPHOIO pa3HooOpa3us 00IecTBa B COUUAIBHO - HUCTOPUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
oOCny>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa  (JUIS  CaMOCTOSITEILHOTO  M3ydeHHs). Meroasl  MPUMEHEHHS
0COOEHHOCTEW MEXKYJIbTYPHOIO pa3HooOpasusi oOLIECTBa B MPOILECCE OPraHU3auU
CEpPBUCHOTO OOCIY)KMBaHUSI MOTpeOUTeNie Ha TpaHCHOpPTE, B TOM 4Hcie B cdepe
BO3JIYIITHOTO TpaHCIOpTa (JUIi CaMOCTOSITEILHOTO HW3y4deHHUs). MeToJbl pelieHus
IPOU3BOJICTBEHHBIX KOH(JIMKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYpPHOTO
pazHooOpa3usi o0IliecTBa B MPOIECCE OPraHU3allMd CEPBUCHOTO OOCITYKHUBAHUS
notpebuTeneld Ha TpaHCHOpPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCIopTa (JJs
CaMOCTOSITEJILHOTO M3Yy4eHHUs). MeToapl CO3MaHusT W TOJJEPKKH Oe30MacHBIX
YCIIOBUN KU3HENESATENbHOCTH, B TOM YHCIIe NMPU BO3HUKHOBEHUU YPE3BbIUAMHBIX
CUTyalluii B MPOIECCE OPraHU3alMHU CEPBUCHOTO OOCITYXKMBaHUS MOTpeOUTENel Ha
TPaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOTO TpaHCHOpTa (AJIE CaMOCTOATEILHOTO
u3ydyeHus). MeToapl  co3maHMs M TOAJAEpkKaHUS — Oe30MacHBIX  YCJIOBHIA
KU3HEJIEATEILHOCTH, B TOM YHCIIe NTPU BOSHUKHOBEHUU YPE3BBIUYAWHBIX CUTYyallui B
IpoIecce OpPraHu3alii CEPBUCHOTO OOCITYKMBAaHUS TIOTPEOUTENEeH Ha TPAHCTIOPTE, B
TOM 4YHclieé B cdepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
MeTonbl co3/laHus U MOANEPKKHA O0€30MaCHBIX YCIOBUN OOCITYKUBAaHUS TTACCAKHUPOB,
B TOM UHCJIE TPU BO3HUKHOBEHHWM YPE3BBIYAWHBIX CHUTyallMidi B TMpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTpEOUTENe Ha TPAHCIOPTE, B TOM
gyuciie B cdepe BO3AYINIHOTO TpaHCHoOpTa (TSI CaMOCTOSTEIBHOTO HW3YYCHUS).
Metonbpl TPUMEHEHHsS] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTMA B CEPBUCHOMU
JESITETPHOCTH Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJICUCTBHSI C MMOTPEOUTEISIMHU, B TOM
YUCJ€ WHTEPHET-TIPOJABUKEHUS YCIyr B IMPOIECCE OPraHu3alu CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTPEOUTENIe Ha TPAHCIIOPTE, B TOM YHCie B cdepe BO3AYIIHOTO
TpaHcropTa (AJIsI CaMOCTOSITEILHOTO HW3Yy4yeHHus). Meroabl ydacTus B pa3paboTke
CUCTEMbl KIMEHTCKMX OTHONIEHWA M OpraHu3aluu IMpouecca OO0CITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIFHBIX aKTOB U MPABOBBIX HOPM B
MPOIIeCcCe OPTaHU3AIMU CEPBUCHOTO OOCITY)KHBAaHUS TIOTPEOUTENCH HA TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoasl yyacThss B COBEPIICHCTBOBAHUM CHUCTEMbl KIMEHTCKMX OTHOLIEHUW B
CEpPBUCHOM JIESITEIIbHOCTH HAa TPAHCIOPTE C UCIOIB30BAHUEM HHTEPHET-TEXHOJIOTHI
B IIpOLIeCCEe OpraHu3allid CEPBUCHOIO 00CITYyKMBAHUS NMOTpeOUTENIe Ha TPAHCIIOPTE,
B TOM uuciie B cepe BO3AYIIHOIO TPAHCHIOPTA (JJI1 CAMOCTOATEIIBHOTO U3YUCHUS).
Mertozsl BnajieHUs TEOPETUUECKUMH 3HAHUSAMU U MPAKTUYECKUMU MpUeMaMu
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yIOpaBieHUs] TpPOeKTaMu B cdepe oOCIyKHBaHHA B TMPOILECCE OpraHU3aIUH
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3/YLIHOTO TPAHCHOPTA (IJIs1 CAMOCTOSITENIbHOTO M3y4eHHs). MeToAbl ynpaBieHUs
TYPUCTCKO-PEKPEAITMOHHBIMA TPOCKTAMH, METOIbI TJIAHUPOBAHHUS W MOHHTOPUHT
JESITeNFHOCTH CEPBUCHON KOMITAHUU B cdepe TpaHCTIOpTa B MPOILIECCe OpraHU3aIuN
CEpPBUCHOTO OOCIIYXKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpPTE, B TOM 4HCIe B chepe
BO3JYIIIHOTO TpaHcHopTa (IS CcaMOCTOATEIbHOr0 u3ydeHus). Meronbl BbIOOpa
MaTepuaIbHBIX PECYPCOB, 00OpYIOBaHMS JJIsl OCYIIECTBICHHUS IMpOIECcCa CEpBHCA,
MEXaHW3M IPOBEJICHUSI TIEPErOBOPOB C KIMEHTAMHU M0 MPETEH3MOHHBIM CIIy4asM U
ONpe/ieNeHNs] TPUYMH BO3HUKHOBEHUS TMPETCH3WA B TIPOIECCe OpTaHU3alNU
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3IYIITHOTO TPAHCTIOPTa (711 CAMOCTOSITEIPHOTO U3y4YeHHsI). MeTo/ bl pa3paboTKu U
MCTIOIH30BaHMS THIIOBBIX TEXHOJIOTHUYECKUX TMPOIIECCOB, METOABI (POPMUPOBAHUS U
BHE/IPEHUS] KOPTIIOPATHBHBIX CTAHIAPTOB M PETIAMEHTOB IMPOIIECCOB OOCTYKUBAHUS
norpebuTeneld Ha TpaHCHOPTE (11 CaMOCTOSITENILHOTO W3Yy4eHHs). MeTosl
B3aWMOJICUCTBHUS C KJIMEHTaMHd TI0 OpraHM3aluHd TMpolecca 00CITyKWBaHUS
norpebuteneld B cdepe TOoCTENPHUUMCTBA B TPOIECCE OPTaHU3alUU CEPBUCHOTO
oOCITy)KMBaHHs TOTPEOUTENIel Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHcmopTa (VIS CaMOCTOSITENIHOTO W3Yy4eHHs). TpeOoBaHUS MPOU3BOJCTBEHHOM
IUCIMIUIMHBI, TPaBWI TIO OXpaHe Tpyda W TOXApHOH OE30MacHOCTH TIpH
OCYIIECTBJICHHH TEXHOJOTHYECKOI0 IMpoliecca B MPOIIECCe OPraHu3alii CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIel Ha TpPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHCTopTa (711 CaMOCTOSITENIbHOTO M3y4ueHust). MeTo bl BbIOOpa OpraHu3aluOHHBIX
pemieHut 111 GOPMUPOBAHUSL  CEPBUCHOM  cHCTEMbl  OOCHYKHUBaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHU3allMk M YIOPaBJICHUS  UMYIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
IpoIecce OpPraHu3aIui CEPBUCHOTO OOCITYKUBAaHUS OTPEOUTENEeH Ha TPAaHCTIOPTE, B
TOM 4YHclieé B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Metonbl  OCYIIECTBICHUS  OPraHU3allMOHHOTO  OOCTY>KMBAaHHS  aBUAIMOHHOM
UHPPACTPYKTYpPbl M OPraHU3alMOHHOTO OOECHEeYeHHs] TPOolecca CEPBHCHOTO
oOCIy)KMBaHMsSI B ad’poropTy W Ha OOpPTy BO3AYIIHOTO CyIHAa B TMpolecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS MOTPEOUTENIC Ha TPAHCIOPTE, B TOM
qucie B cepe BO3AYUTHOIO TPAHCIIOPTA (11 CAMOCTOSITENIbHOTO U3YUYESHHUS).

Tema 14. Ilpoueccbl ymnpabiieHHsl, OPraHU3aLMOHHAS CTPYKTypa H
NPON3BOJACTBEHHbINI MEHEIKMEHT CEPBHCHOI0 NMPeANPUSITHA HA TPAHCHOPTe, B
TOM 4mcJie B cpepe BO3AYIIHOIO TPAHCIIOPTA

[Ipeanpusitus, OKa3bIBAIOIIME YCIYTHM HACEJCHUI0 HA TPAHCIOPTE, B TOM
guciae B cdepe BO3AYIIHOrO TpaHcmoptra. OcoOEHHOCTH OOIIero yrpaBlICHHS
CEpPBUCHBIM TMPEANPUSITAEM Ha TPAHCIOPTE, B TOM 4YHUCIE€ B c(epe BO3AYIIHOIO
TpaHcmopTa (IJIsi caMOCTOsITeIbHOro u3yueHus). DyHKuMM W 3amadud  0OIIEero
YOpaBJEHUS CEPBUCHBIM MPEANPUSATHEM Ha TpPaHCHOpPTE, B TOM dYucie B cdepe
BO3JIYIIHOTO TpaHcmopTa (I CaMOCTOSATENbHOrO u3yudeHwus). OpraHu3annoHHAs
CTPYKTypa CEPBHUCHOIO NpPEANPHUSTAS Ha TpaHCHOpTEe, B TOM uwucie B cdepe
BO3JIYLIHOTO TpaHCHOpTa (i1 caMOCTOSTeNbHOro u3yuenus). @opmel opranuzanuu
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CEPBHUCHBIX MPEANPUATHI HA TPAHCIOPTE, B TOM 4YHUCIE B cdepe BO3IYIIHOTO
TpaHCTIOpPTa (11 CAMOCTOSTENLHOTO M3y4deHus). [Ipon3BOICTBEHHBI MEHEIKMEHT
(mms caMOCTOSITENILHOTO — U3YYCHUS). OcoOEHHOCTH  MPOU3BOJICTBEHHOI'O
MEHE)KMEHTa Ha CEPBHCHOM MPEANPHUATHU HA TPAHCIIOPTE, B TOM 4YHCIE B chepe
BO3JIYIIIHOTO TpaHCIOPTa (I CaMOCTOSITEIIBHOTO W3Yy4YeHHs). MeToapl TOWCKa,
KPpUTUYECKOTO aHau3a M CHUHTe3a WH(OOpPMAIMU B TMPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCIYXKHMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HCIEe B chepe
BO3JYIIHOTO  TpaHCHopTa (11  CaMOCTOSTEIBHOTO  HM3y4YeHHUs). MeXaHu3M
CHUCTEMHOTO TIOJIX0J1a JIJIs PEIICHUS MOCTABJIICHHBIX 3a7a4 B MPOIECCE OPTaHU3aIluu
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpPEOHMTENECH HAa TPAaHCIOPTE, B TOM 4HCie B chepe
BO3/YIIHOTO TPAHCIIOPTA (I CAaMOCTOSATEIBLHOTO M3Yy4YCHHs ). MeToabl TPUMECHEHUS
CHUCTEMHOTO TIOJIX0JIa JIJISl PEIICHMS TTOCTABJICHHBIX 3a7a4 B MPOIIECCE OpraHU3aluN
CEpPBUCHOTO OOCITYy)KMBaHUS MOTpeOHMTENCH HAa TPAaHCIOPTE, B TOM 4HCie B chepe
BO3JYIIHOTO  TpaHCmopTra  (UIsI  CaMOCTOSATEIBHOTO  HM3y4YeHHs).  MeTomsl
OCYIICCTBIICHHSI COIMAIBLHOTO B3aMMOJCHCTBUS W pealM3allikl CBOCH pPOJIU B
KOMaHJIe B IPOIIECCE OpraHU3aIlMM CEPBUCHOTO OOCITY)XKMBaHWs TOTPEOUTENICH Ha
TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYIIHOrO TpaHCHOpTa (I CAaMOCTOSTEILHOTO
U3y4CeHHs ). METOIbI ONPE/ICICHHUS U peanu3allii CBOCH POJIM B KOMaH/E B MPOIECCe
OpraHu3allid CEPBUCHOTO OOCTY)KMBAHHUS TOTPEOUTEIICH Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYNIHOrO TpaHCHOpTa (ISl CaMOCTOSTEIBHOTO HW3YYCHHS).
Meronpl obecrieueHUs COLMAIBLHOTO B3aUMOJECHCTBUS B MPOIECCE OpPraHU3AIMU
CEpBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TPAHCIOPTa (IIJI1 CAaMOCTOSITENILHOTO M3Yy4YeHUs). MeToabl BOCTIpUSATHSA
MEXKYJIbTYPHOTO pa3HooOpa3zus 00ImecTBa B CONUAIBHO - HCTOPUYECKOM,
TUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHU3allid CEPBHCHOTO
o0cITy>)KuBaHMs TIOTPEOHUTENIC Ha TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOATENBHOTO  W3Y4eHHs). MeToasl  MpUMEHEHHUS
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCE OpraHu3aIluu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpPaHCHOpPTE, B TOM 4HCIEe B cdepe
BO3/YIIHOTO TpPAHCIOPTa (IJIsI CaMOCTOSITENIbHOTO HU3y4eHHs). MeToabl pelieHus
MPOU3BOJICTBEHHBIX KOH(DJIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pazHooOpasust O0IIecTBa B MPOIECCE OPraHW3alMd CEPBUCHOTO OOCTYKHBAHUS
noTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HW3Yy4eHHs). MeTonbl co3gaHusi W TOAJAEPKKUA Oe30IMacHbBIX
YCIIOBUN >KU3HEACSITEIIbHOCTH, B TOM YHCJI€ TPU BO3HHUKHOBEHHUU YPE3BBIYAHBIX
CUTyalluii B TPOIECCE OPTraHU3AIMH CEPBHCHOTO OOCITYKUBaHUS MOTpeOuTened Ha
TPAHCTIOPTE, B TOM YHCIIe B chepe BO3AYITHOTO TpaHCTOPTa (I CAaMOCTOSTEILHOTO
u3ydeHus). MeToasl  CO3MaHWsl W TOAJAEpXKaHUS  O€30MacHBIX  YCIOBHIMA
KU3HEJEATEILHOCTH, B TOM YHCIIC TP BOSHUKHOBEHUW YPE3BBIYAWHBIX CUTYAIlUl B
MPOIIeCcCe OPTaHU3aAIMU CEPBUCHOTO OOCITY)KMBAaHUS TIOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpaHCHOpPTa (sl CaMOCTOSATEIbHOTO HM3Yy4YECHUS).
MeTonbl co3IaHus U MOANEPKKNA 0C30MMACHBIX YCIOBUN OOCTYKUBAaHUS TTACCAKHUPOB,
B TOM 4YHCIE TpPUW BO3HUKHOBCHHHM YpPE3BBIUAMHBIX CHUTyallMii B MpoIiecce
OpraHu3allid CEPBUCHOTO OOCTYKMBAHHUS TOTPEOUTENICH Ha TPAHCIOPTE, B TOM
gyuciie B chepe BO3AYIIHOIO TpaHCHOpTa (IJIT CaMOCTOSITEILHOTO W3YYCHUS).
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Metonsl IPUMEHEHHS KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOIMH B CEPBUCHOMU
NEeSATENbHOCTU Ha TPAHCIIOPTE B YCIOBHSX B3AMMOJEHCTBUS C MOTPEOUTENSIMU, B TOM
YUCJI€ WHTEPHET-NPOABUKEHUS YCIYI B TPOLECCEe OpPraHU3alMH CEPBHCHOIO
oOCny’KMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe BO3AYLIHOTO
TpaHcnopTa (AJI1 CaMOCTOSITENbHOTO M3y4yeHus). MeTonpl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHWH M OpraHu3aluu Ipouecca 00CIyKUBaHUS
noTpeduTeNeil Ha OCHOBE IPUMEHEHUS 3aKOHOAATENbHBIX AaKTOB M IIPABOBBIX HOPM B
MpolLiecce OPraHu3aluu CEPBUCHOIO OOCITYKMBaHUS NOTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4Hciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
Meronpl yyacTusi B COBEpPUICHCTBOBAHWMU CHCTEMbl KIMEHTCKMX OTHOILIECHUW B
CEPBUCHOW JIEATEIbHOCTH Ha TPAHCIIOPTE C UCIOJb30BAHUEM HMHTEPHET-TEXHOJOTUN
B MpOIIECCe OpraHU3allui CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTEIEH Ha TPAHCIIOPTE,
B TOM 4HcClie B cpepe BO3AYLUIHOTO TPAHCIOPTA (11 CAMOCTOSITEIBHOTO U3yUYEHUs).
Metoasl BhajeHUs TEOPETHUUECKUMU 3HAHUSMH U TPAKTUYECKUMH TPUEMaMU
ylpaBlieHUus TMpoekTaMu B cdepe o0O0CIyXKHBaHUS B MPOLECCE OpraHU3AINU
CEpPBUCHOTO OOCHTY)XKMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3/YIIHOTO TpaHCHOpTa (sl CAMOCTOSTENILHOTO U3ydeHus). MeToabl yrpaBieHUs
TYPUCTCKO-PEKPEAIMOHHBIMUA MPOEKTaMHU, METOJbl TJIAHUPOBAHUS U MOHHUTOPUHT
JESITEIbHOCTH CEPBUCHON KOMIIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHu3aluu
CEpPBUCHOTO OOCHTY)KMBaHUSI MOTpeOUTENel Ha TpaHCIOPTE, B TOM uucie B chepe
BO3YIIHOTO TpaHCIOpTa (UIsl CaMOCTOSITENBHOrO H3ydeHHus). MeTonsl BbIOOpa
MaTepHUAIIbHBIX PECYpCOB, 00OpYMOBaHMS JIJIsi OCYIIECTBIICHUS IIpoliecca CepBHUCa,
MEXaHU3M TPOBEACHUS MEPErOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM CIIy4asiM U
ONpENENICHUs] TNPUYMH BO3HUKHOBEHMS NIPETEH3UM B TIPOLIECCE OpraHU3aLUU
CEpPBUCHOTO OOCHTY)KMBaHUS MOTpeOUTeNnel Ha TpPaHCIOPTE, B TOM 4Hcle B cdepe
BO3/YIIHOTO TpaHCTIOpTa (/711 CaMOCTOSTENHHOTO H3ydeHust). MeToasl pa3paboTKu U
UCIIOJIb30BAHMS THUIOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTeneid Ha TpaHCHOpPTe (1T CaMOCTOSTENBHOTO H3ydeHus). MeTomsl
B3aMMOJICUCTBUS C KJIMEHTaMH I[I0 OpraHu3aldd Tpolecca 00CITyKHUBaHUS
norpebureneii B cdepe TrocTeNpUUMCTBA B MPOLECCE OPTraHU3allUKd CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHcropTa (Ui CaMOCTOSITENIBHOTO H3y4eHus). TpeOoBaHMsS MPOU3BOJCTBEHHOU
JUCUUIUIMHBI, NpaBUJ 10 OXpaHe TpyAa M TMOXKaApHOH OE30MacCHOCTU IIpHU
OCYIIECTBJIEHUHM TEXHOJOTHYECKOI0 IMpoliecca B MPOLIECCE OPraHU3aluu CEPBUCHOIO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCiIE B cdepe BO3AYIIHOTO
TpaHCHopTa (711 CaMOCTOSITEILBHOTO U3yUYeHHUsI). MeTo1bl BIOOpa OpraHU3al[MOHHBIX
pemieHudt 11 (OpMHpOBAHHMS ~ CEPBUCHOM  CHCTEMbl  OOCHY>KMBaHUS  C
UCIIOJIb30BAaHUEM  METOJIOB OpraHu3alldd M YIPABICHUS  HMMYIIECTBEHHBIM
a’pOINOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHUCHBIX MPEANPUITHI HAa TPAHCIIOPTE B
MPOILECCEe OPTaHU3AIMU CEPBUCHOTO OOCTYKUBAaHUS MOTPEOUTENCH Ha TPAaHCIIOPTE, B
TOM 4uciie B cepe BO3IYUIHOTO TpaHCHOpTa (IJIsi CaMOCTOSITEILHOTO HU3Yy4EeHUS).
Metonbl  OCYHIECTBIEHUS  OPraHM3allMOHHOIO  OOCIY’KMBAHMS  ABUALIMOHHOM
UHPPACTPYKTYphl W OpPraHU3alMOHHOIO OOecnedYeHusi Impoliecca CEPBUCHOTO
00cITy>KMBaHMs B a3pONOPTY U Ha OOPTY BO3AYIIHOIO CYyJIHA B MPOIECCE
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OpraHu3alliid CEPBHUCHOTO OOCITY)KMBaHUS TMOTpPeOHUTENEH Ha TPAHCIIOPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAHCIOPTA (JJIsI CAMOCTOSITEILHOTO U3YUCHHUS ).

Tema 15. BakHeillliue pa3sHOBMIHOCTH COLMAJIBLHOI0 MEHEI:KMEHTA HAa
CEPBHCHOM MNpeINpHUSTHM HA TPAHCIOPTE, B TOM 4YHcJe B cepe BO3IYIIHOIO
TPaHCIOPTA

Hcnonp3oBaHne OCHOB COLMUAIBHOTO MEHEIKMEHTa Ha CEPBUCHOM
NpEeANPUSATAN Ha TPAHCIOPTE, B TOM 4YHUCJIE B cdepe BO3AYIIHOIO TpaHCHOPTA.
MeHeKMEHT TIEpCOHAlIa Ha CEPBUCHOM MPEANPUATAN Ha TPAHCTIOPTE, B TOM YHUCIIE B
chepe BO3AYIIHOTO TpaHCHOPTa (i1 CaMOCTOATENIbHOTrO u3ydeHus). OcoOeHHOCTH
COITMAILHOTO MEHEPKMEHTa B OOCTY)KMBAaHUM HAa TPAHCIIOPTE, B TOM 4uciie B chepe
BO3JIYIITHOTO TpaHcmopTa (I caMoCTOATENbHOr0 wu3ydeHusi). OcoOeHHOCTH
MEHEKMEHTA MepCcoHalia Ha MPEANPUITHSIX CEpBUCA HA TPAHCIIOPTE, B TOM YHCJIC B
chepe BO3AYIIHOTO TPAHCIOPTA B PA3BUTHIX CTpaHax (I CaMOCTOATEIBHOTO
u3ydeHus). BauMosencTBie ¢ moTpeOUTEIIMU YCIIYT Kak yIpaBlieHUecKas 3ajiada
o0cTy>)kKMBaHMsI Ha TPAHCTIOPTE, B TOM YUCJIE B chepe BO3AYIIHOTO TPaHCIOpTa (s
CaMOCTOSITEJTLHOTO M3Y4YCHUsS). 3aKOHOMEPHOCTH U TMPHUHIMIBI B3aHUMOJICHCTBUS
peACTaBUTENCH MEHEIKMEHTa C TMOTPEeOUTENIMH B MpoIecce OOCTY>KMBAaHUS Ha
TpPaHCIIOPTE, B TOM YHuCiie B chepe BO3AYUIHOTO TpaHCTIOpTa (i1 CAMOCTOSITEILHOTO
u3ydeHus). Meroasl TMOMCKa, KPUTHYECKOTO aHalu3a M CUHTE3a HH(pOpMAIUU B
Ipoliecce OpraHu3alui CEPBUCHOTO OOCITYKUBaHUS TIOTpeOUTeNel Ha TPaHCIIOPTE, B
TOM 4Hucje B cdepe BO3IYIIHOTO TpaHCIOpTa (I CaMOCTOATEIBHOTO W3YUCHHS ).
MexaHu3M CUCTEMHOTO MOJXO0Aa JJIsl PEIICHUs IMOCTABICHHBIX 3aJad B MPOIIECCE
OpraHu3aIlid CEPBUCHOTO OOCIYKHUBaHHUS IOTPEOUTENeH Ha TpaHCIOPTE, B TOM
guciae B cdepe BO3AYIIHOTO TpaHCHopTa (IS CaMOCTOSTEIBLHOTO H3YYCHUS).
MeTonbpl MPUMEHEHUSI CUCTEMHOTO MOJAXOJa JJIsl PEIICHUs] MOCTAaBJICHHBIX 3a7ad B
IpoIIecCe OpPTraHu3allui CEPBUCHOTO 0OCITY)KUBAHUS MOTpeOUTEIeH Ha TPAHCIIOPTE, B
TOM 4HuCje B chepe BO3AYIIHOTO TPaHCIOpTa (U1 CaMOCTOSATEIBHOTO W3YUYCHHS ).
MeToapl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJICMCTBUA U pealvu3alli CBOCU PO
B KOMaHJI¢ B IPOIECCE OpraHU3aIlMU CEPBUCHOTO OOCITY)XKHMBaHMS MOTPEOUTENCH Ha
TPaHCIIOPTE, B TOM YHCIIe B chepe BO3AYIIHOTO TPaHCIIOPTA (11 CaMOCTOSATEIBHOTO
M3y4deHus). MeTo/ bl ONpeieNICHUsI U pealin3alii CBOeH poJid B KOMaHJIe B MPOIIECce
OpraHu3aIlid CEPBHCHOTO OOCIIy)KHBaHHUS IOTPEOUTENCH Ha TpaHCIOPTE, B TOM
guciae B cdepe BO3AYITHOTO TpaHCHoOpTa (IS CaMOCTOSTEIBLHOTO H3YYCHUS).
Metoasl obOecriedeHUsI COMAIBHOTO B3aWMOJICHCTBUS B IIPOIIECCE OPTraHU3AINHU
CEPBHUCHOTO OOCIIY)KHBaHHUS TOTpeOUTENIe Ha TPaHCIOpPTE, B TOM 4YHCIEe B cdepe
BO3AYIITHOTO TpaHCMOpTa (11 CaMOCTOATEIHHOTO M3y4eHUs1). MeToIbl BOCIIPUSTHS
MEKKYJIBTYPHOTO pPa3HOOOpa3us OOIIecCTBAa B CONHAIBHO - HCTOPHYCCKOM,
THYCCKOM U (PUIococKkoM KOHTEKCTaX B TPOIECCE OPTaHHM3allMM CEPBHCHOTO
o0cCITy>)kKUBaHHS TIOTPEOUTEIICH Ha TPAHCIIOPTE, B TOM 4HCIe B cdepe BO3IAYIIHOTO
TpaHcrmopta  (IJIT  CaMOCTOATENIBHOTO  WM3y4YeHHs). MeToapl  NPUMEHEHUS
0COOEHHOCTEW MEXKYJIBTYPHOT'O pa3zHOOOpa3usi oOIIecTBa B MPOIECCE OpraHu3aIuu
CEpPBUCHOIO OOCIIYXKMBaHUSI MOTpeOUTENe Ha TpaHCHOpPTE, B TOM 4HcCie B chepe
BO3AYIITHOTO TpaHCHopTa (JIsI CaMOCTOATEIBHOTO HM3Yy4YeHHUs). MeTOabl pelIeHus
MPOU3BOACTBEHHBIX KOH(PIMKTOB C YYETOM OCOOEHHOCTEH MEXKYJIbTYpPHOTO
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pazHooOpa3ust o0miecTBa B MPOLECCE OPraHU3alUdU CEPBUCHOTO OOCITYKUBAHUS
NoTpeduTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MeTonbl co3gaHus W MOAAEPKKUA Oe30MacHbIX
YCIIOBUM >KU3HEAESATENIbHOCTH, B TOM YHCJIE€ NPU BO3ZHHUKHOBEHHUU YpPE3BBIYAHBIX
CUTYyalluid B MPOLECCE OpraHU3ALMH CEPBUCHOIO OOCITYKMBaHHUS MOTpeOUTened Ha
TpaHCIOPTE, B TOM YHCIIE€ B chepe BO3AYLUIHOrO TpaHCHopTa (AJi1 CaMOCTOATEIBLHOTO
u3ydeHus1). MeToael  co3JaHMS M NOAJAEpXKaHUS  O€30MacHbIX  YCIOBHIA
KU3ZHEACATEILHOCTH, B TOM YHUCJIE PU BOSHUKHOBEHUU UPE3BBbIUAWHBIX CUTYaIlUl B
MpoLiecce OPraHU3alMu CEPBUCHOIO OOCITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCHIOPTA (JJII CAMOCTOSITEIBHOIO HM3YyYEHHUS).
MeTtonbl co3/laHus U MOAACPKKH O€30MacHBIX YCIOBUM 00CTY>KUBAHMSI MaCCAXKUPOB,
B TOM UYHCJIE TMpPU BO3HUKHOBEHHWM YpE3BBIYAMHBIX CHUTyallUdi B mpolecce
OpraHu3allid CEpPBUCHOTO OOCTYKHMBaHHUS NOTpeOUTENed Ha TpaHCIOPTE, B TOM
yuciie B cdepe BO3IYIIHOIO TpaHcmopTa (IUisi CaMOCTOSITENIBHOTO U3YYEHUS).
Metonbl TNpUMEHEHUs KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTUH B CEPBUCHOM
JESITEBbHOCTH Ha TPAHCIIOPTE B YCJIOBUSIX B3aMMOJEHCTBUS C MTOTPEOUTENSIMHU, B TOM
YHClie HHTEPHET-TIPOABUKEHUS YCIYr B TPOLECCEe OpraHU3alMH CEPBHCHOIO
oOcny>KMBaHMsI TIOTpEOUTENIel Ha TpaHCIOpPTe, B TOM 4ucie B chepe BO3IYIIHOTO
TpaHcrnopTa (71 CaMOCTOSITEIBLHOTO W3y4yeHus). MeTonbl ydactus B pa3paboTke
CUCTEMBbl KJIMEHTCKUX OTHOIICHHM M OpraHu3aluu Ipolecca 00CITyKHUBaHUS
norpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX AKTOB U MPABOBBIX HOPM B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKUBaHUS OTPEOUTENel Ha TpaHCTIOPTE, B
TOM 4YHciie B chepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
Metonpl ydacTusi B COBEpIICHCTBOBAHWU CHCTEMbl KIMEHTCKHX OTHOIICHUN B
CEPBHUCHOMN JIEATETLHOCTH Ha TPAHCIIOPTE C UCIOJb30BAHHUEM WHTEPHET-TEXHOJIOTUMA
B MPOIIECCE OPraHU3alUK CEPBUCHOTO OOCTYKMBAHUS MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCIie B cpepe BO3AYUIHOTO TPAHCIOPTA (M1 CAMOCTOSITEIBHOTO U3y4YeHUs).
Meronpl BiIaZeHUS TEOPETUYECKUMHM 3HAHUSIMH U MPAKTUYECKUMU IMPUEMaAMHU
yIpaBlieHus TMpoekTaMu B cdepe oOCIyXHBaHUS B TPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCIIY)KHBaHHUS TOTpeOUTENIe Ha TpaHCIOpPTE, B TOM 4HCIEe B cdepe
BO3JYILIHOI'O TPAHCIOPTA (I CaMOCTOSITENBHOIO U3y4eHMs). MEeTObl yIpaBiIeHUs
TYPUCTCKO-PEKPEAITMOHHBIMUA TPOEKTaMH, METOJbI TJIAHUPOBAHUS W MOHHTOPUHT
JesITeIbHOCTU CEPBUCHOIN KOMIIAHUU B cepe TpaHCIOpTa B MPOLECCe OpraHu3aluu
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOPTE, B TOM 4HcCIe B cdepe
BO3/YLIHOTO TpaHCIOpTa (IUIsI CaMOCTOSATENBHOTO H3yudeHus). Metoasl BbiOOpa
MaTepuaIbHBIX PECYPCOB, 00OpYIOBaHMs JUJIsl OCYIIECTBIIEHHUS Ipollecca CEepBUCA,
MEXaHU3M MPOBEJCHHUS MEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM CIIy4asiM U
ONpEJENeHNs] INPUYUH BO3HUKHOBEHHUS MPETEH3MH B MPOLECCE OpraHU3ALMU
CEpBUCHOT0 OOCTYKMBaHUS MOTpeOUTENel Ha TpaHCHOpPTEe, B TOM 4YHCIE B cdepe
BO3JIYLIHOTO TpaHCHOpTa (sl CAMOCTOSITENIbHOTO U3y4YeHus ). MeTo bl pa3paboTKu U
MCIIOJIb30BAHUSI TUTIOBBIX TEXHOJOTHYECKHX MPOIECCOB, METOAB (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHIAPTOB U PETJIAMEHTOB TIPOIIECCOB OOCITYKHUBAHUS
notpeburteneir Ha TpaHCHoOpTe (IS CaMOCTOSITENIBHOTO H3y4eHusi). MeToibl
B3aMMOJICUCTBHUSI C KJIMCHTAMH 10 OpTaHU3alMHM Tporecca OOCTYKUBAHUS
norpeduTene B cepe rocTenprurMCTBA B MPOLECCE OPraHU3aALMKU CEPBUCHOIO

56



oOCny’KMBaHMsI TIOTpEOUTENIe Ha TPAHCIOPTE, B TOM 4HCIE B cdepe BO3IYIIHOIO
TpaHcnopTa (ISl CaMOCTOSITENIBHOIO M3y4yeHHs). TpeOoBaHMS MPOU3BOACTBEHHOM
OUCUUIUIMHBI, TpaBWJI IO OXpaHE TpyJda M TMOXKapHOW O€30MaCHOCTU MpH
OCYIIECTBJIEHHH TEXHOJOTHMUYECKOIo IMpoliecca B MPOLIECCE OPraHu3alli CEPBUCHOTO
oOCny’>KMBaHMsI TIOTpEOUTENIe Ha TPaHCIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (IJ1s1 CaMOCTOSITENIbHOTO U3yueHus). MeToibl BbIOOpa OpraHM3aliOHHBIX
pemieHuit 1 (OPMHUPOBAHUS  CEPBUCHOM  cHCTEMbl  OOCHYKHBAaHHUS  C
HCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allid W YIPaBJIEHUS  HMYILIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMH CEPBUCHBIX MPEANPUATHI HA TpaHCHIOPTE B
Ipolecce OpraHu3alui CEPBUCHOTO 00CITYKMBaHUs OTpEOUTENIel Ha TpaHCIIOPTE, B
TOM 4YHciie B cdepe BO3AYIIHOIO TPAHCIOPTA (JJII CAMOCTOSITEIbBHOIO HM3YyYEHHUS).
Metonbl  OCYHIECTBICHUS  OPraHM3allMOHHOTO  OOCIY>KMBAHMS  ABUALIMOHHOM
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOEeCHedYeHHsl MpolLecca CEpPBUCHOIO
oOCNy’>KMBaHMSI B ad’ponopTy M Ha OOpPTy BO3AYIIHOIO CyJIHAa B TMpolecce
OpraHu3alliyd CEpPBUCHOTO OOCTYKHMBaHHUS NOTpeOUTENe Ha TpPAaHCIOPTE, B TOM
quclie B cpepe BO3YIIHOTO TPAHCTIOPTA (JIJI1 CAMOCTOSITEIbHOTO U3YUYCHUS ).

Tema 16. Mapkerunr u onpenenenne 3PPeKTUBHOCTH PadOThI
CEPBHCHOI0 NMpeNpPHUATHS HA TPAHCIOPTe, B TOM 4YucJje B cepe BO3TYLIHOTO
TPaHCNOPTA

MecTo cepBuca B CHUCTeME MapKETHMHTOBOM JAESITENbHOCTH MPEANPHUSATHS Ha
TPAaHCIIOPTE, B TOM 4HuCie B cepe BO3AymIHOTO TpaHcnopTa. CTpaTerusi U TakTHKa
MapKETUHTAa CEPBUCHOTO MPEANPHUATHS Ha TPaHCIOPTE, B TOM 4YHCiIe B cdepe
BO3JYIIHOTO TpaHCIOpTa (s caMoCTOsITeNbHOro u3y4deHusi). OcobGeHHOCTH
CErMEHTHPOBAHUS BHYTPEHHEr0 MOTPEOUTENHCKOTO phiHKa Poccun Ha TpaHcnopTe, B
TOM 4YHclieé B cdepe BO3AYIIHOTO TPAHCIOPTA (IJI1 CAMOCTOSITEIBHOTO HM3YyYEHHUS).
[IpennponaxkHoe U MOCAENIPOJAKHOE OOCTYKHUBAHHUE B NEATEILHOCTH MPEINPUSTHS
HAa TpaHCIOpTe, B TOM uYucie B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOATEIbHOTO u3yudeHus). CTpaTeruu MOCIenpOodaXHOTO OOCTY>KUBAHHUS Ha
TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYITHOrO TpaHCHOpTa (AJII CAaMOCTOATEIEHOTO
uzydeHus). Opranuzaius mocjaenpogaXHOro 00CITyKUBaHUS HA TPAHCIIOPTE, B TOM
yuciae B cdepe BO3AYIIHOIO TpaHCHopTa (A7 CaMOCTOSATENbHOIO H3YyUEHUs).
Jloructka CepBUCHOTO OOCITYXMBaHHUS Ha TPAHCIOPTE, B TOM HHCIe B cdepe
BO3IYLIHOTO TpaHcmopTa (AJiE CcamMOCTOSITENbHOrO u3yudeHus). MuauBuiyanpHOE
oOCIy’>KMBaHHE Ha TPAHCIOPTE, B TOM 4YUCIIE B cepe BO3AYIIHOTO TPAHCIOPTA KaK
CaMOCTOSTETILHBIN BUJ TPO(PECCHOHATBHON NEATeTbHOCTH (IS CaMOCTOSTEILHOTO
u3y4deHus). TeHaeHIM COBPEMEHHOI0 CepBUCa Ha TPAHCIIOPTE, B TOM YHKCIE B cdepe
BO3JIYLIHOTO TPAHCIIOPTA: OMACHOCTU M HOBBIE BO3MOXKHOCTH IS IPEANpUsATUS (115
CaMOCTOATENBHOTO u3ydeHwus). Ompenenenne o6mer 3OPeKTHBHOCTH PaOOTHI
NpEeAnpUsTAS CEepBUCAa Ha TPAHCIOPTE, B TOM uuclie B cdepe BO3AYIIHOTO
TpaHcmopTa (Il CaMOCTOSTENbHOrOo  u3ydyeHusi). (OCHOBHbIE TMOAXOJbI K
onpeneneHno 3(PGEKTUBHOCTH MPOU3BOJCTBEHHBIX CEPBUCHBIX MPEANPUATAN Ha
TpaHCIOPTE, B TOM YHUCJIE B cpepe BO3AYLIHOIO TPAHCIOPTA (Il CaMOCTOSATENBHOTO
u3yueHust). PacuipeHHbId TOAXOJ K omnpeneieHuio 3P(GEeKTUBHOCTH CEPBUCHOTO
NpEeANpUsATUS HAa TPAHCIIOPTE, B TOM 4YHUCIE B cepe BO3AYIUIHOTO TpaHcmopTta (AJis
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CaMOCTOSITETTLHOTO M3Yy4eHHUs). MeTolbl MOKCKa, KPUTHUECKOTO aHalu3a M CHHTe3a
uHpOpMAIIMU B MPOIIECCE OPTaHMU3AIMUA CEPBUCHOTO OOCIY)XMBAHHS MOTpeOUTENei
Ha TpaHCIOpTe, B TOM uuciae B cdepe BO3AYIIHOTO TpaHcmopTra (I
CaMOCTOSITETILHOTO M3yueHHus). MeXaHu3M CHCTEMHOTO MOJIXOAa Jis pEIICHUs
MOCTaBJICHHBIX 3a7a4 B TMPOILECCE OpTaHU3alMd CEPBHCHOTO OOCITYKHBaHUS
noTpeduTeNeil Ha TPaHCIIOPTE, B TOM YHUCJe B cdepe BO3IYIIHOrO TpaHcnopTa (asis
CaMOCTOSITETTLHOTO M3ydeHHs1). MeToAspl MPUMEHEHHS CHCTEMHOTO MOoIXoia s
pelleHus MOCTaBICHHBIX 3aa4 B MPOIIECCe OPTaHU3AIMH CEPBUCHOTO 0OCITYKUBaHUS
noTpeduTeNeil Ha TpaHCIOPTE, B TOM 4HUCie B cepe BO3MYIIHOro TpaHcnopra (asis
CaMOCTOSITETBHOTO ~ W3Y4YeHHs).  MeTOoAbl  OCYIIECTBICHHS  COLMAIBHOTO
B3aWMOJICHCTBUSA M peaTH3allii CBOSH POJM B KOMaHJAE B MPOIECCe OpraHu3alliu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3YIITHOTO TPAHCTIOPTA (711 CAMOCTOSITEILHOTO M3YYEeHHS ). MeTOIbI OTpeesieH s
U pealu3alud CBOCH pOJM B KOMaHAE B MPOIECCE OpraHU3alMi CEPBUCHOTO
oOCITy)KMBaHHs TMOTpPEeOUTENed Ha TPAHCIOPTE, B TOM 4YHCIE B Chepe BO3IYIIHOTO
TpaHCIopTa (711 CAMOCTOSITETFHOTO M3y4deHUs ). MeTo bl 00ecTieueHs COUAIhHOTO
B3aUMOJICHCTBHS B  TIPOIlECCe  OpraHU3alldd  CEPBUCHOTO  OOCIY>KHMBaHUS
norpeOuTeNneld Ha TPaHCIIOPTE, B TOM 4HCJe B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITEILHOTO ~ HM3y4eHHs).  MeETOObl  BOCHPHATHS  MEXKKYJIBTYPHOTO
pa3HooOpasust 00IIeCTBa B COIMAIBHO - HCTOPUYECKOM, ITHUYECKOM U (prtocodhckoM
KOHTEKCTax B MPOIECCe OpraHU3allui CEPBUCHOTO OOCTYKUBAaHUS MOTpeOUTeNnel Ha
TPaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOrO TpaHCHOpTa (AJII CaMOCTOATEIHLHOTO
U3ydeHus). MeToJpl MPUMEHEHHs] OCOOEHHOCTEM MEXKKYJIBTYPHOTO pPa3zHOOOpa3us
oOIIecTBa B MpoIlecce OpPraHU3allMid CEPBUCHOTO OOCITYXXKMBaHUSA MOTpeOuTenei Ha
TPAaHCIIOPTE, B TOM YKCIIe B chepe BO3AYUTHOrO TpaHCHOpTa (AJII CaMOCTOATEILHOTO
u3ydeHus). MeToapl pelIeHUs MPOU3BOACTBEHHBIX KOH(MDIUKTOB C Yy4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIeCTBa B MPOIECCE OpraHU3aIluu
CEpPBUCHOTO OOCITY)KHBaHHUS TOTpeOUTENIe Ha TpaHCIOPTE, B TOM 4HCIEe B chepe
BO3/yIIHOTO TPaHCIOPTa (71 CaAMOCTOATENLHOTO M3y4eHwus). MeTonbl co3lanus u
NOJICP)KKH  O€30MacHBIX YCIOBUM JKM3HENEATEIBHOCTH, B TOM YHCIE TIPH
BO3HUKHOBEHUHU YPE3BBIYAMHBIX CUTyalluii B TMPOIECCE OPTraHU3alliUd CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHCIopTa (U1 CaMOCTOSITENIbHOTO U3y4YeHHs). MeToabl co3/1aHusl U MOAepIKaHUsS
0€30MacHBIX YCJIOBHM JKU3HEJEATEIBHOCTH, B TOM 4YHUCJIE MpPU BO3HUKHOBEHHU
Ype3BbIYAMHBIX CHUTyallud B MPOLIECCE OpPraHMU3allid CEPBUCHOTO OOCIYKHWBaHUS
notpebuTenei Ha TpaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLUIHOIO TpaHCIopTa (ais
CaMOCTOSITETILHOTO M3y4YeHHs). MeTonbl CO3/laHus W TONJEPKKHA Oe30MacHbBIX
yCIOBUM  OOCTYXHBaHUS MAcCaXUpoB, B TOM YHCIE NPHU BO3HHUKHOBEHHU
Ype3BBIYAMHBIX CHUTyallud B MPOLIECCE OpPraHM3allMi CEPBUCHOTO OOCITYKHWBaHUS
noTpeduTenei Ha TPaHCIOpPTE, B TOM YHUCIE B cepe BO3AYLIHOTO TpaHCIopTa (s
CaMOCTOSITETILHOTO HU3y4eHHs). MeToapl NpUMEHEHHUS KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTMM B  CEPBUCHOW  JEATENBHOCTM Ha TPAaHCIOPTE B  YCIOBHUAX
B3aMMOJCHCTBUS C MOTPEOUTENIMU, B TOM YHUCIIE€ MHTEPHET-MPOJBIKEHUS YCIYyT B
MPOIECCEe OPTAHMU3AINN CEPBUCHOTO OOCITYXHUBaHHs NOTPeOUTENEH Ha TPAHCIIOPTE, B
TOM yucie B cdepe BO3AYLIHOIO TPAHCHOPTA (IJII CAMOCTOSITEIBHOTO H3Yy4YEHUSs).
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Mertonbl yyacTusi B pa3paOOTKE CHUCTEMBbI KIMEHTCKUX OTHOLIEHWN W OpraHu3aluu
nporuecca 00CIyKMBaHUS NOTPEOUTENEe HA OCHOBE NPUMEHEHMS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOILIECCE OPraHHU3alMU CEPBHCHOIO OOCIIYyKUBaHUS
NOoTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3IYIIHOIO TpaHcnopTa (A
CaMOCTOSITEJILHOTO M3y4€HHUs). MeToJbl ydyacTus B COBEPIIEHCTBOBAHUM CHUCTEMBI
KJIMEHTCKUX OTHOLIEHUW B CEPBUCHOU JCATEIbHOCTA HA TPAHCIIOPTE C
MCIIOJIb30BAaHUEM HWHTEPHET-TEXHOJIOTHMM B MPOLECCEe OpPraHU3alMu CEPBHCHOIO
oOcnyKMBaHMsI TIOTpEOUTENIed Ha TPAHCIIOPTE, B TOM 4HCIE B cdepe BO3AYIIHOTO
TpaHcnmopTa (ISl ~ CaMOCTOSITENIBHOTO  M3y4Y€HHus).  MeToasl  BiaJCHUS
TEOPETUUYECKUMH 3HAHUSIMHU U MPAKTUUYECKUMU MTPUEMaMH YIIPABICHUS MPOEKTaMU B
chepe oOCTy)KMBaHMS B TPOLECCE OPraHU3AMHU CEPBUCHOIO OOCIYKUBaHUS
notpeduTeneldl Ha TpaHCIOPTE, B TOM 4Hcie B chepe BO3AYIIHOTO TpaHCHopTa (Js
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTolbl ynmpaBieHusi TYypUCTCKO-peKpealiOHHBIMU
IPOCKTAaMU, METOJIbl TUJITAHUPOBAHUS M MOHUTOPHUHI JICSITEIBHOCTH CEPBUCHOM
KOMIIaHUM B cdepe TpaHCIOpPTa B TMPOLECCEe OpraHu3aldd  CEPBHCHOIO
oOcny>KMBaHMsI TIOTpEOUTENIel Ha TPaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHCHoOpTa (JJIs1 CaMOCTOSATEIBHOTO M3y4eHus). Meroabl BbIOOpa MaTepuaIbHBIX
pecypcoB, 000pynOBaHUS MJiS OCYIIECTBICHHS IMpollecca CEpBUCA, MEXaHU3M
IIPOBEJICHHUS MIEPErOBOPOB C KIMEHTAMU MO MPETEH3UOHHBIM CIIy4asiM U OTpeleTIeHUs
OPUYUH BO3HUKHOBEHHMS TMPETEH3W B TPOILECCEe OpraHu3aldd CEPBHUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENIe Ha TpaHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOTO
TpaHcmopTa (AJI1  CaMOCTOSITENBHOTO — M3y4eHHs). MeToasl  pa3paboTKu |
UCIIOJIb30BaHUS THUMOBBIX TEXHOJIOTHYECKUX MPOIECCOB, METOJbI (POPMUPOBAHUS U
BHEJIPEHMsI KOPIOPATUBHBIX CTAHAAPTOB M PETIAMEHTOB MPOIECCOB OOCITYKHBAHUS
norpebutened Ha TpaHCHopTe (IIsI CaMOCTOSTENBHOTO H3ydeHus). MeTomsl
B3aMMOJICHCTBUS C KJIMEHTaMH I[I0 OpraHu3aldd Tpolecca 00CITyKHUBaHUS
norpebuteneid B cdepe TrOoCTENPUUMCTBA B MPOIIECCE OpPraHU3allMd CEPBHCHOTO
oOciy>)kuBaHMsI TIOTpPEOHTENIe Ha TPAHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
TpaHcmopTa (IUIsl CaMOCTOSITENIBHOTO W3y4eHHs). TpeOoBaHUS MPOU3BOACTBEHHOM
TUCIUIUIMHBI, TPaBWJI IO OXpaHe Tpyla M TMOXapHOW O€30MacHOCTH TpH
OCYIIECTBJIEHHH TEXHOJOTHMYECKOI0 Ipoliecca B MPOLIECCE OPraHU3ali CEPBUCHOTO
oOcnmy>KWBaHMsI TIOTpEOUTENIe Ha TPAHCIIOPTE, B TOM YHCIE B cdepe BO3AYIIHOTO
TpaHCTOpTa (711 CaMOCTOSITEILHOTO M3y4ueHus1). MeTo bl BhIOOpa OpraHu3alnOHHBIX
pemieHuit 11 GOPMHUPOBAHUS ~ CEPBUCHOM  CHCTEMBl  OOCITY>KHUBAaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3alldd W  YHOPABICHUS  HMYLIECTBEHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX MPEANPUATHI HA TPAHCIIOPTE B
MPOIECCe OPTaHU3AIMU CEPBUCHOTO OOCTYKUBaHUS MOTpEOUTENCH Ha TPaHCIIOPTE, B
TOM 4ucje B cdepe BO3AYIIHOTO TpPaHCHOpTa (ISl CAMOCTOATEIBHOTO W3YUYEHHS).
Metoapl  OCYIIECTBICHUS OPraHU3AIMOHHOTO  OOCHY>XMBaHHUS ~ aBUALMOHHOMN
UHQPACTPYKTYphl W OPraHU3alMOHHOTO O0OECledYeHHsl TMpolecca CEPBUCHOTO
oOCITy)XMBaHHMsI B a’pomopTy ©U Ha OOpPTYy BO3IYIIHOTO CyAHa B Tpolecce
OpraHU3alMyi CEPBUCHOTO OOCIYyXMBAaHUSI IMOTPEOUTENE Ha TpaHCHOpPTE, B TOM
yucie B chepe BO3AYIIHOIO TPAHCIOPTA (JIsI CAMOCTOSITEILHOTO U3YUCHHUS).
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5.4 TlpakTnyeckne 3aHATHUS

Homep Tembl
MUACUUTUTUHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCTb
(dacsr)

2 kypc (3 cemectp)

[Ipaktuueckoe  3amarue Ne 1. «CepBucHas
NEATENIbHOCTh, OCHOBHBIE NOHATHSA, LEIUM W 3a0a4U
TVCHUTUIAHBDY

[ToAroToBKa K BBITOJHEHNUIO CUTYAIllMOHHBIX 3aJaHU

0,33

[Ipaktuueckoe  3ansitue Ne 2. «CepBucHas
JeSTEIbHOCTD B TPAJAUIIMOHHBIX O0IIECTBAX)
[ToaroToBka K BBIMOJIHEHUIO CUTYallMOHHBIX 33/IaHUN

0,33

[Ipaktuyeckoe 3anstue Ne 3. «3apoxnaeHue u
pa3BUTHE YCIYT B OOIIECTBAX JPEBHETO MUPa»
[ToaroToBKa K BBIMOJTHEHUIO CUTYAITMOHHBIX 3aaHUN

0,22

[Ipaktuueckoe  3ansitue Ne 4. «CepBucHas
JEeSTENBHOCTD B 310Xy CpeTHEBEKOBBSI»
[ToaroroBka K BBIMOJIHEHUIO CUTYAllMOHHBIX 3aJaHUN

0,22

[Ipaktueckoe  3ansitue Ne 5.  «Ycayru B
CpeIHEeBEKOBOM 001IecTBe 3anaaHoi EBporbi»
[ToAroToBKa K BBINOJIHEHUIO CUTYAllMOHHBIX 3aJaHUN

0,22

[Ipaktuueckoe  3amsitue  Ne  O©. «OCHOBHBIE
XapaKTePUCTUKU  HHIYCTPUAIBHOTO  OOIIecTBa U
CEpBHCHAA JICATEILHOCTD

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aIaHUN

0,22

[IpaxTrnueckoe 3aHATUE Ne 1. «Bnusnaue
WHIYCTPUAIIBHOTO  IMPOU3BOACTBA HA  Pa3BUTHUE
CEPBUCHOM AEATEIbHOCTI

[ToarotroBka K BBIITOJHEHUIO CUTYAlIMOHHBIX 33 IaHUN

0,22

[Ipaktuueckoe  3ansitue Ne 8.  «CepBucHas
JEATENBHOCTD B PA3BUBAIOIINXCS CTPAHAX
[ToaroToBka K BBINOJIHEHUIO CUTYAIMOHHBIX 3aJaHUAN

0,22

[Tpaktuueckoe 3amsitue Ne 9. «Cdepa cepsuca B
poccuiickom  oOmectBe B cdepe  BO3AYLIHOTO
TPAHCTIOPTA»

[TonroToBKa K BBITIOJIHCHUIO CUTYAITMOHHBIX 33IaHUN

0,33

[TpakTraeckoe 3ansatue Ne 10. «CepBuc coBpeMeHHOM
Poccuu B cdhepe BO3yIITHOTO TPAHCIIOPTA»

0,33
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

HOI[FOTOBKa K BBIITOJTHCHUIO CUTYAllMOHHBIX Sa,Z[aHI/Iﬁ

[Ipaktuueckoe 3anstue Ne 11. «CoBpemeHHOe
CEpPBUCHOE OOIIECTBO: OCOOCHHOCTH CTAaHOBJIEHUS B
chepe BO3AYIIHOTO TPAHCTIOPTA»

[ToaroToBKa K BHIMOJIHEHUIO CUTYAaIIHOHHBIX 33 JaHHIA

0,33

[Ipaktuueckoe 3anstue Ne 12. «OcHOBHBIE TTPOOIEMBI
COBPEMEHHOI'0 O0IIecTBa W HUX BIUSHUE Ha cdepy
cepBHCa Ha BO3AYLIHOM TPAHCIIOPTE»

[ToAroToBKa K BBINOJHEHNUIO CUTYAIIMOHHBIX 3aJaHUN

0,33

[TpakTudeckoe 3anstue Ne 13. «Ycnyra, ee cienuduka
Kak ToBapa B cepe BO3IYIIHOTO TPAHCTIOPTA
[TonroToBKa K BBITIOJIHCHHUIO CUTYAIIMOHHBIX 33 IaHUN

0,33

[Ipaktuueckoe 3ansitue Ne 14. «ToBapel u yciyru B
cdepe BO3IyLIHOTO TPAaHCIIOPTA»
IloaroToBKa K BBIITOJHEHUIO CUTYAl[UOHHBIX 3aJaHUN

0,33

[Ipaktuueckoe 3ansitue Ne 15. «llcuxosiornueckue
OCHOBBI ~ CEpPBUCHON  JesATENbHOCTH B  cdepe
BO3JIYLIHOTO TPAHCIIOPTa»

[ToaroroBka K Kpyrjiomy CTOILY

0,18

[Ipaktuueckoe 3anstue Ne 16. «KomMmyHukatuBHas
KOMIIETCHTHOCTh paboTHHKa cdepsl cepBUca Ha
BO3JIYLITHOM TPAHCIIOPTE»

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aIaHUN

0,17

[Ipaktrueckoe 3ansitue Ne 17. «EAMHCTBO 3THKU U
IICUXOJIOTUM B CEPBUCHOM JACATEILHOCTH B cdepe
BO3/IYIIHOTO TPAHCTIOPTa

[ToarotroBka K BBIITOJHEHUIO CUTYAlIMOHHBIX 33 IaHUN

0,17

[Ipaktnueckoe  3anaTne  Ne 18. «llonsiTne
KOMMYHUKATUBHOW KOMIIETEHTHOCTH Ha TPAHCIIOPTE
[ToaroToBka K BBIOJIHEHUIO CUTYAIMOHHBIX 3aJaHUAN

0,17

IIpaktrueckoe 3anarume Ne 19. «Poap ostHKm B
CEPBHUCHOW JEATCIILHOCTH B cdepe BO3IYITHOTO
TPAHCIIOPTa»

[ToarotroBka K BBIITOJHEHUIO CUTYAIIMOHHBIX 3aJIaHUN

0,345
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

[Ipaktuueckoe 3anarue Ne 20. «lIpodeccuonanbhas
TMKAa M 3THKa B 00JACTU 3aluThl MH(OpPMALUU B
chepe BO3AYIIHOTO TPAHCTIOPTA»

[ToaroToBKa K BHIMOJTHEHUIO CUTYalIHOHHBIX 3aJaHHIA

0,345

[IpakTnueckoe 3anstue Ne 21. «CepBuc Kak 4acThb
SKOHOMHUKI
[ToAroToBKa K BBITOJHEHNUIO CUTYAIl[lMOHHBIX 3aJaHUN

0,66

Uroro 3a 2 kypc (3 cemectp)

2 kypc (4 cemecTp)

10

[Ipaktuueckoe 3anstue Ne 22, «3aBUCUMOCTb
CEpPBUCHOM  JEATEIBbHOCTH  OT  reorpapuyecKux,
MOCEJIEHYECKUX U IeMOrpapuiecKkux pakTopoB»
[TonroToBKa K BBIMOJIHEHUIO CUTYAlIMOHHBIX 33/IaHUN

0,19

10

[Ipaktuueckoe 3anstue Ne 23, «CoumanbHas
MOJUTUKA ¥ CEpPBHCHAs JIEATENIBHOCTh B cdepe
BO3JIYIIHOTO TPAHCIIOPTa»

[ToaroToBKa K BHINOJHEHUIO CUTYallMOHHBIX 3a/1aHUM

0,19

10

[Ipaktudeckoe 3ansitue Ne 24. «l'ocygapCTBEHHO-
IPaBOBOE PETYJIMPOBAHUE CEPBUCHOU AESATEIBLHOCTH B
cdepe BO3IYIITHOTO TPAHCIIOPTa

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3a/IaHUN

0,19

11

[Ipaktrueckoe 3anatue Ne 25. «Opranuzanus v 3Tarbl
oOciy>)kuBaHus moTpeduTeneii B cdepe BO3IYIIHOTO
TpaHCIIOpTa»

[ToaroToBkKa K BBIINOJIHEHNUIO CUTYAallUOHHBIX 331aHUN

0,19

11

[Ipaktuueckoe 3anstue Ne 26. «JluBepcudukanus
CEpPBUCHOM  JEATEIBHOCTH B  COOTBETCTBHUU  C
STHOKYJIBTYPHBIMHU, UCTOPUUYECKUMH U PEIUTHO3HBIMU
TpaIUIUSIMH B cepe BO3AYIUTHOTO TPAHCIIOPTA
[TonroToBKa K BBITIOJIHEHUIO CUTYAIIMOHHBIX 33/ IaHUN

0,19

11

[Ipaktnueckoe 3ansitue Ne 27. «IIpouecc oco3zHaHus
noTpeOHOCTH TOoTpeduTeNieM B OOCTY)KUBAHWHM Ha
BO3JYIIHOM TPaHCIIOPTE»

[ToaroToBKa K BBIMOJIHEHUIO CUTYallUOHHBIX 331aHUN

0,20
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Homep Tembl
MUACUUTUTIHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

12

[Ipaktuueckoe 3ansatue Ne 28. «AganTaloOHHO-
IUHAMHUYECKHE XapaKTEePUCTUKHU CEPBUCHOM
NEATeNIbHOCTU B cepe BO3IYIITHOTO TPAHCIIOPTa
[ToaroToBKa K BBHIMOJIHEHUIO CUTYAITMOHHBIX 3aJJaHUN

0,19

12

[Tpaktuueckoe 3anstue Ne 29. «kKontakTHas 30Ha B
chepe cepuca B chepe BO3AyIIHOTO TPAHCTIOPTA»
[TonroToBKa K BBITIOJIHCHUIO CUTYAIIMOHHBIX 33 IaHUN

0,19

12

ITpaktnueckoe 3anstue Ne 30. «VIHHOBaIMOHHBIN
mpoiiecc  oOcCiykuBaHus B cdepe  BO3AYIIHOTO
TPaHCIIOPTa»

[ToaroToBKa K BBITIOJIHCHUIO CUTYAITMOHHBIX 33 IaHUN

0,19

13

[Ipaktueckoe 3ansaTne Ne 31. «CoBpeMeHHBIE BH]IbI
oOcny>KuBaHMsI U BeJieHUs1 Ou3Heca B cepe cepBuca B
cdepe BO3IyLIHOTO TPAaHCIIOPTA»

[ToaroToBKa K BBIMOJIHEHUIO CUTYAIlMOHHBIX 3a/IaHUN

0,19

13

[Ipaktuyeckoe 3ansitue Ne 32,  «YmpaBiieHue
KayeCTBOM CEpBHCHOW JESATENBHOCTH B  cdepe
BO3JIYLIHOTO TPAHCIIOPTa»

[ToaroToBKa K BBIOJHEHUIO CUTYAIlMOHHBIX 3aJaHUN

0,19

13

[Ipaktrueckoe 3ansitue Ne 33. «Ponb rocymapcrBa B
obmacTh KadecTBa yciayr B cdepe BO3IYITHOTO
TpaHCIIOpTa»

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aIaHUN

0,19

14

[Tpaktuueckoe 3anstre Ne 34. «IIpom3BoJCTBEHHBIN
MEHEJDKMEHT CEPBHUCHOTO TMpeAnpusaTus B cdepe
BO3YIITHOTO TPAHCIIOPTa»

[ToarotroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3aJIaHUN

0,19

14

[Ipaktuueckoe 3amstue Ne 35, «Ilokazatenu
opraHu3anuyd  OOCITY>KUBAaHHSI Ha  MPEANPHUITHIX
cepBuca B chepe BO3AYITHOTO TPAHCIIOPTA»
[ToaroToBka K BBINOJIHEHHUIO CUTYAIIMOHHBIX 3aJaHUAN

0,19

14

[Ipaktrueckoe 3aHsTHe Ne 36. «OpraHu3anvoHHAS
CTPYKTypa CEpPBHCHOTO TIpeANpHATHS B  cdepe
BO3JIYIITHOTO TPAHCITOPTa

[ToaroToBKa K BBITOJTHEHUIO CUTYAIIMOHHBIX 3aJaHUN

0,19
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Homep Tembl
MACIIUTLIUHBI

TeMaTuka NpakTUYECKUX 3aHATUN

T'pynoeMKoCThb
(dacsr)

15

[Ipaktuueckoe 3anarue Ne 37. «ConuanabHbIi
MEHEJDKMEHT Ha CEPBUCHOM TMpEANpHUsITAU B cdepe
BO3JIYIITHOTO TPaHCIIOPTa»

[ToaroToBka K BBIMOJHEHUIO CUTYAIMOHHBIX 3aaHUN

0,19

15

[Ipaktuueckoe 3anste Ne 38. «ConmanbHas
OTBETCTBEHHOCTh OM3HECA 3a MPOIECC OOCITYKUBAHUS
B chepe BO3LYLIHOTO TPAHCIIOPTa

[ToaroToBKa K BHIMOJTHEHUIO CUTYAIIHOHHBIX 33 aHHIA

0,19

15

[Ipaktuueckoe 3anatue Ne 39. «MeHemKMEHT
nepcoHajga Ha CEpPBUCHOM MpeAnpusTHd B cdepe
BO3JIYLIHOTO TPAHCIIOPTa»

IToAroToBKa K BBIOJHEHNUIO CUTYAIMOHHBIX 3aJaHU

0,19

16

[Ipaktuueckoe 3anarue Ne 40. «MapkeTuHr Ha
CEpPBUCHOM TMpEANpUITHH B cdepe BO3AYLUIHOTO
TpPaHCIIOPTa»

IloaroTroBka K BBIITOJIHEHUIO CUTYAl[MOHHBIX 3aJaHUN

0,15

16

[Ipaktnueckoe  3ansitue Ne 41, «OcHOBHBIE
UHCTPYMEHTHI MapKeTHUHTa B NESTEIIbHOCTH
npennpusitusi  cepbl  cepBuUcCa HA  BO3AYUIHOM
TPAHCIIOPTE»

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3a/IaHUN

0,14

16

[Ipaktueckoe 3ansatue Ne 42. «CTparerust U TaKTUKa
MapKeTHHTa CEPBHUCHOTO MpEanpuaTus B cdepe
BO3/YIIHOTO TPAHCTIOPTA

[ToaroroBka K BBIITOJHEHUIO CUTYAllMOHHBIX 3a/IaHUN

0,14

16

[Ipaktuueckoe 3amsite Ne 43, «Opranuzanus
MOCJIETIPOAAXKHOTO OOCTYKUBAHUS HAa TPAHCIIOPTE»
[ToarotroBka K BBIIOJHEHUIO CUTYAIlIMOHHBIX 3aJaHUI

0,14

Hroro 3a 2 xypc (3 cemectp)

Hroro mo mucouriuinae

10

5.5 JIaGopaTopHblii NPAKTUKYM

JlaGopaTopHBIif MPAKTUKYM Y4EOHBIM TJIAHOM HE MPETYCMOTPEH.
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5.6 CamocTosiTe/ibHasi padoTa

Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCTb
(dacsr)

2 kypc (3 cemectp)

1. U3yueHue TeopeTHUECKOro MaTepuaia IO TeMe:

«BBenenne B gucnumuinHy.  OOIIME  MOHATHUS
CEpBUCHOM JEATEIIBHOCTH

[TogpazymeBaetcst pabota ¢ yueOHOU TUTEpaTypoOu IO
BOIIPOCAM JJIsl CAMOCTOATENBHOM moarotosku [1-24].

2. [ToarotoBka K yCTHOMY OMPOCY.

3. BoinonHeHne KOHTPOJIBHOU PabOTHI.

4. TloarotoBka K BBIMIOJHEHUIO CHUTYaIIMOHHBIX
3aJITaHUMN.

17

1. M3ydeHue TEOPETUYECKOrO Marepuaja I0 TEeMeE:
«Yeayru M KM3HEAEATENbHOCTh  JIIOAEH B
TPaAUITMOHHBIX OOIIECTBAX)

[ToapazymeBaetcst pabota ¢ y4eOHOUM JIUTEpATYpOil MO
BOIIPOCAM JISl CAMOCTOSTENILHOW TOATOTOBKH [1, 2, 3,
4].

2. [lonroToBKa K yCTHOMY OIIpPOCY.

3. BeinoyiHeHNE KOHTPOJIBHON PabOTHI.

4. TlogrotoBka K BBIIIOJHEHUIO CHUTYallMOHHBIX
3aJIaHUN.

18

1. M3ydeHue TeOpeTUYECKOr0 Marepuaja IO TEeMe:
«Ycnyru u CepBUCHAs JeATEIIbHOCTD B
HHTyCTPUAIIHFHOM OOIIECTBEY

[TogpazymeBaeTcst pabota ¢ yueOHOU JTUTEpATypOH IO
BOIpOCaM JJII CaMOCTOSITEIIbHOM MOAroToBKH [1, 2, 3,
4, 5].

2. [ToaroToBka K yCTHOMY OTPOCY.

3. BrinonHeHne KOHTPOJIBHOU PAOOTHI.

4. TlogrotoBka K BBINIOJTHEHUIO CHUTYaIIMOHHBIX
3aJlaHUM.

18
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Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

1. U3yueHue TeopeTHUECKOro MaTepuaiga IO TeMeE:
«Pa3BuTHE YCIYI U CEpBUCHOU JEATEIBHOCTU B
poccHiickoM 0011IecTBE Ha TPAHCIIOPTE, B TOM YHUCJE B
chepe BO3AYIIHOTO TPAHCTIOPTA»

[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypoil O
BOIPOCAM JII CAaMOCTOSITeNIbHOM MOAroToBKH [1, 2, 3,
5].

2. [ToarotoBka K yCTHOMY OMPOCY.

3. BoinonHeHne KOHTPOJIBHOU PabOTHI.

4. TloaroroBka K BBINOJHEHUIO CHUTYaIlMOHHBIX
3aJlaHU M.

17

1. Usyuenue TeopeTHUECKOro MaTepuaia Mo TeMe:
«COBpEeMEHHOE CEpPBUCHOE O0OIIECTBO: OCOOEHHOCTH
CTAHOBJICHHWS M  MEPCHEKTUBBl  Pa3BUTUS  Ha
TpaHCHOPTE, B TOM u4ucie B cdepe BO3AYIIHOTO
TpaHCIIOpTa»

[TogpasymeBaeTcst pabota ¢ y4eOHOM JIUTEpATypOil 10
BOIIPOCAM JISl CAMOCTOSTENILHOW TOATOTOBKH [1, 2, 3,
4, 5].

2. [lonroToBKa K yCTHOMY OIIPOCY.

18

1. U3yuenue TeopeTHUECKOro maTepuaia Mo TeMe:
«Ycnyra Kak IpPOAYKT CEPBUCHOM JAEATEIBHOCTH Ha
TpPaHCIIOPTE, B TOM uYucie B cdepe BO3AYIIHOTO
TPAHCTIOPTa»

[ToapasymeBaeTcst pabota ¢ y4eOHOM JIUTEPATYpOH 10
BOIIPOCAM JII CAaMOCTOSITENILHOM MOArOTOBKH [1, 2, 3,
4].

2. [ToaroToBka K yCTHOMY OTPOCY.

3. BrinonHeHNe KOHTPOJIBHOM PaOOTHI.

4. TloarotoBka K BBIMIOJIHEHHIO CHUTYaI[MOHHBIX
3aJlaHuM.

17
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Howmep Temebl

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb

TTACITATUINHBI (dacwr)
1. M3ydeHue TeOpETUYECKOrO MaTepuala IO TEME:
«Ilcuxonorus CEpBUCHOM JEATENbHOCTU Ha
TpaHCIIOpPTE, B TOM 4YHuCJIe B cdepe BO3IYITHOTO
TpaHCIIOPTa»

7 [TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O 17
BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].
2. [ToarotoBka K yCTHOMY OMPOCY.
3. BoinonHeHne KOHTPOJIBHOU PabOTHI.
4. TloarotoBka K BBIMIOJHEHUIO CHUTYaIIMOHHBIX
3aJTaHUMN.
1. M3ydeHue TEOpPETUYECKOrO Marepuajia IOo TEeMeE:
«ITUKa CEPBUCHON JEATEIbHOCTH Ha TPAHCIOPTE, B
TOM 4HCJIe B c(hepe BO3AYIUTHOTO TPAHCIIOPTA»
[ToapazymeBaetcst pabota ¢ yueOHOU JTUTEpaTypoOu IO

8 BOIPOCAM I CAMOCTOSITENIbHOM MOAroToBKH [1, 2, 3, 17
4].
2. [lonroToBKa K yCTHOMY OIIpPOCY.
3. BeinosiHeHNE KOHTPOJIBHON PaOOTHI.
4. TloarotoBka K BBIMIOJIHEHUIO CHUTYaIlMOHHBIX
3aJIaHUN.
1. U3yuenue TeopeTHUECKOro MaTepuaia Mo TeMe:
«CepBuCHasi JEATEIBHOCTh Ha TPAHCIOPTE, B TOM
gucie B cdepe BO3AYIIHOTO TPAHCIOpTa  Kak
COCTaBHAs YaCTh IKOHOMUKH»
[ToapazymeBaeTcst pabota ¢ y4eOHOM JIUTEPATypOHl 1O

9 BOIPOCAM JII CAaMOCTOSITENILHOM MOArOoTOBKH [1, 2, 3, 20
4, 5].
2. [ToaroToBka K YCTHOMY OTIPOCY.
3. BrinonHeHNEe KOHTPOJIBHOU PaOOTHI.
4. TlogrotoBka K BBIIOJIHEHUIO CHUTYallMOHHBIX
3aJlaHuM.

Hroro 3a 2 xkypc (3 cemectp) 159

2 kypc (4 cemectp)
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Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

10

1. U3yueHue TeopeTHUECKOro MaTepuaiga IO TeMeE:
«CepBucHasi JEATEIbHOCTh Ha TPAHCIOPTE, B TOM
yuciie B cepe BO3AYIIHOTO TPAHCIOPTAa B KOHTEKCTE
YCIIOBUM JKU3HEACSITENIbHOCTHU JIFOIEH»
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].
2. [ToarotoBka K yCTHOMY OMPOCY.

3. BoinonHeHne KOHTPOJIBHOU PabOTHI.

4. TloarotoBka K BBIMIOJHEHUIO CHUTYaIIMOHHBIX
3aJTaHUMN.

5. BeinosiHeHne KypcoBoil paboThI.

23

11

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

[ToapazymeBaeTcst pabota ¢ y4eOHOUM JIUTEPATypOil 1O
BOIIPOCAM [Tl CAMOCTOSITEIIbHOM MOArOTOBKH [1-24].

2. [lonroToBKa K yCTHOMY OIIPOCY.

3. BeinosiHeHNE KOHTPOJIBHON PaOOTHI.

4. TlogrotoBka K BBIIIOJHEHUIO CHUTYallHOHHBIX
3aJIaHUN.

5. BeinosHeHre KypcoBOM pabOTHI.

22

12

1. U3yuenue TeopeTHUECKOro MmaTepuaia Mo TeMe:
«AnanTanuoOHHO-TUHAMUYECKHE XapaKTePUCTUKHU
CEpPBUCHOM JEATEIBLHOCTH HA TPAHCIOPTE, B TOM
quciie B cepe BO3AYIIHOTO TPAHCIIOPTA
[TonpazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypOi 1O
BOIIPOCAM JISI CAMOCTOSITEIIbHOM moAroToBKH [1-13].

2. [TonroToBKa K yCTHOMY OTIPOCY.

3. BrinonHeHne KOHTPOJIBHON PaOOTHI.

4. TlonrotoBka K BBIMIOJIHEHHIO CHUTYaI[MOHHBIX
3aJlaHuM.

5. BeinosiHeHne KypcoBoil pabOTHI.

22
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Howmep Temebl
NACIUTIINHBI

Bunsl camocTosiTenbHON pabOThI

T'pynoeMKoCThb
(dacsr)

13

1. U3yueHue TeopeTHUECKOro MaTepuaiga IO TeMeE:
«KauectBOo, 0e3omacHOCTb YCAYr UM  KyJIbTypa
CEpPBUCHOW JEATEIbHOCTH Ha TPAHCIOPTE, B TOM
quciie B cepe BO3AYIIHOIO TPAHCIIOPTA»
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24].

2. [ToarotoBka K yCTHOMY OMPOCY.

3. BoinonHeHne KOHTPOJIBHOU PabOTHI.

4. TloarotoBka K BBIMIOJHEHUIO CHUTYaIIMOHHBIX
3aJTaHUMN.

5. BeinosiHeHne KypcoBoil paboThI.

23

14

1. M3ydeHue TEOPETUYECKOrO Marepuaja IO TEeMeE:
«IIpoueccsl yIpaBJICHUS, OpraHu3aIMOHHas
CTPYKTypa Y  TNPOU3BOJCTBEHHBIH  MEHEIKMEHT
CEpPBUCHOTO TIPEANPUSATHS Ha TpPAHCIOPTE, B TOM
quciie B cepe BO3AYIIHOIO TPAHCIIOPTA
[ToapazymeBaeTcst pabota ¢ y4eOHOUM JIUTEPATypOH 10
BOIIPOCAM JIsl CAMOCTOSITEIIbHOW MOATOTOBKH [1-24].

2. [lonroToBKa K yCTHOMY OIIpPOCY.

3. BeinoyiHeHNE KOHTPOJIBHON PaOOTHI.

4. TlogrotoBka K BBIIIOJIHEHUIO CHUTYallHOHHBIX
3aJIaHUN.

5. BeimosHeHre KypcoBOil pabOTHI.

22

15

1. Usyuenue TeopeTHUECKOro maTepuaia Mo TeMe:
«Baxuenmue Pa3HOBUIHOCTH COIIMAJILHOTO
MEHE/PKMEHTa Ha CEPBUCHOM TNPEINPUSTHU  Ha
TPaHCTIOPTE, B TOM 4Yucie B cdepe BO3AYIIHOTO
TpaHCIIOPTa»

[TonpazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypOi 1O
BOIIPOCAM JISI CAMOCTOSITCIIEHOM IMOATOTOBKH [1-24].

2. [ToaroroBka K YCTHOMY OTPOCY.

3. BeinonHeHNe KOHTPOJIBHOU PAOOTHI.

4. TlogrotoBka K BBIIIOJIHEHUIO CHUTYallMOHHBIX
3aJlaHUM.

5. BeinosiHeHne KypcoBoil pabOTHI.

23
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Homep tembl . T'pynoeMKoCThb
Bunsl camocTosiTenbHON pabOThI
TTACITATUINHBI (dacwr)

1. U3yueHue TeopeTHUECKOro MaTepuaiga IO TeMeE:
«MapkeTuHr ¥ OmpeAeeHue 3¢ (HEeKTUBHOCTH
paboThl CEPBUCHOIO NPENINPUATUS HA TPAHCIOPTE, B
TOM 4ucie B cepe BO3AYLIHOTO TPAHCIIOPTa»
[TogpazymeBaetcst pabota ¢ y4eOHOM JIUTEpaTypOil 1O
16 BOIPOCAM JJIS CAMOCTOSITCIIbHOM MOATrOTOBKH [1-24]. 24
2. [ToarotoBka K yCTHOMY OMPOCY.

3. BoinonHeHne KOHTPOJIBHOU PabOTHI.

4. TloarotoBka K BBIMOJHEHUIO CHUTYallMOHHBIX
3aJTaHUMN.

5. BeinmonHenue KypcoBoil paboThI..

Uroro 3a 2 xypc (4 cemectp) 159

HToro no qucHUIINHE 318

5.7 KypcoBbie padoThI

. TpynoeMKocTb
HanmeHnoBaHue 7Tara BBIMOJTHEHUS] KYPCOBOM pabOThI (aace)

Oran 1.Beigaua 3aganust Ha KypcoBYyIO paboTy 2
Oran 2. BeimonHenue pasnena 1 4
Oran 3. BeinonHeHue pasnuena 2 6
Oran 4. BeimonHenue pasuena 3 5
3ammTa KypcoOBOM pabOTHI 2
Hroro no kypcoBoii pabore: 19

caMOCTOsITeIbHAs paboTa 0O0yJarOIIUXCs, OTBEICHHAS Ha 15
BBITIOJITHEHUE KYPCOBOM pabOTHI

KOHTaKTHas paboTa COTIacHO Y4eOHOMY TUIaHy 4

6 YuedHO-MeTOoAMYeCKOe U HHPOPMALIMOHHOE o0ecneueHue TUCIUIINHbI

a) OCHOBHAsl JIUTEpATypa:

1 baGokun, I'. . OcHOBBI (PyHKUMOHMPOBAHHUS CUCTeM cepBuca. B 2 u.
Yacte 1: yueOnuk mias  By3oB [Texct] [/ TI'. WM. babokun, A. A. IloakonsuH,
E. b. KonecaukoB. — 2-¢ u3a., nepepad. u qon. — Mocksa : MzmarenscTBo FOpaiiT,
2020. — 423 c. — (Boicmiee o6pa3oBanne). — ISBN 978-5-534-06221-2. -
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[DnexTponHbIi pecype]. - Pexxum moctyna: https://urait.ru/bcode/454399 — 3ari. ¢
9KpaHa. CBOOOAHBIN JocTy (ara oopamenus: 12.05.2021).

2 ba6okun, I'. . OcHOBBI (pyHKIIMOHMPOBAHUSI cUCTeM cepBuca. B 2 u.
Yacte 2 : yueOnuk mus By30B [Texcr] [/ TI. U. babokun, A. A. ITogkomn3us,
E. b. KonecuukoB. — 2-¢ u3j., nepepad. u gon. — Mocksa : UzpatensctBo FOpaiiT,
2020. — 407 c. — (Bwicmiee oOpazoBanue). — ISBN 978-5-534-06223-6. -
[DnexTponHbIi pecype]. - Pexum moctyma: https://urait.ru/bcode/455109 — 3arm. ¢
9KpaHa. CBOOOAHBIN JocTy (ata oopamenus: 12.05.2021).

3 Hextsps, . M. Crannapruzanus, ceprupuxkanms, Kiaccupukanus B
TYPUCTCKOW W TOCTHHUYHOH WHIYCTPHHM : Yy4deOHOe mocodme [Jisi BY30B /
I'. M. Jlextsaps. — 4-e uzn., nepepad. u non. — Mocksa : UznarensctBo IOpaiiT,
2020. — 412 c. — (Bricuiee ob6pazoBanue). — ISBN 978-5-534-12232-9. —
[OnextponHbId pecypc]. - Pexum pocryma: https://urait.ru/bcode/452692 (nmara
obOpamenus: 12.05.2021).

4 OcHOBBI (GYHKIMOHMPOBAHWUSI CHCTEM CepPBHCA : Y4eOHHMK /sl BY30B /

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

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

0) JOTOTHUTENbHAS IUTEepaTypa:

5 Kunpuos, E. H. DxoHomMuka M ynpapjieHHe COUHAJIBLHON cdepoii
[OnexTponnslii pecype] : yuebnuk / E.H. XKunenos, E.B. Eropos ; nmox pen. E.H.
KunerioBa, E.B. EropoBa. — DOnekrpon. nan. — Mocksa : JlamkoB u K, 2015. —
496 C. — ISBN 978-5-394-02423-8 - Pexnm J0CTyTIA:
https://e.lanbook.com/reader/b/ook/61076/#1 . — 3ar. ¢ skpaHa. CBOOOIHBIN AOCTYII
(mata obpamienus 12.05.2021)

6 Komenea T.H. Pojsb M MecTO CepBHUCHBIX YCJAYIr Ha BO3IYIIHOM
TpancnopTte: yueoHoe mocobue [Tekcr] / T.H. Komenesa. — CII0.: M3naTenscTBO
«KymstUHpOpMIIpeccy, 2017. — 89 c. Konmuectro 3x3emiusipoB 30.

7 Opranu3zanusi ¥ NJAHMPOBAHUE JIEATEJIbHOCTH NMPEANPUSTHII cepBuUcaA:
Meron. yka3. Mo HM3yYEHUIO NUCIMIUIMHBI W TUIAHBl CEMHHAPCKUX 3aHATHN. Jls
obOydaromuxcsioB ['®, KO u 3® [snexrponHbiii pecypc, tekct] / Jlesmuua O.H.,
Komenesa T.H. - CII6.: T'YT'A, 2014. — 37 c. KonndectBo sx3emiusipoB 150.

8 Komapo, H.M. VYnpapienue kadecTBOM M HHpaCTpPyKTypa
npeAnpusiTUii ceppuca OLITOBOH M OQPHCHONW TEXHUKH [DIEKTPOHHBIN pecypc]:
yuebnoe mocoome / H.M. Komapos, T.M. 3Bopeikuna, A.B. Makcumos, JI.B.
Cymsuna. — OnekTpoH. nmaH. — Mocksa: COJIOH-IIpecc, 2012. — 128 ¢. —ISBN
978-5-91359-105-0 - Pexxum nmoctyna: https://e.lanbook.com/reader/book/13809/#1 .
— 3aru. ¢ ’3kpaHa. cBOOOIHBIN focTym (Hata oopamenus 12.05.2021)

9 Koponesa, E.A. CepBucosaorusi [Texcrt]: texctsl nekmuii. Yacte 1/ E.A.
Koponesa, B.C. ITamun. — Cankr-IletepOypr, 2016. KomnaecTBo sx3emimisipos 20.

B) IEpedYeHb pecypcoB HH(OOPMALMOHHO-TEIEKOMMYHUKAIIMOHHON CETH
«aTepueT:
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https://urait.ru/bcode/454399
https://urait.ru/bcode/455109
https://urait.ru/bcode/452692
https://urait.ru/bcode/448756
https://e.lanbook.com/reader/book/61076/#1
https://e.lanbook.com/reader/book/13809/#1

10 Od¢uumanbubiii  caiit DenepajbHOH  CIYKObI TOCYAaPCTBEHHOMH
CTATUCTHKHU [DJEeKTpOHHBIA pecypc]. - Pexwmm nocryma: http://www.gks.ru/
CBOOOIHBIN noCTyM (nata oopamenus: 12.05.2021).

11 O¢unuanbuelii caiit MuHucrepctBa ¢puHancoB P® [DneKTpoHHBIMI
pecype]. - Pexum nmoctyma: http://www.minfin.ru/ru/ cBoGoanblii moctyn (naTa
obOpamenus: 12.05.2021).

12 Odunnanbublii caiit @etepajibLHON HAJIOTOBOM CJIY:KObI [DJIECKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.nalog.ru/ cBoGoasbiii  moctyn (naTa
obOpamenus: 12.05.2021).

13 Odunuanbubiii caidt @PegepajbHOl AHTUMOHONMOJBHOH CJIYKOBI
[DnexTponHbid pecypc]. - Pexkum moctyma: http://www.fas.gov.ru/ cBoOoaHBI#
noctyn (nara oopamenus: 12.05.2021).

14 Odunuanbubiii caiit banka Poccum [DnexTpoHHbIl pecypc]. - Pexum
nocryma: http://www.cbr.ru/ ceo6oanbiit foctyn (nata ooparienns: 11.01.2021).

15 OpunuanbHbiii caiiT :xxypHana «Bonpockl 3KOHOMUKW) [ DJIECKTPOHHBIN
pecypc]. - Pexkmm goctyma: http://www.vopreco.ru/ cBoGoanbiii gocTyn (naTa
obpamenus: 12.05.2021).

16 Od¢unuanbHplii  caliT HANMOHAJIBHOIO  MCCJIEJ0BATEJHCKOIO
yHuBepcuTeTra BpIcmIasg mKoJIa 3KOHOMHKU [DIJEKTPOHHBIM pecypc]. - Pexum
noctyma: http://www.hse.ru/ ceoboambIi gocTym (1ata odpamenus: 12.05.2021).

17 Od¢uuumanbubiidi  caiit ¢QoHA0BOM MOcKOBckoi Oup:xku PTC
[DnexTponHbIi pecypc]. - Pexkum moctyma: http://www.rts.ru/ cBoOOaHBIH AOCTYII
(mata obparienus: 12.05.2021).

18 Oduumanbupiii  caiitT MeKIYHAPOAHOTO  BAJIOTHOro (¢oHaa
[DnexTponnsii pecypc]. - Pexxum moctyma: http://www.imf.org/external/russian/
CBOOOHBIN MOCTyM (nata oopamenus: 12.05.2021).

19 Oduuuanbubiii caiit BcemupHoro 6anka ¢gonaa [DneKTpoHHBIN pecypc].
- Pexxum moctyma: http://www.worldbank.org/eca/russian/ csoGoauslit mocTyn (mara
obpamenus: 12.05.2021).

20 Oduumnanbupiii  caiit HanuoHaJbHOr0o O0H0OPO0 IKOHOMHYECKHX
uccaenopanuii.  CIIDA  [OnektpoHHbli  pecypc]. -  Pexum  goctyma:
http://www.nber.org/ ceoboansIii focTyn (1ara oopamenus: 12.05.2021).

T') IporpaMMHOe o0ecredeHue (JIMIEH3MNOHHOE, CBOOOTHO pacIpoCcTpaHsIeMoe),
0a3bl TaHHBIX, THHOPMAIIMOHHO-CITPABOYHBIE U TTIOMCKOBBIE CUCTEMBI:

21 bubamnoreka CIIOI'Y TI'A [DnekrponHbIli pecypce]. — Pexum mocrtyna:
http://www.biblioclub.ru / cBoGoaHBIN qocTym (1ata oopamenus: 12.05.2021).

22 QOopa3oBateabHas miaatgopma «kOpaiit» [DnekTpoHHBI pecypc]. —
Pexxum moctyma: https://urait.ru/library/vo / cBoGomHbIid gocTym (ata oOpamieHus:
12.05.2021).

23 Poccuiickasi HamuoHaJIbHasi OMOJMOTeKa [DJICKTPOHHBIM pecypc]. —

Pexxum nmocrtyma: http://’www.nlr.ru / cBoOomuslii gocTyn (maTta oOpalieHus:
12.05.2021).
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24 Dy1eKTPOHHO-0UOIMOTeYHAs1 cucTemMa «Jlanb» [DneKTpoHHBIN pecypc]. —

Pexum  pocryma:

https://e.lanbook.com/books

oOpamenus: 12.05.2021).

| cBoOOAHBIH jgocTynm  (nmaTa

7 MaTtepuajibHO-TeXHUYECKOe o0ecneyeHue TUCUUIINHbI

Haumeno | HaumenoBanue | OCHaIIEHHOCTh ITepedyeHb TUIIEH3UOHHOTO
BaHUE CIICHUANIBHBIX | CHEIUaIbHBIX IPOrpaMMHOT0 00eCTICUeHUSI.
JACUUIUIM | TIOMEIIEHUN U | TTIOMEIICHUH U PexBU3UTHI MOATBEPKAAOIIETO
HBI TIOMEIICHHM JIJIsI| TTOMEIICHUH JITs JIOKyMEHTa
CaMOCTOSITEJThHO| CaMOCTOSTEIIbHOM
1 paboTHI paboThI
CepBuchast | Ayn. 319 - | Kommiekr Adobe Acrobat Reader DC
nesiTeNIbHOC | aynuTopus i | yueOHou mebenn | (freeware)
b Ha POBEACHHUS (30 mecr) Adobe Flash Player (freeware)
paHcropTe | 3aHATHH Mynsrumenuiineiii | Kaspersky Endpoint Security 10
JIEKIITMOHHOT'O npoexTop Acer (mamen3us Ne 0AFE-180731-
TUTIA, OKpaH 132011-783-1390)
196210 r. Hoytoyx HP630 K-Lite Mega Codec Pack
CaHkT- (freeware)

[TerepOypr, yi1.
ITunortos, 1oM

Microsoft Office
[Tpodeccuonanpubiii mtoc 2007

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

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

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

Microsoft Office

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

Haumeno | HaumeHnoBanue | OcHaleHHOCTh [lepeuens TULIEH3HOHHOTO
BaHUE crierualbHbIX CllelIHaJIbHBIX IporpaMMHOro obecreyeHus.
OUCLUILIN | TOMELIeHUH U NOMEIIeHUH U PexkBU3UTHI NOATBEPKAAFOLIETO
HBI MOMEIIEeHUH [UTs1| TMOMELeHHH s JIOKyMEHTa

CaMOCTOSTEIbHO| CaMOCTOATEIbHON
i paboThl paboThl

¢espansg 2008 rona)

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

WinRAR 3.9 (munensussa Spb
State University of Civil Aviation)
JlpaiiBepa ¥ HX KOMIIOHEHTBHI.

AyIUTOpHHU A CaMOCTOSTENIbHONH pabOThI, XpaHEHHUs ¥ NTPOQUITAKTHUECKOTO
00cCTy’)KHBaHMS yueOHOro 060pya0BaHus

Ayn. 322 - Kommnekt Windows 7 Professional
ayauTopus st | yaeOHoit mebenu | (nuuen3us Ne 46231032 ot 4
camocTosTesbH | (21 MecTo) nexabps 2009 rona)
oii paboThI, [TpunTtep MicrosoftOfficeStandart 2007
196210 r. CanonLLBR -1120; | (nuuen3us Ne 47653847 ot 9
CaHkTt- MOY HOs10pst 2010 rona)
[TerepOypr, yn. | EcosysM2035dr; | ABBYY FineReader 10 Corporate
[Tunoros, nom | Monutop LG Editional (nuuensus Ne AF 10
38, mut. A 23EN43T-B; 3S1V00 102 ot 23 mexabps 2010
CucreMHbIil OJIOK | T.)
KoMILIeKT Ne 1 Kaspersky Anti-Virus Suite ais
RamecStorm. WKS u FS (muuen3us Ne

CucreMHBIH 0JI0K
xomriutexT Corel 7-
800-70

1D0A170720092603110550 ot 20
urons 2017 rona)

8 Ob6pasoBaTe/bHbIe H HHPOPMALHOHHBIE TEXHOJIOTHH

B mpouecce mnperomaBaHus JucUUIUIMHBL «CepBHCHas JeATENbHOCTh Ha
TPAHCIOPTE» HMCIOJB3YIOTCS KiacCHYecKue (pOpMbl M METOABI OOYYEHHS: BXOMHOM
KOHTpOJIb, JIEKLUHH, MPAaKTHYECKHEe 3aHATUs, KypcoBas paboTa CaMOCTOSTeNbHas
paboTa 00y4aroIUXcst H METO/] pa3BUBAOLIENCS KOOIEPALHH.

B pamkax W3y4eHHs TUCLMIIIMHBI IPEANONAraeTcs MCIOIb30BaTh CeTyIOue

oOpa3oBaTe/IbHbIE TEXHOIOTHH.
BxoaHo# KOHTpOJb TMpeaHa3HayeH JUIs BBISBIECHHSA YPOBHSA YCBOCHHS

KOMIIETEHIHM 00ydJaromuMcs, HeoOXOAMMBIX TMepel H3y4YeHHEM [IHCLHUIUIMHBIL
BXoIHOM KOHTPOJbL NMPOBOAMUTCA MpernojaBaTeleM C LEJbK KOPPEKIHH Mpouecca
YCBOEHHs OOyYarolMMHUCS IUAAKTHYeCKHX eauHHI. OH ocymecTBiseTcs B ¢opme
YCTHOrO orpoca Mo Bompocam aAucuuIIHHBL: «CepsHuconorus («BseneHue B
PO eCcCHION )», «CepBHucoOJIOrHs («CepBucomnorus H OopraHu3anus
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obciyxuBaHUA»)», «Pekilama H CBA3U ¢ 0OIIECTBEHHOCThIO B Chepe cepBHCa Ha
TpaHcriopte», «VHTerpupoBaHHbIE KOMMYHHKalHH H  KOMMYHHKAILIMOHHBIH
MEHE/DKMEHT B cepe cepBHCay.

TpamguuyonHas NeKUUS COCTaBJISET OCHOBY TEOPETHUECKOro OOy4YeHHsS B
pamkax audcuuruidHel. Jlekuus kak oOpa3zoBaresbHash TEXHOJIOTHS IIPeICTaBJIseT
co0oif YCTHOE, CHCTeMaTH4YeCKH IOC/IeI0BaTeIbHOE H3JI0XKEHHE IpernoaaBaTeieM
y4eOHOro MaTepHala W aKTyaJbHbIX HAay4HBIX 3HaHHH C LEJbI0 OpraHu3aluy
IeJIeHaNpaBIeHHONW M03HABATEIbHON NEATENbHOCTH O0YHaOIIMMHUCS 0 OBJIANEHHIO
3HaHUSAMH, YMEHHUSIMU U HaBbIKaMH YMUTaeMOH MUCHHUIUIMHBI. JIeKus nmpeaHasHavyeHa
I pacKpbITHS COCTOSIHMSIT M TMEPCNEeKTHB pa3BUTHA CEPBUCHBIX 3HAaHUH B
COBPEMEHHBIX YCJIOBUSX. B NeKuuu nenaeTcst aklleHT Ha pealu3alyio IIaBHBIX HIeH
U HalpaBlIeHWH B HM3YYeHHH AMCLHUILIMHBI, JAeTCS YCTAHOBKA Ha IOCIEAYIOIIYIO
caMocTosATeNIbHYI0 paboTy. Ha neKkuun KOHLEHTpUpPYeTCss BHUMaHHe 00y4arouInuxcs
Ha Haubolee CIOXHBIX M Y3JIOBBIX BOINpPOCaX, CTUMYJHPYETCSs WX aKTHBHas
ITO3HaBaTCNbHas MOCATCIIBHOCTD. I'lo JAUCHHUITJIIHHE ((CepBI/ICHaH JCATCIIBHOCTE Ha
TPaHCIIOpPTe» IUIaHUpPYETCs MNpoBeAeHHe HH(POPMALUMOHHBIX JIeKLHi, KOTopbie
HarpaBjieHbl Ha CHUCTEeMaTU3UPOBAHHOE H3JI0’KEHHE HAaKOIUIEHHBIX M aKTYyalbHBIX
Hay4YHBIX 3HAHHUH B IPeIMETHOM 00JIaCTH JUCIMILTHHEL.

Benyuum MeToI0M B JIEKI[MH BBICTYIIAeT YCTHOE U3JI0XKEHHUE IpernoaaBareieM
yueOHOro marepHasna, KOTOpoe covyeTaeTcsi ¢ HCIoib3oBaHHeM cpens! PowerPoint,
Word, Excel ¢ nenpto pacmupenus o0pa3oBaTesbHOr0 WHGOPMAIMOHHOIO MOJI,
MOBBILIEHUS CKOPOCTH 00paboTKM U mepenavyu HHdopMaruu, obecnedeHus yno0cTea
npeoOpa3oBaHusl M CTPYKTYpUpOBaHHS HHpoOpmauuu s TpaHchopMaluu ee B
3HAHHCE.

[IpakTHYyeckHe 3aHATHS 1O JUCHMIUIHHE IPOBOAATCA B COOTBETCTBHH C
y4yeOHO-TeMAaTHYECKHM IIJJAHOM [0 OTHENbHBIM rpynnaM. Llenp mnpakTHueckux
3aHATHH — 3aKpeNuTh TEOpPETHYECKHEe 3HAHWs, MOJy4deHHble OOydaroIMMHUCS Ha
JEKIHUSIX U B pe3yjibTaTe caMOCTOSTEIbHOTO H3YYEHHs COOTBETCTBYIOLIHX Pa3/iesioB
pPEKOMEHIyeMOlM JIMTEpaTyphl, a TaKXKe NPUOOpPECTH HayalbHblE MPaKTHYECKHe
HaBBIKH TUCHHIIIHHBI «CepBUCHAs NeATeNIbHOCTh Ha TpaHcmoptey. [IpakTuueckue
3aHATHA MpeIHa3HaueHbl Wi Ooee riyOoKOro OCBOGHHUS U aHaJIU3a TeM, H3y4aeMBbIX
B paMKax JaHHOH JAHMCUHUIUTHHBI.

[IpakTHyeckue 3aHATHS — 93TO METOA PENpPONYKTHBHOTO OOy4YeHHH,
obecreynBarOIAi CBA3b TEOPHH M MPAaKTHKHU, CONEHCTBYIOUIMI BbIpaboTke Y
00yYaroUIMXCsl yMEHUI U HAaBBIKOB MPUMEHEHUS 3HAHHUMH, IIOTy4YEeHHBIX Ha JIEKIUH U B
X0/l CaMOCTOATENbHOM paboThl. [lpakTHYeckue 3aHATHS Xak oOpa3oBaTelbHas
TE€XHOJIOTHA MOMOTalT 00yHaloIUMCs CHCTEeMaTU3HPOBaTh, 3aKPEMUTh U YIiyOUTh
3HAaHUA TEOPETHYECKOro xapakTepa. Ha MpakTHYeCKHX 3aHATHAX 10 JUCLUILIHHE
«CepBHCcHas JeATeJIbHOCTh Ha TPaHCIOpTe» obyuaroruecs o0y4aroTcss YMEHHSM H
HaBbIKAM, HEOOXOIMMBIM. Ui OpPraHU3alid CEPBHCHOHM NeATEeIbHOCTH, 3aKperiss
MOJIyYeHHbIE B XOJ€ JIEKIH U caMocToATeNbHON paboThl 3HaHus. Ha npakTuyeckux
3aHATHAX B KAUYeCTBE HHTEPAKTHUBHBIX 00pa3oBaTEJbHBIX TEXHOJIOTHI MPUMEHsEeTCS:
METOJI pa3BHBAIOLIEHCS KOONEepaltH.

B npouecce npoBeieHUs NPaKTHYECKHX 3aHATHH OpraHU3yOTCS MyOIM4HBIE
BBICTYIUIEHHS 00yJYarolKXCs Iepel ay JHTOpHel, ClIOCOOCTBYIOLINE Pa3BUTHIO Y HUX
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YMEHHS COINOCTaBIATh NaHHbIe pa3HbIX HMCTOYHUKOB U 0000maTe HX, YMEHHS
CBSI3bIBATh TEOPETHYECKHE IOJOXKEeHUs] OUcHUNINHbl «CepBHCHas NesATeIbHOCTh Ha
TPaHCIOPTE» C KOHKPETHBIMH CUTyaUHUsIMHU. TakuM oOpa3oM, MpaKTUYECKHE 3aHATHS
no gucuuruiiHe «CepBUCHAs [EATENBHOCTh HA  TPAaHCIOpPTE»  SBIAKOTCA
COCTAB/IIOIIMMH  [PAKTHYECKOHW  IOArOTOBKM  OOydYalolIMXcs, TaK  Kak
NpenyCMaTpPUBAalOT HX YYacTHE B BBIOJIHEHMHM OTAEIbHBIX 3JIEMEHTOB pabor,
CBsA3aHHBIX ¢ Oyaymed mnpocdeccHoHaNbHOH neATelnbHOCTbIO. PaccMmaTpuBaeMble B
paMKax MpaKTH4YeCKOTrO 3aHATUSA 3alaHusl, CUTYalUH, IpUMeEpbl U MpoOIeMbl HMEIOT
NpoheCCHOHANBHYIO HANpaBIeHHOCTh M COAEpXKaT 3JIEMEHTHI, HEe0OXOOHMbIE JUIs
dbopMHpOBaHHS KOMIIETEHIIMH B pamMKax NMOATOTOBKM OakajlaBpa I1I0 HAallPaBJIEHUIO
«CepBuc». ['7maBHBIM  cojep)KaHUeM  IPAKTHYECKOro  3aHATHA  SBIISETCH
WHAMBH/lyallbHas IpakTHyeckas paboTa KaKaoro o0y4arouerocs.

UreHue NeKUUH U MpOBEJEHUE MPAKTHUYECKHUX 3aHATHH TaKXKe Ipearnosaraer
NpUMeHeHHe HHTepaKTUBHBIX opM 00ydeHHs (MHTEPaKTUBHBIX JIEKLUH, IPYIINOBbIX
IUCKYCCHi, aHalu3a CHTyalllii ¥ MMUTALUMOHHBIX MOZEJIEH U Ap., B TOM 4YHCIE C
YYETOM  perdoHaJbHBIX  OcoOeHHOCTedl  NpodecCHOHANbHONH  IeATENbHOCTH
BBITYCKHUKOB W TOTpeOHocTeil paboTomareneil) A pasBUTHA Y OOYYarOLIMXCs
HABBIKOB KOMaH/IHOHM paboThl, MEXXTMYHOCTHOM KOMMYHHKALUH, IPUHATHS PELUEHHH
M JIUJIEPCKUX KayecTB.

Takum oOpa3om, MpakTUUECKHE 3aHATUS U KYpCOBOH NPOEKT M0 AUCLHUIIIHHE
«CepBrCHaAs  OEATEJLHOCTh Ha  TPAHCIOPTE»  SABJIAIOTCA  COCTABJIAIOLIMMHU
MPaKTHYECKOH MMOATOTOBKH 00y4alOIIMXCs, TaK KaK NMpelyCMaTPpUBAOT HX yYacTHE B
BBINIOJIHEHHH  OTHEJBHBIX  3JIEMEHTOB  paboT, CBA3aHHBIX ¢  Oynayued
npodeccHoHaIBHOM 1eATeIbHOCTBIO.

B kauecTBe 3JieMEHTa MPAKTUYECKOH IOATOTOBKM B paMKaX HHCLMILIMH
«CepBHCHasi [eATENbHOCTb HA TPAHCIOPTE» MCIOIB3YETCA HaA MPAKTHYECKHX
3aHATHAX METOJ pa3BUBAIOLIECHCS KOONEPaLMH, KOTOPBIH 3aK/IH04aeTCs B IOCTaHOBKE
nepej 00Y4arOUIMMHUCS CUTYAlMOHHOTO 3aaHus, Ui pellieHuss KOToporo Tpedyercs
ero oObeNHHEHHE C pachpele/ieHHeM BHYTPEHHUX poliedl B rpynmne. DTO MO3BOJISET
o6yuarolieMycsi BbICITYIIHBATh U IPHHUMATh BO BHUMAaHUE B3IUIAAbI IPYIHX JIIOIEH,
JMCKYTHPOBATh B ¥ 3alllMIIATh CBOIO TOUKY 3PEHHs, CIPABJIATBECSA ¢ pasHOOOpasueM
MHEHHH, COTpYAHHYaTh W paboTaTb B KOMaHze, OpaTh Ha cebs OTBETCTBEHHOCTS,
y4acTBOBATh B COBMECTHOM IIPHHATHH PEIIECHHS.

CamocrosTenbHas pabora oOydarOLIUMXCS SBJISETCS COCTAaBHOM  YacThIO
yyebuoit pabortel. CaMmocrosTenbHas pabora oOyuarolerocs peanusyercs B
CHCTEMATH3alliM, IUIAHHPOBAaHHM, KOHTPOJIE H DEryJIMpOBaHUH e€ro y4ebOHo-
npodeCcCHOHAIBHON  [eATeNbHOCTH, a TakKkKe B aKTHBH3AaMH COOCTBEHHBIX
[103HABaTEJIbHO-MBICTTUTENIHBIX JeHCTBUH 0e3 HeNoCpeACTBEHHOM NOMOINU H
DYKOBOJCTBA CO CTOPOHBI IpenojaBarens. Ee OCHOBHOH 1LE/bIO  ABJISAETCA
(opMHpOBaHHEe HABbIKa CAMOCTOSTEIBHOIO IPHOOPETEH s 3HAaHUH T10 HEKOTOPBIM He
0co00 CII0XHBIM BOIPOCAaM TEOPETHYECKOro Kypca, 3aKpelieHHe M YIUIyOJieHHe
MONYYEHHBIX  3HAHHMH,  caMmocToATenbHas  pabora  CcO  CIPaBOYHHUKAMH,
[IEpHOJANYECKHMH H3IaHUSMH M Hay4HO-TOMYJIAPHOH JIMTEPaTypoH, B TOM 4HCIIe
HaxoMSAIIMMHUCA B TI00AJbHBIX KOMIIBIOTEpHBIX ceTsXx. CaMocTtosdrenbHas paboTta
nojpa3yMeBaeT BBIMOJHEHHE Y4UeOHBIX 3aJaHHH, B TOM 4HCJIe H HHIMBHIYaJbHBIX,
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MOJTy4aeMbIX 00y4aroMMcs Moclie KaxIoro 3aHsaTHs. Bee 3anaHus, BBIHOCUMEBIE Ha
CaMOCTOSTENIBHYIO paboTy, BEIIOMHAIOTCA oOydaromuMcs JIMO0 B KOHCIEKTe, Jubo
Ha OTHENbHBIX JHCTaX ¢opmata A4 (Mo ykaszaHHMIO npenopaasatessi). KoHTpois
BBITTOJTHEHHWS 3aJaHH, BBIHOCHMBIX Ha CaMOCTOSTE/IbHYIO paboTy, OCYLIECTBISET
npenoaasarenb. KypcoBass pabota — 23TO BHI CaMOCTOSTENBHOH y4eOHO-
HccclieIoBaTeNbckol paboThl oOywaromerocs, Korja MM IPOBOJMUTCA Hay4HOE
MCcleloBaHKe M0 KOHKPETHON TeMe ¢ 3JIeMEHTaMU Hay4YHOr0 aHalli3a, OTPaXKarolIHii
npuoOpeTeHHble 00y4YarOUMCs TEOPETHYECKUE 3HAHUA M INPAKTHYECKHE HAaBbIKH,
yMeHHe paboTaTh ¢ NEePBOUCTOUHUKAMHM, AENaTh OOCTOATEIbHBIE BBIBOABI U CTABUT
IIeJIb CHCTEMATHU3HPOBAaTh, 3aKPEMUTh U YINIyOUTHh TEOPETHYECKHE U IPaKTUYECKHE
3HAHHS, YMEHHS U HaBBIKK MO MPOGUIIIO MOATOTOBKH C LIEJIBIO UX IIPUMEHEHHS Ul
pelieHus TnpodecCHOHANBHBIX 3anad. [Ipolecc BBIMOJHEHHA KypcOBOH pabOoThI
BKJIFOYAeT B ceOs psl 3TaloB: COCTaBlieHHe pa3BEPHYTOro IaHa, noabop y4yebHo-
HAY4YHOM IHTepaTypbl M JPYIHX I€PBOMCTOYHHKOB, COOCTBEHHO paboTa Han
KypcoBoi pabotoif, QopMynupoBaHHE BBIBOAOB, PEIAKIIMOHHO-TEXHHUYECKOE
odhopmiieHHe, 3a1IMTa.
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O @oHa OLEHOYHBIX CPEACTB /IS MPOBeeHUs TeKYIIero KOHTPOJs
yCIIeBaeMOCTH, IPOMEKYTOYHOM ATTECTALMH 10 UTOraM OCBOCHM S JUCHMIIUHbI

@OHJ OLIEHOYHBIX CPEIACTB IO AucHUIUIMHE «CepBUCHAs AEATEIBHOCTH Ha
TPAHCIOPTE» MpeJAHAa3HAUYEH [JIsl BBISABJICHUSI U OLICHKM YPOBHSI M KauecTBa 3HAHUU
oOy4aromuxcs Mo pe3yjabTaTaM TEKYLIEro KOHTPOJS U MPOMEXYTOYHOM aTTecTaluu
[0 UTOTaM OCBOEHUS IHUCLMIUIMHBI B BUJAE dK3ameHa Ha 2 kypce (3 u 4 cemecTpsl)
BBINIOJIHEHHE KYPCOBOW U KOHTPOJIbHOM paboThl Ha 2 Kypce (4 cemecTp).

@OH/ OLICHOYHBIX CPEACTB ISl TEKYLIEr0 KOHTPOJIS BKIFOYAET: BOIPOCHI IS
YCTHBIX ONPOCOB, CUTYAal[MOHHBbIE 3aJaHUsl, TEMbl KYPCOBBIX pabOT M TEMBI
KOHTPOJIBHBIX PaboT.

Texynuii KOHTPOJIb YCIIEBAEMOCTH U MPOMEKYTOUHAS aTTECTALMS TPOBOASATCS
B cooTBeTCTBUM ¢ «llolo’)keHHMEM O TEKyIeM KOHTpPOJE YCIIEBAEMOCTU U
OPOMEXYTOYHOM arTecTaluv oOydarmuxcs QeaepasbHOro ToCyAapCTBEHHOIO
OIO/PKETHOrO  00pa30oBaTEIbHOIO YUpEXKACHHUS BbICcHIero oOpa3oBaHus «CaHKT-
[leTepOyprckuii  rocyapCTBEHHBIM  YHMBEPCUTET  TPaXIAHCKOM  aBUALUNY,
oOy4aromuxcs 1Mo MporpaMmam BhICIIEro o0pa3oBaHus — MporpaMMamM OakaiaBpuarta
U mporpammaMm crenuaiurera (QopMbl, MEPUOJUYHOCTh W MOPSAOK)». Texkymuii
KOHTPOJIb YCIIEBAEMOCTH OOYYaIONIMXCS BKIIOYAET YCTHBIE ONPOCHI, CUTYaIlMOHHbIE
3alaHds W 3aJlaHds, BbIJIABa€Mble Ha CaMOCTOATENbHYI0 pPaboTy MO TeMaMm
JTVCLUUTUIAHBI.

VYCTHBI Ompoc IO BONpPOCAaM BXOJHOIO KOHTPOJS,, KOTOPBIM SIBISAETCS
AJIEMEHTOM TEKYIIEro KOHTPOJIA YCIEBAEMOCTH, NpPEAHA3HAYEH [JI BBISBICHUS
YPOBHSI YCBOCHMSI KOMIIETEHLIUH OOYYarolIuMCsi, HEOOXOAUMBIX Tepe]] U3yuyeHUeM
JUCLUUIUIAHBL. Y CTHBIA OMPOC MO BOIPOCAM BXOJHOTO KOHTPOJIS OCYIIECTBIISIETCS 11O
BOIIPOCaM, Ha KOTOPBIX Oasupyercs untaeMmas auciuiuimHa (. 9.4). YCTHBINH onpoc
IPOBOAMTCS HA KaXKJIOM MPAKTHUECKOM 3aHSATUU B TedeHue He Oosnee 10 MUHYT C
LEIbI0 KOHTPOJISI YCBOEHUSI TEOPETHUUECKOTO MaTepHuaia, U3JIara€Moro Ha JIEKIUU U
OpeanosaraeT oOTBET OO0ydyalomuXcsioB. BKiodaeT TmepedyeHb BOIMPOCOB H
MoJeNnrpoBaHue cutyanui. [lepeyeHb BOIPOCOB ONpeaeseTcs YPOBHEM MOJTOTOBKH
y4eOHOW TpyMIbl, a TaKK€ HHIWBUIYAJIbHBIMU OCOOCHHOCTSIMH O0O0YyYaromMXcCs.
MopenvupoBaHue CUTyallMil TPEICTaBIsAET 000N MPOEKTUPOBAHUE TMPETIOaBaTelieM
TUIOTETUYECKUX CHUTyalud, B KOTOPBIX MOXKET OKa3aTbCid OOy4YaIOIIMXCA IIpH
COIPUKOCHOBEHUU C peallbHOCThI0. Peakius oOydaronuxcsa Ha CMOJCIUPOBAHHYIO
CUTYaIMIO OYyJeT IMOKa3aTeJeM TOr0 yCBOMJI OH y4eOHBII MaTeprall WM HeT.

OLEHOYHBIM  CpPEICTBOM SBIIAIOTCS TEMBI KypCOBBIX pPabOT, KOTOpBIE
npuBeaeHsl B 1. 9.3. KypcoBas pabota — aBTOPCKHI Hay4HO-UCCIIEIOBATEIHLCKHMA
MPOEKT 00YyYaromMXcsl, HallpaBJICHHBIH Ha BBIPAOOTKY HCCIIEI0BATEIbCKIX HABBIKOB,
ompITa paboOThl C HAyYHBIMH HCTOYHMKAMHU M  CO3JaHUE 3aKOHYEHHOTO
CaMOCTOSITEJILHOTO HMcciefoBaHus. Hamucanwe W 3amura  KypcoBoW  paOoOThI
3aruIaHUpoBaHa Ha 2 Kypc (4 cemecTp).

3anmTa KypCcoBOro MPOEKTa — KOHEYHbIA MPOAYKT, MOJIYy4aeMblil B pe3yJIbTaTe
IJIAHUPOBAHUS U BBIMOJHEHUSI KOMIUIEKCA YUYEOHBIX U UCCIEN0BATEIbCKUX 3aJaHUM,
KOTOPBIN IO3BOJISIET OUEHUTHh YMEHMS W HAaBBIKM OOYYarOLIErocs CaMOCTOSITEIbHO
KOHCTPYHUPOBATh CBOM 3HAHUS B MPOLECCE PELIECHUS NPAKTUYECKUX 3ajaad,
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OpPUEHTHPOBAThCS B HWH(POPMAIIMOHHOM TMPOCTPAHCTBE, a TakXKe YPOBEHb
c(hOpPMUPOBAHHOCTH AHAIUTHUYECKUX, HCCIEIOBATEILCKUX HABBHIKOB, HABHIKOB
MPAKTUYECKOTO U TBOPUYECKOT'O MBIILJICHHUS.

CutyallMOHHBIC 3aJlaHUsl HOCSAT MPAKTUKO-OPUEHTUPOBAHHBIM XapakTep,
UCIIOJB3YIOTCS B paMKax [MPaKTUYECKOW TMOATOTOBKM C  II€JIBIO  OIEHKHU
dbopmMupoBaHusl, 3aKPEIUICHUS, PA3BUTUS PAKTUYECKUX HABBIKOB U KOMIIETCHIIUH IO
npopuiao o0pa3oBaTesibHOM MporpaMMbl. BbIMoSHEHHE KOMILIEKCAa YYE€OHBIX U
HCCIIeIOBATEIBCKUX 3aJlaHui, B (QopMare CUTYallMOHHBIX 3aJlaHUi, MO3BOJSIOT
OIICHUTh YMEHHMSI U HABBIKA OOYYAIOILIErocsi CaMOCTOSITEIbHO KOHCTPYUPOBATH CBOU
3HaHUST B TIPOIECCE PEIICHUs] TPAKTHUYECKUX 3a7ad, OPUCHTHUPOBATHCA B
WHOOPMAIIMOHHOM  TMPOCTPAHCTBE, a Takke YpPOBeHb C(HOPMUPOBAHHOCTH
AQHAJTUTUYECKUX, HCCIIEIOBATeIbCKUX HABBIKOB, HABBIKOB IPAKTUYECKOTO U
TBOPYECKOT'O MBIIIJICHUS.

KoHTponb BeITIOJIHEHUS 3a/1aHMs], BBIIABAEMOI0 Ha CAMOCTOATEIIbHYIO paldoTy,
npecieayer co0oi 1eIb CBOEBPEMEHHOT'O BBISBICHUS TJIOXO YCBOEHHOI'O Marepuaia
JTUCHUIUIAHBL IS TIOCEAYIOIIEH KOPPEKTUPOBKU WIIM OpPraHU3aIluu 0053aTeIbHOM
KoHCynbTanuu. [IpomMexyTouHass aTTecTalnusl MO WMTOTaM OCBOEHUS JUCIUIUTMHBI
IIPOBOJIUTCS B BUJIE dk3aMeHa Ha 2 kypce (3 u 4 cemecTpbl). DK3aMeH MO3BOJISET
OIICHUTh YPOBEHb OCBOCHHSI KOMIIETEHIIMM 34 BECh MEPUOJ MU3YUCHUS JTUCITUTIIUHBI.
DK3aMeH MpeJrnosaracT OTBET Ha BOMPOCHI M3 MEPEUHS BOMPOCOB, BHIHECEHHBIX HA
sk3ameH. K MOMeHTy chayM SK3aMeHa JOJDKHBI OBITh OJaronoyiydyHo MpONIeHBI
npenpiaynme GopMbl KOHTPOJS, K MOMEHTY Clladyd 2JK3aMeHa JOJDKHA OBITh
BBITNIOJTHEHA KypcoBasi padoTa.

KonTtponphas paboTa MpOBOAUTCA MO TeMaM C HCIOJIb30BAHUEM THUITOBBIX
CUTYallMOHHBIX 3aJlaHui, CHOPMYITUPOBAHHBIX TPEINOAaBaTeNIEM, B COOTBETCTBHH C
JAHHOW MpOTpaMMOM W TpeJHa3HadYeHa JIS OLEHKH YPOBHS C(HOPMUPOBAHHOCTU
KOMIIETEHIINH, OCBAMBAEMBIX B XOJI€ CAMOCTOSITEIbHON PabOThI CTYZACHTOB.

Meronuka QGopMUpOBaHUS PE3YIbTUPYIOMICH OIEHKH B  00sA3aTEIbHOM
MOPSAJIKE YYUTHIBAET AKTUBHOCTH OOYYAIOIIMXCSOB HAa JICKIUAX U TMPAKTHUYECKUX
3aHATHSX, YydacTUe OOY4YalOIIMXCAOB B KOH(MEPEHIUSX U TOATOTOBKY HWMHU
MyOJIUKAIMA, YTO OTPAKEHO B OAJUIBHO-PEHTHMHTOBOM OIICHKE TEKYIIEro KOHTPOJIS
YCIIEBACMOCTH W 3HaHWUU 00ydJaromuxcsoB B 1. 9.1. Onucanue MIKajabl OICHUBAHMUS,
MCIIOJIb3yEeMOM JIJIs1 IPOBEJICHUS TPOMEKYTOUHBIX aTTECTAINi, MPUBEACHO B 1. 9.5.

9.1 baaibHO-PeHTHHIOBAasl OIlEHKA TEKYIIEro KOHTPOJISl YCIIeBA€eMOCTH U
3HAHMH 00y4YAKOIIMXCH

OO6mast TpyI0eMKOCTh JUCIUILIMHBI cocTaBiseT 10 3aueTHbIX eauHwmi, 360

aKaJeMHYECKUX 4acoB. Buj mpomMeKyTO4HOro KOHTPOJIsT — 3k3aMeH 2 kypc (3 u 4
CEMECTPBHI).
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KonnuecTBo OauioB

Tema/Buj yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJ]aHUI),
MO3BOJISIONIUX 00YUYaOIIEeMyCs
MPOJAEMOHCTPUPOBATH TOCTUTHYTHIN
ypOBEHBb C(HOPMUPOBAHHOCTHU
KOMIIETEHLIUA

Munu-
MaJIbHOE
3HAYEHUE

Makcu-
MaJIbHOE
3HAYEHUE

Cpok
KOHTPOJIS
(OPSIKOBBI
1 HOMEp
HEJIeTU C
Hayasia
cemMecTpa)

IIpumeyanu
e

2 kypc (3 cemectp)

Tema 1. Beeoenue ¢ oucuyunnuny. Qougue noHamus cepeUCHoll 0eamenbHOCmu

Jlexmus 1 1 1,5 —
[TpakTuyeckoe 3ausitue 1 1,14 1,8 YO, C3
[IpakTuyeckoe 3austue 2 1,14 1,8 VO, C3
Hmozo no meme 1 3,28 51

Tema 2. Ycnyeu u scusnedesamebHOCHb H00€il 8 MPAOUYUOHHDBIX COOOULECBAX

Jlexims 2 1 1,5 —
[IpakTuyeckoe 3anstTue 3 1,14 1,8 YO, C3
[TpakTuyeckoe 3austue 4 1,14 1,8 VO, C3
[IpakTrdeckoe 3aHsTHE 5 1,14 1,8 VO, C3
Hmozo no meme 2 4,42 6,9

Tema 3. Ycnyeu u cepsucnasn oeamenbHocmb 8 UHOYCMPUATbHOM 00uiecmee

Jlexmus 3 1 1,5 —
[IpakTrueckoe 3aHaTHE 6 1,14 1,8 VO, C3
[IpakTrueckoe 3anarue 7 1,14 1,8 VO, C3
[TpakTryeckoe 3ansTHe 8 1,14 1,8 VO, C3
Hmozo no meme 3 4,42 6,9

Tema 4. Pazeumue ycayz u cepeucHoil 0esasmeabHOCmu 6 p

0CCUIICKOM 0Ouwecmee Ha

mpancnopme, 8 Mom Hucie 8 chepe 8030yutH020 mpancnopma
Jlekusg 4 1 1,5 —
[TpakTuyeckoe 3anstue 9 1,14 1,8 YO, C3
[Tpaktuueckoe 3anarue 10 1,14 1,8 YO, C3
Hmoz0 no meme 4 3,28 4,8

Tema 5. Cospemennoe cepsuctnoe oouiecmeo: 0CO00eHHOCMU CHAHOGIEHUA U
nepcneKmuesl pazeumus Ha MPAHCnOpme, 8 MoMm uucie 6 cjhepe 6030yuiHozo

mpancnopma
Jlekmnsa 5 1 1,5 —
[Tpaktuueckoe 3anarue 11 1,14 1,8 YO, C3
[Tpaktrueckoe 3anarue 12 1,14 1,8 YO, C3
Hmozo no meme 5 3,28 4.8

Tema 6. Ycayza kaxk npooykm cepeucHoil 0esasmenbHOCmu Ha MPAHCnopme, 6 nom
8030YUIHO20 MPAHCNOPMA

yucine 6 cghepe

Jlexrus 6 1 1,5 —
[Tpaktuueckoe 3anarue 13 1,14 1,8 YO, C3
[Tpaktrueckoe 3ansarue 14 1,14 1,8 YO, C3
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. KonuuecTBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATUM
. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUI),
(MOPSLAKOBBI
MO3BOJISIIOIINX 00yYarouemMycs Munu- Makcu- i HOME ITpumeyanu
MPOIEMOHCTPUPOBATH JTOCTUTHYTHIN | MAJIbBHOE | MajlbHOE Hez[ennlz: e
ypOBEHb C(HOPMUPOBAHHOCTHU 3HAUCHHME | 3HAUCHWE| o .
KOMIIETEHLIUA
cemMecTpa)
Hmozo no meme 6 3,28 4.8

Tema 1. Ilcuxonozus cepeucHoil deameabHOCIMU HA MPAHCHOPME, 6 MOM YUcile 8
cghepe 6030yuinozo mpancnopma

Jlexmus 7 1 1,5 —
[TpakTuueckoe 3anstue 15 1,14 1,8 YO, C3
[TpakTuueckoe 3anstue 16 1,14 1,8 YO, C3
[TpakTuueckoe 3anstue 17 1,14 1,8 YO, C3
[TpakTuueckoe 3anstue 18 1,14 1,8 VO, C3
Hmozo no meme 7 5,56 8,7

Tema 8. Dmuka cepsucHoli desmearbHOCHU HA MPAHCROPME, 8 MOM YUCTIe 8 Chepe

6030YUIH020 Mpancnopma

Jlexims 8 1 1,5 —
[TpakTrueckoe 3anstue 19 1,14 1,8 VO, C3
[TpakTuueckoe 3anstue 20 1,14 1,8 VO, C3
Hmozo no meme 8 3,28 4.8

Tema 9. Cepsucnasa oeamenbHocms HA MPAHCROPMeE, 8 MOM Yucie 6 cjhepe
6030YUIH020 MPAHCNOPMA KAK COCMAGHAA YaACMb IKOHOMUKU

Jlexmus 9 1 1,5 —
[TpakTryeckoe 3anstue 21 1,14 1,8 VO, C3
Hmozo no meme 9 2,14 3,3

CPC 12,06 19,9 Kp
Hroro o 00s13aTeJLHBIM BHJAAM 45 70 L .
3aHATHI

IK3aMeH 15 30 — —
HToro mo nucuuminue 60 100 — —
IIpemuasibHbIC BUABI

AeATeJbHOCTH . . . .
(1151 ydeTa npu onpe/eIeHuH

peiTHHIA)

VYyacTtue B KOHGEpPEHIINH 110 TeMaM . 10 . .
JTACHUILIHBI

Hayunas myOnmkanus mo remam . 10 . .
JTUCHUIIAHBI

Hroro 1omoTHUTEILHO . 20 . .
NnpeMuajJbHbIX 02JJ10B

Bcgro Mo JAUCHHUILNIMHE JIf . 120 L .
peiiTHHra
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KonnuecTBo OauioB

Cpok

Tema/Buj yueOHBIX 3aHATUM

(OLIEHOYHBIX 3aJ]aHUI),
MO3BOJISIIOIINX 00yYarouemMycs Munu- | Makcu-
MPOIEMOHCTPUPOBATH JTOCTUTHYTHIN | MAJIbBHOE | MajlbHOE
ypOBEHb C(HOPMUPOBAHHOCTHU 3HAYCHHE | 3HAYCHUE
KOMIIETEHLIUA

KOHTPOJIS
(TOPSIKOBBI
1 HOMEp
HEJIEeTU C
Hayasia
cemMecTpa)

ITpumeyanu
e

IIepeBoa 62,1108 0A/UILHO-PETUHIOBOI CHCTEMbI B OLIEHKY JJIA IK3aMEHA 110

«aKaJeMHuuecKo» mKaje

KouaunuectBo 0a/10B o bPC Ouenka (Mo «aKkaJeMH4YeCKo) 1mKaJie)
90 u Gouee 5 — «OTIAUYHOY
75+89 4 — «XOpOIIO»
60+74 3 — «YJOBJIETBOPUTEIHHO
menee 60 2 — «HE YJOBJIETBOPUTEIHHO

2 kypc (4 cemectp)

Tema 10. Cepsucnan deamenvnocmes Ha mpancnopme, 8 mom 4ucjie 6 cjhepe

3030yum020 mpancnopma 6 Konmekcmeymoeuﬁ HCU3H

eoesamesibHoCmu Jiooell

Jlexmsa 10 1 1,5 —
[TpakTuyeckoe 3anstue 22 1,3 2,09 VO, C3
[TpakTrueckoe 3ansTue 23 1,3 2,09 VO, C3
[TpakTrdeckoe 3anstue 24 1,3 2,09 VO, C3
Hmozo no meme 10 49 1,77

Tema 11. Opeanuzayusa oocnyscusanus nompeoumeneil

Ha mpaHncnopme, 6 Mom

yucine ¢ cghepe 6030yuino20 mpancnopma

Jlekmmg 11 1 1,5 —
[TpakTryeckoe 3ansaTUe 25 1,3 2,09 VO, C3
[TpakTryeckoe 3ansTue 26 1,3 2,09 VO, C3
[TpakTryeckoe 3anstue 27 1,3 2,09 VO, C3
Hmozo no meme 11 49 1,77

Tema 12. Adoanmayuonno-ounamuyecKue XapaKmepucmuKu cepeucHoil

oessmenbHOCMU HA MPAHCROPmMe, 6 MOM YUCTIe 8 chepe 6

030yUIH020 mpancnopma

Jexmsa 12 1 1,5 —
[IpakTtuueckoe 3anarue 28 1,3 2,09 YO, C3
[Ipaktuueckoe 3anarue 29 1,3 2,09 YO, C3
[Tpaktuueckoe 3anarue 30 1,3 2,09 YO, C3
Hmozo no meme 12 4,9 7,77

Tema 13. Kauecmeo, 6ezonacHocms yciiyz u KyJibmypa cepeucHoil 0esameibHoCmu
Ha mpancnopme, 8 MOM Hucie 8 chepe 6030yuiH020 MPAHCnoOpma

Jlexmusg 13 1 1,5 —
[Tpaktrueckoe 3anarue 31 1,3 2,09 YO, C3
[TpakTrueckoe 3anarue 32 1,3 2,09 YO, C3
[Tpaktuueckoe 3anarue 33 1,3 2,09 YO, C3
Hmozo no meme 13 4,9 1,77

Tema 14. IIpoueccot ynpasnenus, op2anu3ayuonnas cCmpyKkmypa u
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Tema/Buj yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJ]aHUI),
MO3BOJISIOIINX 00 YyYarOIIEMYCsI
MPOJAEMOHCTPUPOBATH TOCTUTHYTHIN
ypOBEHB C(HOPMUPOBAHHOCTHU
KOMIIETEHLIUA

KonnuecTBo OauioB

Munu- Makcu-
MaJIbHOE | MaJIbHOE
3HAYEHUE | 3HAUCHUE

Cpok
KOHTPOJIS
(TOPSIKOBBI
1 HOMEp
HEICIIH C
Hayaja

cemMecTpa)

ITpumeyanu
e

NPOU3600CMEEHHBLIL MEHEOHCMEHM CEPEUCHO20 NPEONPUAMUA HA MPAHChOPME, 8
mom uucne 6 chpepe 6030YyuiH020 Mpancnopma

Jlexuus 14 1 1,5 —
[TpakTuueckoe 3anstue 34 1,3 2,09 YO, C3
[TpakTrueckoe 3anstue 35 1,3 2,09 VO, C3
[TpakTuueckoe 3anstue 36 1,3 2,09 YO, C3
Hmozo no meme 14 4,9 1,77

Tema 15. Basicneiiuiue paznoeuoHocmu coyuanbHo20 MeHeOHCMeHma Ha
Cep8UCHOM NpeOnpUAmMUU Ha MPAHCROPMeE, 8 MOM YUcae 8 cihepe 6030YUIHO20

mpancnopma
Jlexumsa 15 1 1,5 —
[TpakTuueckoe 3anstue 37 1,3 2,09 VO, C3
[TpakTrueckoe 3anstue 38 1,3 2,09 VO, C3
[TpakTuueckoe 3anstue 39 1,3 2,09 VO, C3
Hmozo no meme 15 49 1,77

Tema 16. Mapkemunez u onpeodenenue 3¢hhexmusnocmu pabomul cepeucHozo
npeonpuamus Ha MPAHCcnopme, 6 MoM Hucie 6 cepe 6030yuiHO20 MPAHCROPMA

Jlexmus 16 1 1,5 —
[TpakTrueckoe 3anstue 40 1,3 2,09 VO, C3
[TpakTryeckoe 3anstue 41 1,3 2,09 VO, C3
[TpakTryeckoe 3anstue 42 1,3 2,09 VO, C3
[TpakTrueckoe 3anstue 43 1,3 2,09 VO, C3
Hmozo no meme 16 6,2 9,86

CPC 9,4 13,52 Kp
Hroro o 00s13aTeJILHBIM BHIAAM 45 70 . .
3aHATHI

IK3aMeH 15 30 — —
HToro mo tucumninHe 60 100 — —
IIpemuasbHbIE BUABI

AeATEeJbHOCTH . . . .
(1151 y4eTa npu onpe/eJJeHuH

peiiTUHIA)

VYyacTtue B KOHGEpPEHIINH 110 TeMaM . 10 . .
JUCHUIUIAHBI

Hayunas myOnmkanus o remam . 10 L .
TACHUINIAHBI

HToro nomotHNUTEJILHO — 20 — —
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KonuuecTBo 6amios Cpox

Tema/Buj yueOHBIX 3aHATUM

. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUI),
(MOPSLAKOBBI
MO3BOJISIIOIINX 00yYarouemMycs Munu- Makcu- i HOME ITpumeyanu
IIPOAEMOHCTPHUPOBATH JOCTUTHYTBHIM | MAJIBHOE | MaJbHOE Hez[ennlzz e
ypOBEHb C(HOPMUPOBAHHOCTHU 3HAYEHUE | 3HAYEHMe| oo
KOMIIETEHIIUHN
cemMecTpa)
NpeMHUAJIbHbIX 02/1J10B
Becero mno jaumcummimHe I . 120 . .
peiTHHIa

IlepeBoa 6a,1710B 0A/UILHO-PEITUHIOBOI CHCTEMbI B OLIEHKY JJIA IK3aMEHA 110
«aKaJeMHU4YecKoi» IKaJje

KouaunuectBo 0a/10B o bPC Ouenka (Mo «aKkaJeMH4YeCKo) 1mKaJie)
90 u Gosee 5 — «OTIAUYHOY
75+89 4 — «XOpOIIO»
60+74 3 — «YJOBJIETBOPUTEIHHO
menee 60 2 — «HE YJOBJIETBOPUTEIHHO

9.2 Mertoauyeckne peKOMeHJAAlMM IO TPOBEAEHHI0 NPOUEAYPHI
OLICHUBAHUS 3HAHUI, YMEHHUIl M HABBIKOB W (MJHM) ONBITA JAeATEJbLHOCTH,
XapaKTepPU3YyINUX 3Tanbl GOPMUPOBAHUS KOMIIETEHIIMI

[Tocelenne JIGKIIMOHHOTO 3aHATHS OOydYaroniuMmcsl olleHMBaeTcs B 1 Oajur.
Benenue nexnponHoro koHcrnekra — 0,2 0auioB. AKTHBHOE y4acTHE B OOCYKICHUU
JTMCKYCCHOHHBIX BOIIPOCOB B X0j1¢ Jiekiuu — 110 0,3 6aios.

[ToceleHne MPaKTHYECKOT'O 3aHATHS C BEJICHHEM KOHCIIEKTa OICHHUBACTCS B

1,14 6amna (2 xypc (3 cemectp)). Yerusriit onpoc — g0 0,1 6ama (2 kype (3 cemectp)).

[TocereHne MPakTUYECKOTO 3aHITHS C BEJICHUEM KOHCIIEKTa olleHuBaeTcs B 1,3
oamna (2 kypc (4 cemectp)). Ycrabiii onpoc — 10 0,19 6amnos (2 kype (4 cemectp)).

['pymmioBoe pemreHre 0OydYalONUMUCS CHUTYAIMOHHOM 3aJadyd B paMKax
peanu3ay MeToa pa3BUBAOIICHCs Koomnepauu oreHuBaeTcs 10 0,56 6amioB 1o 2
kypcy (3 cemectp)) u 10 0,6 6amioB 1o 2 kypey (4 cemectp)).

BrinosiHeHne KOHTposbHOM pabotel — oT 12,06 mo 19,9 6amnoB (2 xype (3
cemecTp)). BeimonHenne koHTposbHON paboThl — OT 9,4 mo 13,52 6amnoB (2 xypce (4
CeMecCTD)).

9.3 TembI KypcOBBIX paGoT MO TUCIHUNIHHE

Nunyctpus cepBuca.

I'ocynapcTBo Kak CyOBEKT CEpBUCHOMU JIEITEIIBHOCTH.
CyOBeKTHI CEpBUCHOM JIEATETLHOCTH.

®UpPMEHHBIN CEPBUC.

Knaccudukanus ycayr.

agbrwdE
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6. l'ocymapcTBeHHOE  peryiMpoOBaHUE CEPBUCHOW JCSATEIBHOCTH Ha
TPaHCIIOPTE, B TOM YHCIIe B c(hepe BO3AYIIHOTO TPAHCIOPTA.

7. VYcenyra u ee cnenuguka Kak TOBapa Ha TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

8. ConMoKynbTypHBIE YCAYyTH Ha TpaHCIOPTE, B TOM 4YHUCIE B cdepe
BO3/yITHOTO TPAHCIIOPTA.

9. VYpOanuzanus u ee BIUsHUE Ha cepy YCIyTr Ha TPAHCIIOPTE, B TOM
YHCIIie Ha BO3AYIITHOM TPAaHCIIOPTE.

10. CepBucHas AesATENbHOCTh Kak (opMa YJOBJIETBOPEHHUS UYEJIOBEUYECKUX
notpeOHOCTel Ha TPAHCIIOPTE, B TOM YHCIE B c(hepe BO3IYIIHOTO TPAHCIOPTA.

11.  Cdepa ycayr Ha TpaHCIIOPTE, B TOM YUCJE Ha BO3AYLUIHOM TPAHCIIOPTE B
COBPEMEHHON 3KOHOMUKE.

12. Bwupasl cepBruca 1O BpEMEHH MPEAOCTABICHHS Ha TPAHCTIOPTE, B TOM
qrcie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

13. Cdepa cepBuca Ha TpaHCHOPTEe, B TOM YHCJIE Ha BO3JYITHOM
TPaHCIIOPTE B CTAIUHHOW TEOPUU Pa3BUTHsI OOIIECTBA.

14.  JKuw3HEeHHBI NHKJI YyCIyr Ha TpPaHCIOPTE, B TOM 4dHcIe B cdepe
BO3IYIITHOT'O TPAHCIIOPTA.

15. Cdepa ycnyr B coBpemenHoi Poccuu Ha TpaHcmopTte, B TOM 4YHCIIC B
cdepe BO3IyITHOTO TPAHCIIOPTA

16. IIpenmpomakHblii CEpBUC Ha TpAHCIOPTE, B TOM 4HciIe B cepe
BO3/yIIHOTO TPAHCIIOPTA.

17.  Cdepa ycayr B CoBerckoit Poccun Ha TpaHCmopTte, B TOM YHCIE B
cdepe BO3IYIIHOTO TPAHCIIOPTA.

18.  IlocnenpomakHblii cepBUC HAa TPaHCIOPTE, B TOM 4HcCie B chepe
BO3/yIIHOTO TPAHCIIOPTA.

19.  Ocobennoctu dhopmupoBanus chepsl cepBrca B Poccun.

20.  Poyib KOMMYHUKAaTUBHOT'O B3aUMOJICCTBUS B CEPBUCHOU JEATEILHOCTU
Ha TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

21.  VYcnyru B cpeaHeBeKOBOM oO1IecTBe 3anaaHoi EBporbl.

22. KoMmMmyHUKaTHBHAs KOMIIETEHTHOCTh PaOOTHHKA HA TPAHCIOPTE, B TOM
qucie B chepe BO3AYIIHOIO TPAHCIIOPTA.

23. uddepennmanus 3aHATAN B 00IIECTBAX apXaUUECKOTO THUTIA.

24.  Taktuka BepOasbHOTO OOIICHHS B c(hepe cepBUca HA TPAHCTIOPTE, B TOM
YHCIIe Ha BO3YIITHOM TPaHCIIOPTE.

25.  3apoxzaeHue ycayr B obmectBax J[peBHero mupa.

26.  OOmienHwue, ero BUIbI, CTPYKTypa OOIIEHUs Ha TPAHCIIOPTE, B TOM YHCIIC
B c(hepe BO3IYIIHOTO TPaHCIOPTA.

27. Pa3paboTka TEeXHOJIOTMH TMpoOIlecca CEpBUCAa HA TPAHCIOPTE, B TOM
yucie B chepe BO3AYIIHOTO TPAHCIIOPTA.

28. Cucrtema KIMEHTCKUX OTHOIICHUH B CEPBUCHOM JEATEIHHOCTH C YIETOM
TpeOoBaHUU TOTpeOUTENIss Ha TPAHCIOpPTE, B TOM 4ucle B cdepe BO3IYUIHOTO
TpaHCTIOpTa.
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29. TexHojmoruu Tpoliecca CcepBUCa U OCOOEHHOCTH  KIMEHTCKUX
OTHOIIEHUI € ydyeToM TpeOOoBaHMWIl MOTpeOHUTENss Ha TPAaHCIOPTE, B TOM YHCIE B
cepe BO3QyIIHOTO TPAHCIIOPTA.

30.  OcHOBBI AUBEpPCU(PUKALMH CEPBUCHOM AESATEIIBHOCTU B COOTBETCTBHUH C
STHOKYJbTYPHBIMU, UCTOPUUYECKUMH U PETUTHO3HBIMU HA TPAHCIIOPTE, B TOM YHUCIIE B
cdepe BO3AyIIHOTO TPAHCIIOPTA.

31. Mexanusm paboTbl B  KOHTAKTHOM 30HE C  MOTpedUTENEM,
KOHCYJIbTUPOBAaHUIO, COIVIACOBAaHMIO BHJAA, (QOpMBI M Ipolecca CcepBUca Ha
TpPaHCIOPTE, B TOM YHUCIIE B c(pepe BO3IYIIHOIO TPAHCIOPTA.

32. Ilcuxomornyeckre OCOOEHHOCTH MOTPEOUTENSE B MPOLECCE CEPBUCHOM
JEeSTENHHOCTH HA TPAHCIIOPTE, B TOM YHUCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

CtpykTypHO KypcoBas paboTa JMOJDKHA BKIOuaTth B ceOs BBeaeHue (<1-1,5
CTpaHHUIIbl), OCHOBHYIO YaCTh — KaK MpPaBHIIO, 2-3 IJ1aBbl, KOTOPBIE, B CBOIO OYEPE/ib,
cocTtosiT U3 2-3 maparpadoB, 3aKIIOYEHHE, CIHCOK MCIOJIb30BAHHON JIUTEPATYpHI.
O6mmit 066éM KYP moxer coctaBmsath or 25 no 40 cTpaHUl] MalIMHONHCHOIO
tekcta. Teker KYP newaTtaercs Ha onHOM cTopoHe nucta Oesnoit Oymaru ¢popmara A4
¢ uarepBaiom 1,5. Hpudt — Times New Roman, pasmep mpudra — 14.

9.4 KoHTpoJibHble BONPOCHI IS TPOBEAEHUS BXOJHOI0 KOHTPOJA
OCTATOYHBIX 3HAHMII 110 00eceYHBAIOIUM JMCIHIINHAM

«Bormpocsl BxogHOro KoHTpois no auciuruinae «CepBuconorus («Benenue
B mipopeccuton )»:

1. CyOBeKThI 1 00BEKTBI CEPBUCHOM JIESITEIEHOCTH;
2. Bupl okazanust ycnyr;
3. CyniHoCTh YKOHOMHUYECKOU JIeATEILHOCTH 00IIIEeCTRA.

Bompocel  BXogHOro - KoHTponss no  aucuuimimHe  «CepBHCOIOTHA
(«CepBuCOIOTHS M OpraHU3aIUs 00CTYKUBAHUS )»:

1. JlaiiTe moHsATHE «ITIOTPEOHOCTU» M MX KIACCUDHUKAIHUIO.

2. KakoBa B3amMOCBSI3b MEXAy TMOTPEOHOCTIMU W  aKTUBHOCTHIO
YeJIoBeKa.

3. O6o3HaubTe W3MEHEHHE IOTPEOHOCTEH dYelIoBeKa B Ppe3yJbTare

pa3BUTH OOIIECTRA.

Bonpocel BXOgHOrO KOHTpOJIS T0 JWCHHMITIMHE «Pekimama W CBSI3UW ¢
OOIIECTBEHHOCTHIO B cPepe cepBUCa HA TPAHCTIOPTE:

1. ®dyHKIMM pek1aMbl B cepe CEPBUCHON ASATSIBHOCTH Ha TPAHCIIOPTE.
2. [ToTpebuTebcKHE CBONCTBA PEKIAMHBIX YCIIYT HA TPAHCIIOPTE.
3. PazpaboTrka  pexknmaMHOro  cooOmieHMs B cepe  CepBHCHOTO

00cITy>KUBaHMsI HA TPAHCIIOPTE.

BOHpOCBI BXOOHOI'O KOHTPOJIA o  JUCHHIIJIMHC ((I/IHTCFpI/IpOBaHHBIe
KOMMYHHKAIIUHU U KOMMYHHKaHHOHHLIﬁ MCHC)KMCHT B C(1)epe CCpBHUCAN:
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1. Pone  uHTErpupoBaHHBIX  KOMMYHHKAllMd B  PEHICHHM  3a7a4
MEXJIIMYHOCTHOTO M MEKKYJIBTYPHOTO B3aUMOJICUCTBUS.

2. Oco0OEHHOCTH OpraHU3allM¥ KOHTAKTHON 30HBI MPEINPUITHS CEpBUCA C
ITOMOIIIbI0 MHTETPUPOBAHHBIX KOMMYHUKALUH.
3. ['maBHple dTanmbl M 3aKOHOMEPHOCTH  MCTOPUYECKOTO  Pa3BUTHS

HHTCTPUPOBAHHBIX KOMMYHI/IKaL[I/Iﬁ B paMKax OTCUCCTBCHHLIX HpCI[HpI/ISITI/Iﬁ CCpBHUCA.

9.5 Onucanue moka3arejieil ¥ KpUTepueB OLEHNBAHUSA KOMIIETEHIHI Ha
Pa3JMYHBIX dTanax ux GopMHUPOBaAHHS, ONMCAHNE KA OIleHUBAHHUS

Komnerennuu | Ilokazarenun Kpurepun onennBanus
OLICHUBAHMS

(MHAKUKATOPBI
JOCTHKEHUS)
KOMIIETCHITNHN

| oTan

L 3Haer:

I/UIZVK-L - METOJbl IIOMCKa, KPUTHYCCKOIO aHajih3a H
YK-1 I/UISVK-l CUHTE3a WH(POPMAIIMM B TMPOIECCE OpraHU3aIUH
N vk CEpPBUCHOTO  OOCITYy)KMBaHUS TOTpeOuTeneid Ha
TpPaHCIOPTE, B TOM uucie B cdepe BO3AYITHOTO
TPAHCIOPTAa; MEXAaHW3M CHUCTEMHOTO TMOJX0Ja s
Ul'yxs | PEIIEHHs TOCTAaBICHHBIX 3ala4 B  MpPOIECCE
VK-3 Uyks opraHu3aluu CEpPBUCHOTO 00CTy>KUBaHUS
101 noTpeOuTenel Ha TpaHCIIOPTE, B TOM YHCIE B chepe
BO3JYIIIHOTO TPAHCIIOPTA; METOAbl MPUMEHECHHUS
CHUCTEMHOTO TOJX0Ja JJIs PEIICHUS] TOCTaBICHHBIX
3aJlady B TPOIECCE OpTraHM3aldd  CEPBUCHOTO
o0cCITy’)kuBaHHS TIOTpeOHTENIe Ha TpaHCHOpTEe, B
1401 e TOM 4ucie B chepe BO3AYITHOTO TPAHCIIOPTA;

VK-5 I/IﬂzyK-s —  METOJIBl  OCYIIECTBJCHHUSA  COIIMAIIBHOIO
I/IIISyK-5 B3aMMOJICUCTBUA M pealu3allid CBOEH pOJIU B
KOMaHJIe B TMPOIECCe OpraHU3alMH CEPBUCHOTO
oOcnmy>KUBaHHsI TOTpeOUTENeld Ha TpaHCIOPTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA,;
. METOJIBI ONPENENICHUSI M pPean3allii CBOSH pOJH B
VT yis KOMaHJie B TMpPOIECCe OpraHU3alMh CEPBUCHOTO

2

YK-8 HI[S YK-8 oOcImy>KUBaHHsI TOTpeOUTENeld Ha TpPaHCIOPTE, B
A" vis TOM 4Yucie B cdepe BO3AYIIHOTO TPAHCIOPTA;

METO/bI oOecredeHus COIIMAJILHOT'O
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Kommerennmn

[Tokazarenun
OIICHUBAHMUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHITUI

Kpurepun oneHnBanus
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B3aUMOJICHCTBHSI B MPOIECCE  OpraHu3aliu
CEpBUCHOrO  OOCHy)XMBaHUSl moTpeOuTeneid Ha
TpaHCHOPTE, B TOM uHcCIe B cepe BO3AYUIHOTO
TpPaHCHIOPTA;

—  METOABl  BOCHPHUATHUS  MEXKYJIBTYPHOTO
pa3HooOpa3ust ~ obmiecTBa B COLUMAJIBHO -
UCTOPUYECKOM, OJTHUYECKOM U  (GUI0coPpCKOM
KOHTEKCTaX B MpPOLIECCE OpraHu3alliid CEPBUCHOTO
o0Ocly:)kuBaHusl TOTpeOUTENIe Ha TpaHCHOpTEe, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
METO/IBI MIPUMEHCHHUS ocoOeHHoCTe!
MEXKYJIbTYPHOTO  pa3HooOpasusi  oOIlecTBa B
npolecce OpraHu3aluu CEPBUCHOTO 00CITYy)KMBaHUS
noTpeduTeNeld Ha TpaHCIOPTe, B TOM 4YHCie B cepe
BO3JYIIHOTO  TPAaHCIOPTa; METOAbl  PEIICHUS
MPOU3BOJICTBEHHBIX  KOH(QJIUKTOB C  y4e€TOM
0COOEHHOCTEH  MEXKYJIBTYpPHOTO  pa3zHooOpasus
oOIecTsa B TMpOIIECCE OpraHU3alid CEPBUCHOTO
oOcnmy>KUBaHHsI TOTpeOUTENed Ha TpaHCIOPTE, B
TOM 4Hucie B chepe BO3AYLUIHOTO TPAHCIIOPTA;

— METOJBbl CO3/IaHUS u MOJIIEPIKKH
0€30MacHBIX YCIOBUU >KU3HEACSITEIILHOCTH, B TOM
Yyyclie Npd  BO3HUKHOBEHHHM  YPE3BBIYAMHBIX
CUTyalluii B TIPOIECCE OpPraHU3AIMH CEPBUCHOTO
oOcnmy>KUBaHHsI TOTpeOUTENeld Ha TpaHCIOPTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA,;
METOAbl CO3/JaHUsl U MOAACpKaHUS OE30MaCHBIX
YCIOBUH JKU3HEAEATENbHOCTH, B TOM YHCIE IpPHU
BO3HUKHOBEHUH  YpE3BBIYAWHBIX  CUTyallud B
poIlecce OpPraHu3aIlui CEPBUCHOTO OOCITYKHMBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM 4YHCIE B cepe
BO3JIYIIHOTO TPAHCIOPTA; HaBBIKAMHU CO3JaHUSA U
NOJAJEPKKM O€30MacHbIX YCJIOBUH OOCTY>KMBaHUS
NAacCa)KUPOB, B TOM YHCIE MPU BO3HUKHOBEHHUHU
YpE3BBIYANHBIX CUTYallMi B MPOLECCE OpPraHU3alluu
CEpPBUCHOIO  OOCIY>KMBaHUS MOTpeOuTeNneil Ha
TpaHCIIOpPTe, B TOM uucie B cdepe BO3IYIIHOTO
TPaHCIIOPTa;

- METO/IbI MPUMEHEHUS
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Kommerennmn

[Tokazarenun
OIICHUBAHMUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHITUI

Kpurepun oneHnBanus

KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B
CEPBUCHOM  NEATCTLHOCTH Ha  TPAHCIIOPTE B
YCIIOBUSAX B3aUMOJICUCTBHS C TTOTPEOUTEISIMU, B TOM
YHCIIC WHTEPHET-TIPOJBMIKEHUS YCIyr B MPOIECCe
opraHu3aluu CEPBUCHOTO 00CTy)KUBaHUS
noTpeduTeNield Ha TPAHCIIOPTE, B TOM 4YHUCIE B cdepe
BO3JYIIHOTO TPAHCIIOPTa; METOJbl y4acTHs B
pa3pabOTKEe CHCTEMBl KIWEHTCKMX OTHOIIECHUH U
opraHu3anuu nporecca 00CTy)KUBaHHUS
norpeduTenen Ha OCHOBE IPUMEHEHUS
3aKOHOJIATCIPHBIX AaKTOB M IPABOBBIX HOPM B
polecce OpraHu3alii CEPBUCHOTO 00CITyKUBaHUS
noTpeduTeNiel Ha TPAHCTIOPTE, B TOM 4YuCiE B cdepe
BO3JYIIIHOTO TPAHCIOPTa; METOJbl y4acTHS B
COBEPILIEHCTBOBAHUHU CUCTEMBI KIIMEHTCKHUX
OTHOIIEHU B  CEpPBUCHOM  JIEATETLHOCTH  Ha
TPaHCHOPTE €  MCIOJb30BaHHUEM  HMHTEPHET-
TEXHOJIOTUW B MPOIIECCE OpPraHU3allUd CEPBHCHOIO
oOcnmy>KUBaHMsI TOTpeOUTeNel Ha TpaHCHOpTe, B
TOM 4Hucie B chepe BO3AYLUIHOTO TPAHCIIOPTA;

— METOJABl  BJIAJICHUS TEOPETUYECKUMU
3HAHUSIMU u MPAKTUIECKUMU npueMamu
yIpaBjieHUs TPOoeKTaMu B cdepe 0O0CITy)KUBaHHS B
polecce OpPraHu3allui CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNel Ha TPaHCTIOPTE, B TOM 4YHCie B cdepe
BO3JYIIIHOTO TPAHCIIOPTa; METOJbI  YIPABJICHUS
TYPUCTCKO-PEKPEAIMOHHBIMA TIPOCKTAMHU, METOJIbI
IUTAHUPOBAHUA W MOHHUTOPUHT  JIEATEIHLHOCTH
CEpPBUCHOM KOMMIAHWU B cdepe TpaHCIOpTa B
poIlecce OpPraHu3aIlui CEPBUCHOTO OOCITYKHMBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM 4YHCIE B cepe
BO3/YIIIHOTO TPAHCIIOPTA;

- METO]IbI BBIOOpA MaTepHUaATbHBIX
pecypcoB, 000pyIOBaHMS JAJsi  OCYLIECTBICHUS
mpolecca  CepBHCa,  MEXaHW3M  IPOBEICHHUS
MEPETOBOPOB C KIUEHTAMHU IO MPETCH3UOHHBIM
CIy4asiM ¥ ONpEAeNICHUs TPUYUH BO3HUKHOBCHHS
NPETeH3U B TPOIECCE OpPraHU3aIi CEPBUCHOTO
o0clly’)kuBaHHsl TOTpeOUTeNeil Ha TpaHCHOpPTE, B
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OIICHUBAHMUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHITUI

Kpurepun oneHnBanus

TOM YHuclie B cdepe BO3AYIIHOTO TPAHCIOPTa;
METOJbI Pa3pabOTKHM M HCIOJIb30BAHUS THIIOBBIX

TCXHOJIOI'MYCCKHUX poueccos, MECTOObI
q)OpMI/IpOBaHI/ISI U BHCIAPCHHA  KOPIOPATHUBHBIX
CTaHIapTOB )51 PETIaMCHTOB mponeccoB

oOcnykUBaHMsl MOTpeOuTene Ha TpaHCHOPTE,
METOJIbl ~ B3aUMOJICHCTBUS €  KIMEHTAMU IO
OpraHu3aluu npoiiecca 00CITyKUBaHUS
norpeduTenel B cepe rocTenpuruMcTBa B Ipoliecce
OpraHu3aluu CEPBUCHOIO 00CITyKUBaHUS
notpeduTeNield Ha TpaHCIIOPTE, B TOM 4YHCIie B cepe
BO3JIYLIHOTO TPaHCIIOPTa; TpeOoBaHUS
MPOU3BOJICTBEHHOW  JUCHUIUIMHBL, TpaBUI IO
OXpaHe TpyJa U TOXKApHOM O€30MacHOCTU TMpH
OCYIIECTBJIICHUM TEXHOJIOTHYECKOro IMpoliecca B
Ipolecce OpraHu3alui CEPBUCHOTO OOCITYKHUBaHUSA
noTpeduTeNeld Ha TpaHCIIOPTe, B TOM 4YHCie B cdepe
BO3JIYLIHOTO TPAHCIIOPTA;

- METO/IbI BbIOOpa OpraHU3alMOHHBIX
pemeHuid 11 POpMHUPOBAaHKS CEPBUCHOW CHUCTEMBI
oOCIy’>KUBaHHSI C  HUCIIOJIb30BAaHUEM  METOIOB
OpraHu3allid W YIOPaBICHUS UMYIIECTBEHHBIM
a’pOINOPTOBBIM KOMILIEKCOM U aKTUBaMU
CEpPBUCHBIX NPEANPHUATANA HAa TPAHCIOPTE B
IpOIECCe OPTaHU3alUN CEPBUCHOTO OOCITYKMBAHUS
notpeOuTenel Ha TpaHCHIOPTE, B TOM 4YuCIe B chepe
BO3yILIHOTO TPAHCIIOPTA;

- METO/IbI OCYILIECTBJICHHUS
OpPraHU3alMOHHOIO OOCTY>KMBAaHHS aBUAI[MOHHOU
UHQGPACTPYKTYPHI 51 OpPraHU3aIlMOHHOT O

oOecrieueHus: MPOoIecca CEPBUCHOTO OOCITYy)KUBAHUS
B adpomopTy M Ha OOpTYy BO3IYIIHOTO CyJTHA B
IPOIIeCcCe OpPTraHU3aIii CEPBUCHOTO OOCITY)KUBAHUS
noTpeOuTeNel Ha TPAHCTIOPTE, B TOM YHUCIE B cdepe
BO3/YIIIHOTO TPAHCIIOPTA;

Ywmeer:

—MPUMEHSATh METOJIBI TIOUCKA, KPUTHIECCKOTO
aHanW3a W CHHTe3a WHHOpPMANMK B MPOIECCe
OpraHu3allid CEPBUCHOTO OOCITYKUBaHUS
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Kpurepun oneHnBanus

noTpeduTeNield Ha TPAHCIIOPTE, B TOM 4HCIe B cepe
BO3JYILIHOIO TPAHCIOPTa; NPHUMEHITh MEXaHU3M
CUCTEMHOr0 MOJAX0Ja AJiA PELIeHHUs] MOCTAaBIECHHBIX
3ajady B NPOLECCEe OpraHu3allud  CEPBUCHOTO
oOcny>KMBaHMsI TMOTpeOUTeNel Ha TpaHCHOpTE, B
TOM 4ucie B chepe BO3AYLIHOrO TPAHCIIOPTa;

—MPUMEHSITh METO/1bI OCYUIECTBJICHUS
COLIMAJIBHOTO B3aMMOJICUCTBHS U pealin3aliii CBOeH
poii B KOMaHJAE€ B TPOLECCe OpraHu3aluu
CEpPBUCHOTO  OOCITy)XMBaHHUS MoOTpeOuTeneid Ha
TpPaHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOTO
TPAHCIOPTA; MPUMEHSATH METOJbl OINpPEACICHUS U
peanuzanuu CBOEH polM B KOMaHAE B TMpOIEcce
opraHu3aluu CEpPBUCHOTO oOCTy>KUBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM 4YuCie B cdepe
BO3/YIIHOTO TPAHCIIOPTA;

—TMIPUMECHSTh METO/IBI BOCTIPUSTHUS
MEXKYJIbTYpHOTO  pa3HOOOpa3wsi  oOmiecTBa B
COLIMAJIbHO - HCTOPUYECKOM, OITHYECKOM U
bunocodckom KOHTEKCTax B mporiecce
OpraHM3aIHH CEPBHCHOTO 00CITy)KUBaHUS

noTpeOuTenel Ha TpaHCIIOPTE, B TOM 4Yucie B cepe
BO3JYIIHOTO TPAHCIOPTAa; MPUMEHSITh METOJIbI
NPUMEHEHUS  OCOOEHHOCTEM  MEXKKYJIbTYPHOTO
pazHooOpasusi o0IecTBa B MPOIECCe OpPraHU3aIuu
CEpPBUCHOTO  OOCTYy)KMBaHHUS TMOTpeOHWTEeNneld Ha
TPAHCTIOPTE, B TOM 4YHCIE B cdepe BO3AYIUTHOTO
TPAHCTIOPTA;

—MPUMEHATh METOABl CO3JAaHUS U TOJJICPKKHU
0€30MacHBIX YCIOBUN JKU3HEACITEIHHOCTH, B TOM
9yuclie  TpW  BO3HUKHOBEHUH  UYPE3BBIYAHBIX
CUTyallMid B TIPOIECCE€ OpPTaHU3AIMH CEPBHCHOTO
o0clly’)kuBaHMsI TMOTpeOUTENEH Ha TpaHCHOpPTE, B
TOM uncie B cdepe BO3AYNIHOTO TPAHCIOPTA
NPUMEHSITh METONBI CO3MaHUS M TOIIEPKAHUS
0€30MacHBIX YCIOBUM JKU3HEACATCIHBHOCTA, B TOM
9UCJie  TPU  BO3HUKHOBEHWU  YPE3BBIYANHBIX
CUTyallMidi B TIPOIECCE OpPTaHU3AIMH CEPBUCHOTO
o0clly’)kuBaHMsl TOTpeOUTeNel Ha TpaHCHOpPTE, B
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TOM 4HCJ€ B cepe BO3AYLUIHOTO TPAHCIIOPTA;

—MPUMEHSATH METOJIbI PUMCHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOT U B
CEepPBUCHOM  JIESITEJIBHOCTH HA  TPAHCIOPTE B
YCIIOBUSX B3aUMOJICUCTBUS C TTOTPEOUTEIISIMU, B TOM
YHUCJIE MHTEPHET-TIPOJBIKCHUS YCIYyT B TIpoliecce
opraHu3anuu CEPBUCHOTO o0CTy)KUBaHUS
noTpeduTeNield Ha TPAHCIIOPTE, B TOM 4YHUCIE B cdepe
BO3JYIIIHOTO TPAHCIIOPTAa; TPHUMEHSITH METOIbI
ydacThs B pa3pabOTKe CHUCTEMBbI KIHUEHTCKUX
OTHOIICHHH u OpraHu3anuu npoiecca
00CITy>KUBaHUSI noTpeduTene Ha OCHOBE
NPUMCHCHHUS 3aKOHOJATCIIBHBIX aKTOB M IPABOBBIX
HOpPM B TPOIECCE OpraHU3alMh CEPBHCHOIO
oOcnmy>KUBaHMsI TOTpeOUTeNel Ha TpaHCIOpTE, B
TOM 4Hucie B chepe BO3AYLUIHOTO TPAHCIIOPTa;

—MPUMEHSATh METO/IbI BJIQJICHUS
TEOPETUYECKUMH 3HAHUSIMH U  TMPAKTHYECKUMHU
npueMaMu  yIpaBleHUs TpOeKTaMu B  cdepe
o0cIy>KUBaHHUS B npoiiecce OpraHu3aIuu
CEepPBHUCHOTO  OOCITY)XHMBaHUS TOTpeOWTENel Ha
TPAHCIIOPTE, B TOM Yucie B cdepe BO3AYITHOTO
TPAHCTIOPTA;

—MPUMEHSATh METOJbl BBIOOpPA MaTepUaTBHBIX
pecypcoB, 000pyIOBaHMS sl OCYLIECTBIICHUS
mpolecca  CepBHCa,  MEXaHW3M  IIPOBEICHHUS
MEPETOBOPOB C KIUEHTAMHU M0 MPETECH3UOHHBIM
CIy4asiM W OTpEJEICHHUS MPUYNH BO3HUKHOBCHHUS
NPETEH3U B MPOIECCEe OPraHu3alli CEPBUCHOIO
oOcnmy>KuBaHMsI TOTpeOUTENe Ha TpaHCIOPTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
NPUMEHSTh METOABI Pa3pabOTKU M HCIOIB30BAHUS
TUTIOBBIX TEXHOJOTHYECKHUX IMPOIECCOB, METOJbI
dbopMupoBaHUST W BHEAPEHUS KOPIMOPATUBHBIX
CTaH/IapTOB " perIaMeHTOB IIPOLIECCOB
o0Oclly’)kuBaHMsl TOTpeOUTeNed Ha TpaHCIOPTE,
NPUMEHSTh METOJIBI B3aUMOJICHCTBUS C KIIMCHTAMH
0  Opra"mW3aluyd  mporecca  0OCTy>KWBaHHS
noTpedurenel B cepe rocTenpuruMcTBa B Mpoliecce
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OpraHu3aluu CEPBUCHOTO 00CITy>KUBaHUS
noTpeOuTenei Ha TpaHCIIOPTE, B TOM 4Yucie B cepe
BO3YIIHOTO TPAHCIIOPTA;
—MPUMEHSITh METO/IbI BBIOOpA
OpraHU3aIMOHHBIX pelieHud it (PopMUpOBaHUS
CEepPBUCHOM CHUCTEMBI OOCITY>KMBAaHUS CEPBUCHBIX
NpEANpUsITAR  HA  TpAHCIOPTE B MpoOIEcCce
Opra"u3aiuu CEPBHUCHOTO o0CITyKUBaHUS
noTpeOuTesneil Ha TpaHCIIOPTE, B TOM 4Yucie B cepe
BO3/YIIHOTO TPAHCIIOPTA;
—TPUMEHSITh METO/Ibl OCYILIECTBIICHUS
OpPraHU3aIMOHHOTO OOCTY)XMBAaHUSI aBUAITMOHHOU
uH(pacTpyKkTypel B TIpoIlecC€  OpraHU3aliH
CEepPBUCHOTO  OOCITY)XHMBaHUS TOTpeOUTENel Ha
TPAHCTIOPTE, B TOM YHUCle B chepe BO3AYITHOTO
TPaHCIIOPTa;
Il aTan
Ywmeer:
HﬂlyK-L - NPUMEHATh  METOABl  NPUMEHEHUS
2
YK-1 HI[3YK-1 CHUCTEMHOI'0 noaxoga i pCIICHUsI MOCTABJICHHBIX
N vka 3a7a4 B MPOLECCE OpraHU3allu  CEPBUCHOIO
T s oOcnmy>KUBaHHsI TOTpeOUTENed Ha TpaHCIOPTE, B
VK-3 s TOM 4ucie B chepe BO3AYLUTHOTO TPAHCIIOPTA;
s - IPUMEHATE  METOZbI oOecrieyeHust
COLMAJIIBHOTO  B3aMMOJEUCTBUSL B IIpOLECCE
U vics Opra’u3anuu CEPBHUCHOTO o0cITy>KUBaHUs
YK-5 W vs noTpeduTeNel Ha TPaHCTIOPTE, B TOM YHCie B cepe
U yks BO3JYIIHOTO TPAHCIIOPTA;
U yics - MPUMEHSTh METOIbI pelLIeHus
VK-8 U yig | MPOM3BOICTBEHHBIX KOHQJIHMKTOB C  Y4YE€TOM
U yice O0COOEHHOCTEH  MEXKKYJIBTYPHOTO  pa3zHOOOpasus
1 oOliecTBa B TMpOIECCE OPraHU3allMi CEPBUCHOTO
HHZHK'l oOCITy)XKMBaHHsI TOTPEOUTENICH HAa TpPaHCIOPTE, B
TK-1 HI[sHK'l TOM YHCJIe B c(hepe BO3YITHOTO TPAHCIIOPTA;
W/ - NPUMEHATh  HABBIKM  CO3JaHUA W
791 NOJAJIEPKKM 0€30MacHbIX YCIOBHH OOCTY>KMBaHUS
TIK-2 HﬂZHK-z acCaXXupoB, B TOM UYHCJIC MIPU BO3HUKHOBCHHUHU

YPE3BBIYANHBIX CUTYaIlMi B MPOLIECCE OpPraHU3alUU
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[1K-3

HIL;HK-S
I/UISHK-S
HI[ TIK-3

[1K-4

101 ST

[1K-5

U cs

CEpPBUCHOTO OOCIy)KMBaHHUS MOTpeOuTeNnell Ha
TPAHCTIIOPTE, B TOM YHCIE B cdepe BO3AYITHOTO
TPAHCTIOPTA;

— NPUMEHATh  METOJABI  ydacThs B
COBEPIIICHCTBOBAHHUH CUCTEMBI KIIMEHTCKHUX
OTHOIICHUH B  CEPBUCHOW  JICATCILHOCTH  Ha
TPAaHCIIOPTE  C  MCIOJB30BAaHHUEM  HHTCPHET-
TEXHOJIOTUH B MPOIIECCE OPraHU3alUUA CEPBHCHOTO
oOcimy)KMBaHMsI TOTpeOUTENCH Ha TpaHCIOPTE, B
TOM 4HciIe B chepe BO3AYITHOTO TPAHCIIOPTA;

— NPUMCHATL  METOJBI  YNpaBICHUS
TYPUCTCKO-PEKPCAIMOHHBIMHA TTPOCKTAMHU, METOJIbI
IUTAHUPOBAHUS W MOHHUTOPUHT  JICATEIHLHOCTH
CEpPBUCHOM KOMIAHWU B cdepe TpaHCIOpTa B
npolecce OpraHu3alui CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNel Ha TpaHCOPTe, B TOM 4ucie B cdepe
BO3/YIIHOTO TPAHCIIOPTA;

- IPUMEHSTh TpeOoBaHUS
MPOU3BOJICTBEHHOW  JUCHUIUIMHBI, TpaBUI IO
OXpaHe Tpyla W TIOKapHOW Oe30MacCHOCTU TIpH
OCYIIECTBICHHMH TEXHOJOTUYECKOTO TMpolecca B
polecce OpPraHu3aIui CEPBUCHOTO OOCITY)KHUBaHUSA
noTpeOuTenel Ha TpaHCIIOPTE, B TOM 4Yucie B cepe
BO3/YIIHOTO TPAHCIIOPTA;

- NPUMEHSITh METOJbl OpTraHW3aAlNHA U
yIOpPaBICHUS  HUMYIIECTBEHHBIM  a3pOMOPTOBBIM
KOMIIJIEKCOM M aKTUBAMH CEPBHUCHBIX MPEANPUATUN
HA  TpPaHCIOpPTE B  MpOIIECCe  OpraHU3alUU
CEpBUCHOTO  OOCTy)XMBaHUS moTpeOuTeneid Ha
TPaHCTIOPTE, B TOM YHCIe B cdepe BO3AYITHOTO
TPAHCTIOPTA;

— MPUMEHSITh METOJIBI OPTaHU3aIIMOHHOTO
oOecrieueHust mporecca CEPBUCHOTO OOCITYy)KUBAHUS
B adpomopTy M Ha OOpTY BO3IYIIHOTO CyTHA B
IPOIIeCcCe OpPTraHMU3aIlii CEPBUCHOTO OOCITYKHBaHUS
noTpeOuTeNIel Ha TPAHCTIOPTE, B TOM YHCIE B cepe
BO3/YIITHOTO TPAHCIIOPTA;

Bnaneer:

- HaBBIKAMH TIPUMEHECHHS METOJOB IIOHCKA,
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KPUTHYECKOTO aHalM3a W CUHTEe3a WH(OpMaIuu B
IPOIIeCCe OpPTaHU3aIlii CEPBUCHOTO OOCITY)KMBaHUS
noTpeOuTeNIel Ha TPAHCIIOPTE, B TOM YHUCIE B cepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMHU TPUMCHCHHS
MEXaHM3Ma CHUCTEMHOTO IIOAXOAa I PCIICHHS
TIOCTABJICHHBIX 3aJlad B TMPOIECCE OpraHU3aAINH
CEpPBUCHOTO  OOCITYy)KMBaHHUS IOTpeOHWTENe Ha
TPAHCIIOPTE, B TOM 4YHcIe B cdepe BO3AYITHOTO
TPAHCIIOPTA; HAaBBIKAMU TIPUMEHCHHS  METOJIOB
CUCTEMHOTO TIOJX0JIa IS PEIICHUS TOCTaBJICHHBIX
3a/1ad B TPOIECCE OpraHU3allu  CEPBUCHOTO
oOCIy)KMBaHMS TIOTPEOUTENICH Ha TpPaHCIOPTE, B
TOM 4Hcie B chepe BO3AYITHOTO TPAHCIIOPTA,

— HaBbIKaMHU MPUMCHCHUS METOJIOB
OCYIIECTBJICHHS] COLIMAIBHOTO B3aUMOJICUCTBUS |
peanu3anuyu CBOEH pONM B KOMaHAE B MpOIEcce
opraHu3anuu CEPBUCHOTO 00CTy>KUBaHUS
noTpeduTeNel Ha TpaHCIOPTe, B TOM 4YHCie B cepe
BO3/IYIIIHOTO TPAHCIOPTa; HaBBIKAMHU MPUMEHEHHUS
METOJIOB OTpEeeICHHUS U peaau3alui CBOe poiiu B
KOMaHJI¢ B TMpOIECCe OpraHU3allMh CEPBUCHOTO
o0CITy’)kuBaHHS TIOTpeOHTENIe Ha TpaHCHOpTE, B
TOM 4YHucie B cdepe BO3AYIIHOTO TPAHCIOPTA;
HaBbIKAMU TPUMEHEHHUS METOJOB OOeCTeUeHUs
COIIMAILHOTO  B3aWMOJCHCTBUS B MpoIlecce
OopraHu3anuu CEPBUCHOTO 00CTyKUBaHUS
noTpeduTeNel Ha TPaHCTIOPTE, B TOM 4YHCie B cepe
BO3/YIIIHOTO TPAHCIIOPTA;

- HaBbIKaMU MPUMEHEHUS METOJIOB
BOCIIPUSATHS ~ MEXKYJIbTYPHOTO  pa3zHooOpasus
00II1ecTBa B COIUAIBHO - HICTOPUIECKOM, ITHUIECKOM
u  QwiocopckoM  KOHTEKCTax B  MpoIecce
OopraHu3anuu CEPBUCHOTO 00CTy)KUBaHUS
noTpeduTeNel Ha TPAHCTIOPTE, B TOM YHCie B cepe
BO3/YIIIHOTO TPAHCIIOPTA; HaBBIKAMU TPUMCHCHHUS
METOJIOB MIPUMEHEHUS 0COOEHHOCTEH
MEXKKYJIBTYPHOTO  pa3HooOpa3us  oOImecTsa B
IPOIIECCe OpPTaHMU3aIMN CEPBUCHOTO OOCITYyKHMBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHCIe B cdepe
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BO3AYIITHOTO TPAHCIOPTAa; HABBIKAMH MPUMEHEHUS
METOJIOB PEIICHUs] TPON3BOICTBEHHBIX KOH(MINKTOB
C  y4eToM  OCOOEHHOCTEH  MEXKYJbTYpPHOIO
pasHooOpa3usi 00IecTBa B MPOLECCe OpraHU3aliu
CepBUCHOTO  OOCIY)XHMBaHUS TOTpeOuTeneil Ha
TpaHCHIOpTE, B TOM YuClIe B cdepe BO3AYIIHOTO

TPaHCIIOPTa;

- HaBBIKAMH NpUMEHEHUS METOJIOB
CO3JaHusl M TOAJIEP)KKM O€30MacCHbIX YCIOBUMI
KU3ZHENEATEIbHOCTH, B  TOM  4YHClIe  TIpH

BO3HMKHOBCHUW  YPE3BBIYAWHBIX  CUTyallud B
polecce OpraHu3alui CEPBUCHOTO OOCITY)KMBaHUSA
noTpeduTeNeld Ha TpaHCIOPTe, B TOM 4YHcie B cdepe
BO3JIYIITHOTO TPAHCIOPTA; HABbIKAMHU MPUMEHEHUS
METOJIOB CO3JaHUsi W MOJJep>KaHus Oe30IMacHbIX
YCIOBUHM KU3HEAEATEIbHOCTA, B TOM YHCIE IIPH
BO3HUKHOBEHUM  YpPE3BBIYAWHBIX  CUTyalud B
Ipolecce OpraHu3alui CEPBUCHOTO OOCITY)KMBaHUSA
noTpeduTeNel Ha TpaHCIIOPTe, B TOM YHCie B cepe
BO3JIYLIIHOTO TPAHCIOPTA; HABbIKAMU MHPHUMEHEHUS
CO37aHusl M TOAJEPKKH O€30MacCHBIX YCIOBUIA
oOCIy>KUBaHHS TMACCAKHUPOB, B TOM YHCIE IMPHU
BO3HUKHOBCHUH  YPE3BBIYAMHBIX  CUTyalluid B
polecce OpPraHu3alii CEPBUCHOTO OOCITYKMBaHUS
noTpeduTeNel Ha TPaHCTIOPTE, B TOM YHCie B cepe
BO3JIYLITHOTO TPAHCIIOPTA;

- HaBbIKAMU MPUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TE€XHOJIOTUI B
CEpBUCHOW  JIESITEJBHOCTM Ha TpPAHCHOpPTE B
YCIIOBUSAX B3aUMOJICUCTBHS C TOTPEOUTENSIMH, B TOM
YUCJI€ HMHTEPHET-MPOABUKEHUSI YCIAYr B Mpoliecce
OpraHu3aluu CEPBUCHOTO o0cITy>KUBaHUSs
noTpeOuTeNel Ha TPAHCTIOPTE, B TOM YHCIE B cdepe
BO3JIYIIHOTO TPAHCIOPTA; HABbIKAMU MNPUMEHEHUS
METOJAOB  y4acTusi B  pa3pabOTKE  CHCTEMBI
KJIIMEHTCKUX OTHOIIEHUN M OpraHu3aluy IMpolecca
00CITy>KUBaHUS noTpeouTenei Ha OCHOBE
NPUMEHEHHS 3aKOHOJATENIbHBIX aKTOB W IPAaBOBBIX
HOPM B IPOILIECCE OPraHU3aIMU CEPBUCHOTO

96




Kommerennmn

[Tokazarenun
OIICHUBAHMUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETECHITUI

Kpurepun oneHnBanus

oOcmy)KUBaHHS TOTPEOUTENICH HAa TpaHCIOpPTE, B
TOM dYnciae B cdepe BO3IYIIHOTO TPAHCIIOPTA;
HaBBIKAMHU TPUMCHEHHUS METOJOB ydacTUi B
COBEPIIICHCTBOBAHHUH CUCTEMBI KITMEHTCKHUX
OTHOIICHWH B  CEPBUCHOW  JIEATCILHOCTH  Ha
TPAaHCIIOPTE  C  MCIOJB30BAaHHUEM  HMHTCPHET-
TEXHOJIOTHIA B TPOIECCE OpPTaHU3aI[Mi CEPBHCHOTO
oOcIy)KMBaHMs TOTpeOUTENCH Ha TpaHCIOPTE, B
TOM YHCIIe B cepe BO3AYITHOTO TPAHCIIOPTA;

— HaBbIKaMHU MPUMCHCHUS METOJIOB
BJIaJICHUS TEOPETUYECKUMH 3HAHUSAMHU u
NPAKTUICCKUMHU TIPUEMaMHU YIIPABICHUS MMPOCKTaMU
B chepe oOCIyKMBaHHUS B MPOIECCE OpPraHU3alUH
CEepBHCHOTO  OOCTY)XMBaHUS MOTpeOWTENnel Ha
TpaHCIIOpTE, B TOM 4YHCIEe B cdepe BO3MYIIHOTO
TPAaHCIIOPTa; HABBIKAMH TNPUMEHEHHS METOJIOB
yIIPaBJICHHUS TYPUCTCKO-PEKpEallmOHHBIMH
NPOEKTaMH, METOJIbl TUTAHUPOBAHWSI 1 MOHUTOPHUHT
JeSTeIbHOCTH CEPBUCHOW KOMIIaHUM B  cdepe
TPaHCIIOpTa B IPOIIECCE OPraHU3allid CEPBHCHOTO
o0CITy’)kuBaHHS TIOTpeOHWTENIe Ha TpaHCHOpTE, B
TOM YHCIIe B c(hepe BO3YITHOTO TPAHCIIOPTA;

— HaBbIKAMU TIPUMEHEHUS METOJOB BBIOOpA
MaTepUATBHBIX  PECYpPCOB, OOOpYyIOBaHUS  JIJIs
OCYIICCTBJIICHHS] TpoIlecca CEPBUCA, MEXaHU3M
NPOBENIEHUS TIEPErOBOPOB €  KJIMEHTAaMHU  TI0
NPETCH3UOHHBIM CIIy4asiM M OMNpeNeNieHUus MPUYUH
BO3HUKHOBEHUS MIPETECH3UI B rpouecce
OopraHu3anuu CEPBHUCHOTO 00CTyKUBaHUS
noTpeduTeNel Ha TPaHCTIOPTE, B TOM YHCie B cepe
BO3YIIIHOTO TPAHCIIOPTA; HAaBBIKAMHU TPUMCHCHHUS
METOJIOB Pa3pabOTKM W WCIIOJIb30BAHUS THUITOBBIX

TEXHOJOTUYECKUX ITPOLECCOB, METO/IbI
dbopMHUpOBaHUST W  BHEAPCHHS KOPIOPATHUBHBIX
CTaHIapTOB 151 pErIaMeHTOB IIPOLIECCOB

oOcly>)kuBaHMsl MOTpeOUTEeNne Ha TpaHCHOpTeE,
HABBIKaMU TIPUMEHEHHSI METOJIOB B3aUMOJICHCTBUS C
KITUEHTaMU o OpraHu3aluu nporecca
00CITy>KUBaHUS noTpeodurenen B ctepe
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FOCTENIPUUMCTBA B TpOLIECCe  OpraHU3alluu
CEpPBUCHOTO  OOCIy)XMBaHUSl MOTpeOuTeneld Ha
TpaHCHOPTE, B TOM uucie B cdepe BO3AYUIHOTO
TpPaHCIIOPTa; HaBBIKAMH TPUMEHEHHUS TPeOOBaHUIA
MPOU3BOJCTBEHHON  JAUCHUIUIUHBI, TPaBWI  TIO
OXpaHe TpyJa W TOXKapHOW Oe30MacHOCTU TpH
OCYIIECTBICHHH TEXHOJOTHYECKOro TMpolecca B
poLecce OpraHu3aluu CEPBUCHOTO OOCITY)KMBaHUS
noTpeduTeNield Ha TpaHCIOPTE, B TOM 4YHCIie B cepe
BO3/YIIHOTO TPAHCIIOPTA;

— HaBbIKAMHM TIPUMEHEHHS METOJI0OB BbIOOpa
OpraHU3aAIMOHHBIX pelieHUuN g GhOopMUPOBAHUS
CEPBUCHOM CUCTEMBI o0CITy>KUBaHUS c
UCIIOIb30BaHUEM  METOJIOB  OpraHM3aluv |
yIOpaBIE€HUS  HUMYIIECTBEHHBIM  a’3pONOPTOBBIM
KOMIUJIEKCOM U aKTUBAaMU CEPBHUCHBIX MPEANPUATUN
HA  TpaHCIOpPTe B  TMpoIllecCe  OpraHu3aIiu
CEpBUCHOTO  OOCITy)KMBaHUS moTpeOuteneid Ha
TpPaHCHOPTE, B TOM uHcCIe B cdepe BO3AYIIHOTO

TPAHCIOPTA;

- HaBBbIKAMU IIPUMEHEHHUS METOJIOB
OCYIICCTBJICHHS] OPTaHU3AIMOHHOTO O0OCITYy>KHBaHUS
aBHALlMOHHOU UHGPACTPYKTYPHI u
OpPraHu3aIlMOHHOIO oOecreyeHus npouecca

CEPBUCHOTO OOCTYKMBAaHUS B adPOMOPTY U HA OOPTY
BO3JYIIHOTO CyJHAa B TMPOIECCE OpraHU3AINH
CEPBUCHOTO OOCIYXMBaHUS MOTpeOUTENeH Ha
TPaHCTIOPTE, B TOM YHCIe B cdepe BO3AYITHOTO
TpaHCTIOPTA.
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IIlkajia oeHNBAHUSA KYPCOBOM padoThI NIPH UCIOIb30BAHMHU 0AJIBHO-
PEeiTUHIOBOW OLIEHKH

HanMeHoBaHme 3Tana | MakcuMaiabHOE [IIkana onieHUBaHMSA
BBITIOJTHEHUST KYPCOBOM KOJINYECTBO
paboThI OajoB
Oran 1. Brimaua 3amanus
Ha KYypCOBYIO paboTy
0,5 6anna cHuMaeTcs 3a OIUOKY B
pacueTe mokaszares,
1 Gayur cHUMaeTCs 3a OTCYTCTBHE
KoHcynbranust Hay4yHOTO
pacyeTHOTO MoKa3aTes,
PYKOBOJIUTEIS 10
. 0,5 6amia cHUMaeTcs 3a OTCYTCTBHE
CTPYKTYpE KypCOBOM
a0O0ThI 10100 10 BRIBOAd,
P ’ Py 0,3 6ajuta cHUMaeTcs 3a
JUTEPATypbl H  TOPSJIKY .
2 HEKOPPEKTHBIN BBIBOJI,
BBITIOJIHEHUSI ~ KYPCOBOM .
0,2 6ajuta CHUMAaETCs 3a HEMOJIHBIN
paboThI
BBIBOJI,
0,2 6amta cHUMaeTcs 3a JOIMYIIEHHbIE
IrpaMMaTHYECKHE OMHUOKH.
0,1 6amta cHuMaeTcs 3a omuoKy B
3HAUCHUSIX ITOKa3aTeJIeH,
Ortamn 2. Beimoanenue 1 0,3 cHUMaeTcs 3a HETOJIHYIO
paszena KypcoBou 10 nHpopManmio,
paboTHI 0,2 cHuUMaeTCs 3a IOyIICHHBIC
opdorpaduueckue u rpaMMaTHIECKUE
OIIMOKH.
0,1 6anna cHUMaeTCs 3a OMUOKY B
3HAUCHUAX TTOKa3aTeNeH,
Otan 3. BeinosHeHue 2 0,3 cHUMaeTCs 3a HETOJIHYIO
paszena KypcoBou 15 uH(pOpMaIHIo,

paboTHI

0,2 cHumaeTcs 3a JOmyIIeHHbIC
opdorpaduueckue u rpaMMaTHISCKUE
OIIIMOKH.
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HanmenoBanwue sranma | MakcuManbHOE [ITkama oneHMBaHus
BBIIIOJIHEHUS KypPCOBOM KOJINYECTBO
paboThI OaioB

0,1 6amna cHUMaeTcs 3a OIUOKY B
3HAYCHHUAX MOKa3aTeleH,

Ortan 4. Beinoagenue 3 0,3 cHUMaeTCs 3a HEMOJIHYIO

pazzena KypcoBoi 15 uH(pOopMaIuIo,

paboThI 0,2 cHuMaeTCs 3a IOMYIICHHBIC
oporpaduueckue u rpaMMaTUIECKUE
OIITMOKH.
1-3 6ayta cHUMArOTCS 3a

. HEOPEKHOCTH 0(DOPMIICHHS TEKCTa,

Oopmrerte kypcosoit 10 1-2 Ié)iaﬂﬂa CHHM(EIOPTC;I 3a

paboThI
HEOPEKHOCTH O(hopMITeHUS
HCIIOJIb30BAHHBIX HCTOYHHUKOB

CBOCBDEMEHHOCTS 3a KaKIbId HpOC}Z)OT{eHHBIﬁ JICHb T10

BLIOHEHHS 10 HEYBaXUTEIbHOU MPUYNHE CHUMAETCS
0,5 Gayna.

Hroro BeINOTHEHNE 70

KypCOBO# paboOThI
5 0aJIOB — UCCIIEA0BATENbCKUA N
XapaKkTep;
5 0aJJIOB — aKTyaJIbHOCTh PabOTHI;
10 6aymIoB — OTBETHI HA BOIIPOCHI

3ammTa KypcoBO 30 YETKHE, SICHBIC U TOJTHBIC;

paboTHI 5 0aIoB — cUCTEMHAas
UHTEPIPETAINS MOJTYICHHBIX B
KypCOBOI paboTe pe3ylbTaToB;
5 GaioB — rpaMOTHOE BEJICHUE
MOJIEMHUKH.

Bcero no kypcoBoit 100

pabore:

IlepeBoa 62,1108 02/ILHO-PETUHIOBOM CHCTEMbI B OLICHKY
10 «aKaAeMHYeCKOi» HIKaJe

KoanuectBo 0215108 mo BPC

Onenka (Mo «akageMHu4ecKoi
mKaJe)

90 u Ooustee

5 — «oTnmuuHO»
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HaumenoBanue srana | MakcumanbHOe IIxana oneHUBaHUA
BBITIOJIHEHUS KYPCOBOM KOJINYECTBO
paboThI OaioB
75+89 4 — «XOpOIIO»
60+74 3 — «yIOBIETBOPUTEIBHO
meHee 60 2 — «HE yJIOBJIETBOPUTEIHLHO

XapakTepuUCTUKHA  IIKajdbl  OIECHUBAHMUS  TPOMEXKYTOYHOW  aTTECTAI[UU
NIPUBEICHBI HUXKE.

1. MakcuMalibHOE KOJHMYECTBO OauioB, TMOJYy4YeHHBIX 3a 3k3ameH — 30.
MunnManpHOE (3a4€THOE) KOJIMYECTBO OAITOB («3K3aMeH caan») — 15 Gamios.

2. Ilpu nHabope menee 15 0auioB - SK3aMEH CYMTAETCs HE CHAHHBIM I1O
NpPUYMHE HEAOCTATOYHOTO YPOBHS 3HaHWW. [IpW HeEyJOBIETBOPUTEIBHOW cade
9K3aMEH WJIM HESBKE MO HEYBAKMTEIILHOW NMPHYMHE Ha 3K3aMCH dK3aMEHAIlMOHHAs
COCTaBJISIIONIASsl TIPUPABHUBAETCS K HyIo. B 3ToM ciyuae oOydaromuiicss B
yctanoBiaeHHOM B CIIGI'Y I'A mopsinke o0s13aH nepeciath SK3aMeH.

3. OreHka 3a 9K3aMeH BBICTABIISETCS Kak CyMMa HaOpaHHBIX 0aJIOB 33 OTBETHI
Ha JIBa BOIIPOCA ¥ 32 BBITIOJHEHHE MPAKTUICCKOTO 3a/TaHU.

4. OTBETHI HA BOIIPOCHI OIEHUBAIOTCS CIIEIYIOIINM 00pa3oMm:

1 o6ann: oOydaromiuiicss maeT HENpPaBWIBHBIA OTBET Ha BONPOC, HE
JEMOHCTPUPYET 3HAHUH, YMEHHI W HABBIKOB, COOTBETCTBYIOIINX (DOPMHPYEMBIM B
IpoIecce OCBOCHISI AUCIUILTMHBI KOMITETEHITUAM (HET OTBETa Ha BOIPOC) MIIM OTKa3
OT OTBETA;

2 Oanna. OTBET OOydYarOIIerocss Ha BONPOC  HEYAOBJICTBOPHUTEICH,
oOydJaromuiicss TeMOHCTPpUPYET (dparMeHTapHbIE 3HAHHS B paMKax (OPMHUPYEMBIX
KOMIICTCHIIN, HE3HAHHE JICKIIMOHHOTO MaTepHala;

3 banna: oTBET 00YYAIOMIETOCS Ha BOIPOC HEYJAOBJICTBOPHUTEIICH, TpeOyeTcs
3HAYUTEIBHOE KOJMYECTBO HABOJSIINX BOMPOCOB, OOYYAIOIMIMIACS HE MOXKET
BOCIIPOM3BECTH M OOBSCHUTH OCHOBHBIC TIOJOXKEHUS BOMPOCA, JIEMOHCTPUPYET
cia0Oble 3HaHUS JIEKIIMOHHOTO MaTepHana;

4 6anna: oOy4aroUUics JEMOHCTPUPYET MHUHHMAIbHBbIC 3HAHUS OCHOBHBIX
MOJIOKEHHUH BOTIPOCOB B TIpeieNiaX JEKIIMOHHOTO MaTepraa;

5 6annos. OOydYarOMIHMICS NEMOHCTPUPYET 3HAHUS OCHOBHBIX TIOJIOKCHHIM
BONIPOCA, JIOTHYECKH BEPHO M3JaraeT CBOM MBICIH, MOKA3bIBA€T OCHOBBI YMCHHMA
MCITOJIb30BAHUS ATH 3HAHUS, MBITAsICh OOBSICHUTH UX Ha KOHKPETHBIX MMPUMEPax;

6 Oannos. OoOydarOMUICS JTEMOHCTPUPYET CHUCTEMATH3UPOBAHHBIC 3HAHMS
OCHOBHBIX TIOJIO)KCHHI BOIPOCA, JIOTMYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU
MBICJTH, OPUEHTHUPYETCS B €T0 IPOOIEeMaTHKE, TTIOKAa3bIBAET YMEHHUS UCIIOTH30BATh ATH
3HAHMSI, OMUCHIBAS PA3IMUHBIC CYIIECTBYIONINE B HAYKE TOYKH 3PCHHS Ha MPOOIeMy
Y TIPUBOJISI KOHKPETHBIC TTPUMEDHI;
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[/ 6annog. OOydalOIUUCS  JEMOHCTPUPYET JOCTAaTOYHO TIOJIHBIE U
CUCTEMATU3UPOBAHHBIC 3HAHUS, JIOTHUYECKH BEPHO M TPAMOTHO M3JIaracT CBOM MBICIIH,
YETKO ONHUCHIBACT MPOOJIEMATHKY BOIPOCA, OPHEHTHPYETCS BO BCEX TeMax
TUCITUIUIMHBI, TIOKa3bIBa€T YMEHHWS W HAaBBIKM HCIIONB30BaTh OTU 3HAHUS,
00OCHOBBIBasI CBOIO TOUKY 3PEHHUS HA MPOOJIEMY M MPHUBOJSI KOHKPETHBIC MPUMEPHI,
HO TpeOOBANINCH HABOSIINE BOTPOCH;

8 6annos: oOydarolmUicss TEMOHCTPUPYET IMOJHBIE U CHUCTEMATU3UPOBAHHbBIC
3HAHMSI, JJOTUYECKH BEPHO M TPAMOTHO H3JIaraeT CBOW MBICIH, YETKO OIHCHIBACT
mpoOJIeMaTHUKy BOMNPOCA, XOPOIIO OPHUEHTHUPYETCS BO BCEX TeMaX IUCIUTLINHBI,
MOKA3bIBAET YMCHHUS W HABBIKM HCIOJB30BAHMS DJTUX 3HAHWM, JENas BBIBOJIBI,
NPHUBOJIS CYIICCTBYIOIIME B HAyKE TOYKH 3PCHHS, CPAaBHUBAs WX CHIIBHBIC U CiaOble
CTOPOHBI, 00OCHOBBIBAsI CBOIO TOUKY 3PEHUS, MPUBOJISI KOHKPETHBIC TTPUMEDPHI;

9 6annos: oOydarOUUICS JIEMOHCTPUPYET TMOJHBIE U CUCTEMAaTH3WPOBAHHBIC
3HAHMS, JIOTHYECKH BEPHO M T'PAMOTHO H3JIaraeT CBOW MBICIIHA, YETKO OIMHUCHIBACT
npoOJIEeMAaTHKy BOMPOCA, XOPOIIO OPHUEHTHUPYETCS BO BCEX TeMaX JIUCIUTLIUHBI,
NOKAa3bIBACT YMCHHMS M HABBIKM HCIIOJIB30BAHUS JTHX 3HAHWUW, Jejias BBIBOJIBI,
IBITAsICh CaMOCTOSITEJIBHO pellaTh BBISIBICHHBIC MPOOJIEMBI, MPUBOAS KOHKPETHBIC
IPUMEPHI;

10 6annos: obyuaromuics AEMOHCTPUPYET MOJHBIC U CUCTEMAaTU3UPOBAHHBIE
3HAHMSI, JJOTUYCCKH BEPHO M TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OITHCHIBACT
npoOJieMaTHKy BOIIPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMaX AWCIHILIUHBL,
UCTIONB3YET ISl OTBETA 3HAHUS, TMOJTYYCHHBIE B APYTrUX IUCIUIUIMHAX, a TaKKe U
MHPOpPMAIMI0 U3 HCTOYHUKOB, HE YKa3aHHBIX B Kypce ITaHHOW JUCIMILTUHBI,
MOKa3bIBA€T YMECHHS W HaBBIKM HCIOJB30BaHUS DTHX 3HAHUH, Jenas BBIBOJIBI,
IBITAsICh CAMOCTOSITETIFHO W TBOPYECKU PEIIATh BBISABICHHBIC MPOOJIEMBI, PUBOJIS
KOHKPETHBIC PUMEPHI.

BeinosiHeHHE MpakTUUEeCKOro 3aaaHus (3 BONPOC) OLIEHUBAETCS CIEIYIOIIUM
obpazom:

10 6annos: 3ananue BoimoaHeHo Ha 91-100 %, pemieHue u OTBET aKKypaTHO
oopMJIeHBI, BBIBOJIbI OOOCHOBAHBI, JaHa TMpaBWIbHAS WU TIOJTHAS HHTEPIIPETAIUS
BBIBOJIOB, OOYYalOUIUICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3pPEHUS,
YBEPEHHO U MPABUIHLHO OTBEYAET HA BOIPOCHI MPETO1aBaATENS;

9 6annos: 3amanue BeimoiaHeHO Ha 86-90 %, permeHue M OTBET aKKypaTHO
oopMJICHBI, BBIBOJIbI OOOCHOBAHBI, JaHA TMpaBWIbHAS W TIOJHAS HHTEPIIPETAIUS
BBIBOJIOB, OOYYalOUIUICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3pPEHUS,
MPABWJIHLHO OTBEYAET HA BOMPOCHI MIPETIOIaBATEIIS;

8 6annos. 3anmanve BeIMoaHeHO Ha 81-85 %, Xom pemieHHs NPaBUILHBIMH,
HE3HAUNTEIbHBIC TIOTPEIIHOCTA B O(QOPMIICHWHU; TPABWIbHASI, HO HE TMOJHAS
WHTEPIPETANs BBIBOJIOB, OOYJAIONTUICS aeT MpaBUJIbHBIC, HO HE TIOJHBIC OTBETHI
HAa BOMPOCH  MPEMOJaBaTeNisd, WCIBITBIBAET HEKOTOPBhIC 3aTPYAHCHHUS B
WHTEPIPETAINN TTOTYICHHBIX BBIBOJIOB;

7 6annog. 3amanue BbIONHEHO Ha [74-80 %, Xom pelmieHHs MPaBUILHBIN,
3HAYUTEIBHBIC TOTPENTHOCTH B O(QOpPMIICHWHW; TpaBWIbHAs, HO HE IMOJHAS
WHTEPIPETANUs BBIBOJIOB, 00YJAIONTUICS aeT MpaBUIbHBIC, HO HE TMOJHBIE OTBETHI
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Ha BONPOCHI MPENOJABATENs, WCIHBITHIBAET OINPEJCICHHbIE 3aTPyAHEHUS B
MHTEPIPETALNN TOTYyYEeHHBIX BBIBOJIOB,

6 6annog: 3aJjaHue BBIOJHEHO 66-75 %, MOAXOJ K pELIeHUI0 MpaBUIIbHBIM,
€CTh OWIMOKH, O(OpPMIIEHHE C HE3HAYUTEIbHBIMU MOTPEIIHOCTAMM, HENOIHas
MHTEpIIpEeTalrs BHIBOJIOB, HE BCE OTBETHI HA BOMPOCH! MPEIOaaBaTeisl MpaBUIbHbIC,
HE CIIOCOOEH MHTEPNPETUPOBATH MOJTYyUYEHHbBIE BBIBOJIBI;

5 6annos: 3ananue BeIMoiaHEHO Ha 60-65 %, MOAXO0 K pElIEHUIO TPABUIIbHBIN,
€CTh OIIMOKHM, 3HAYUTEIbHBIE TMOTPEIIHOCTH NpU OQPOPMIIECHUH, HE TOJHas
MHTEpIpETalrs BHIBOJIOB, HE BCE OTBETHI HA BOMPOCH! MPEIOAaBaTeisl MpaBUIbHbIC,
HE CIIOCOOEH MHTEPIPETUPOBATH MMOTYYEHHBIE BHIBOIBI;

4 6anna: 3ananue BHIIOJIHEHO Ha 55-59 %, moaxoa K pelieHrIo MpaBUIIbHBIN,
€CTh OIIMOKM, 3HAYUTEIbHBIE TMOTPEIIHOCTA NpU OQPOpPMIICHUH, HE TOJHas
MHTEpIpEeTaIusl BEIBOJOB, HE BCE OTBETHI Ha BOIMPOCHI MPEMNO/IaBaATENs MPaBUIBHEIE,
HE CIIOCOOEH MHTEPIPETUPOBATH MOTYYEHHBIE BHIBOIBI;

3 6anna:. 3amanue BeIModHEHO Ha 41-54 %, pemieHuwe coaepkut rpyoObie
OlIMOKHU, HEaKKypaTHoe oQopMmieHHe paldoThl, HEMpaBWIbHAS WHTEPIpETALUs
BBIBOJIOB, OOY4YarOIIMICS 1aeT HEeMPaBUIbHBIE OTBETHI HA BOIIPOCHI IIPETOaBaATE;

2 o6anna. 3ananue BeiMosiHEeHO Ha 20-40 %,pemieHue coAepKUT TpyObIe
OlIMOKH, HeakKypaTHoe oQopMieHHEe padOThl, BBIBOJABI OTCYTCTBYIOT; HE MOXET
IPOKOMMEHTHPOBATH XOJI PEIICHUS 3a/1a4uH, TacT HEMPABUIbHBIE OTBETHI Ha BOIIPOCHI
IperoaBaTes;

1 6ann: 3aganue BbIMoOMHEHO MeHee, ueM Ha 20 %, perieHne colep XUt rpyonie
OIIMOKH, 00YJaIOUTUICS HE MOXKET MPOKOMMEHTHUPOBATH XOJI PEIICHMs 3a7add, He
crioco0eH chopMyIUPOBaTh BBIBOJIBI IO paboTe.

9.6 TumoBble KOHTPOJIbHbIE 3aJaHUA [JIA NPOBeJeHUS TEKYIIero
KOHTPOJISI U POMEKYTOYHOM aTTeCTALMHU 10 UTOraM 00y4YeHusl 1o AUCHUIIIHHE

2 kypc (3 cemectp)
Tema 1. Benenne B qucruruinny. OOIIHe MOHITHS CEPBUCHON JEATEIIBHOCTH
llepeuenb munogvix 6onpocos 0Jisi YCMHO20 ONpoca

1. [Ipeamer, coaepskanne TUCHUIUINHBI "CepBUCHAs I€SITEIBHOCTD .

2. OCHOBHbBIE TEPMUHBI U MTOHATHUS 110 JUCUUILIAHE.

3. Mertoauyeckre OCHOBBI M MEXAUCIUITIMHAPHBIN XapakTep Hay4YHOTO
aHaJI13a CEPBUCHOM JESATEIbHOCTH.

4, [Tonxom K WM3Y4YEHUIO CEPBUCHOW NEATEIHLHOCTH B pPaMKax «0O0IIecTBa
OTPEOJICHUS.

d. TeopeTnueckue OCHOBAaHMS  AHAJIN3a CEPBUCHOM  JEATEIBHOCTHU
MOCTUHYCTPUAIBHOTO OOIIECTBA.

6. Knaccuduxkanus yciyr u cepBUCHOM JESITEIIEHOCTH B HAYYHOM aHAJH3E.

1. Bubl cepBUCHOM E€STEIIBHOCTH.

8. TexHomoruu nmporecca CcepBUCa UM OCOOCHHOCTH  KIIMEHTCKUX
OTHOIIICHUH C y4eTOM TpeOOBaHUM MOTpeOuTeNs B chepe BO3AYIITHOTO TPAHCIIOPTA.

Q. [Icuxomoruyeckne 0COOCHHOCTH MOTPEOUTENS B MPOIIECCE CEPBUCHOU

NEeATEeNIbHOCTU B cepe BO3AYLIHOTO TPAHCIIOPTA.
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10. MeToapl NoMCKa, KPUTUYECKOIO aHAIM3a W CHUHTE3a WH(OpManuu B
MpoIIecCe OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

11. MexaHu3M CHCTEMHOTO IMOJX0JIa JJisi PEIICHUs MOCTAaBICHHBIX 3a/1ad B
MpoIlecCe OpraHu3aliy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTENel Ha TPAHCIIOPTE.

12.  Meroasl  TPUMEHEHHMS  CHUCTEMHOTO  TOAXOAa  JUIsi  pelIeHUs
MOCTaBJIEHHBIX 3aJad B TMPOIECCE OpraHu3alui CEPBUCHOTO OOCTY>KUBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

13.  Mertoasl OCyIIECTBICHUS COLIMATBLHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3alliid CEPBUCHOTO OOCITYKUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

14. Meronsl ompeAciieHUS W peaju3alid CBOEH polM B KOMaHJIE B
IpOoIIeCCEe OpraHU3aIluu CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

15. Meroasl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IMpoOIEcce
OpraHu3aIuy CEPBUCHOTO 00CITYyKUBaHUS MTOTpEeOUTENICH Ha TPaHCTIOPTE.

16. Mertoasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpa3usi oOIecTsa B
COITMAIBHO - HUCTOPUYECKOM, ITUUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEOUTENCH Ha TpaHCTIOPTE.

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

18. Metoapl pemieHHs MPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEW MEXKKYIbTYPHOT'O pa3HooOpasusi oOIIeCTBa B MPOIECCE OPTaHU3aIuU
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

19. Metoasl  co3maHus W MNOANACPKKH — O€30MacHBIX  YCJIOBHI
KU3HEJEATEILHOCTH, B TOM YHCIIe MTPU BO3ZHUKHOBEHUH YpPE3BBIYAWHBIX CUTYyaIlUd B
Ipolecce OpraHu3alui CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

20.  Metonpl  co3maHus MU TOAJACPKAHHS ~ OC30MACHBIX  YCIIOBHM
KU3HEJIEATEILHOCTH, B TOM YHCIIe NP BO3ZHUKHOBEHUH YPE3BBIUYAWHBIX CUTYaIlUl B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

21.  MeTtoabl co3manus U MOAACPKKH O€30MMaCHBIX YCIOBHIM 00CITYKHUBaHUS
MAacCaXUpOB, B TOM 4YHUCJIE TMPH BO3HUKHOBEHUU UYPE3BBIYAWHBIX CHUTyalluid B
MPOIIeCcCe OPTraHU3AIMK CEPBUCHOTO 0OCITYKMBaHUSI TOTPEOUTENEH HA TPAHCTIOPTE.

22. MeTonbl TPUMEHEHHS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOM JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YyCIyr B MpoIiecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

23. Metonbl y4yacTusi B pa3pabOTKE CHCTEMBbI KIMEHTCKUX OTHOIICHUH M
OpraHu3aliy TMporecca OOCTY)KMBaHHS TOTPEOUTENe HA OCHOBE MPUMEHEHUS
3aKOHOJIATEIHHBIX aKTOB W IMPABOBBIX HOPM B MPOIIECCE OPTraHU3AIMH CEPBHCHOTO
o0CIy>KMBaHMSI MOTpeOUTENEH HA TPAHCTIOPTE.

24, Metonpl ydacTUs B COBEPIICHCTBOBAHWUU CHUCTEMBI KIIMEHTCKUX
OTHOIICHWH B CEPBUCHON MESITEIHHOCTH Ha TPAHCIOPTE C HWCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHHW3AIMUd CEPBUCHOTO OOCITYKUBaHUS
noTpeduTelieil Ha TpaHCTOPTE.
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25. MeTonbl BIIANEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTHICCKUMHU
npueMaMu  yIpaBJIeHUS TPoeKTaMu B cdepe OoOCIy)KHBaHUS B  IpoIEcce
OpTaHM3alMU CEPBUCHOTO 00CTYKUBAHUS OTPeOUTENEH HAa TPAHCTIOPTE.

26. MeTonpl  ympaBIeHUS ~ TYPUCTCKO-PEKPEAIIMOHHBIMH  TPOCKTaMH,
METO/IbI IJIAHUPOBAHKS U MOHUTOPHHT JIEATSILHOCTH CEPBUCHOW KOMITAaHUU B chepe
TPaHCIIOpPTa B MPOLIECCE OPTraHU3alluK CEPBUCHOTO OOCIYKUBAaHUS MOTpeOHUTENeH Ha
TpaHCIIOpTe.

27. Metonpl BbIOOpa MaTepUalbHBIX PECYpPCOB, O0OOpyIOBaHUS IS
OCYIIIECTBJICHHS MPOIIeCcca CEPBHCA.

28. MexaHHW3M IPOBEACHHS NEPETOBOPOB C KIMEHTAMH TI0 MPETEH3MOHHBIM
CIy4assM U OTpEJEJICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpTraHU3allU CEPBUCHOTO 0OCTYKUBAHUS TOTPEOUTENIEH HA TPAHCTIOPTE.

29. Metonbl pa3paObOTKM W HCIIOIB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
IPOIIECCOB.

30. Meroapl (OpMHUPOBAHHUS M BHEAPCHUS KOPIIOPATHBHBIX CTAHIAPTOB M
pETIaMeHTOB MPOIECCOB OOCITYKUBaHUS TOTPEOUTENICH Ha TPAHCIIOPTE.

31. Meroapl B3aMMOJICHCTBHS C KIMCHTAMHU [0 OpraHW3alldy Ipoiecca
oOcCTy)XMBaHHs TOTpeOuTeNel B cepe rocTenpruuMCTBa B MPOIECCE OpraHHU3aIiH
CEpBHUCHOTO 00CITY>)KHBaHHS MTOTPEOUTENEH Ha TpaHCTIOPTE.

32. TpeOGoBaHWs TPOU3BOJCTBCHHOW JWCIUIUIMHBI, TMPABHJI [0 OXpaHE
TpyJa U MOXKapHOH 6€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOro Mpolecca
B IIPOIIECCE OpraHU3aliK CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEH Ha TPAHCIIOPTE.

33.  Metonpl BbIOOpa OpPraHM3alMOHHBIX peIICHWH s (popMHUpOBaHUS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHHS C HCIIOJIH30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJIEHUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM M aKTHUBAMH CEPBHCHBIX
NPENNPUATUN HA TPAHCIOPTE B MPOIECCE OPraHU3aIMU CEPBUCHOTO OOCTY>KUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

34. Meronpl  OCYIIECTBICHUS OpPraHU3alUOHHOTO o0CTy>KUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPraHU3alMOHHOrO oOecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAHUS B adpOMNOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCe
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peuenuss Ha NPAKMUYeCcKux 3aHamusax

[Ipennoxxute METONBI OCYIIECTBICHHUS OPTraHU3AIIMOHHOTO OOCTYKUBaHUS
aBUAIMOHHOW WHQPACTPYKTYpPHI C y4eTOM OOOCHOBaHHS BBHIOOpa BHIA CEPBUCHOM
JESITEHPHOCTH B KOHKPETHON OpraHU3aIIHH.

Tema 2. Yenyru u )KU3HEICATEIBHOCTD JIFOJICH B TPAIUIIMOHHBIX COOOIIEeCTBaX
llepeuenv munogvlx 60NPOCO8 OJisl YCMHO20 ONPOCaA

1. CornuanbpHble MPEANOCHIIKA BO3SHUKHOBEHUS U PA3BUTHS CEPBUCHOU
JESITETbHOCTH.

2. Huddepennmanys 3aHATANA U CONMAIBHBIX POJICH B MEPBOOBITHON
KyJbType U apXaudeCcKUX COOOIIEeCTBAX.

3. 3apo’kJIeHne U Pa3BUTHE YCIYT B OOIIECTBAX IPEBHETO MUPA.

4, VYcnyru B cpeIHEBEKOBOM 0011IecTBE 3araaHo EBpornsbl.
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5. OcHoOBBI quBepcU(PUKAIIMU CEPBUCHOU JIEITEIIBHOCTH B COOTBETCTBUHU C
OTHOKYJIbTYPHBIMH, HWCTOPUYECKUMH W PEIUTHO3HBIMU TPAIULIUSIMH B cdepe
BO3JIYIITHOTO TPAHCIIOPTA.

6. Metoapl MOMCKA, KPUTUUECKOTO aHAIM3a M CHUHTe3a WHGOpPMAIlUU B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

1. MexaHu3M CUCTEMHOTO MOJX0Jla JIJIsl PElIeHHs MOCTaBICHHBIX 3a/1ad B
MpoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

8. Metoasl  TPUMEHEHHS  CHUCTEMHOTO  MOAXoAa  JUIl  pelIeHUs
MOCTaBJIEHHBIX 3aJad B TMPOIECCE OpraHu3alli CEPBUCHOTO OOCTY>KUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

9. Metoabl OCYIIECTBICHUS COLMAIBHOTO B3aUMOJICHCTBUS U peaM3alluu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3allid CEPBUCHOTO OOCITYKHBAHUS
noTpeduTenel Ha TPaHCIIOPTE.

10. Meroasl ompeAciieHUST W peaju3allid CBOEH poJM B KOMaHJIE B
IpoIIeCcCe OpraHU3aIluu CEPBUCHOTO O0CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

11. Meroasl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IpoOIEcce
OpraHu3aIiy CEPBUCHOTO 00CITYKUBaHUS MTOTpeOUTENICH Ha TpaHCTIOPTE.

12.  Mertoasl BOCHPHUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpas3usi oOIecTsa B
COITMAIBHO - HUCTOPUYECKOM, ITUUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

13. Meroasl npuMeHEHUsT OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3zHOOOpasus
oOIiecTBa B MpOIECCe OpPraHM3allui CEPBUCHOTO OOCITY)KUBAHUS MOTpPEOUTEIEH Ha
TpaHCIIOPTE.

14, Meronsl pemieHusT TMPOW3BOJCTBEHHBIX KOH(DJIUKTOB C  y4yeTOM
O0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpa3us OOIecTBa B MPOIECCe OpraHu3aIluu
CEPBUCHOT'O OOCTY)KMBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

15. Meronsl CO3IaHU u MOAEPKKH 0€e30I1aCHBIX YCIIOBUM
KU3HEACATEILHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUH YPE3BBIYAHBIX CUTYyalluil B
Ipoliecce OpraHu3aIui CEPBUCHOTO 00CITYKUBaHMsI IOTpeOUTENel Ha TPAHCIIOPTE.

16. Meronsl co3maHus W TOAJEpKAHUS ~— OE30MACHBIX  YCJIOBHUU
KU3HEACATEILHOCTH, B TOM YHUCJIC IIPU BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTeNel Ha TPAHCIIOPTE.

17.  Mertoasl co3qaHus ¥ MOMACPKKH OC30IaCHBIX YCIIOBHM OOCTYKUBaHHS
MacCaXMPOB, B TOM YHCJE IPHU BO3HUKHOBCHHWH YPE3BBIYANHBIX CHUTYyallud B
MPOIIeCCe OpraHru3aIliy CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENel Ha TPAHCIIOPTE.

18. Meronsl mnpHMEHEHHUS KIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B
CEpPBHCHON JICATEIBHOCTH Ha TPAHCIOPTE B YCIOBUSIX B3aUMOJCUCTBUS C
MOTPEOHUTENIIMU, B TOM 4YHCJAE HWHTEPHET-TIPOABMIKEHHSI YCIyr B IIporecce
OpraHu3aIuy CEPBUCHOTO OOCTYKMBaHUS MOTPEOUTENICH HA TPAHCTIOPTE.

19. Meroasl yyacTus B pa3pabOTKEe CHCTEMBI KIMEHTCKHUX OTHOIICHUH H
OpraHu3aiuy mporecca OOCIY)KUBaHMS TMOTpeOUTENeH Ha OCHOBE MPUMEHEHUS
3aKOHOJIATEIIFHBIX aKTOB M IPABOBBIX HOPM B MPOIECCE OpraHU3AIMU CEPBHCHOTO
o0city>kuBaHMs OTpeOUTeNe Ha TPAHCTIOPTE.

20.  MeTonpl y4acTHS B COBEPIICHCTBOBAHHUH CHCTEMBI  KJIMEHTCKHX
OTHOIIICHWN B CEPBUCHOM JIESITEILHOCTH HAa TPAHCIIOPTE C MCIIOJIb30BAHUEM
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WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHM3AIMd CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeei Ha TpaHCTIOPTE.

21. MeTonbl BIIANEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTHICCKUMHU
mpueMaMu  yIpaBJIeHUS TPoeKTaMu B cdepe OoOCIyKHBaHUS B  IpoIecce
OpraHu3alliy CEPBUCHOTO 0OCITY)KMBaHUS MOTPEOUTENICH HAa TPAHCIIOPTE.

22. Metonpl  ympaBIeHUS  TYPUCTCKO-PEKPEAIIMOHHBIMH  TPOCKTaMH,
METO/IbI IJIAHUPOBAHMS U MOHUTOPHHT JIEATEILHOCTH CEPBUCHOW KOMITAaHUU B chepe
TPAHCIIOPTa B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITY)KHBaHUS TIOTPEOUTENICH Ha
TPaHCIIOPTE.

23. Metonpl BbIOOpa MaTepUalbHBIX PECYpPCOB, 00OpYyIOBaHUS  JJIs
OCYIIIECTBJICHHS MPOIIeCcca CEPBHCA.

24.  MexaHHW3M IPOBEACHHS NEPETOBOPOB ¢ KIMEHTAMH 10 IMPETEH3MOHHBIM
CIy4assM U OTpEJCICHUS TPUYMH BO3HUKHOBEHHS TPETEH3WH B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITYy)KMBAHUS NOTPEOUTEINICH HA TPAHCTIOPTE.

25. Metonabl pa3pabOTKM W HCIIOIB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
POILIECCOB.

26.  Metonbl GOpMHpPOBAaHUS W BHEAPEHUS KOPIIOPATHBHBIX CTAaHAAPTOB H
PETJIaMEHTOB MIPOIIECCOB 0OCITY)KMBaHUS TTOTPEOUTENICH HAa TPAaHCIIOPTE.

27. MeToabl B3aWMOJICHCTBHS C KJIMCHTAMHU 110 OpraHM3alldy Ipoiecca
oOCy)KMBaHMs TIOTpEOUTENIeH B cdepe TOCTCIPUUMCTBA B IMPOIIECCE OpPTraHU3aIluu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

28. TpeOoBaHusi NPOU3BOJCTBEHHOW JUCLUMIUIMHBI, MpPaBUJI IO OXpaHe
TpyJa U MOKapHOH 6€30MacCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTro Mpolecca
B IIPOIIECCE OpraHU3alMK CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEH Ha TPAHCIIOPTE.

29. Metonpl BBIOOpa OpraHU3AlMOHHBIX pEHIEHUH IS (HOPMHUPOBAHUS
CEPBHUCHOW CHUCTEMBI OOCITYXMBaHHS C HCIIOJIH30BAHUEM METOJOB OpPTaHU3AIMH U
yIPaBIEHUS UMYIIECTBEHHBIM a’pOMOPTOBBIM KOMILJIEKCOM M aKTHMBAMU CEPBUCHBIX
NPENNPUATUN HA TPAHCIOPTE B MPOIECCE OPTraHU3aIMU CEPBUCHOTO OOCTYKUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

30. Meronsl OCYIIECTBIICHUS OpraHU3aIMOHHOTO o0CITyKUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTaHHU3AIMOHHOTO obecrmeueHus mpoliecca
CEPBUCHOTO OOCTYKUBAHUS B adpOIMOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peuerust Ha NPAKMULeCcKUx 3aHamusax

[Ipennoxxkure Meroasl GOPMHUPOBAHUS W  BHEAPEHHUS  KOPIIOPATHUBHBIX
CTaHJApTOB M PETJIAMEHTOB TMPOIECCOB OOCTY)KMBAaHUS TMOTpeOUTENEH C yd4eToM
000CHOBaHMS BBIOOpA CONMAITBHBIX TPEANOCHUIOK BO3HUKHOBEHUS W Pa3BUTHSA
CEPBHUCHOM JEATEIBHOCTH B KOHKPETHON OpTraHU3alUN.

Tema 3. Yciyru u cepBHUCHAS IEATETLHOCTh B HHIYCTPHAIBEHOM O0IIIECTBE
llepeuenv munogvlx 80NPOCO8 OJisl YCMHO20 ONPOCa

1. CornuanbHO-9KOHOMUYECKasT XapaKTEPUCTUKA COBPEMEHHOTO 00IIIEeCTBa.
2. VYcenyru B COBpeMEHHOM OOIIECTBE.
3. Ycayru B iHIYCTPUAIIBHOM MTPOU3BOICTRBE.
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4, BiusHue  WMHOYCTPHAIBHOTO  IPOM3BOACTBA  HA  CEPBHUCHYIO
NEeATENBHOCTb.

5. CepBuCHas IeATEILHOCTh B Pa3BUBAIOIINXCS CTPaHAaX.

6. CepBucHass JNEATETLHOCTh B Pa3BUBAIOIIMXCS CTpaHax B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

7. OCHOBHbBIE NICUXOJOTUYECKHUE 0COOCHHOCTH MOTPEOUTENS B IIPoIiecce
CEpBUCHOM JESITEIIBHOCTH.

8. MeTonbl MOMCKa, KpUTHIECKOTO aHaIM3a U CHHTEe3a WH(OpPMAIUHU B
MPOIECCEe OpPTaHU3aIMU CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENICH HAa TPAHCIIOPTE.

Q. MexaHu3M CHCTEMHOTO MOJX0/a JUIS PEIICHUS MOCTABICHHBIX 33/1a4y B

poIIeCcCe OpraHU3aIuu CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

10. MeToapl NPUMEHEHHST  CHUCTEMHOTO  TOJAXO0JAa Il PCIICHHS
MOCTABJICHHBIX 3a7ad B TMPOIECCEe OpraHu3allid CEPBUCHOTO OOCITY>KUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

11. Metoasl OCYIIECTBICHUS COIIUATBLHOTO B3aUMOJICUCTBUS U PeaTu3aiiu
CBOEH pPOJMM B KOMaHAE B MPOLECCEe OpraHU3aIliud CEPBUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

12.  Meronasl ompeAcieHUS W peaju3alid CBOEH poJM B KOMaHJIE B
IpoIIeCcCe OpraHU3aIluu CEPBUCHOTO 00CITYKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

13. Meroasl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IpoOIECce
OpraHu3aIliy CEPBUCHOTO 0OCITYyKUBaHHS MTOTPEOUTENICH Ha TPAHCTIOPTE.

14,  Mertoasl BOCHPHUATHS MEXKKYJIBTYPHOTO pa3HOoOpas3usi oOIecTsa B
COITMAIBHO - HUCTOPUYECKOM, 3THUUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCe
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBaHHS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

15.  Meroasl npuMeHeHUsT OCOOCHHOCTEW MEXKYJIbTYpPHOTO pa3zHOOOpa3us
oOIecTBa B MpOIECCe OpPraHM3allui CEPBUCHOTO OOCITY)KUBAHUS MOTPEOUTEICH Ha
TpPaHCIIOPTE.

16. Meroasl pemieHUsT TPOU3BOJACTBEHHBIX KOH(DJIMKTOB C  y4eTOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pPa3HO0Opa3ust OOIIECTBa B MPOIIECCE OPTaHU3AINH
CEPBUCHOT'O O0CTYKMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

17. Mertoanl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUM
KU3HEACATEILHOCTH, B TOM YHUCJIC TP BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MpoIIeCCe OpraHru3aIlii CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENel Ha TPAHCIIOPTE.

18. Meronsl co3maHus W TOJJEpKAHUS ~— OE30MACHBIX  YCJIOBHUH
KU3HEACATEILHOCTH, B TOM YHUCJIC TP BOSHUKHOBCHUH YPE3BBIYANHBIX CUTYyaIluil B
MpoIIeCCe OpraHru3aIliid CEPBUCHOTO 00CITYKUBaHMS TIOTpeOUTENel Ha TPAHCIIOPTE.

19. Meroasl co3maHus ¥ MOACPKKH OC30MACHBIX YCIIOBHM OOCTY>KUBaHHS
MMacCaXMPOB, B TOM YHCJAE TNPH BO3HUKHOBCHWU YPE3BBIYANMHBIX CHUTYyallud B
MPOIECCEe OPraHu3aIMu CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPaHCIIOPTE.

20.  MeTonpl TpUMEHEHHS KIMCHTOOPHUECHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBHUCHOM JICATEIBHOCTH HAa TPAHCIIOPTE B YCIOBHUSAX B3aWMMOJICUCTBUS C
MOTPEOUTEIIMH, B TOM 4YHCJAE HWHTCPHET-TIPOABMIKEHHS YCIyr B IIpoIecce
OpraHH3aIliy CEPBUCHOTO OOCITYKUBAaHMS MTOTPEOHUTEIICH Ha TPAHCTIOPTE.

21. Metonpl ydactus B pa3pabOTKE CHUCTEMBl KIIMEHTCKHX OTHOIICHHH M
OpraHM3aIiy Ipolecca oOCITy)KUBaHHS MOTPEOUTENICH HAa OCHOBE NMPHUMCHCHUS
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3aKOHOJATEIBHBIX aKTOB W IMPABOBBIX HOPM B TPOIIECCE OPTaHU3AIHNHA CEPBUCHOTO
oOCIy)KMBaHHS OTPEOUTENEH HA TPAHCTIOPTE.

22. MeTonpl ydacTUs B COBEPIICHCTBOBAHWUU CHUCTEMBI KIIMEHTCKUX
OTHOIIICHWH B CEPBUCHON JESITEIHHOCTH Ha TPAHCIOPTE C WCIOIb30BaHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHM3aIllMd CEPBUCHOTO OOCITYKUBaHHUS
noTpeduTeei Ha TpaHCTIOpTe.

23. MeTonbl BIIAICHUS TEOPETUYSCKHUMH 3HAHUSAMH W TPAKTHYCCKUMH
npyueMaMu  yIpaBJIeHUS TPOeKTaMH B cdepe O0OCIy)KMBaHUS B  IpoIiecce
OpraHu3alliy CEPBUCHOTO 00CITYy)KMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

24, Metonpl  ympaBlICHUS  TYPUCTCKO-PEKPEAIIMOHHBIMH  TPOCKTaMH,
METOJIbI TJIAHUPOBAHMSI U MOHUTOPHHT JEATCILHOCTH CEPBUCHOW KOMITAHUU B chepe
TPAHCIIOPTa B MPOIIECCE OPTraHU3AIUU CEPBUCHOTO OOCITY)KHBaHUS TIOTPEOUTEIICH Ha
TPaHCIIOPTE.

25. Metonbl BeIOOpa MaTepUalbHBIX PECYpPCOB, 0OOpYyIOBaHUS IS
OCYIIIECTBJICHHSI MPOIIecca CEPBHCA.

26. MexXaHHW3M IPOBEACHHS NEPETOBOPOB C KIMECHTAMH IO IMPETEH3MOHHBIM
CIy4astM U ONpEJCICHUS TPUYMH BO3HUKHOBEHHMS TMPETEH3WH B Ipolecce
OpraHU3alliy CEPBUCHOTO 00CITY)KMBaHUS OTPEOUTEIICH HAa TPAHCTIOPTE.

27. Metonbl pa3paObOTKM W HCIIOJIB30BAHUS THUIIOBBIX TEXHOJIOTHYCCKUX
TPOIIECCOB.

28. Metonbl ¢hopMHpOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
PETJIaMEHTOB MPOLIECCOB 0OCITY>KMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

29. MeTonbl B3aMMOJEHCTBUS C KJIMEHTAaMHU [0 OpraHU3allMy Ipoliecca
oOcny>KMBaHMs TIOTpeOuTeNel B cdepe rocTenpuUMCTBA B IMPOIIECCE OpraHU3aIuu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

30. TpeGoBaHus NPOW3BOACTBCHHOW JUCIMILUIMHBI, IPABUI IO OXpaHE
TpyJa U MOKapHOH 0€30MaCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHYECKOTro Mpolecca
B IIPOIIECCE OpraHU3alMK CEPBUCHOTO OOCTYKMBaHUSI MOTpeOUTENEH Ha TPAHCIIOPTE.

31. Metonpl BbIOOpa OpPraHM3alMOHHBIX pEHMICHWH I (opMHUpOBaHUS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHHS C HCIIOJIb30BAHUEM METOJOB OpPraHU3AIMH U
VIPABICHUS UMYIIECTBEHHBIM a3POMOPTOBBIM KOMIUIEKCOM U aKTHBAMHU CEPBUCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOLIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITYKHBAHUS
noTpeduTeneil Ha TpaHCTIOPTeE.

32. Meronpl  OCYIIECTBICHUS OpPraHU3alUuOHHOTO 00CTy>KUBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTaHHU3AlMOHHOTO obecreueHus mpoliecca
CEPBUCHOTO OOCTYKUBAHUS B adpOMOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCE
OpraHu3alliy CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvie cumyayuorHvle 3a0anUsl 015 peuerust Ha NPAKMULeCKUX 3AHAMUAX

[Ipennmoxxute  METOABI  BBIOOpA  OPTaHM3AIMOHHBIX  PEIICHUHA IS
(dbopMupOBaHUS CEPBUCHON CHCTEMBI OOCITY)KUBAHUS C y9eTOM 000CHOBaHUS BhIOOpa
BIUSHUS WHAYCTPUATBHOTO TPOM3BOJCTBA HA CEPBHUCHYIO J€ATEIHHOCTH B
KOHKPETHOM OpraHU3alUu.

Tema 4. Pa3Butue yciyr U CEpBUCHOM JESTEIBHOCTH B POCCUHCKOM OOIIECTBE
Ha TPaHCIIOPTE, B TOM 4KCIie B cepe BO3IYLUIHOTO TPaHCIIOPTa
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Ilepeuens munosvix 60npocos 0Jisl yCMHO20 ONpoca

1. OOBbeKTUBHBIE (PAKTOPHI Pa3BUTHA XO35MUCTBOBAaHUS U yciIyr B Poccun.

2. Ponb rocynapcTBEHHBIX MEXaHU3MOB B Pa3BUTHUH YCIIYT.

3. Ponb rocygapcTBEHHBIX MEXaHU3MOB B Pa3BUTUHU YCIYT HA TPAHCIOPTE,
B TOM 4Hciie B cepe BO3AYLIHOrO TPAHCIOPTA.

4, OtedecTBEeHHBbIE YCIYTM Ha TpaHCIOpTE, B TOM uyucie B cdepe
BO3JIYIIIHOT'O TPAHCHOPTA: OT TPAAUIIMOHHBIX (POPM K COBPEMEHHBIM.

S. YpoBeHb KHU3HU HaceleHus U cepa oOCIyKMBaHUS B COBETCKHU U
IIOCTCOBETCKUH ITEPUOJIBI.

6. Mexanu3m paboOThl B KOHTAaKTHOW 30HE C MOTPEOUTEIEM, METOAMKA

KOHCYJIbTUPOBAHUS, COTJacoBaHMsl BuUja, (GOpMBI M TMpolecca CcepBuUca Ha
TpPaHCIIOPTE, B TOM YKCJIE B chepe BO3IYIITHOTO TPAHCIIOPTA.

7. Metoasl TOMCKA, KPUTUUECKOTO aHAIM3a M CHUHTe3a HHGOpPMAIlUU B
IpoIIeCcCe OpraHU3aIluu CEPBUCHOTO O0CITyKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

8. MexaHu3M CHCTEMHOTO TMOJX0/1a JIJIsi PEIICHHs MOCTaBISHHBIX 3a/1ad B
IpoIIeCCe OpraHU3aIlui CEPBUCHOTO O0CITYKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

Q. Mertoasl  TPUMEHEHHS  CHCTEMHOTO  TOJAXoAa  JUIi  pelleHUs
MOCTABJICHHBIX 3a7ad B TMPOIECCEe OpraHU3alldd CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

10. Metoasl OCYIIECTBICHUS COIIUATBLHOTO B3aUMOJICUCTBUS U PeaTu3aiiiu
CBOCl poiiM B KOMaHIE B IMPOIECCE OPTraHM3alMU CEPBHCHOrO OOCIYKHUBaHUS
notpeduTenel Ha TpaHCIIOPTeE.

11. Metoasl ompeneneHuss U peaju3allik CBOEH poJIi B KOMaHAE B
npolecce opraHu3aliyd CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

12. Metoasl obecriedeHHUs] COLMAIBHOTO B3aMMOJCKHCTBUS B Ipollecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENeH HAa TPAHCTIOPTE.

13.  Meroasl BOCHPHUATHS MEXKKYJIBTYPHOTO pa3HOOOpas3usi oOIiecTsa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS MOTPEOUTENIeH Ha TPAHCTIOPTE.

14,  MeToasl NMpUMEHEHUSI OCOOCHHOCTEH MEXKYIbTYPHOTO pPa3zHOOOpa3us
oOIecTBa B MPOIIECCE OPraHU3aIli CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TPaHCIOPTE.

15. Metoasl pemieHWs MPOW3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3Ho0Opasusi oO0IIeCTBA B MPOIECCE OPTaHU3AIUU
CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

16. Meroxasl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUI
KU3ZHEACATEIbHOCTH, B TOM YHUCJE MPU BOBHUKHOBEHUU YPE3BbIYAWHBIX CUTYyallui B
MpOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

17. Mertonpl  co3maHud W TOAAEpKaHUS ~ O€30MacCHBIX  YCIOBUM
KU3ZHEACSATEIbHOCTH, B TOM YHUCJIE MPU BOBHUKHOBEHUU UYPE3BbIYANHBIX CUTYyallui B
MpOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

18. MeToasl co3manusi U MOMAEPKKH OC30MACHBIX YCIOBUH 0OCITYKHUBaHUS
MacCa)KUPOB, B TOM YHUCJIE MPU BO3HUKHOBEHUU YPE3BBIYANHBIX CUTyallUd B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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19. MeToasl NPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOM JESITCIHLHOCTH Ha TPAHCIIOPTE B YCJIOBUAX B3aUMOJICHCTBUSA C
MOTPEOUTEISIMU, B TOM YHCJIC€ WHTEPHET-TIPOABMKEHUS YCIYT B MpoIecce
OpTaHU3alMU CEPBUCHOTO 0OCTYKUBAHUS OTPeOUTENEH HAa TPAHCTIOPTE.

20. Metonpl yuactus B pa3pabOTKE CUCTEMbl KIMEHTCKUX OTHOIICHUH M
OpraHM3alMy TIpolecca OOCTYyXHBaHUS TOTpeOuTeNneld Ha OCHOBE NPHUMEHEHUs
3aKOHOJATEIPHBIX aKTOB M IMPABOBBIX HOPM B IPOIECCE OPraHU3aIMH CEPBHCHOTO
oOCITy>)KHBaHHS MTOTPEOUTENEH Ha TPaAaHCTIOPTE.

21. MeTonpl ydacTUs B COBEPIICHCTBOBAHWUU CHCTEMBI KIIMEHTCKUX
OTHOIIICHWH B CEPBUCHOH JICSITCIILHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
UHTCPHET-TEXHOJIOTUHA B TPOIIECCE OpPTraHMU3aIlMM CEPBHCHOTO  OOCITYKHBaHUS
notpeOuTeNnel Ha TPAaHCTIOPTE.

22.  MeTonbl BIIAJICHUS TEOPETUYECKHUMH 3HAHUSAMH W TPAKTHYCCKUMH
nprueMaMHu  YIpaBJICHUS TPOEKTaMH B cdepe OoOCIy)KMBaHUS B  IpoIecce
OpTaHM3aIMU CEPBUCHOTO 0OCTYKUBAHUS TIOTPEOUTENICH HA TPAHCTIOPTE.

23. MeTonpl  ympaBlIGHHUS  TYPUCTCKO-PEKPCAIIMOHHBIMH  TPOCKTaMH,
METOJIbI TJIAHUPOBAHMSI U MOHUTOPHHT JEATECILHOCTH CEPBUCHOW KOMITAHUU B chepe
TPaHCIIOpPTa B MPOLIECCE OPTraHU3alluK CEPBUCHOTO OOCIY)KWBAaHUS MOTpEOHUTENCH Ha
TpaHCIIOpTe.

24.  Metonpl BbIOOpa MaTepUANbHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIECTBIJICHHSI MPOIIEcca CEpPBUCA.

25. MexaHM3M MPOBEJACHHS MEPETOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
ClIy4assM U OMpeJeleHUs MPUYMH BO3HUKHOBEHHS TMPETEeH3Wl B mpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAHCTIOPTE.

26. Metonbl pa3pabOTKM W HCIOJB30BAHUSA THUIOBBIX TEXHOJIOTHUECKUX
IIPOIIECCOB.

27. Metonbl ¢hopMHpPOBaHUS U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB U
PETJIAaMEHTOB MPOLIECCOB 0OCITY>KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

28. MeTonbl B3aMMOJEHCTBUS C KJIMEHTAMHU [0 OpraHHU3allMy Ipoliecca
oOciy>)kuBaHHs TIOTpeOuTENe B chepe rocTenpuuMcTBa B MPOIECCE OpraHU3aIluu
CEPBHUCHOTO OOCITYKMBaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

29. TpeOoBaHusi TPOM3BOJCTBEHHOW UCIMIUIUHBI, MPaBUJI IO OXpaHEe
TpyJa U MOKapHO#H 0€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTr0 MpoIecca
B IIPOILIECCE OPTaHU3AIMK CEPBUCHOTO 00CTY>KUBAHUS TOTPEOUTENCH HA TPAHCTIOPTE.

30. Meronpl BbIOOpa OpPraHU3AIMOHHBIX PEIICHWA i (QopMUPOBAHHS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHHs C HCIIOJIH30BAHUEM METOJIOB OpPTaHU3AIMHA U
YIPABJICHUS UMYIIECTBEHHBIM a3pPOMOPTOBHIM KOMIUIEKCOM M aKTHBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTAHMU3AIMU CEPBUCHOTO OOCITYKHBAHUS
MoTpeOuTeNei Ha TPAHCTIOPTE.

31. Meronpl  OCYHIECTBICHUS  OPTaHU3AIMOHHOTO 00CTy>KUBaHUS
aBUAIMOHHOW WHOPACTPYKTYpPhl W OPTaHHU3AIMOHHOTO oOOecmeueHus mpoiecca
CEPBUCHOTO OOCTY>KHBAHUS B adPOMOPTY U HA OOPTY BO3AYIIHOTO CYyAHA B TPOIECCE
OpraHu3aliy CEPBUCHOTO 0OCITYKMBaHUS MTOTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvle cumyayuonHwvle 3a0anUs 015 peuenusl Ha NPAKMUYECKUX 3aHAmusax
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[Ipennoxxutre MeToabl BbIOOpa MaTEpHATBHBIX PECYpPCOB, 00OPYIOBaHUS IS
OCYIIECTBIICHHSI TIpollecca CEpBUCAa C Yy4eTOM OOOCHOBaHHUS BBIOOpA BIIMSHUS
rOCY/IapCTBEHHBIX MEXaHM3MOB Ha MPOLECC Pa3BUTUS YCIYyr HAa TPAHCHOPTE B
KOHKPETHOM OpraHu3aluu.

Tema 5. CoBpeMeHHOE CEpBUCHOE OOIECTBO: OCOOCHHOCTH CTAHOBJICHUS U
MEePCIIEKTUBBl Pa3BUTHUSI HA TPAHCIOPTE, B TOM 4Yuciae B cdepe BO3AYIIHOTO
TpaHCIopTa

Ilepeuenv munoswix 60npocoe 0Jisl yCMHO20 ONpoca

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

2. Nutencudukanus MexayHapoaHOro oOMeHa yclyraMu Ha TPaHCIIOPTeE,
B TOM 4HCJIe B c(hepe BO3AYIITHOTO TPAHCIIOPTA.

3. DKOHOMHUYECKHUE U COIMATIbHBIC ACTIEKThl CEPBUCHOM JEATEIbHOCTU Ha
TpPaHCIIOPTE, B TOM UUCIie B chepe BO3IYITHOTO TPAHCTIOPTAa COBPEMEHHOTO THIIA.

4, CoBpeMeHHBIE CYOBEKTHI CEPBUCHOM JIESATEILHOCTH HAa TPAaHCIIOPTE, B
TOM 4HCJIe B c(hepe BO3AYITHOTO TPAHCIIOPTA.

5. N3menenue kputepueB 3PpHEKTUBHOCTH CEPBUCHOM JEATEIBHOCTU HA
TpPaHCIIOPTE, B TOM YKCJIC B chepe BO3AYIITHOTO TPAHCIIOPTA.

6. OCOOEHHOCTH U TIEPCIICKTUBBI PAa3BUTUSI CEPBUCHOW JIESITEIBHOCTH Ha
TPAaHCIIOPTE, B TOM YHCIIE B c(hepe BO3IYIIHOTO TpaHCIIOpTa B COBpeMeHHoM Poccun.

7. JuBepcudukanuss CEpPBUCHOM JESITEIIBHOCTH B COOTBETCTBUH C
ATHOKYJIbTYPHBIMU, UICTOPUYECKUMH U PEITUTUO3HBIMU TPAAULIUSIMHU OOIIECTBA.

8. MeTonbl MOMCKa, KPUTHIECKOTO aHalM3a U CUHTE3a WH(OpMAIUH B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

Q. MexaHu3M CHCTEMHOTO MOAXOJa JJIS PelIeHUs MOCTaBICHHBIX 3a/1a4 B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

10. MeToapl NOpPUMEHEHHS  CHUCTEMHOTO  TMOAXOHa Il  PEIICHHS
MOCTABICHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCTYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

11. Mertoapl OCyHIECTBICHHS COLIMATBHOTO B3aUMOJICUCTBUS U peaTnu3aluu
CBOEH pOJM B KOMaHAE B MPOLIECCE OpraHU3allMd CEPBUCHOIO OOCIYKHBaHUS
noTpeduTeneil Ha TpaHCTIOPTE.

12. Metoasl ompeneneHUs W peaqu3allk CBOEH pOJIM B KOMAaHAE B
MPOoIIeCcCe OpTraHU3aIMK CEPBUCHOTO 00CITY)KHMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

13. Meronsl obecrniedeHUs COIMAIBLHOTO B3aUMOJICHCTBUS B IPOIECCe
OpraHu3alUy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

14. Mertoasl BOCHPUSATHS MEKKYJIBTYPHOIO pa3zHOoOpa3usi oOlIecTBa B
COIMAJIEHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3aluu CEPBUCHOTO 00CITYKMBAHUS MOTpEeOUTENIeH Ha TPaHCTIOPTE.

15.  Mertoabl mpuUMEHEHUS OCOOCHHOCTEH MEXKYJIbBTYPHOI'O pa3zHOOOpasus
oOl1iecTBa B MPOIECCE OpPraHU3allUl CEPBUCHOIO OOCIY>KUBaHUS MOTpPEOUTENEH Ha
TpaHCIIOPTE.
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16. Metoapl pemieHHs MPOU3BOACTBEHHBIX KOH(MIMKTOB C  YYETOM
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO pa3HOOOpa3usi 00IIECTBAa B MPOIIECCE OpraHU3aIun
CEPBUCHOTO O0CITYXKUBaHUA NMOTpeOUTENEH HAa TPAHCIIOPTE.

17. Mertoasl CO3IaHUS " MOAAEPKKH 0€e30IMacHbBIX YCIOBHUI
AKU3ZHEJEATEIbHOCTH, B TOM YHCJI€ ITPU BO3ZHUKHOBEHUH YpE3BbIYAWHBIX CUTyallUd B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

18. Metoapl  co3maHus M NOAAEpkKaHUSA ~— O€30MacHBIX  YCJIOBHI
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ ITPU BO3ZHUKHOBEHUH YpE3BbIYAWHBIX CUTyallUd B
MpoLIeCCe OPraHU3alMKU CEPBUCHOIO 00CITyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

19. Metoapl co3panus U NOAJIEPKKU O€30MacHBIX YCIOBUN 00CTYKHUBaHUS
Nacca)kXMpoB, B TOM YHUCJIE€ NpPU BO3HUKHOBEHUM 4YPE3BbIYAMHBIX CHUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

20. MeTonbl NpPUMEHEHHS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTMHA B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NoTpeOUTENIIMH, B TOM YHCIE€ WHTEPHET-MPOABIXKEHUS YCIyr B Ipolecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

21. Metonpl y4yactusi B pa3pabOTKE CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OpraHu3aluy Impoiecca OOCIY>KMBaHMSI TOTpeOUTeNed HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W IMPABOBBIX HOPM B MPOLIECCE OPraHU3ali CEPBHCHOIO
o0Cy>KMBaHUSI MOTpeOUTENEH Ha TPAHCTIOPTE.

22. Metonpl ydacTUs B COBEPIICHCTBOBAHUU CHUCTEMBI KIIMEHTCKUX
OTHOIIEHUH B CEPBUCHON JESITENIbHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
MHTEPHET-TEXHOJIOTUA B TIPOILIECCE OpraHU3allMi CEPBHCHOTO OOCIYKHUBaHUS
noTpeduTenel Ha TpaHCIOPTe.

23. Metonpl BIaJeHUS TEOPETUYECKUMH 3HAHUSAMHU U TPAKTUYECKUMHU
npueMaMu YIpaBJieHUS TpoeKTaMH B cdepe oOCIyKuBaHUS B  IpoIllecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENCH HAa TPAHCTIOPTE.

24. Metonpl  ympaBleHUS ~ TYPUCTCKO-PEKPEAIIMOHHBIMHU  TPOEKTaMH,
METO/IbI TUIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHON KOMIIaHUU B chepe
TPaHCIIOPTa B MPOIIECCE OPTraHU3aIMU CEPBUCHOIO OOCITY)KMBaHUSI IOTpEOUTENeH Ha
TPAHCIIOPTE.

25. Meronpl BbIOOpa MaTepUaANbHBIX PECYpCcOB, OO0OpPYIAOBaHMS Jis
OCYIIECTBIICHHSI MIPOLIECCA CEPBUCA.

26. MexaHu3M NPOBEEHUS EPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
Cly4astM MW ONpEIEICHUs IPUYMH BO3HUKHOBEHHs MPETEH3Hl B Ipouecce
OpraHU3alUU CEPBUCHOTO 00CTYXUBAaHUS NOTpeOUTENIEeH HAa TPAHCIIOPTE.

27. Meronpl pa3pabOTKM M HUCHOJIB30BAHUS THUIIOBBIX TEXHOJIOTHUECKHUX
IIPOLIECCOB.

28. Metonbl GOpMHpPOBAHUS W BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB H
pPErJIaMEeHTOB IPOLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH HA TPAHCIIOPTE.

29. Meronpl B3auMOJEHCTBUS C KIMEHTAMM [0 OPTaHM3alUM Ipolecca
oOciy>kuBaHMsl OTpeOUTeNe B cepe rocTenpuruMCcTBa B MPOIIECCE OpraHU3alUuU
CEpPBUCHOI0 00CTYKMBaHUS MOTPEOUTEIEH HA TPAHCIIOPTE.
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30. TpeOGoBaHusS NTPOU3BOACTBEHHOW AMCLHMUIUIMHBI, MPAaBHJI 10 OXpaHe
TpyJa U MOKapHOH 0€30MaCHOCTU MPU OCYIIECTBIEHUN TEXHOJIOTMYECKOro Mpouecca
B IIPOLIECCE OPTaHU3ALMH CEPBUCHOIO 0OCTYKUBAHUS IOTPEOUTENIEH HA TPAHCIIOPTE.

31. Meronbl BbIOOpa OpPraHU3AIMOHHBIX PEIICHUA 11 (POPMUPOBAHMS
CEpPBUCHOW CHUCTEMBI OOCIYXHBaHMS C HCIIOJB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJI€HNs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBaMHU CEPBUCHBIX
MPEeANpPUATANA Ha TPAHCIIOPTE B MPOLIECCE OPTaHMU3ALUMU CEPBUCHOTO OOCIYKMBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

32. Meronbl OCYLIECTBIICHUS OpraHU3alMOHHOTO 00CIy>)KUBaHUS
aBUALIMOHHOW HWHOPACTPYKTYphl W OpraHU3alMOHHOrO0 oOecreueHus mpolecca
CEPBUCHOTO O0CTYKUBAHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MpOLECCe
OpraHu3aliy CEpBUCHOTO 00CITyKUBaHUS OTpeOUTENIel Ha TPaHCTIOPTE.

Tunosvie cumyayuonHnvle 3a0aHUs 01 peuleHusi Ha NPAKMUYeCcKUx 3aHAMUsX

[Ipennoxkure MeTOABI MPOBEAEHUS TEPErOBOPOB €  KIMEHTAMH IO
NPETEH3MOHHBIM CITy4asiM C Y4eTOM OOOCHOBaHHS BbIOOpA BIWSHUS JUHAMUKH JOJIU
CEpPBUCHOW JI€ATETLHOCTH B COBPEMEHHOM JSKOHOMHYECKOM U OOIECTBEHHOM
Pa3BUTHH HA MPUMEPE KOHKPETHOM OpraHu3aiuu.

Tema 6. Ycayra kak NpoayKT CEpBUCHOM JIESITEIHHOCTH HAa TPAHCIIOPTE, B TOM
yuclie B chepe BO3MYIIHOTO TpaHCTIOpTa

Ilepeuenv munosvix 60npocoe 0l yCMHO20 ONPoca

1. [IpenocraBnenue yciayr Ha TpaHCHoOpTe, B TOM uHcie B cdepe
BO3JIYLITHOTO TPAHCIIOPTA KaK MPOIYKT CEPBUCHOM AESATEIbHOCTH.

2. JIyXOBHBIE YCIYTH.

3. JIn4HBIC YCITYTH.

4. CoumanbHbIe YCIyTH.

S. daxkTopbl, BIUAOMIKE HA (OPMUPOBAHHE YCIyT Ha TPaHCIOPTE, B TOM
guclie B chepe BO3MYIIHOTO TPaHCTIOPTA.

6. Oco0eHHOCTH yCIyT KOHTAKTHOW 30HBI MPEINPUSTHS HA TPAHCIIOPTE, B

TOM 4YHCIIe B c(hepe BO3IYIIHOTO TPAHCIIOPTA (B3aUMOICHCTBUE B KOHTAKTHOM 30HE C
noTpeduTeneM, KOHCYJIBTHUPOBAaHUE, COIJIACOBaHME BUIA, (QOpMBI U mporiecca

cepBuca).

7. Mertoasl TOMCKA, KPUTHUYECKOTO aHAIM3a M CHHTe3a WHGOpPMAIlUd B
MPOIIeCCe OpraHru3aIliyd CEPBUCHOTO 00CITYKUBaHHS TIOTpeOUTENel Ha TPAHCIIOPTE.

8. MexaHu3M CHUCTEMHOTO MOJXO0Aa JJIsi PeIICHUs MOCTaBJICHHBIX 3a7a4 B
MpoIIeCCe OpraHru3aIliid CEPBUCHOTO 00CITYKUBaHMS TIOTpeOUTENel Ha TPAHCIIOPTE.

Q. MeTonpl  NMPUMEHEHHMS  CHUCTEMHOTO  MOJAX0jJa  JJIS  pelICHUs

MOCTaBJIEHHBIX 3aJa4 B MPOLECCE OpraHu3alld CEPBUCHOTO OOCTYKUBaHUS
MoTpeOuTENe Ha TPAaHCTIOPTE.

10. MeToaBl OCYMIECTBICHUS COIMATBLHOTO B3aMMOJICHCTBUS U PeaM3aIlin
CBOEH pOJM B KOMaHAE B IMPOLIECCE OpraHU3allMd CEPBUCHOIO OOCTYKHBAHUS
noTpeduTesiei Ha TpaHCTOPTE.

11. Meronsl ompeAesieHUsT W peadu3alMd CBOEH poJM B KOMaHIE B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS TOTpeOUTENel Ha TPAHCIIOPTE.
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12.  Meronasl oOecrnedyeHUs] COIMAIBLHOIO B3aUMOJCHCTBUS B TMpolecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIEH HAa TPaHCIIOPTE.

13.  Metoapl BOCHpPUATHS MEXKYJIbTYPHOrO pa3zHooOpasus oOmecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOLECCE
OpraHu3alyy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

14. Mertoasl npuMeHEHUs: OCOOCHHOCTEM MEXKKYJIbTYpPHOTO pa3zHOOOpa3us
oOlIecTBa B MpoLECCe OpraHu3aliid CEpPBUCHOTO OOCIYXUBaHUS MOTpeOuTeNnel Ha
TpaHCIIOPTE.

15.  Metoapl pemieHHs NPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4YETOM
0COOEHHOCTEN MEXKYJIbTYPHOI'O pa3HooOpasusi oOLIECTBa B MPOIIECCE OPraHU3aluU
CEPBUCHOTO OOCITYXKUBaHUS NMOTpeOUTENEH HA TPAHCIIOPTE.

16. Metoapl  co3maHus M NOAJEPKKH  O€30MacHbIX  YCJIOBHI
KU3ZHEJEATEIbHOCTH, B TOM YHCII€ NTPU BOZHUKHOBEHUH YpE3BbIYAWHBIX CUTyallUl B
npolecce opraHu3aliyd CEpBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

17.  Metoasl  co3maHuss M NOAAepXaHUs ~ O€30MacHBIX  YCJIOBHIA
KU3ZHEJEATEILHOCTH, B TOM YHCJI€ NP BO3HUKHOBEHUH YPE3BBIYAWHBIX CUTYAllUW B
npolecce opraHu3aliyd CEpPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

18. MeTtoapl co3nanus U MOAJIEPKKU O€30MacHBIX YCIOBUN 00CTYKHUBaHUS
NaccakXMpoB, B TOM YHUCJIE€ NpPU BO3HUKHOBEHUM 4YPE3BBIYAMHBIX CHUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

19. Metoapl mNpUMEHEHUS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOTPEOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

20. Metonpl y4yacTusi B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OpraHu3aluy Imporecca OOCTY>KMBaHMsS TOTpeOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M IMPABOBBIX HOPM B MPOLIECCE OPraHU3aIli CEPBHCHOTO
o0cITy>kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

21. Metonpl ydacTusi B COBEPIICHCTBOBAHUU CHUCTEMBI KIIMEHTCKUX
OTHOIICHUH B CEPBUCHON JESITEILHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
MHTEPHET-TEXHOJIOTU B IPOLIECCE OPraHU3alUU CEPBUCHOTO OOCITYKHUBaHHUS
noTpeduTeNeil Ha TpaHCTIOPTeE.

22. Metonbl BIaNeHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTUYCCKUMHU
npUueMaMy YIpaBJIeHHUA TpoeKTaMu B cdepe oOCIyKuBaHUS B IpolEecce
OpraHM3alUU CEPBUCHOTO 00CTYXUBAaHUS MOTpeOUTENIel HAa TPAHCIIOPTE.

23. Metonpl  ympaBieHHS ~ TYPUCTCKO-PEKPEAIIMOHHBIMU  TPOEKTaMH,
METO/Ibl TNIAHUPOBAHUS U MOHUTOPHUHT JIEATEIHLHOCTH CEPBUCHON KOMIIAaHUU B cepe
TPaHCIIOPTa B MPOLIECCE OPraHU3allui CEPBUCHOTO OOCIYKHBaHUA MOTpedUTenei Ha
TPAHCIIOPTE.

24. Metonpl BBIOOpa MaTEpPHATBHBIX PECYpCOB, OOOpPYIOBAaHHS ISt
OCYILIECTBJIEHHSI MIPOLIECCA CEPBUCA.

25. MexaHu3M NMpOBENCHUS NEPErOBOPOB C KIMEHTAMH IO MPETCH3MOHHBIM
ClIly4astM M ONpEeIeJeHUs NPUYMH BO3HUKHOBEHHs MPETEH3Hl B mpouecce
OpraHu3ally CEPBUCHOTO 00CITyKMBaHUs OTpEOUTENIEH Ha TPaHCIIOPTE.
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26. Metonbl pa3pabOTKM U UCIOJIB30BAaHUS THUIMOBBIX TEXHOJIOTUYECKUX
MPOLIECCOB.

27. Metonpl GOpMHpPOBAaHUSA U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pErjlaMeHTOB POLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

28. MeTonpl B3aMMOJEHUCTBUSl C KJIMEHTAMHM IO OpraHU3alMu Mpolecca
oOciy>)xuBaHusi TOTpeduTene B cepe rocrenpuuMcTBa B MPOIECCE OpraHU3aIuu
CEPBUCHOTO OOCITYXKUBaHUA NMOTPEOUTENEH HA TPAHCIIOPTE.

29. TpeOGoBaHusi NPOU3BOJCTBEHHON JHUCLUMIUIMHBI, MpaBUI IO OXpaHe
TpyJa U MOKapHOH 6€30MaCHOCTU MPU OCYIIECTBIEHUN TEXHOJIOTHYECKOro Mpouecca
B IIPOLIECCE OpraHU3aliy CEPBUCHOTO OOCTYKMBaHUsI MOTpeOUTENEH Ha TPAHCIIOPTE.

30. Meronbl BbIOOpa OpPraHU3AIMOHHBIX pEIICHUH s (QOpMUPOBAHMS
CEpPBUCHOW CHUCTEMBbI OOCITYXHBaHMS C HCIIOJIB30BAHUEM METOJOB OpPraHU3ALMHU U
yIpaBJI€HUs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBAMU CEPBUCHBIX
OpEeaNpUsATUN HAa TPAHCIOPTE B MPOLECCE OPraHu3alli CEPBUCHOTO OOCTYKUBAHUS
notpeduTenel Ha TpaHCIOPTeE.

31. Meronbl  OCYIIECTBICHUS OpPraHU3aluOHHOTO 00CTyKUBaHUS
aBUALIMOHHOW WHMPACTPYKTYphl W OpraHU3allMOHHOrO OOecleueHus mpolecca
CEPBUCHOTO O0CTYKUBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MpOIECCce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAaHCTIOPTE.

Tunosvle cumyayuoHHvle 3a0aHus O peuleHus Ha NPAKMUYecKux 3aHamusix

[Ipennoxxute METOABl B3aUMOJCUCTBUS C KIMEHTAMU [0 OpTraHHU3alUU
nporecca 0O0CITyKUBaHUSI TOTpeOuTeNnel B cdepe TOCTENPUUMCTBA C  YYETOM
o0oCHOBaHUS (PAaKTOPOB, BIUSIOMMX Ha (OPMHUPOBAHHE YCIAYT B KOHKPETHOMU
OpraHu3aluu.

Tema 7. [Icuxoyiorusi CEpBUCHOM JIE€SATEIIBHOCTH HA TPAHCIIOPTE, B TOM YHUCJIE B
cdepe BO3IYIIHOTO TPaHCIIOPTa

Ilepeuenv munogvlx 80NPOCO8 05l YCMHO20 ONPOCa

1. B3anMooTHOIIEHUsI CliEHAIMCTa MO CEPBHCY M KIMEHTa B IpPOLECCE
OCYIIECTBJICHHS] CEPBUCHOM NESITEIbHOCTH Ha TPAHCIOpPTE, B TOM uucie B chepe
BO3AYIIHOTO TPAHCIIOPTA.

2. [lcuxomoruueckre acleKThl CEPBUCHOM JESITEIBHOCTH HA TPAHCIIOPTE, B
TOM 4Hcie B chepe BO3AYITHOTO TPAHCIIOPTA.

3. EnMHCTBO OSTHKM W TICUXOJIOTMM B CEpPBUCHON JEATEIBHOCTH Ha
TPAHCTIOPTE, B TOM YHUCIe B cepe BO3AYIITHOTO TPAHCIIOPTA.

4, [udbpoBas MOOMIBHOCTH HACETICHHUS.

5. 1.TloHsITHE KOMMYHUKATUBHOW KOMIETEHTHOCTHA Ha TPAHCIIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCTIOPTA.

6. 2. Tumbr moTpeduTenei (KITMEHTOB) HA TPAHCIIOPTE, B TOM YHCIIC B
cdepe BO3AYITHOTO TPAHCIIOPTA U B3aUMOJICHCTBUE C HUMM.

1. OCHOBHBIE TICUXO0JIOTHYECKHE OCOOCHHOCTH MOTPEOUTEIIS B MPOIIECCce
CEPBUCHOM JESITETbHOCTH

7. MeTonpl MOMCKa, KPUTHIECKOTO aHAM3a U CHHTE3a WH(OpPMAIUH B

MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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8. MexaHu3M CUCTEMHOTO MOJX0/1a JIJisi PElIeHHs MOCTaBICHHBIX 3a/1ad B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUS IOTPEOUTENEH Ha TPaHCIOPTE.

Q. Metoasl  TMpPUMEHEHHS  CHUCTEMHOTO  MOAXoAa  JUIsl  pelICHUs
MOCTaBJICHHBIX 3aJlad B TMPOIECCE OpraHu3allud CEPBUCHOTO OOCTY>KUBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

10. Mertoasl OCYIIECTBICHUS COIMATBLHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOEl pojii B KOMaHJE B IMpPOIECCE OPraHU3alUU CEPBHCHOrO OOCIYKUBaHUS
noTpeduTeie Ha TpaHCTIOpTe.

11. Metoasl omnpeneneHuss W peaau3allMid CBOEH poOJIM B KOMaHAE B
npolecce opraHu3aliyd CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

12.  Meroasl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IMpoIecce
OpraHu3aIMy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

13.  Meroasl BOCHPUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpa3usi oOIiecTBa B
COITMAIBHO - MCTOPUYECKOM, ITUUECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCce
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

14, Meroasl npuMeHEHUsT OCOOCHHOCTEW MEXKKYJIbTYpPHOTO pa3zHOOOpa3us
oOI1recTBa B MpoIiecce OpraHu3alii CEpPBUCHOTO OOCITYXUBaHUS MOTpeOuTenei Ha
TPaHCIIOPTE.

15.  MeToasl  peulicHHWS MPOM3BOACTBEHHBIX KOH(MIUKTOB C  YYCTOM
0COOEHHOCTEW MEXKKYJIbTYPHOTIO pa3HooOpasusi oOIIeCTBa B MPOIIECCE OpraHU3aluu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

16. Metoasl  co3maHus W MNOAAEPKKH  O€30MacHBIX  YCJIOBHI
KU3HEJEATEILHOCTH, B TOM YHCII€ NTPU BO3ZHUKHOBEHUH YpE3BBIYAWHBIX CUTYaIlUl B
npolecce opraHu3alii CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

17.  Metoasl  co3maHuss M NOAJAEpXKaHUS ~ O€30MacHBIX  YCJIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCII€ MTPU BO3ZHUKHOBEHUH YpPE3BBIUYAWHBIX CUTYaIlUi B
Ipolecce oOpraHu3aluy CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

18. Meroasl co3qaHus M MOAEPKKH OC30IMACHBIX YCIOBUM OOCITYKHUBaHUS
NacCakXUpoB, B TOM YHUCJIE€ NPH BO3HUKHOBEHUW 4YPE3BBIYANHBIX CHUTyallud B
Ipolecce opraHu3aluyd CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

19. Metoasl mNpUMEHEHUS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOM JESITEIbHOCTH Ha TPAHCIIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YCIyr B MpoIiecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

20. Metonpl y4yacTusi B pa3pabOTKE CHCTEMBbI KIMEHTCKUX OTHOILICHUW U
OpraHu3aluy Iporecca OOCTY)KMBAaHHS TOTpEOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIHbHBIX aKTOB M IMPABOBBIX HOPM B MPOIIECCE OPTraHU3AIMH CEPBHCHOTO
o0CIy>KMBaHMSI MOTpeOUTENEH HA TPAHCTIOPTE.

21. Metonpl ydacTus B COBEPIICHCTBOBAHWUU CHUCTEMBI KIIMEHTCKUX
OTHOIICHWH B CEPBUCHON MESITEIHHOCTH Ha TPAHCIOPTE C WCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OPTaHW3AIMd CEPBUCHOTO OOCITYKUBAaHUS
noTpeduTesiei Ha TpaHCTOPTE.

22. MeTonbl BIAEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTUICCKUMHU
npueMaMu yIpaBlIeHUs TPoeKTaMu B cdepe OoOCIyKHBaHUS B  MpoIiecce
OpraHu3aliy CEPBUCHOTO OOCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.
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23. Meronpl  ympaBieHHS — TYpUCTCKO-PEKpPEAIMOHHBIMH  TPOEKTaMH,
METO/IbI TNIAHUPOBAHUS 1 MOHUTOPHUHT JIEATEIHLHOCTH CEPBUCHON KOMIIAHUU B cepe
TPaHCIIOpPTa B MPOLIECCE OPTraHU3alluK CEPBUCHOTO OOCIYKHBAaHUS MOTpeOHUTENeH Ha
TpaHCIIOpTE.

24.  Metonbl (GOpMHpPOBAHUA U BHEAPEHHUS KOPIOPATUBHBIX CTAHAAPTOB U
PErylaMEeHTOB MPOLIECCOB 00CITYKMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

25. Metonpl B3aMMOJEHCTBUSl C KJIMEHTAMHM IO OpraHU3alMu Mpolecca
oOciy>)xuBaHusi oTpeduTenel B cepe rocrenpuuMcTBa B MPOIECCE OpraHU3aIuu
CEPBUCHOTO OOCITYXKUBaHUA NMOTPEOUTENEH HA TPAHCIIOPTE.

26. TpeOGoBaHHMsS TPOWU3BOJACTBEHHOW IUCIUIUIMHBI, TPaBWJI IO OXpaHe
TpyJa U MOKapHOH 6€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOro Mmpolecca
B TIPOIIECCE OPTaHU3AIMH CEPBUCHOTO OOCTYKMBaHUS MOTPEOUTENCH Ha TPAHCIIOPTE.

27. Metonpl BbIOOpa OpraHU3allMOHHBIX peleHud [ (HOPMUPOBAHUS
CEpBHUCHOM CHUCTEMBI OOCTYXUBAaHHUSI C HCIIOJIB30BAHUEM METOJIOB OpraHU3aluN U
yIpaBJICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTHBAMH CEPBUCHBIX
NpeNpUATAN HA TPAHCIIOPTE B MPOIIECCE OPTaHM3AI[MH CEPBUCHOTO OOCITYKHBAHHUSI
notpeduTenel Ha TpaHCIOPTe.

28. Meronbl  OCYIIECTBICHHS  OpPraHU3alMOHHOTO  OOCITYKHUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPhl M OPTaHU3AIMOHHOTO OOECTeueHusl IMpoiecca
CEPBUCHOTO OOCTYKUBAHUS B a3pONOPTY U Ha OOPTY BO3AYIIHOIO CyJHA B Ipoliecce
OpraHU3alUU CEPBUCHOTO OOCTYXKUBAaHUS NOTpeOUTENIEeN HAa TPAHCIIOPTE.

Tunosvie cumyayuonHnvle 3a0aHus 0 peuleHusi Ha NPaKMu4ecKux 3aHAmusx

1. Metonbl  BbIOOpa MaTepHAIBHBIX PECYpCOB, OOOpPYAOBAHMS ISt
OCYIIECTBIJICHHSI MPOIIEcca CEpBUCA.
2. MexaHu3M TpOBeICHUs MIEPErOBOPOB C KIMEHTAMU 10 MPETEH3NOHHBIM

ClIyyasM U ONpPEACJIICHUS TPUYUMH BO3HUKHOBEHHUS NPETEH3WI B Mpolecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENCH HAa TPAHCTIOPTE.

3. Meronpl pa3pabOTKM W HCMOJIB30BAHMSI THUIIOBBIX TEXHOJIOTHYECKUX
IPOLIECCOB.

Tema 8. DTuka cepBUCHOU NESITEIHHOCTH Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYLIHOTO TpaHCIIOpTa
Ilepeuenv munogvlx 60NPoOCoO8 OJisl YCMHO20 ONPOCa

1. MecTo 3THKH B CEpPBUCHOMU JEATEIBHOCTH Ha TPAHCIIOPTE, B TOM YHUCIIC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

2. [ToHsiTHE PTUKH.

3. OTpacnu 3TU4ECKOro 3HAHUS.

4, JlenoBas 3THKA CEPBUCHOM JESATCIIBHOCTH HA TPAHCIIOPTE, B TOM YHKCIIC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

5. [TpodeccronanpHas 3THKA CEPBUCHOM JEATEILHOCTH Ha TPAHCIIOPTE, B
TOM YHCIIe B c(hepe BO3AYITHOTO TPAHCIIOPTA.

6. HopmaTtuBnas sTuka.

7. WMMupK 1€70BOr0 YeIoBEeKa Ha TPaHCIOpPTE, B TOM 4Hcie B cdepe

BO3JIYLITHOT'O TPAHCIIOPTA.
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8. OTUKa ¥ J3THKET WHPOPMAIMOHHOTO CEpBHCAa Ha TPAHCIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCIOPTA.

Q. [IpoGnema 3ammThl WHDOpPMAIMKM HA CEPBHUCHBIX MPEANPUATHIX Ha
TPAHCTIOPTE, B TOM YHUCJIE B Cepe BO3AYIITHOTO TPAHCIIOPTA.

10.  Ilouarue MHPOPMALMOHHOMN KYJIbTYphl HA CEPBUCHBIX MPEANPUATUAX HA
TPAHCIIOPTE, B TOM YHUCIIE B Cepe BO3AYIITHOTO TPAHCIIOPTA.

11.  DTUKO-KyJbTYpPOJOTHUECKHE TMPEANOCHIIKA Pa3BUTHS CEPBHUCHOTO
Ou3Heca Ha TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYIIHOTO TpaHCcTopTa B Poccum.

12.  DOruyeckue acnekThl padOTbl B KOHTAKTHOM 30HE C MOTpeOuUTENeM,
KOHCYJIbTUPOBAHUE, COTJIACOBAHKE BUIa, OPMBI M ITPOIIECCa CepBUCA

13. MeToasl TOWCKAa, KPUTUYECKOTO aHAlM3a W CHHTE3a WHOOpPMAIuu B
IpoIIecce OpraHU3aliuy CEPBUCHOTO 00CITY)KMBAHUS MOTPEOUTENICH HA TPAHCIIOPTE.

14, MexaHHU3M CUCTEMHOTO TOJXO0/a JJIs PEIICHUS MOCTABJICHHBIX 3a/1a4 B
IpoIIecce OpraHU3aluy CEPBUCHOTO 00CITy)KMBAHUS MOTPEOUTENICH HA TPAHCIIOPTE.

15.  MeToasl  NPUMEHEHHsS  CHUCTEMHOTO  TOJAXO0Ja  JUI  PCIICHHS
IOCTABJICHHBIX 3aJlad B IIPOIIECCE OpraHU3allMd CEPBUCHOTO OOCITY)KMBaHUS
noTpeOuTeNIel Ha TPAHCIIOPTE.

16. MeToabl OCYIIECTBICHUS COIMAIBHOTO B3aMMOJICHCTBUS U pPealli3alluu
CBOCH poiM B KOMaHJE B IPOIECCE OPTraHM3AIlMU CEPBHCHOTO OOCITYKHUBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE.

17.  Metoasl ompeneneHuss U peaqu3allik CBOEH poJidi B KOMaHAE B
npolecce opraHu3alii CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

18. Metoasl obecrieyeHHs] COLMAIBLHOTO B3aMMOJCKHCTBUS B Ipollecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

19. Metoapl BOCHpPUATHS MEXKYJIBTYPHOTO pa3zHooOpasus oOIIecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MPOIECCce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENEeH HAa TPAHCTIOPTE.

20. MeToapl mpUMEHEHHUS OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3zHOoOOpasus
oOIiecTBa B IpOIECCe OpraHU3alliM CEPBUCHOTO OOCTY)XKHMBaHUS MOTpeOuTenel Ha
TPaHCIIOPTE.

21. Metonpl pemieHUS MPOU3BOJCTBEHHBIX KOH(MDIMKTOB C  Y4EeTOM
0COOEHHOCTEH MEXKKYIbTYPHOTO pa3HO0Opasusi 0O0IIECTBA B MPOIECCE OPTaHU3AIUU
CEPBUCHOTO OOCITYKMBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

22. Meronasl CcO3JaHUs 5 MO ACPKKH 0e30IMacHbIX YCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BO3ZHUKHOBEHUH YPE3BBIYAWHBIX CUTyaIlui B
MpoIIecce OpraHU3aIMK CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

23. Metonpl  co3maHus WM TOAJACPKAHHMSA  OC30MACHBIX  YCIIOBHM
KU3HEJEATEITLHOCTH, B TOM YHCIIC NTPU BO3HUKHOBEHUH YPE3BBIYAWHBIX CUTYaIlUi B
MPOIIECCe OPTaHU3AIMK CEPBUCHOTO 0OCITY)KHMBAaHUSI TOTPEOUTENEH HA TPAHCTIOPTE.

24.  MeToapl co3/IaHMs U TOAACPKKH O€30MMaCHBIX YCIOBHI 0OCITYKUBaHUS
MacCaXUpoB, B TOM 4YHUCJIE TPH BO3HUKHOBEHWU UYPE3BBIYAWHBIX CHUTYyalluid B
MPOIIECCe OPTaHU3AIMH CEPBUCHOTO 0OCITY)KMBaHUS TOTPEOUTENCH HA TPAHCTIOPTE.

25. MeTonbl TPUMEHEHHS KJIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEPBHUCHOW JCSATEIHPHOCTA HA TPAHCIIOPTE B YCJIOBUSX B3aMMOJEHCTBUS C
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NOTpeOUTENISIMU, B TOM YHUCIE HWHTEPHET-IPOJABMKEHUSI YCIyr B IIpoliecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIEH HAa TPaHCIIOPTE.

26. Metonpl yuactus B pa3pabOTKE CUCTEMbl KIMEHTCKUX OTHOIICHUH M
OpraHu3aluu TMporecca OOCHy)XUBaHUSI TOTPEOUTENIe Ha OCHOBE MNPUMEHEHUS
3aKOHO/IATEJIbHBIX aKTOB W IMPABOBBIX HOPM B MPOLIECCE OpraHU3aIluU CEPBUCHOTO
o0CIy>KMBaHUS MOTpeOUTENEN HA TPAHCTIOPTE.

27. Metonbl y4acTusi B COBEPIICHCTBOBAHUU CHCTEMBI KJIMEHTCKUX
OTHOILIEHUM B CEPBUCHOM JEATEILHOCTH HA TPAHCIOPTE C HCIOJIb30BAHUEM
MHTEPHET-TEXHOJIOTUH B TMPOIECCE OpraHu3allid CEPBUCHOrO OOCTYKUBaHUS
notpeduTenel Ha TpaHCIOPTe.

28. MeTonbl BIIAJICHUS TEOPETUYECKHUMH 3HAHUSAMH W TPAKTHUICCKUMH
npueMaMH YIpaBJICHHS TIpoekTaMu B cdepe O0OCIyKuBaHUST B  TIpoliecce
OpraHu3aliy CEPBUCHOTO 00CITyKMBaHUS OTpeOUTENIel Ha TpaHCTIOPTE.

29. Metonpl  ympaBieHHsI — TYPUCTCKO-PEKPEAIMOHHBIMH  MPOCKTaAMH,
METO/bI TUTAHUPOBAHUS M1 MOHUTOPHUHT JIEATCIIbHOCTH CEPBUCHON KOMITAHUH B cepe
TpaHCIOPTa B MPOIIECCE OPraHU3allui CEPBUCHOIO 0OCIY)KMBaHUSI IOTpEOUTENIel Ha
TPaHCIIOPTE.

30. Meronpl BbIOOpa MaTEpPHAIBHBIX PECYpCOB, OOOpYAOBAHMS IS
OCYIIECTBJICHHSI MPOIIECCa CEPBUCA.

31. MexaHu3M MPOBEJICHUS MIEPETOBOPOB C KIMEHTAMU IO MPETEH3UOHHBIM
Clly4assM U OMpeJeieHus MNPUYMH BO3HUKHOBEHHS TMPETEeH3W B mpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPAHCTIOPTE.

32. Meronpl pa3pabOTKM W HCMOJIB30BAHUS THUIIOBBIX TEXHOJIOTHYECKUX
IIPOIIECCOB.

33. Meroabl hopMHUpOBaHUS M BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB MPOLIECCOB 0OCITY>KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

34. Meronpl B3aMMOJIEUCTBUSI C KJIMEHTAMHU [0 OpraHU3alldy Ipoiecca
oOciy>)kuBaHHs TIOTpeOuTeNe B cepe rocTenpuuMcTBa B MPOIECCe OpraHU3aIluu
CEPBUCHOT'O O0CTY>KMBAaHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

35. TpebGoBaHus TPOWU3BOACTBEHHOW AHCIUIUIMHBI, TMPABWI 10 OXpaHe
TpyJa U MOKapHOH 0€30MaCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTr0 MpoIecca
B IIPOILIECCE OPTaHU3AIMK CEPBUCHOTO 00CTY>KUBAHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

36. Meronpl BbIOOpa OpPraHU3AIMOHHBIX PEIICHWA i (QopMUPOBAHHS
CEPBHUCHOW CHUCTEMBI OOCITYXMBaHHs C HCIIOJIH30BAHUEM METOJOB OpPTaHU3AIHNH U
VIPABICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOLIECCE OPTaHMU3AIMU CEPBUCHOTO OOCITYKHBAaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

37. Meronpl  OCYIIECTBICHUS OpPraHu3aIUOHHOTO o0CTy>KUBaHUS
aBUAIMOHHOW WHOPACTPYKTYpPhl W OPTaHHU3AIMOHHOTO oOOecmeueHus mpoiecca
CEpPBUCHOI0 00CIY’KUBAHUS B a3pONOPTY U HA OOPTY BO3AYIIHOTO CYJHA B MPOLECCE
OpraHu3aluy CEpPBUCHOTO 00CITYKUBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

Tunogvle cumyayuonHvle 3a0anUsl 015 peuenusl Ha NPAKMUYECKUX 3AHAMUAX

[Ipenmoxkxure  METOABI  BBIOOpA  OPTAaHW3AIMOHHBIX  PEIICHUHA IS
bopMUpOBaHUSA CEPBUCHOM CHUCTEMBI OOCTY)XMBaHUS C Yy4eTOM OOOCHOBaHMS
poeCCUOHANILHON 3TUKHU CEPBUCHOMU JIEATEIIbHOCTH B KOHKPETHOM OpraHu3aliiu.
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Tema 9. CepBucHas A€SITENBHOCTh Ha TPAHCIOPTE, B TOM 4HCIE B cdepe
BO3JIYITHOTO TPAHCIIOPTAa KaK COCTaBHAsl 4aCTh YKOHOMUKHU
Ilepeuens munosvix 60npocoe 0Jisl yCMHO20 ONpoca

1. OKOHOMMYECKAsI CYIIIHOCTh CEPBUCHOM ESTENBHOCTH.

2. OKOHOMMYECKAsI CYIIHOCTh CEPBUCHOM JEATEIBHOCTH HA TPAHCIOPTE, B
TOM 4HCJIe B c(epe BO3IyLIHOrO TPaHCIOPTa.

3. CepBucHasi JA€STEIbHOCTh Ha TPAaHCIOpPTE, B TOM u4ucie B cdepe
BO3AYIIHOTO TPAHCIIOPTA B CTPYKTYPE XO3AUCTBEHHOM IPAKTUKHU.

4, CepBucHas JeSITENbHOCT, Ha TpaHCIOpPTE, B TOM uyucie B cdepe
BO3AYLIHOIO  TpaHCIOpTa KaKk  CHOCOO  yAOBJIETBOPEHMsSI  OOIIECTBEHHBIX
NOTPEOHOCTEH.

5. OcHOBHbBIEC HampaBlieHUs TUBEpCU(DUKAIIMN CEPBUCHOMN AESTEIBHOCTH B

COOTBETCTBUM C ITHOKYJIBTYPHBIMU, UCTOPUYECKUMHU U PEIIMTUO3ZHBIMHU TPAJAUIUSIMHU
B paMKaX HaIlMOHAIHHOW YKOHOMUKH.

6. Metoapl TIOMCKA, KPUTUYECKOTO aHAIM3a M CHUHTE3a WHGOpPMAIlUU B
IpoIIecCe OpraHU3aIlui CEPBUCHOTO O0CITyKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

7. MexaHu3M CHCTEMHOTO TMOJX0/1a JIJIsi PEIICHHs MOCTaBISHHBIX 3a/1ad B
IpoIlIecCce OpraHU3aIluu CEPBUCHOTO 00CITYKUBaHUsI TIOTpeOUTeNel Ha TPAHCIIOPTE.

8. Mertoasl  TPUMEHEHHS  CHCTEMHOTO  TOJAXOoAa  JUIi  pelleHUs
MOCTABJIEHHBIX 3aJlad B IIPOILIECCE OpraHU3allud CEPBUCHOTO OOCIYKHUBaHUS
noTpeduTenel Ha TpaHCIopTe.

Q. MeTonbl OCYIIECTBICHHS COLIMATBHOTO B3aUMOJICUCTBUS M pealn3aluu
CBOCl poiM B KOMaHIE B IMPOIECCE OPTraHM3aIlMU CEPBHCHOIO OOCIYKHUBaHUS
notpeduTenel Ha TpaHCIOPTe.

10. Meroasl ompeAcNeHUS M peaju3allid CBOSH poONMM B KOMaHJIE B
Ipolecce opraHu3alyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

11. Metoasl obecredeHHs] COIMAIBHOTO B3aMMOJCKHCTBUS B IpoIlecce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS MOTPEOUTENIeH Ha TPAHCTIOPTE.

12.  Mertoasl BOCHPHUATHS MEXKKYJIBTYPHOTO pa3HOoOpas3usi oOIiecTBa B
COIMAJIHO - UCTOPUYECKOM, STUYECKOM U (PMIOCOPCKOM KOHTEKCTaX B MpOIEcce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

13.  MeToasl nmpuUMEHEHHUsI 0COOCHHOCTEH MEKKYJIbTYPHOTO pa3HOOOpa3us
oOIecTBa B MPOIIECCe OpPraHU3aIli CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TPaHCIOPTE.

14,  Metoasl pemieHWs MPOU3BOACTBEHHBIX KOH(MIMKTOB C  Y4ETOM
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3Ho0Opasusi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEPBUCHOTO OOCITYKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

15. Mertoanl CO3JIaHUS u MOJIJICPIKKH 0e30IacHbIX YCIIOBUM
KU3ZHEACSATEIbHOCTH, B TOM YHUCJI€ P BOSHUKHOBEHUU UPE3BbIUYAWHBIX CUTYyallui B
MpOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

16. Metoael co3maHus W TOAAEpKAHUS — OE30MACHBIX  YCIIOBUM
KU3ZHEACATEIbHOCTH, B TOM YHUCJIE P BOSHUKHOBEHUHU YPE3BbIYAWHBIX CUTYyallud B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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17.  Mertoasl co3naHus U MOAACPKKU OE30MACHBIX YCIOBUM OOCTY>KUBaHUS
MAacCaXUPOB, B TOM YHCJIEC TPH BO3HUKHOBEHWW YPE3BBIYAHHBIX CHUTyallMid B
MPOIIeCCe OPTaHU3AIMK CEPBUCHOTO 0OCITY)KMBaHUS TOTPEOUTENICH Ha TPAHCTIOPTE.

18. MeToasl MNPUMEHEHUS KIMCHTOOPUCHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JICSITCIILHOCTH HA TPAHCIIOPTE B YCIOBHUAX B3aUMOJICHCTBUSA C
MOTPEOUTEIISIMU, B TOM YHCJICE WHTEPHET-TIPOABMKECHUS YCIYT B MpoIecce
OpraHu3aliy CEPBUCHOTO OOCITY)KMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

19. Meroasl yyacTusi B pa3pabOTKE CHCTEMbI KIMEHTCKUX OTHOLICHUU U
OpraHu3aliy Iporecca OOCTY)KHBaHHS TOTPEOUTENICH HAa OCHOBE MPUMEHEHUS
3aKOHOJIATEIPHBIX aKTOB M IMPABOBBIX HOPM B IPOIECCE OPraHU3aIMH CEPBHCHOTO
o0Cy)KUBaHHS OTPEOUTENEH HA TPAHCIIOPTE.

20. MeTonpl ydacTUs B COBEPIICHCTBOBAHWUU CHCTEMBI KIIMEHTCKUX
OTHOIIICHWH B CEPBUCHOH JICSITCIILHOCTH Ha TPAHCIOPTE C HKCIOJIb30BaHUEM
WHTCPHET-TEXHOJIOTUHA B TPOIIECCE OpPTraHU3AIlMM CEPBHCHOTO  OOCITYKHUBAHUS
noTpeOuTeNel Ha TPAHCIIOPTE.

21. MeToabl BIIAJICHUS TEOPETUYCCKHUMHM 3HAHUSAMH W TPAKTHICCKUMH
nprueMaMHu  YIpaBJICHUS TPOEKTaMH B cdepe OoOCIy)KMBaHUS B  IpoIecce
OpraHU3alliy CEPBUCHOTO 00CITY)KMBaHUS MOTPEOUTEIICH HA TPAHCIIOPTE.

22. Metonpl  ympaBlICGHUS  TYPUCTCKO-PEKPCAIIMOHHBIMH  TPOCKTaMH,
METOJIbI TJIAHUPOBAHHUS ¥ MOHUTOPHUHT JCATEILHOCTH CEPBUCHOW KOMIIAaHHUH B cepe
TpaHCIIOPTa B MPOIIECCE OPTraHU3aIlMi CEPBUCHOIO 0OCIYy)KMBaHUSI IOTpeOUTENel Ha
TpaHCIIOPTE.

23. Metonpl BbIOOpa MaTepUaNbHBIX PECYpPCOB, O0OOpYyIOBaHUS IS
OCYIIECTBIJICHHSI MPOIIEcca CEpBUCA.

24.  MexaHu3M MPOBEJEHUS NIEPETOBOPOB C KIMEHTAMH 10 MPETEH3UOHHBIM
CIy4asiM U OMpeJeleHUs TPUYMH BO3HUKHOBEHHS TMPETEH3Wl B Tmpolecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENCH HAa TPAHCTIOPTE.

25. Metonbl pa3pabOTKM W HCIOJB30BAHUSA THUIOBBIX TEXHOJIOTHUYECKUX
IIPOIIECCOB.

26. Metonbl hopMUpOBaHUS U BHEAPCHHS] KOPIOPATHBHBIX CTAaHIAPTOB U
PETIIAaMEHTOB MIPOIIECCOB OOCITY>)KMBAaHUS TOTPEOUTENCH Ha TPAHCIIOPTE.

27. Metonpl B3aWMOJEHCTBUS C KJIMEHTAMHU [0 OpraHHU3alliy Iporecca
oOcny>KMBaHMsI TIOTpeOUTENel B cepe roCTeHPUUMCTBA B MPOLIECCE OpraHU3aIiu
CEPBUCHOTO OOCITYKMBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

28. TpeOoBaHusi TPOW3BOJCTBEHHOW NUCIMIUIMHBI, MPaBUJI IO OXpaHEe
TpyJa U MOXKapHO#H 0€30MacCHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTr0 MpoIecca
B IIPOIIECCE OPTaHU3AIMH CEPBUCHOTO 0OCTYKUBaHUS TOTPEOUTENIECH HA TPAHCIIOPTE.

29. Metonbl BeIOOpa OpraHU3aIMOHHBIX pemeHUH s (HOPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXHWBaHHs C HCIIOJH30BAHUEM METOJOB OpPTaHU3ANNH U
VIPABICHUS UMYIIECTBEHHBIM a3POMOPTOBHIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTaHM3AIMU CEPBUCHOTO OOCITYKHBAHUS
noTpeduTesiei Ha TpaHCTOPTE.

30. Meronpl  OCYHISCTBICHUS  OPTaHU3AIMOHHOTO o0CTyKUBaHUS
aBUAIMOHHOW MH(PPACTPYKTYPHl U OPTraHU3AMMOHHOTO O0ECIeYeHUs TpoIecca
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CEPBHUCHOr0 OOCIYXHBaHUS B a3pONOPTY U Ha OOPTY BO3AYIIHOIO Cy[HA B IIPOLIECCE
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIEH HAa TPaHCIIOPTE.
Tunosvie cumyayuonnbvie 3a0anus 071 peuerus Ha NPAKMU4ecKux 3aHAmusIx
[Ipennoxxure  Meroabl  pa3pabOTKM M HCHOJB30BAHUSA  TUIOBBIX
TE€XHOJOTUYECKUX MPOLIECCOB C YYETOM OOOCHOBAHMS IKOHOMHYECKOM CYIIHOCTH
CEPBHUCHOM JIEATETLHOCTH HAa MPUMEPE KOHKPETHOM OpraHu3aluu.

2 kypc (4 cemectp )

Tema 10. CepBucHas nesTeIbHOCTh HA TPaHCIOPTE, B TOM uucie B cdepe
BO3JIYIITHOTO TPAHCIIOPTA B KOHTEKCTE YCJIOBUH XKU3HEACATEILHOCTHU JIFOACH

llepeuenv munoswix 60npocos OJisi yCMHO20 ONpPoca

1. 3aBUCUMOCTh CEPBUCHOM JEATEILHOCTU HAa TPAHCIOPTE, B TOM YHCIIE B
chepe BO3AYUIHOTO TpPAHCIOPTa OT reorpa@Uueckux, TMOCENEHYECKUX U
nemorpaduyeckux paKkTopoB.

2. ['ocynapcTBEeHHO-IPABOBOE PETYJIUPOBAHUE CEPBUCHOM JEATEILHOCTU
Ha TPaAHCIOPTE, B TOM 4YHCiIe B cdepe BO3AYIIHOIO TPAHCIOPTA U BBIMOJHEHUE
TrOCYJapCTBOM CEPBUCHBIX ()YHKIIHIA.

3. CepBucHas JesATEILHOCT, HAa TpaHCIOpPTE, B TOM uucie B cdepe
BO3JIYIITHOTO TPAHCIIOPTA B CTPYKTYPE COLMAIBHBIX OTHOIICHUH.

4, CepBucHas JesATEILHOCTh HAa TpaHCIOPTE, B TOM uucie B cdepe
BO3/YIIHOTO TPAHCIIOPTA KaK YaCTh KYJIbTYpHI.

S. OcobOeHHoCcTH  pa3pabOTKM  TEXHOJOTUM Tpollecca CcepBHca Ha
TPAHCIIOPTE, B TOM 4YHCIIe B cepe BO3AYIIHOIO TPAHCIOPTa B KOHTEKCTE YCIOBUU
KU3HEJEATEILHOCTH JIIOJIEH.

6. OcobOeHHOCTH  pa3pabOTKM  TEXHOJOTHM Tpollecca cepBHca Ha
TPAHCIIOPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TPAHCIOPTA C YYETOM TpeOOBaHUM
OTpeOUTEIIS.

7. Meronpl MOUCKA, KPUTHYECKOTO aHalIM3a M CHHTE3a HMHPOpMaluud B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

8. MexaHu3M CHUCTEMHOTO MOAXOJa JJIS PElIeHUs MOCTaBICHHBIX 3a/1a4 B
MpoIIecce OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

Q. Mertoasl  HNpPUMEHEHHS  CHUCTEMHOTO  HOAXoAa  JUIsl  pELICHUs
MOCTaBJIEHHBIX 33Ja4 B TMPOLECCE OpraHu3alld CEPBHCHOTO OOCTYKMBaHUS
noTpeduTeneil Ha TpaHCTIOPTE.

10. MeToapl OCYIIECTBICHUS COIMATBHOTO B3aUMOJICHCTBUS U pealn3aIliu
CBOEH pOJIM B KOMaHAE B MPOLIECCE OpraHU3alMd CEPBUCHOIO OOCIYKHBAHUS
MoTpeduTeNei Ha TPAHCTIOPTE.

11. Meroasl omnpeAesneHUs W peadu3aluud CBOEH poJM B KOMaHAE B
MpOIIECCe OpraHU3alMU CEPBUCHOTO 00CIyKUBaHUS OTpeOUTENEl Ha TPAHCIIOPTE.

12.  Meronsl oOecrnedeHUsT COIMAIBLHOTO B3aUMOJICHCTBHS B IPOIECCe
OpraHu3alUy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

13.  MeToasl BOCTpUATHS MEXKYJIHTYPHOTO pa3HooOpasust oOIecTBa B
COIIMAIBHO - MCTOPUYECKOM, 3TUYECKOM U (PUIOCOPCKOM KOHTEKCTaX B IMpoIEcce
OpraHu3alUu CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENeH Ha TPaHCTIOPTE.
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14. Mertoasl npuMeHEHUsT OCOOCHHOCTEM MEXKYJIbTYpPHOTO pa3zHOOOpa3us
oOlIecTBa B MpoOLIECCe OpraHu3alid CEpPBUCHOTO OOCITYXUBaHUA MOTpeOUTenedl Ha
TPAaHCIIOPTE.

15. Metoapl pemieHus MPOU3BOACTBEHHBIX KOH(MJIMKTOB C  YYETOM
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO Pa3HO0Opa3usi OOIIECTBa B MPOIIECCE OpraHU3aIun
CEPBUCHOTO OOCITYXKUBaHUA MOTPEOUTENEH HA TPAHCIIOPTE.

16. Metoapl  co3maHus M NOAAEPKKM  O€30MacHBIX  YCJIOBHI
KHU3HEACITCTPHOCTH, B TOM YHCJIe MPU BO3HUKHOBEHUH UPE3BBIUAWHBIX CHUTYAIlM B
MpoLIeCCe OPraHU3alMKU CEPBUCHOIO 00CITyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

17. Meroasl co3maHuss M TOAJAEpPKAaHUS ~ OE30MACHBIX  YCIIOBUH
KU3HEICATCTLHOCTH, B TOM YHCJIE MPU BO3HUKHOBEHUH UPE3BBIUAWHBIX CHUTYAIlMi B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

18. Metoasl co3maHus M MOACPKKH OE30MACHBIX YCIOBHI 00CTYKUBaHUS
NacCaXMpOB, B TOM UHCJIE€ TPU BO3HUKHOBEHHMH YPE3BbIUAWHBIX CUTyallMid B
npolecce opraHu3alid CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

19. Meroasl TpPUMEHEHUS KIMCHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUH B
CEpBHUCHOHM JIEATEIHHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aWMOJCUCTBUSA C
noTpeOUTEeNsIMH, B TOM YHCJIE HMHTEPHET-IPOJABIKCHHUS YCIyr B TIpoIecce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

20. Meronbl ydacTusi B pa3pabOTKE CHCTEMbI KIMEHTCKHUX OTHOIICHHHA W
OopraHu3alliy Ipoiecca OOCTY>KMBaHMS TOTpeOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M IMPABOBBIX HOPM B MPOLIECCE OPraHU3aIMi CEPBHCHOIO
oOCy>KMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

21. Metonpl y4dacTUs B COBEPIICHCTBOBAHUU CHUCTEMBI KIIMEHTCKUX
OTHOIIEHUH B CEPBUCHON JESITENIbHOCTH Ha TPAHCIOPTE C HCIOJIb30BAHUEM
MHTEPHET-TEXHOJIOTUA B TPOILIECCE OpraHU3allM CEPBHCHOTO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

22. Metonpl BIaeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYCCKUMHU
npueMamMu YIpaBJieHUS TMpOeKTaMH B cdepe OoOCIyKuBaHUS B  IpoIlecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENIeH HAa TPAHCTIOPTE.

23. Meronpl  ympaBieHHS — TYpUCTCKO-PEKpPEalMOHHBIMM  IPOEKTaMH,
METO/Ibl TJIAHUPOBAHUS U MOHUTOPHUHT JIEATEIHOCTH CEPBUCHON KOMIITAaHUU B cepe
TPaHCIIOpPTa B MPOLIECCE OPraHU3allli CEPBUCHOTO OOCIYKHBaHUS MOTpedUTenei Ha
TPaHCIIOpTE.

24. Meronpl BbIOOpa MaTepUANbHBIX PECYpCOB, O0OpYIAOBaHMUA MJis
OCYIIECTBIICHHSI MIPOLIECCA CEPBUCA.

25.  MexaHM3M IPOBEICHHS MEPErOoBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
clydyasM U OINpeAeNieHUus TPUYMH BO3HMKHOBEHMS TIPETEH3UH B Mpoliecce
OpraHU3alliY CEPBUCHOTO 00CTYXUBAaHUS NOTpeOUTENIEel HAa TPAHCIIOPTE.

26. Metonbl pa3pabOTKM W HCIONIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

27. Meronpl GpopMupoOBaHUS W BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U
perIamMeHToB MPOIECCOB OOCITYKUBaHUS MOTPEOUTENICH Ha TPAHCTIOPTE.
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28. Metonbl B3aUMOJEHUCTBHUSl C KJIMEHTAMHM IO OpraHU3alMu mpolecca
oOciy>)kuBaHusi oTpeduTenel B cepe rocrenpuuMcTBa B MPOIECCE OpraHU3aIuu
CEPBUCHOTO OOCITYXKUBaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

29. TpeOoBaHus NPOU3BOJCTBEHHON JHMCLUMIUIMHBI, MpaBUI IO OXpaHe
Tpy/Aa U MOXKapHOH 0€30MacHOCTHU MPH OCYIIECTBICHUH TEXHOJIOTHIECKOro Mmpoliecca
B TIPOIIeCCE OpraHU3aI[Mi CEPBUCHOTO 00OCTYKMBAaHUS OTpeOUTENIeH Ha TPAHCTIOPTE.

30. Meroapl BeIOOpa OpraHU3ALMOHHBIX pEHICHWH 11 (OPMUPOBAHUS
CEpBHUCHOIM CHCTEMBI OOCTYXMBAaHHUS C HCIIOJIB30BAHMEM METOJOB OpraHU3aluN U
yIpPaBICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBUCHBIX
NpeNpUATHI HA TPAHCIIOPTE B MPOIIECCE OpraHU3aI[MH CEPBUCHOTO OOCTYKHUBAHUS
notpeOuTenel Ha TPAaHCTIOPTE.

31. Meroapl  OCYHMIECTBICHHsI  OpPraHW3allMOHHOTO  OOCTY)KWBaHUs
aBUAIIMOHHOW WHQPACTPYKTYpPhl M OPTaHU3AIMOHHOTO OOecTeueHusl IMpoiecca
CEpBHUCHOTO OOCTYXMBAHUS B a3pOIMOPTY U Ha OOPTY BO3AYIIHOTO CY/AHA B MPOIECCE
OpTaHM3aIMU CEPBUCHOTO 0OCTYKUBAHUS TIOTPEOUTENICH HA TPAHCTIOPTE.

Tunosvle cumyayuoHHvle 3a0aHus 05 peueHus Ha NPAKMU4ecKux 3aHamusix

[lpemnoxure MeETONbI IUIAHUPOBAHWSI W MOHHTOPWHTA  JCSTEILHOCTH
CEpBHUCHOUM KOMITAHUU C y4ETOM OOOCHOBAaHHUS BIUSHUS TOCYIAapPCTBEHHO-TIPABOBOTO
pETyIMPOBaHUS CEPBUCHON JCATEILHOCTH HA MMPUMEPE KOHKPETHON OpraHHU3aIIHH.

Tema 11. Opranuzanus oOCIy>KMBaHHs MOTpeOUTENEeH Ha TpaHCIOPTE, B TOM
yuclie B chepe BO3MYIIHOTO TpaHCTIOpTa
Ilepeuenv munosvix 60npocoe 0l yCMHO20 ONPoca

1. Teopust opranuzanuu OOCITYy)KMBaHHS Ha TPAHCIIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

2. Kareropun npeanpusaTuii, OCyIIeCTBISIONIUX MMPEIOCTABICHUE YCIYT HA
TPaHCIIOPTE, B TOM YHCJIE B chepe BO3AYIIHOTO TPAHCIIOPTA.

3. [TonsiTst 1 oTpacaeBasi CTpyKTypa cepsl yCIyT.

4, [ToHATHS O IPOJYKTAaX CEPBUCHOW JCSITEILHOCTH HA TPAHCIIOPTE, B TOM
qrciie B cepe BO3AYITHOTO TPAHCIIOPTA.

S. [Ipotecc npuHATHS peIIeHUs MOTPeOUTEIEM.

6. dakTopbl, BIMSAIONME HA TMPOILECC MPUHATHAS PEUICHUS B MpoIecce

CEpPBUCHOW JESITEIIBHOCTH HA TPAHCIOPTE, B TOM dHcie B cdepe BO3IYIIHOTO
TPaHCTIOPTA: UHAUBUAYATbHBIC, TICHXOJIOTHYECKUE U COIIMATILHBIE.

1. [Ipomecc ocoznanust TOTPEOHOCTH MOTPEOUTENEM Ha TPAHCTIOPTE, B TOM
qrclie B chepe BO3MYIIHOTO TPAHCTIOPTA.

8. BoszneiicTBre KymnbTyphl Ha TOBEACHUE MOTPEOUTENSI HA TPAHCIIOPTE, B
TOM 4Hcye B chepe BO3AYITHOTO TPAHCIIOPTA.

Q. Cucrtema IEHHOCTEH.

10. BnausHME ceMbH, PEIUTHU W OOpa30BaHUA HA TPUHATHE PEIICHUS
noTpeduTeneM B mporecce OOCTy)KMBaHUS HAa TPAHCIIOPTE, B TOM 4YHCIe B chepe
BO3JIYIITHOTO TPAHCTIOPTA.

11. BuwustHue STHHMYECKON KyJIbTYphl Ha TIOBEACHUE TMOTpEeOUTENsT B
mporecce OOCTy)KMBaHHWS HAa TPAHCIOPTE, B TOM YuCIe B cdepe BO3AYITHOTO
TpaHCTIOpTa.
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12.  KynbTypa KOpEHHOIO HaceJIeHHUs.

13.  Penuruo3Hele U STHUYECKUE FPYIIIHI.

14. JluBepcudukanus CEpBUCHOM JEATEIBHOCTH B COOTBETCTBHUHM C
THOKYJIbTYPHBIMH, WCTOPHYCCKUMHU W PEITUTHO3HBIMU TPATUIUSIMH B MPOIECCE
oOCIy)KWBaHMsI HA TPAHCIIOPTE, B TOM YHCIIE B c(hepe BO3AYITHOTO TPAHCIIOPTA.

15. TexHosoruu mpoIecca CEpBUCa, CHCTEMbl KIMEHTCKUX OTHOIICHUH C
y4eToM TpeOOBaHUMN MOTPEOUTENS.

16. Metoapl moMcKa, KPUTUYECKOIO aHAlM3a W CHHTE3a WH(OpMaluu B
MPOIECCEe OpPTaHU3aIMU CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENICH HAa TPAHCIIOPTE.

17. MexaHHU3M CHUCTEMHOTO TOJAXO0Ja JIUIs PEIICHUsS MMOCTABICHHBIX 33J1a4y B
npoIiecce OpraHu3aIi CEPBUCHOTO 00CTyKMBaHUs TIOTPEOUTENEH Ha TPAHCTIOPTE.

18. MeToapl NPUMEHEHHST  CHUCTEMHOTO  TOJAXO0JAa I PCIICHHS
NOCTABJICHHBIX 3aJlad B IMPOIECCE OpraHU3allMd CEPBUCHOTO OOCITY)KMBaHUS
notpeOuTenel Ha TPAaHCTIOPTE.

19.  MeToasl OCYIIECTBICHUS COIMAIBHOTO B3aMMOJICHCTBUS U Pealh3alluu
CBOCH poOJIM B KOMaHJE B IMPOIECCE OPraHWU3allid CEPBUCHOTO OOCTYKHWBaHUS
norpeOuTeNnel Ha TPAaHCTIOPTE.

20.  MeTonbl ompeneiACHUS M peau3alli CBOSH pOJIM B KOMaHJAC B
npoIiecce OpraHu3aIii CEPBUCHOTO 00CITyKUBaHUs TIOTPEOUTENEH Ha TPAHCTIOPTE.

21.  Metonpl obOecnedeHusT COLMAIBHOTO B3aWMOJIEHCTBHS B Mpoliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENel Ha TPaHCTIOPTE.

22. MeTonbl BOCHPHUATHS MEXKYJIBTYPHOTO pa3HOOOpa3us oOiiecTBa B
COLIMAJIBHO - UCTOPUYECKOM, STUUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B IMpoIliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAHCTIOPTE.

23. Metonapl npuMeHEHHUS OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3zHOooOpasus
oOIecTBa B MpOIECCe OpPraHM3allui CEPBUCHOTO OOCITY)KUBAHUS MOTPEOUTEICH Ha
TPaHCIIOPTE.

24. Metonpl pemieHUs MPOU3BOJCTBEHHBIX KOH(MDIUKTOB €  Y4EeTOM
0COOCHHOCTEH MEXKYJIbTYPHOTO Pa3HOOOpa3us OOIIeCTBa B MPOIECCE OpraHu3aIluu
CEPBUCHOT'O O0CTYKMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

25.  Meronasl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCIIe NTPU BO3ZHUKHOBEHUH YPE3BBIUYAWHBIX CUTyaIlUi B
MPOoIIeCcCe OpraHU3aAIMK CEPBUCHOTO 00CITY)KHMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

26. Metonpl  co3maHuUs M NOAJACPKAHHWS  OC30MACHBIX  YCIIOBHM
KU3HEJEATEILHOCTH, B TOM YHCIIC TP BO3HUKHOBEHUH YPE3BBIYAWHBIX CUTYAIlUN B
MPOoIIeCcCe OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

27. MeToapl co3aHms U MOAACPKKH O€30MMaCHBIX YCIOBHI 0OCITYKUBaHUS
MAacCaXUpoOB, B TOM 4YHUCJIE TPH BO3HUKHOBEHWU YPE3BBIYAWHBIX CHUTyalluid B
MPOIIECCe OPTaHU3AIMK CEPBUCHOTO 0OCITY)KMBaHUSI TOTPEOUTENCH HA TPAHCTIOPTE.

28. MeTonbl TPUMEHEHHS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOM JESITEIbHOCTH Ha TPAHCIIOPTE B YCJIOBUAX B3aUMOJCHCTBUSA C
MOTPEOUTENISIMU, B TOM YHCJIC€ WHTEPHET-TIPOABMKEHUS yCIYT B MpoIecce
OpraHu3aliy CEPBUCHOTO 0OCITYKMBaHUS MTOTPEOUTENICH HAa TPAHCTIOPTE.

29. Metonbl y4yacTusi B pa3pabOTKE CHCTEMBI KIMEHTCKUX OTHOIIECHUH U
OpraHu3anuu mporecca oOCTy>KUBaHHS MOTPEOUTENCH Ha OCHOBE MPUMEHEHUS
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3aKOHOJATEIbHBIX aKTOB M IMPABOBBIX HOPM B IPOILIECCE OPTaHU3AIMUA CEPBHUCHOTO
oOCITy>)KHBaHHS MOTpEeOUTENEH Ha TPAaHCTIOPTE.

30. Meroapl y4yacTHsi B COBEPIICHCTBOBAHHHM CHCTEMBI KIHMEHTCKHX
OTHOIICHUH B CEPBUCHOM JIEATEIHHOCTH HA TPAHCIOPTE C MCIOIH30BAHUEM
MHTEPHET-TEXHOJOTUI B TMPOLIECCE OpTraHU3allMd CEPBUCHOTO OOCTYKHWBaHUS
noTpeduTeei Ha TpaHCTIOpTe.

31. Meronpl BIaNCHHUS TEOPCTHUYCCKUMHU 3HAHMSIMH W TMPAKTHYECCKUMU
npueMaMy YIpaBiCHHUA TpoeKkTamMu B cdepe oOCTyKMBaHUS B  TIpoIecce
OpTaHU3allU CEPBUCHOTO 0OCTYKUBAaHUS NOTPeOUTENeH Ha TPAHCTIOPTE.

32.  Meronpl  yOpaBJICHHS  TYPUCTCKO-PEKPEAIMOHHBIMU  ITPOCKTaMH,
METO/IbI TNIAHUPOBAHUS U MOHUTOPHHT JESTEIBHOCTH CEPBUCHOIN KOMMaHUH B chepe
TPaHCIOpPTa B MPOLIECCE OPTraHU3alluK CEPBUCHOTO OOCIYKUBAaHUS MOTpeOHUTENCH Ha
TpaHCIIOpTe.

33.  Meronbl BbIOOpa MaTEpHAIBHBIX PECYpCOB, OOOpPYAOBAHMS IS
OCYIIIECTBJICHHSI MPOIIecca CEPBHCA.

34. MexaHu3M MPOBEACHUS MIEPETOBOPOB C KIMEHTAMH 10 TPETCH3NOHHBIM
cllydasM W OMNpeAeNieHUus TPUYMH BO3HHKHOBEHHMS TPETCH3WMH B Tporiecce
OpTaHM3aIMU CEPBUCHOTO 0OCTYKUBAHUS TIOTPEOUTENIeH HA TPAHCTIOPTE.

35.  Meroapl pa3pabOTKM W HWCIOJB30BAaHUS THIIOBBIX TEXHOJOTHYECKHUX
TPOIIECCOB.

36. Meronbl GOpMHUPOBAHUS M BHEAPEHUS KOPIOPATHBHBIX CTAHIAPTOB U
PETJIaMEHTOB MPOLIECCOB 0OCITY>KMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

37. Meronpl B3aMMOJIEUCTBHSI C KJIMEHTAaMHU [0 OpraHu3alldy Ipoiiecca
oOcny>KMBaHMs TIOTpeOuTeNel B cdepe rocTenpuUMCTBA B IMPOIIECCE OpraHU3aIuu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

38. TpebGoBaHus NPOW3BOACTBCHHOW JUCIMILUIMHBI, IPABUI IO OXpaHE
TpyJa U MOKapHOH 6€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOTro MpoIecca
B IIPOIIECCE OpraHU3alMK CEPBUCHOTO OOCTYKMBaHUSI MOTpeOUTENEH HA TPAHCIIOPTE.

39. Metonpl BbIOOpa OpPraHM3alMOHHBIX pEHMICHWH I (opMHUpOBaHUS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHHS C HCIIOJIb30BAHUEM METOJOB OpPraHU3AIMH U
VIPABICHUS UMYIIECTBEHHBIM a3POMOPTOBBIM KOMIUIEKCOM U aKTHBAMHU CEPBUCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTaHU3AIUU CEPBUCHOTO OOCITYKHBAHUS
noTpeduTeneil Ha TpaHCTIOPTeE.

40. Meroabpl  OCYIIECTBICHUS OpPraHU3alUuOHHOTO 00CTy>KUBaHUS
aBUAIMOHHOW WHMPACTPYKTYphl W OPTraHHU3AIMOHHOTO obecrmeueHus mpoliecca
CEpBUCHOT0 00OCIYXUBAaHUS B a3pOINOPTY U Ha OOPTY BO3AYIIHOIO Cy/AHA B MpOLECCE
OpraHu3alliy CEPBUCHOTO OOCITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

Tunosvie cumyayuonnsie 3a0anus OJis peuerus Ha NPAKMU4ecKux 3aHAmusIx

[IpennoxuTte METOIBI OPraHNU3AMOHHOTO O0ECIeueHus MpoIecca CEPBUCHOTO
00CTy>KMBaHHSI B a3POTIOPTY C YIETOM 0OOCHOBAHMSI BIUSHUSA (PAKTOPOB, BIUSIOIINX
Ha TPOLIECC MPUHSATHUS PEIICHUS HA TPUMEPE KOHKPETHOW OpTaHU3aIIHH.

Tema 12. ApjanTanMOHHO-TUHAMHYECKHE  XapaKTCPUCTHKHA  CEPBHCHOM
NeSTeIFHOCTH Ha TPAHCIIOPTE, B TOM YHUCJIe B c(hepe BO3AYIIHOTO TPAHCIIOPTa
llepeuenv munogvix 60npocos 0jisi YCMHO20 Onpocda
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1. CepBucHas JAEITEIBHOCTh, Ha TPaHCIOPTE, B TOM dYHCiIe B cdepe
BO3AYIIHOTO TPAHCIOPTa KaK TPOIECC H €ero CBA3b C DKOHOMHUYECKOMN

KOHBIOHKTYPOM.

2. OcobeHHOCTH Tpollecca BHEAPEHUsS HWHHOBalM B cdepy yclIyr Ha
TPAHCIOPTE, B TOM YHUCE B cepe BO3AYITHOrO TPAHCIOPTA.

3. VYrpaBineHre HOBOBBEJCHUSMH Ha TPAHCIOpPTE, B TOM 4ucie B cdepe
BO3JIYIIIHOT'O TPaHCIOPTA.

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

5. JKu3HeHHBIH LUK YCIYTH B MPOIIECCE CEPBUCHOTO OOCTY)KMBAaHUS Ha

TpaHCIOPTE, B TOM uucie B cdepe BO3AYIIHONO TpaHCIOPTa W YYeT €ro
OCOOCHHOCTEH B IPEANPUHUMATEIECKOUN e TEILHOCTH.

6. [Tpormecc obcmy ) nMBaHuUsl MOTPEOUTENECH HA TPAHCIIOPTE, B TOM YKCIIEC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

7. Teopust opranuzanuu 00CITyKUBaHUS.

8. [lonsitTue “KOHTAKTHOW 30HBI” Kak c(epbl pealu3alid CEPBUCHOM
JESTEIBHOCTH HA TPAHCIIOPTE, B TOM YHUCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

Q. ®opMmbl  00CTyKMBaHUSI Ha TpPAHCIIOPTE, B TOM 4YuCiIe B cdepe

BO3JIYIITHOTO TPAHCIIOPTa M TTOKa3aTeNb 3aTpaT BpEeMEHHU.

10. OcoOeHHOCTM pabOTHl B KOHTAKTHOM 30HE C TMOTpeOuTeNeM Ha
TPaHCIIOPTE, B TOM 4Hclie B cepe BO3AYIIHOTO TPAHCHOPTA, KOHCYJIHTUPOBAHHE,
corjacoBaHHe BUAa, POPMBI U MpoOIEcca CEpBHCA.

11. Metoasl moOMCKAa, KPUTUYECKOTO aHAlM3a W CHUHTE3a WH(MOpMaIlUU B
npolecce opraHu3alii CEPBUCHOTO 00CTYKUBaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

12.  MexaHu3M CUCTEMHOTO MOAXO0/A JIJisi PEHICHUS MOCTABJICHHBIX 3a/la4y B
npolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

13. MeToasl NOpPUMEHEHHS  CHUCTEMHOTO  TMOAXOHa Il  PEIICHHS
MOCTABICHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCTYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

14,  MeToasl OCYIIECTBICHUS COIMATBHOTO B3aUMOJCHCTBUS U peasiu3aliiu
CBOEH pOJIM B KOMaHAE B MPOLIECCE OpraHU3allMd CEPBUCHOIO OOCIYKHBaHUS
noTpeduTeneil Ha TpaHCTIOPTE.

15. Meroasl ompeAeneHUs W peadu3aluud CBOEH poiM B KOMaHAE B
MPOoIIeCcCe OpTraHU3aIMK CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

16. Meronsl oOecrniedeHHS COIMAIBLHOTO B3aUMOJICHCTBHUS B IPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

17. Mertoasl BOCHPUSATHS MEKKYJIbTYPHOTO pa3zHOooOpa3usi oOliecTBa B
COIMAJIEHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHU3aluu CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.

18. Meroasl nMpUMEHEHUST OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3zHOOOpa3us
o0IecTBa B MPOIIECCE OPTraHM3aIMU CEPBUCHOTO OOCITYXHUBaHUS TOTpEOUTENel Ha
TpaHCIIOPTE.

19. Metoasl pemieHHWs MPOW3BOACTBEHHBIX KOH(MDIMKTOB C  YYETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us OOIEeCcTBa B MPOIECCE OpraHU3aAIMHU
CEpPBUCHOI0 00CTYKMBaHUS MOTPEOUTEIEH HA TPAHCIIOPTE.
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20. Metonpl  co3maHMd WM TONJEPKKM  O€30MACHBIX  YCJIOBHM
KU3HEJEATESITLHOCTH, B TOM YHCIIC TTPU BO3ZHUKHOBCHUH YPE3BBIUYAWHBIX CUTyaIlUi B
MpoIlecce OpraHu3aliy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTENel Ha TPAHCIIOPTE.

21. Metonbl co3maHus U HOAACPKAHUS ~ OE30MACHBIX  YCIOBHIA
KU3HEJEATESILHOCTH, B TOM YHCIIC NTPH BO3ZHUKHOBCHUH YPE3BBIUAHHBIX CUTyaIlUi B
MpoIiecce OpraHu3aliy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

22.  Metoabl co3anus U MOAACPKKU O€30MaCHBIX YCJIOBHUI 00CITYKHUBaHUS
MAacCaXUpOB, B TOM YHCJIC TPH BO3HUKHOBEHWM YPE3BBIYAHHBIX CHUTyallMid B
MpoIiecce OpraHu3aliy CEpBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

23. MeTonbl TPUMEHCHHS KJIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTMHA B
CEpPBUCHOW JICATEIBHOCTH Ha TPAHCIOPTE B YCJIOBHUSX B3aUMOJICUCTBUS C
noTpeOUTeNsIMU, B TOM YHCJI€ WHTEPHET-IPOJBMKEHUS YCIAYyr B Tpolecce
OpraHu3aIuy CEPBUCHOTO 00CITYKUBaHUS OTpeOUTEICH Ha TpaHCTIOPTE.

24.  Metonpl y4yacTusl B pa3pabOTKE CHCTEMbI KIMEHTCKUX OTHOIICHUH W
OpraHu3aIMy TMpolecca OOCTYy)XKHMBaHUs TOTPEOHUTENIe Ha OCHOBE NPUMEHEHUS
3aKOHO/IATEJIbHBIX aKTOB W IMPABOBBIX HOPM B MPOIIECCE OpPraHU3AIlUU CEPBUCHOTO
oOciy>kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

25. MeTonpl ydacTUs B COBEPIICHCTBOBAHWUU CHCTEMBI KIIMEHTCKUX
OTHOILIEHUH B CEPBUCHOW JEATEILHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTUH B TMPOIECCe OPTaHU3alMH CEPBUCHOTO OOCITYKHBAHUS
notpeduTenel Ha TpaHCIOPTe.

26. MeTonbl BIAJIEeHUS TEOPETUYECKUMH 3HAHUSAMH U TPAKTUYECKUMHU
npueMamMu YIpaBJieHUs TNpoeKTaMH B cdepe oOCIyKuBaHUS B  Ipoliecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIeH Ha TPAHCTIOPTE.

27. Metonpl  ymnpaBleHHUS  TYPUCTCKO-PEKPEAIIMOHHBIMU  TPOEKTaMH,
METO/IbI TUIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHOM KOMIIaHUU B chepe
TPAaHCIIOPTa B MPOIIECCE OPTraHU3aIuU CEPBUCHOIO OOCIY)KMBaHUSI IOTpEOUTENeH Ha
TPaHCIIOPTE.

28. Metonpl BeIOOpa MaTepUalbHBIX PECYpPCOB, O00OpyIOBaHUS IS
OCYIIECTBJICHHS TPOIIECCa CEPBUCA.

29. MexaHu3M MPOBEJECHUS NIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIy4astM U OTpeJeJeHUs TPUYMH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS MOTPEOUTENICH HAa TPAHCTIOPTE.

30. Meronpl pa3pabOTKM W HCIOIH30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

31. Meronbl GopMHUpPOBAHUS W BHEAPEHHUS KOPIOPATUBHBIX CTAHIAAPTOB H
PETIIAMEHTOB MIPOIIECCOB 0OCITY)KMBAaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

32. Meronpl B3aMMOJIEUCTBHSI C KIMEHTAMHU [0 OpraHW3allid Iporecca
oOcmy>KMBaHMsI TIOTpeOUTENel B cepe TOCTEHPUUMCTBA B MPOIIECCE OpraHU3aIiu
CEPBHUCHOTO OOCITYKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

33. TpebGoBanus TPOWM3BOACTBEHHOW MWCIUIUIMHBI, TMPABWI IO OXpaHE
TpyZa ¥ MOKapHOW 0€30MaCHOCTH MPU OCYLIECTBICHUH TEXHOJIOTMYECKOro mpoliecca
B [IPOIIECCE OpTraHU3alMU CEPBUCHOTO 00CITy>KUBaHUS OTpeOUTEIe Ha TPAHCIIOPTE.

34. Meronpl BbIOOpa OpPTraHWU3AIMOHHBIX PEIICHWA i1 (QopMUPOBAHHS
CEPBUCHOW CHUCTEMBI OOCIYXKMBAaHUS C WCIOJIH30BAHHEM METOJOB OpTaHU3AINH U
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yIpaBICHHUs] UMYIIECTBEHHBIM a’pOIMOPTOBBIM KOMIUIEKCOM M aKTHBAaMH CEPBUCHBIX
OPEeaNpUITUNA Ha TPAHCIIOPTE B MPOIIECCE OPTraHU3AIMN CEPBUCHOTO OOCTYKHUBAHUS
noTpeduTeei Ha TpaHCTIOPTE.

35. Meronpl  OCYHIECTBIEHUS  OPraHU3alMOHHOIO o0CIy)KUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPhl M OPTaHMU3AIMOHHOTO OOecTeueHus Mpoiecca
CEpBHUCHOTO OOCTYXMBAHUS B a3pPOMOPTY U Ha OOPTY BO3AYIIHOTO CYAHA B MPOIECCE
OpTaHU3allU CEPBUCHOTO 0OCTYKUBAaHUS TOTPEOUTENEH HA TPAHCTIOPTE.

Tunogvle cumyayuonHvle 3a0aHUs Ol peuleHUs Ha NPAKMU4eCKUX 3aHAMUX

[lpennoxute MeTOmbl BBHIOOpAa MaTEPUAIBHBIX PECYPCOB C  yUETOM
00OCHOBaHUSI BIUSHHUS OCOOCHHOCTEW mpollecca BHEAPEHHs WHHOBalWi B chepy
yCIyT Ha TPAHCIIOPTE Ha MPUMEPE KOHKPETHOW OpraHU3aIiH.

Tema 13. KauectBo, 0e30macHOCTb YCAYT U KyJIbTypa CEpPBUCHOM
JeSTeTFHOCTH Ha TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYITHOTO TPAHCIIOPTa

Ilepeuenv munoswix 60npocoe 0l yCMHO20 ONpPoca

1. [Ipo6eMbl kauecTBa U OE30MACHOCTH YCIYT B MPAKTHKE COBPEMEHHOTO
CepBHCa Ha TPAHCIIOPTE, B TOM YHUCIIE B c(hepe BO3IYIIHOTO TPAHCTIOPTA.

2. [ToHsTHE KadecTBa CEPBUCHOW JIEATECILHOCTH HA TPAHCIOPTE, B TOM
grciie B cepe BO3AYITHOTO TPAHCIIOPTA.

3. YnpaBneHue Ka4yecTBOM YCIYT, KOHTPOJIb CTaHAApTOB U 0€30MacHOCTH
oOCIy>KMBaHMsI HA TPAHCIIOPTE, B TOM YKciie B chepe BO3AYIIHOTO TPAHCIIOPTA.

4, Buner Ge3omacHoctu oOcnyKUBaHUS Ha TPAHCIIOPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

S. KynbpTypa cepBuca u cCepBUCHOM IEATEIHLHOCTH HA TPAHCIIOPTE, B TOM
yuclie B chepe BO3IYIIHOTO TPaHCIIOPTA.

6. Y4eT OCHOBHBIX TICHXOJOTHYECKUX OCOOCHHOCTEH TmoTpeOuTeNns B
IpOIIeCCe CEPBUCHOM NESITENbHOCTH Ha TpPAaHCIOPTE, B TOM 4dHClIe B cdepe
BO3JYIIHOTO TpPAaHCIOPTA M WX BIUSHUE Ha BOCIPHUSATHE KayecTBa YCIyT
OTpeOUTEIIEM.

7. Meronpl MOUCKA, KPUTHYECKOTO aHalIW3a M CHHTE3a HMHPOpMaluud B
MpoIIecce OpraHU3aIMK CEPBUCHOTO 00CITYKHMBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

8. MexaHu3M CHCTEMHOTO MOAXOJa JJIS PElIeHUs MOCTaBICHHBIX 3a/1a4 B
MpoILIecce OpraHU3aIMK CEPBUCHOTO 00CITYKHMBAaHUSI TOTPEOUTENEH HA TPAHCTIOPTE.

Q. Meronpl  TPUMEHEHUS  CHCTEMHOTO  MOAXOAAa  JUIA  pelIeHUs
MOCTABJICHHBIX 33/Jad B TMPOIECCe OpraHU3allH CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNei Ha TpaHCTIOpTe.

10. MeToasl OCYIIECTBICHUS COIMATBHOTO B3aMMOJICHCTBUS U pPeash3aIliu
CBOCH polM B KOMaHJE B IMPOIECCE OPTaHM3AIMU CEPBHCHOTO OOCITYKHUBaHUS
MoTpeOuTeNei Ha TPAHCTIOPTE.

11. Meroasl omnpeAeneHUss W peadu3aluud CBOEH poJM B KOMaHAE B
MPOIIeCCe OPTaHU3AIMK CEPBUCHOTO 0OCITY)KHBaHUSI TOTPEOUTENEH HA TPAHCTIOPTE.

12.  Meroasl oOecrnedyeHUs COIMAIBLHOIO B3aUMOJICHCTBHS B IPOIECCE
OpraHu3aliy CEPBUCHOTO 0OCITYKMBaHUS MTOTPEOUTENICH HAa TPAHCTIOPTE.
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13.  Metoapl BOCHpPUATHS MEXKYJIBTYPHOrO pa3zHooOpasus oOlecTBa B
COLIMATBHO - UCTOPHUYECKOM, ITHUECKOM U (HUI0COPCKOM KOHTEKCTaX B IMPOIIECCE
OpTaHM3alMU CEPBUCHOTO 00CTYKUBAHUS OTPeOUTENEH HAa TPAHCTIOPTE.

14. Mertoasl npuMeHEHUsT OCOOCHHOCTEM MEXKYJIbTYpPHOTO pa3zHOOOpa3us
o0IecTBa B MPOIECCE OPraHU3alliid CEPBUCHOTO OOCITYXHBaHHs MOTpeOuTeNel Ha
TpaHCIIOpTe.

15.  Metoapl pemieHHs NPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
O0COOCHHOCTEHM MEXKKYJIBTYPHOTO Pa3HOOOpa3usi OOIIECTBa B MPOIIECCE OpraHU3aIun
CEPBUCHOTO OOCITYXKUBaHUA NMOTPEOUTENEH HA TPAHCIIOPTE.

16. Meroasl  co3maHuMA W TOAACPXKKHA  O€30MacHBIX  YCIIOBUH
KU3HEICATCTLHOCTH, B TOM YHCJIE MPU BO3HUKHOBEHUH UPE3BBIUAWHBIX CHUTYAIlMi B
IpoIiecce OpraHu3aIi CEPBUCHOTO 00CTyKMBaHUS TIOTPEOUTENEH Ha TPAHCTIOPTE.

17. Meroasl  co3maHuss WM TOAJAEPKAaHUS ~ OE30MACHBIX  YCIOBUH
KHU3HEICIATCILHOCTH, B TOM YHCJIE NMPU BO3HUKHOBEHUH UPE3BBIUAWHBIX CUTYyallull B
npoIiecce OpraHu3aIiy CEPBUCHOTO 00CITyKMBaHUS TIOTPEOUTENEH Ha TPAHCTIOPTE.

18. Mertoasl co3maHus M MOICPKKH OE30MACHBIX YCIOBHI 00CTY)KUBaHUS
MacCaXMpPOB, B TOM 4YHCJIE€ TPU BO3HUKHOBEHHMH YPE3BbIUAWHBIX CHUTyallMid B
IpoIiecce OpraHu3aIy CEPBUCHOTO 00CITYKUBaHUS TIOTPEOUTENEH Ha TPAHCTIOPTE.

19. Meroasl TpPUMEHEHUS KIMCHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUH B
CEpBHUCHOHM JIEATEIHHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aWMOJCUCTBUSA C
NOTPEOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

20. Metonpl y4yactusi B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOUICHUH U
OopraHu3aliy Ipoiecca OOCTY>KMBaHMS TOTpeOUTENle HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M IMPABOBBIX HOPM B MPOLIECCE OPraHU3aIMi CEPBHCHOIO
o0OcITy>)kuBaHMs TOTpeOUTENIeH Ha TPAHCTIOPTE.

21. Metonpl y4dacTusi B COBEPIICHCTBOBAHUU CHUCTEMBI KIIMEHTCKUX
OTHOIICHUH B CEPBUCHON JESITEIPHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
UHTEPHET-TEXHOJIOTUA B TPOILIECCE OpraHU3allMi CEPBUCHOTO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

22. Meronpl BnajeHHUS TEOPETHUECKMMM 3HAHUAMHU U TPAKTUYECKUMU
npUueMaMy YIpaBJleHUA TpoeKkTaMu B cdepe oOCIyKuBaHUS B  IpolEcce
OpraHM3aluU CEPBUCHOTO 00CTYXKUBAaHUS NOTpeOUTENIEel HAa TPAHCIIOPTE.

23. Meronpl  ympaBieHHS — TYpUCTCKO-PEKpPEAlMOHHBIMM  IPOEKTaMH,
METO/Ibl TJIAHUPOBAHUS U MOHUTOPHUHT JIEATEIHOCTU CEPBUCHON KOMIITAaHUU B cepe
TPaHCIIOpPTa B MPOLIECCE OpPraHU3allui CEPBUCHOTO OOCIYKHBaHUS MOTpedUTeei Ha
TPaHCIIOpTE.

24. Metonbl BBIOOpAa MaTEPHATBHBIX PECYpCOB, OOOpPYMOBAaHHS ISt
OCYILIECTBJICHUSI MPOIIecca CEPBHCA.

25. MexaHu3M MPOBEICHUS EPErOBOPOB C KIUEHTAMH IO NMPETEH3MOHHBIM
cllydyasM U OINpeAeNieHUus TNPUYMH BO3HMKHOBEHMS TPETEH3MM B Mpoliecce
OpTraHM3alUU CEPBUCHOTO 0OCTYXUBAaHUS OTpeOUTENEH HAa TPAHCTIOPTE.

26. Meronpl pa3pabOTKM M HUCIHOJIB30BAHUS TUIIOBBIX TEXHOJIOTHUYECKHX
IIPOLIECCOB.
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27. Metonpl GOpMHpPOBAaHUSA U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pEriaMeHTOB IIPOLIECCOB 0OCITY)KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

28. Metonbl B3aUMOJEHUCTBHUSI C KJIMEHTAMHM IO OpraHU3alMu mpolecca
oOciy>)xuBaHusi oTpeduTtenel B cepe rocrenpuuMcTBa B MPOIECCE OpraHU3aIuu
CEPBUCHOTO OOCITYXKUBaHUA NMOTPeOUTENEH HA TPAHCIIOPTE.

29. TpeOGoBaHusi NPOU3BOJCTBEHHON JHUCLUMIUIMHBI, MpaBUI IO OXpaHe
TpyJa U MOKapHOH 6€30MaCHOCTU MPHU OCYIIECTBIEHUN TEXHOJIOTHUECKOro Mmpouecca
B IIPOLIECCE OPTraHU3ALMK CEPBUCHOTO 0OCTYKUBAHUS OTPEOUTENIEH HA TPAHCTIOPTE.

30. Meroapl BeIOOpa OpPraHU3AIMOHHBIX pEHICHWH 11 (OPMUPOBAHUS
CEpPBUCHOW CHUCTEMBbI OOCITYXHBaHMSI C HCIIOJIb30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJICHUS UMYIIECTBEHHBIM a3pOMOPTOBBIM KOMILUIEKCOM M aKTHBAMH CEPBUCHBIX
OpEeNNpUsATUN Ha TPAHCIOPTE B MPOLECCE OpPraHu3ali CEPBUCHOTO OOCTYKUBAHUS
notpeduTenel Ha TpaHCIOPTe.

31. Meronbpl  OCYHIECTBIEHUS  OPraHU3alMOHHOTO  OOCIY>KUBAHUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHU3alMOHHOrO0 oOecreueHus mpolecca
CEpPBUCHOTO O0CTYKUBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MpOIECcCce
OpraHu3aliy CEpBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

Tunosvie cumyayuonnvle 3a0aHus 0 peuleHus Ha NPAKMu4ecKux 3aHAMuUsX

[IpemnoxuTe METONbI B3aUMOJEHCTBUS C KJIMEHTAMU 10 OpTaHU3AINH
nporecca 0O0CIyKUBaHUS TOTpeOuTeNnel B cdepe TOCTENPUUMCTBA C  YYETOM
000CHOBaHUS 0€30MaCHOCTH 0OCIYKHBAHUSI HA TPAHCIIOPTE HA MIPUMEpPE KOHKPETHOMN
OpraHu3alLUN.

Tema 14. Tlpoueccsl ynpaBieHHWs, OpraHU3alMOHHAs CTPYKTypa U
IPOU3BOACTBEHHBIN MEHEI)KMEHT CEPBUCHOIO IMPEANPUATHS HA TPAHCIIOPTE, B TOM
quclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

Ilepeuenv munogvlx 80NPOCO8 05l YCMHO20 ONPOCa

1. [Ipennpusitus, OKa3pIBaIONINE YCIYTU HACEIEHUIO HA TPAHCTIOPTE, B TOM
quclie B chepe BO3IYIIHOTO TPAaHCIIOPTA.

2. OcobeHHOCTH OOIIET0 YIPAaBICHUS CEPBUCHBIM MPEINPUATHEM Ha
TPAHCTIOPTE, B TOM YHUCIE B cepe BO3AYIITHOTO TPAHCIIOPTA.

3. OYHKIUY U 33724l 00IIEro yNpaBlIeHUs CEPBUCHBIM MPEANPUATHEM Ha
TPAHCTIOPTE, B TOM YHUCIe B cepe BO3AYIITHOTO TPAHCIIOPTA.

4, OpranuzaniioHHasi ~ CTPYKTypa  CEpPBUCHOIO  NPEANpPUITHS  Ha
TPAHCTIOPTE, B TOM YHUCJIE B chepe BO3AYITHOTO TPAHCIIOPTA.

S. @®opMbI OpraHU3alMd CEPBUCHBIX MPEANPUATANA HA TPAHCIIOPTE, B TOM
quciie B cepe BO3AYIIHOTO TPAHCTIOPTA.

6. [Ipon3BOACTBEHHBI MEHEI)KMEHT.

1. Oco0EHHOCTH TPOM3BOJICTBEHHOTO MEHEI)KMEHTa Ha CEPBUCHOM
MPEANPUATAN HA TPAHCIIOPTE, B TOM YHCIIE B c(pepe BO3MYIIHOTO TPAHCTIOPTA.

8. OcHOBHBIE HaTPaBJICHUS IPOU3BOICTBEHHOTO MEHE[KMEHTA

NpeanpusiTusl cepBuca (pa3pabarbiBaTh TEXHOJIOTHMU Mpoliecca CepBHCA, Pa3BUBATH
CUCTEMBbI KIIMEHTCKUX OTHOILIEHUH C y4eTOM TpeOOBaHUM MOTpeOuTes).

Q. Metoapsl MOMCKAa, KPUTUUECKOTO aHAIM3a M CHUHTE3a HHGOpPMAlUU B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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10. MexaHuU3M CHCTEMHOTO MOJX0JIa JJIsi PEIICHUs MOCTAaBICHHBIX 3a/1ad B
MpoIIecCe OpraHu3aIiy CEPBUCHOTO 00CITyKUBaHUS OTpeOUTeNel Ha TPAHCIIOPTE.

11. Meroasl TPUMEHEHHS  CHCTEMHOTO  MOAXOAa  JUIsi  pelIeHUs
MOCTaBJICHHBIX 3aJlad B TMPOIECCE OpraHu3allud CEPBUCHOTO OOCTY>KUBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

12. Metoasl OCYIIECTBICHUS COIIMATBLHOTO B3aUMOJICUCTBUS U peaTnu3aiiu
CBOEH pOJMM B KOMaHAE B MPOLIECCE OpraHU3allid CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeie Ha TpaHCTIOpTe.

13.  Metoapl omnpeneneHuss W peaqu3allMM CBOEH pOJIM B KOMaHAE B
IpoIIeCCe OpraHU3aIluu CEPBUCHOTO 00CITyKUBaHUsI IOTpeOUTeNel Ha TPAHCIIOPTE.

14. Meronsl oOecrniedeHUs] COIMAIBLHOTO B3aUMOJCHCTBUS B IpoIecce
OpraHu3aIMy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

15.  Meroasl BOCHPUSATHS MEXKKYJIBTYPHOTO pa3zHOOOpas3usi oOIiecTsa B
COITMAIBHO - MCTOPUYECKOM, ITUUECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCce
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

16. Meroasl npuMeHEHUsT OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3zHOOOpa3us
oO1ecTBa B MPOIECCe OpraHM3allui CEPBUCHOTO OOCITY>KUBAHUS MOTpPEOUTEICH Ha
TpPaHCIIOPTE.

17. Meronsl pemieHUsT TMPOU3BOJACTBEHHBIX KOH(DJIUKTOB C  y4yeTOM
O0COOCHHOCTEH MEXKKYJIbTYPHOTO Pa3HO0Opa3usi OOIIECTBa B MPOIIECCE OpraHU3aIuu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

18. Metoasl  co3maHus W MNOAAEPKKH — O€30MacHBIX  YCJIOBHI
KU3HEJEATEILHOCTH, B TOM YHCII€ NTPU BO3ZHUKHOBEHUH YpE3BBIYAWHBIX CUTYaIlUl B
npolecce opraHu3alid CEPBUCHOTO 00CTYKUBAHUS MOTPEOUTENEN Ha TPAHCTIOPTE.

19. Metoasl co3maHus M NOAJAEpkKaHUS — O€30MacHBIX  YCJIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCII€ MTPU BO3ZHUKHOBEHUH YpPE3BBIUYAWHBIX CUTYaIlUi B
npolecce OpraHu3alui CEPBUCHOTO 00CTYKHUBaHUSI TOTPEOUTENEH Ha TPAHCTIOPTE.

20.  MeTtoabl co3manus U MOAACPKKH O€30MMaCHBIX YCIOBHIM 00CITYKUBaHUS
NacCakXUpoB, B TOM YHUCJIE€ NPH BO3HUKHOBEHUW 4YPE3BBIYANHBIX CHUTyallud B
Ipolecce OpraHu3aluyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

21. MeTonbl TNPUMEHEHHS KIMEHTOOPUCHTHPOBAHHBIX TEXHOJIOTHHA B
CEpPBUCHOW JESATEIBbHOCTH HAa TPAHCIOPTE B YCJIOBUSX B3aUMOJIEUCTBUSA C
MOTpEeOUTENSIMU, B TOM YHCJI€ WHTEPHET-TIPOABMKEHUS YCIyr B MpoIiecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

22. Metonpl y4yacTsi B pa3pabOTKE CHCTEMBbl KIMEHTCKUX OTHOILICHUH U
OpraHu3aluy IMporecca OOCTY)KMBAaHHsS TOTpEOUTENe HAa OCHOBE MPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB M IMPABOBBIX HOPM B MPOLIECCE OpPraHU3alMU CEPBUCHOTO
o0CIy>KMBaHMSI MOTpeOUTENEH HA TPAHCTIOPTE.

23. Metonpl ydacTUs B COBEPIICHCTBOBAHWUU CHUCTEMBI KIIMEHTCKUX
OTHOILIEHUM B CEPBUCHOM JEATEIBHOCTH HA TPAHCIOPTE C MCIOJIb30BAHUEM
WHTEPHET-TEXHOJIOTUH B MPOLECCE OpraHu3allid CEPBUCHOTO OOCITYKUBaHUS
noTpeduTesiei Ha TpaHCTOPTE.

24. MeTonbl BIIAIEHUS TEOPETUYECKUMH 3HAHUSAMH W TPAKTUICCKUMHU
pueMaMH yIpaBJeHUsT TMpoeKkTaMu B cdepe oOcCaykuBaHUA B  Ipolecce
OpraHu3aluy CEPBUCHOTO 00CITYKMBAHUS MOTpeOUTENIe Ha TPaHCTIOPTE.
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25. Meronpl  ympaBl€HHS ~— TYpUCTCKO-PEKpPEAIMOHHBIMH  TPOEKTaMH,
METO/IbI TNIAHUPOBAHUS 1 MOHUTOPHUHT JIEATEIHLHOCTH CEPBUCHON KOMIIAHUU B cepe
TpaHCIOPTa B MPOLIECCE OPraHU3allMi CEPBUCHOIO 00CIYKMBaHUSI OTpEOUTENIEeH Ha
TPaHCIIOPTE.

26. Metonpl BbIOOpa MaTepUalbHBIX PECYpPCOB, 0OOpyIOBaHUS IS
OCYIIECTBJICHHSI MPOLIECCa CEPBUCA.

27. MexaHU3M MPOBENCHUS TIEPETrOBOPOB C KIIMEHTAMH IO MPETEH3HOHHBIM
cliydasM W ONpeAeNieHUus TPUYMH BO3HHKHOBEHHMS TPETCH3WH B Tpoliecce
OpraHu3alyy CEPBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCIIOPTE.

28. Meronbl pa3pabOTKH M UCIOJIB30BAHUS TUIIOBBIX TEXHOJIOTHUYECKHX
POLIECCOB.

29. Meronbl GpopMUpPOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB M
pErjlaMeHTOB MPOLIECCOB 0OCITYy>)KMBaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

30. Meronbl B3aMMOJIEUCTBHSI C KJIMEHTaAaMHU [0 OpraHu3aluy Ipoliecca
oOcny>KUBaHMsI TIOTpeOuTeNel B cepe rocTeNpUUMCTBA B IMPOLIECCE OpPraHu3aluu
CEPBHUCHOTO OOCITYKUBaHUA NMOTpeOUTENEH HA TPAHCIIOPTE.

31. TpebGoBanusi NPOU3BOJICTBEHHOW JHCIMILIAHBI, TPABWJI IO OXpaHE
TpyJa U MOXKapHOH 6€30MacHOCTU MPHU OCYIIECTBICHUN TEXHOJIOTHUECKOro Mpolecca
B IIPOILIECCE OpraHU3aliK CEPBUCHOTO OOCTYKMBaHUS MOTpeOUTENel Ha TPAHCTIOPTE.

32. Meronpl BbIOOpa OpPraHU3AIMOHHBIX pEIICHUH 1 (QOpMUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHMS C HCIIOJIH30BAHUEM METOJOB OpPraHU3AIMHU U
yIPaBJIE€HUS UMYIIECTBEHHBIM a’pONOPTOBBIM KOMIUJIEKCOM M aKTHUBAMH CEPBHCHBIX
NPENNpUsATAN Ha TPAHCIOPTE B MPOIECCE OPraHU3aIMi CEPBUCHOTO OOCITYKMBaHUS
noTpeduTenel Ha TpaHCIOPTe.

33.  Meronbl  OCYIIECTBICHUS OpPraHU3allMOHHOTO  O0OCITY>KMBaHUS
aBUAIIMOHHOW WHMPACTPYKTYphl W OPTraHU3alMOHHOrO obecreueHus mpolecca
CEPBUCHOTO OOCTYKUBAHUS B adpOINOPTY U Ha OOPTY BO3AYIIHOTO CyAHA B MPOIECCe
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunosvle cumyayuoHHvle 3a0aHus 0 peuleHus Ha NPAKMUYecKux 3aHamusax

[Ipennoxkure Meroasl GOPMHUPOBAHUS U BHEAPEHHUS  KOPIOPATHUBHBIX
CTaHJApPTOB M PErJaMEHTOB IMPOIECCOB OOCITY)KMBAHHUs MOTpEOUTENECH ¢ ydyeToM
o0ocHOBaHMS (GYHKIMN U 3a7a4 OOIIEro YIpaBJICHHs] CEPBUCHBIM MPEANPUSTAEM Ha
npUMepe KOHKPETHOM OopraHu3aluu.

Tema 15. Baxwneiine pa3HOBUIHOCTH COIIMAJIBHOIO MEHEIKMEHTa Ha
CEpPBUCHOM TMPEANPUATAA HA TPaAHCIOpPTE, B TOM dYHCIEe B cdepe BO3IYIIHOTO
TpaHCHopTa

llepeuenv munogvlx 60NPOCO8 OJisl YCMHO20 ONPOCa

1. Hcnonp30oBaHME OCHOB COLMAIBHOIO MEHEKMEHTAa HAa CEPBUCHOM
MPEANPUATAN HA TPAHCIIOPTE, B TOM YHUCIIE B c(pepe BO3MYIIHOTO TPAHCTIOPTA.

2. MeHemKMEHT nepcoHaia Ha CEPBUCHOM MPEANPUSITAN HAa TPAHCIOPTE, B
TOM 4ucCJe B cpepe BO3AYIIHOTO TPAHCTIOPTA.

3. OcCo0OEHHOCTH  COIMAIBHOTO MEHEKMEHTa B OOCIYyKMBAaHHU Ha
TPaHCIIOPTE, B TOM YHCIIE B c(hepe BO3AYLUIHOIO TPAHCTIOPTA.
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4, Oco0eHHOCTH MEHEKMEHTA MepCcoHalla Ha MPEANPUSITUIX CEpBUCA HA
TPAHCTIOPTE, B TOM YHUCJIE B Chepe BO3MYITHOTO TPAHCIIOPTA B PA3BUTHIX CTPaHAX.

S. B3aumoneiictBue ¢ nmotpeOUTENsIMUA YCIyr Kak yIlpaBieHYecKas 3ajayda
00Cy’KMBaHMsI HA TPAHCIIOPTE, B TOM YKCIIE B c(hepe BO3AYLIHOTO TPAHCIIOPTA.
6. 3aKOHOMEPHOCTH W MPUHUUIBI B3aUMOJEUCTBUS MpeAcTaBUTENEH

MEHEPKMEHTa C MOTPEOUTENSIMU B TIpoIlecce OOCTYy)KMBaHHUS HA TPAHCTIIOPTE, B TOM
yucie B cepe BO3AYIIHOTO TPAHCIOPTA.

7. T'OTOBHOCTH MpeACTaBUTENCH MEHEKMEHTA pa3padbaTbiBaTh TEXHOJIOTUN
mpoIrecca CepBUCa, pa3BUBATh CUCTEMBI KIUEHTCKUX OTHOIICHHA C y4eTOM
TpeOOBaHUN MOTPEOUTENS.

8. MCTOI[BI IMOUCKa, KPUTHYCCKOI'O aHaJIM3a W CHUHTC3a I/IH(i)OpMaI_II/II/I B
MponecCe oprann3anuu CCPBUCHOTO 06CJ'Iy}KI/IBaHI/I5{ HOTpe6I/ITeJI€I>'I Ha TPaHCIIOPTC.
9. MexaHu3M CHUCTEMHOI'O nmoaxonaa Ajisd pCIICHUS IMOCTABJICHHBIX 3a/1da4 B

IpoIlIecCe OpraHU3aIluu CEPBUCHOTO 00CITyKUBaHUsI TOTpeOUTeNel Ha TPAHCIIOPTE.

10. MeTonpl  OpPUMEHEHUS  CHCTEMHOTO  TOAXOJa IS pEIICHUs
MOCTABJICHHBIX 3a7a4 B TMPOIECCEe OpraHU3alldd CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

11. MeToapl OCYIIECTBICHHUS COITMATBLHOTO B3aMMOJICHCTBUS U peaau3aiiuu
CBOEH pOJMM B KOMaHAE B MPOLECCE OpraHU3alliud CEPBHUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

12. MeTtonpl onpeAcIiCHUs] U peaau3aiii CBOeH poJik B KOMaH/e B MpoIecce
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBaHUS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

13. Metonpl oOecreueHus COLMAIBHOTO B3aWMOJICUCTBUS B IpOIECCce
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBaHHS MTOTpEeOUTENICH Ha TpaHCTIOPTE.

14, Metonpl BOCHPHUATHUS MEXKYJIbTYpPHOTO pa3sHoOOpas3us oOIliecTBa B
COITMAIBHO - HUCTOPHUYECKOM, 3THUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IPOIECCE
OpraHu3aIliy CEPBUCHOTO 0OCITYKUBaHHS MTOTPEOUTENICH Ha TPAHCTIOPTE.

15. MeTonpl NMpUMEHEHUSI OCOOCHHOCTEH MEXKKYJIBTYPHOTO pa3zHOOOpasus
oOIecTBa B MPOIECCe OPraHM3allUM CEPBUCHOTO OOCITY)KHBaHUsS MOTpeOUTENe Ha
TpPaHCIIOPTE.

16. MeTonpl pemieHUsS MPOM3BOACTBEHHBIX KOH(IMKTOB C  y4eTOM
0COOCHHOCTEH MEXKKYJIBTYPHOTO Pa3HOOOpa3us OOIIecTBa B MPOIECCe OpraHu3aIliu
CEPBUCHOTO O0CTYKMBAaHHUS MMOTPEOUTEICH Ha TPAHCIIOPTE.

17. Metonsl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUU
KU3HEJIECSITEILHOCTH, B TOM YHCJI€ TIPU BO3HUKHOBEHUU YPE3BBIYAMHBIX CUTYyallui B
MpoIIeCCe OpraHru3aIliid CEPBUCHOTO 00CITYKUBaHMS TIOTpeOUTENel Ha TPAHCIIOPTE.

18. Metonpl  co3maHUS WM MOJASpKAHUS ~ O€30MaCHBIX  YCIIOBHM
KU3HEJICSITEILHOCTH, B TOM YHCJIC MPU BOSHUKHOBEHUW UYPE3BBIYAMHBIX CUTYyaIlui B
MPOIECCE OPraHu3alMu CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPaHCIIOPTE.

19. MeTonapl co3MaHusA M MOMACPKKH O€30MMACHBIX YCIOBHM 00CITYKUBaHHS
MacCaXMpoB, B TOM 4YHCJE TPH BO3HUKHOBEHHWU YPE3BBIYAWHBIX CHUTyallMil B
MPOIECCEe OPraHU3aIMU CEPBUCHOTO OOCITYKUBAaHUSI TOTPEOUTENEH Ha TPAHCIIOPTE.

20. Meroasl TpPUMEHCHHS KIMCHTOOPHCHTHPOBAHHBIX TEXHOJOTHH B
CEepPBHCHOM JACATEIHPHOCTH HA TPAHCIIOPTE B YCIOBUSIX B3aUMOJICUCTBUS C
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noTpeOUTesIMH, B TOM YHCIE WMHTEPHET-MIPOJABMKCHHUS YCIyr B TpoIecce
OpTaHM3alMU CEPBUCHOTO 00CTYKUBAaHUS OTPeOUTENEH HAa TPAHCTIOPTE.

21. Meroasl ydacTus B pa3pabOTKE CUCTEMbl KIMEHTCKUX OTHOIICHUH U
OpraHM3aliy Tpolecca OOCTYyXHBaHUS NOTpeOuTeNeld Ha OCHOBE MPHUMEHEHUs
3aKOHO/IAaTEIbHBIX aKTOB M IMPABOBBIX HOPM B TPOIECCE OpraHU3aI[MH CEPBHUCHOTO
oOCITy>)KMBaHHS MMOTPEOUTENEH Ha TPAaHCTIOPTE.

22. Meroapl ydyacTusi B COBEPIICHCTBOBAHHHM CHUCTEMBI KIIMEHTCKHUX
OTHOIICHUH B CEPBUCHON JIEATEIHHOCTH Ha TPAHCIOPTE C MCIOIH30BAHUEM
WHTEPHET-TEXHOJOTUI B TMPOLIECCE OpTraHWU3alldd CEPBUCHOTO OOCTYKHWBaHUS
notpeOuTenel Ha TPAaHCTIOPTE.

23. Meroasl BIageHUS TEOPETHUCCKHUMHM 3HAHMSIMU W TPAKTHYCCKUMHU
npueMaMy  YIpaBJICHUS TPOEKTaMH B cdepe O0OCTyXKMBaHUS B  MpoIlecce
OpTraHU3alMU CEPBUCHOTO OOCTYKMBAaHUS TOTPEOUTENEH HA TPAHCTIOPTE.

24. Meroapl yIpaBICHHS TypUCTCKO-PEKPEAIMOHHBIMHA TPOSKTAMH, METO/TbI
IUTAHUPOBAHUS M MOHUTOPUHT JCSATCIBHOCTH CEPBHCHOH KOMIIAaHMH B cdepe
TPaHCIIOpPTa B MPOIIECCE OPTraHU3alluy CEPBUCHOTO OOCIY)KUBAaHUS MOTpEOUTENCH Ha
TpaHCIIOpTe.

25. Meroasl BbIOOpa MaTepUAIbHBIX PECYpCOB, OOOPYIOBaHUS  JJIs
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

26. MexaHu3M MPOBEACHUS TIEPETOBOPOB C KIIMEHTAMH I10 MPETCH3UOHHBIM
Clly4assM U OMpeJeieHus MNPUYMH BO3HUKHOBEHHS TMPETEeH3W B mpolecce
OpraHu3aliy CEPBUCHOTO 00CITYKMBaHUS OTpEOUTENIel Ha TPAHCTIOPTE.

27. Meroasl pa3pabOTKU W UCIHOJB30BAHHUS THIOBBIX TEXHOJIOTHYECKUX
IIPOIIECCOB.

28. Meroasl GopMUpOBaHUS U BHEIAPEHHS] KOPHMOPATUBHBIX CTaHAAPTOB U
PETJIAaMEHTOB MPOLIECCOB 0OCITY>KMBaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

29. Meroapl B3aUMOJEHCTBUS C KIMEHTAMU II0 OpraHHU3alldy Ipollecca
oOciy>)kuBaHHs TIOTpeOuTeNe B cepe rocTenpuuMcTBa B MPOIECCe OpraHU3aIluu
CEPBUCHOT'O O0CTY>KMBAaHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

30. TpeboBaHus MPOU3BOJACTBEHHON MTUCIMILUIMHBI, IPABUJI IO OXpaHe TPyaa
U TOKapHOH O€30MacCHOCTH MPU OCYIIECTBIEHUU TEXHOJIOIHMUECKOIo Ipolecca B
MpOoLECCe OpraHU3aluU CEPBUCHOTO 00CITy>)KMUBaHUS TOTPEOUTENICH HAa TPaHCIIOPTE.

31. Mertoasl BbIOOpa OpPraHU3AIMOHHBIX pPEHICHUN 7 (OPMUPOBAHUS
CEPBHUCHOW CHUCTEMBI OOCITYXMBaHHs C HCIIOJIH30BAHUEM METOJOB OpPTaHU3AIHNH U
VIPABICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOLIECCE OPTaHMU3AIMU CEPBUCHOTO OOCITYKHBAaHUS
noTpeduTeNei Ha TPaHCTIOPTE.

32. Metoas OCYIICCTBIICHHSI OpPraHU3alUOHHOTO 00CTy>KUBaHHS
aBUAIMOHHOW WHOPACTPYKTYpPhl W OPTaHHU3AIMOHHOTO oOOecmeueHus mpoiecca
CEpBUCHOT0 OOCITYXHBAaHUS B a3pOINOPTY U Ha OOPTY BO3AYIIHOTO Cy/AHA B MpOIECCEe
OpraHu3alliy CEPBUCHOTO OOCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

Tunogvle cumyayuonHvle 3a0anUsl 015 peuenusl Ha NPAKMUYECKUX 3AHAMUAX

[Ipenmoxkure  MeToAbpl  pa3pabOTKM W HCIOJIB30BAHUS  THUIOBBIX
TEXHOJIOTMUECKUX TPOIIECCOB C y4eTOM OOOCHOBaHHS OCOOCHHOCTEH COIMATbHOTO
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MEHEUKMEHTa B OOCIY)KMBAHMM Ha TPAHCIOPTE Ha MpPUMEpPE KOHKPETHOU
OpraHH3alNH.

Tema 16. Mapketunr u omnpezaenenue 3pQHEKTUBHOCTH PpadOThl CEPBUCHOTO
MpEANPUSATUS Ha TPAHCTIOPTE, B TOM UKciie B cepe BO3AYITHOTO TpaHCIIOpTa

llepeuenv munogvlx 60npPoco8 01 YCMHO20 ONPOCa

1. Mecto cepBuca B CUCTEME MAapKETUHTOBOM JEATEIBHOCTH MPEIPUSTUS
Ha TPAHCIIOPTE, B TOM YKCIIe B chepe BO3AYITHOTO TPAHCIIOPTA.

2. Crpareruss W TakTHKa MapKETHHTa CEPBUCHOTO TMPEANPHUATHS Ha
TpPaHCIOPTE, B TOM YKCJI€ B chepe BO3AYIITHOTO TPAHCIIOPTA.

3. OCOOEHHOCTH  CErMEHTHUPOBAHUS BHYTPEHHETO IMOTPEOUTEIHCKOTO
peiHka Poccun Ha TpaHcmopTe, B TOM Yuciie B cepe BO3AYIIHOTO TPAHCTIOPTA.

4, [IpeanponakHoe ¥ MOCIEMPOAAKHOE OOCTY>KMUBAHUE B JICSATEILHOCTH
IPEeANPUITHSL HA TPAHCIIOPTE, B TOM YHUCJE B c(hepe BO3AYITHOTO TPAHCIIOPTA.

5. Crpareruu mocienpoaakxHoro o0CIy>KUBaHUS HA TPAHCIIOPTE, B TOM
gucie B chepe BO3AYITHOTO TPAHCIIOPTA.

6. Opranuzanus MociIenpoaKHOTO 00CTy>KMBaHUsI Ha TPAHCIIOPTE, B TOM
gucie B chepe BO3AYITHOTO TPAHCIIOPTA.

7. Jloructruka CEpBUCHOTO OOCITYKMBAaHHS HAa TPAHCIOPTE, B TOM YHCIIC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

8. Mertoasl  NMpUMEHEHUS  CHUCTEMHOTO  TOJAXOJa  JJisg  PEIICHHS
IIOCTaBJICHHBIX 3a/a4.

9. Metoabl OCYIIECTBICHHS COIMATBLHOTO B3aUMOJCHCTBUS U pPeau3aliu
CBOEH POJIM B KOMaHJIE.

10. MeTtoabl yMeHUS ONPEACISITh U peaIi30BbIBATH CBOIO POJIb B KOMaH/IE.

11. Meroasl oOecrieueHus COUAILHOTO B3aNMOIEHCTBU.

12.  MeTonpl BOCHPHUATHS MEXKKYJIBTYPHOTO pa3HooOpasusi oO0IecTBa B
COITMATbHO- UCTOPUYECKOM, 3THUESCKOM U (PHIIOCOPCKOM KOHTEKCTaX.

13.  MeTonpl IPpUMEHEHUSI OCOOEHHOCTH MEXKKYIBTYPHOTO Pa3HOOOpa3us
oO1ecTna.

14, Metonpl pemieHUs MPOW3BOJCTBEHHBIX KOH(IMKTOB C  y4ETOM
0COOCHHOCTEH MEXKKYIBTYPHOTO Pa3HO00pa3us 00IIecTBa.

15. Metonsl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUU
KU3ZHEJICSITEILHOCTH, B TOM YHCJI€ IPU BOBHUKHOBEHUH YPE3BhIYANHBIX CUTYALIHA.

16. Metonpl co3maHUs M TOAJACPKAaHHWS ~ O€30macHbIE  YCIOBHSA
KU3HEJIESITEILHOCTH, B TOM YHCJI€ TIPYU BOZHUKHOBEHUM UPE3BBIYANHBIX CUTYyaIlui Ha
TpPaHCIOPTE.

17. Metonapl co3aHusl M MOJJAEPKKH O€30MaCHBIX YCIOBUM OOCTYKMBaHUS
MacCaXMpOB, B TOM YHUCJIE NMPU BOZHUKHOBEHUH YPE3BBIYANHBIX CUTYaAIIHH.

18. MeTonpl mNpHUMEHEHUS KIMCHTOOPUEHTUPOBAHHBIX TEXHOJOTHHA B
CEpPBHCHON JICATEIBHOCTH Ha TPAHCIOPTE B YCIOBUSIX B3aUMOJCUCTBUS C
MOTPEOUTENIIMHU, B TOM YHCJIE HHTEPHET-TIPOABIKCHUS YCIIYT.

19. MeTonpl ydacTusi B pa3pabOTKE CHUCTEMBI KIMEHTCKHX OTHOIICHUN H
OpraHu3aiuy mporecca OOCIY)KUBAaHHMS TMOTPpeOUTEEH Ha OCHOBE MPHUMEHEHUS
3aKOHOATEIIFHBIX aKTOB 1 ITPABOBBIX HOPM.
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20. Meroabsl yyacTusi B COBEPUICHCTBOBAHMHM CHUCTEMBI KJIMEHTCKUX
OTHOIIEHUI B CEpPBUCHOM JEATENIbBHOCTH Ha TPAHCHOPTE C HCMIOJIb30BAaHUEM
MHTEPHET-TEXHOJIOTUM.

21. Meroasl BbIOOpa OpPraHU3ALMOHHBIX pPEMICHUH sl (opMUpPOBaHUS
CEpPBUCHOW CHUCTEMBI OOCIYXHBaHMS C HCIIOJB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJI€HNs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBaMHU CEPBUCHBIX
IIPEAIPUSATUN HA TPAHCIIOPTE.

22. Mertonsl OCYILIECTBIICHUS OpPraHu3alMOHHOIO 00CITyKUBaHUS
aBUALIMOHHOM WH(QPACTPyKTyphl U OpraHU3allMOHHOE oOOecreuyeHue mpolecca
CEPBUCHOTO OOCITYKUBaHUS B a3pONOPTY U Ha OOPTY BO3AYIIHOTO CY/IHA.

23. Meroapl BIaJCHUS TEOPETUUYECKUMHU 3HAHMSIMU M TPAKTUUYECKUMU
npreMamu yIpaBJieHUs IpoeKTaMu B chepe 00CTyKUBaHUS.

24. Meroabl ynpaBieHHs TypUCTCKO-PEKPEAIMOHHBIMUA MPOEKTAMH, METOIbI
IUIAHUPOBAHUS M MOHUTOPUHI JESTENbHOCTH CEPBUCHOM KOMIIAaHMUM B cdepe
TpaHCIIOPTA.

25. Meroasl BbIOOpa MaTepHAJIbHBIX PECYpCOB, OOOPYIOBaHHS  JJIS
OCYIIECTBJIICHHsS] TIPOLIECCa CEpPBUCA, MPOBOJUT IMEPErOBOPHl C KIMEHTAMH TIO
NPETEH3MOHHBIM CIy4YasiM U ONpeJIeIieT MPUYUHBI BOSHUKHOBEHUS MPETEH3UI.

26. Meroasl pa3pabOTKU W MCIHOJb30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IPOIIECCOB, METOJbI (OPMUPOBAHHUS M BHEAPEHHUS KOPHOPATUBHBIX CTAHJIAPTOB U
PErJIaMEeHTOB TPOLIECCOB OOCTY:KMBaHUSI TOTpEOUTENe Ha TPaHCIOPTE, METOJIbI
B3aMMOJICHCTBUS C KJIMEHTaMH [0 OpraHu3aludd [polecca 00CITyKUBaHUS
norpedurenei B cepe rocTenpuuMcTBa.

27. Meroabsl y4uuTHIBaHHUS TpeOOBaHUN MPOU3BOACTBEHHOW MMCIMIUIMHEI,
OpaBWJI IO OXpaHe Tpyda M TOXXKapHOM Oe30MacHOCTH MpU  OCYIIECTBICHUU
TEXHOJIOTUYECKOTO TpoIiecca.

Tunosvle cumyayuoHHvle 3a0aHus 0 peuleHus Ha NPAKMUYecKux 3aHamusax

[Ipennoxxute MeTOABl METOABI (POPMUPOBAHUS U BHEIAPEHHS] KOPIOPATUBHBIX
CTaHJApTOB M PETJIAMEHTOB MIPOIIECCOB OOCTY)KMBAaHMS IMOTpeOUTENEH C ydeToM
000CHOBaHHMS OCOOCHHOCTEH CErMEHTHUPOBAHUS BHYTPEHHErO IOTPEOUTEIIHCKOTO
priHka Poccun Ha TpaHcnopTe HAa MPUMEPEe KOHKPETHOM OpraHu3alllH.

IIpumepHbBIii NepeYeHb TeM KOHTPOJBbHBIX padoT mo gucuuiinie «CepBucHast
AeSITeIbHOCTH HA TPAHCIIOPTE)
2 kypc (cemecTp 3)

1. ConmanbHble TPEANOCHUIKA BO3HUKHOBEHUS M Pa3BUTHS CEPBUCHOM
NEeATEITbHOCTH.

2. JluddepeHnmanus 3aHATHH W COIHAIBHBIX pOJEH B MEPBOOBITHOMN
KyJbType U apXaudeCcKUX COOOIIEeCTBAX.

3. 3apoxzieHue U pa3BUTHE YCIYT B OOIIECTBAX JPEBHETO MUPA.

4, VYcnyru B cpeIHEBEKOBOM 00IIecTBE 3araiHo EBporbl.

5. OcHoBbI AuBepcU(DUKALNN CEPBUCHOU AESATEIBHOCTH B COOTBETCTBUM C
STHOKYJIbTYPHBIMH, HWCTOPUYECKUMH W PEIUTHO3HBIMU TpPAIUIUSIMH B cdepe
BO3JIYLITHOT'O TPAHCIIOPTA.
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ConunanbHO-3KOHOMUYECKasl XapaKTEPUCTUKA COBPEMEHHOIO 00ILIECTBA.
VYcenyru B COBpeMEHHOM OOIIIECTBE.
VYcenyru B UHIYCTpUaIbHOM MPOU3BOJICTBE.
Bnusinue WHJyCTPUAILHOTO  MPOU3BOJICTBA  HAa  CEPBUCHYIO
NeSATEeIbHOCTb.

10. CepBucHas neaTeIbHOCTh B Pa3BUBAIOIINUXCS CTPAHAX.

11. CepBucHasi [AesSTEIBHOCTh B pa3BUBAIOIIUXCA CTpaHax B cdepe
BO3JIYIIIHOT'O TPaHCIOPTa.

12. OcHOBHbIE NICUXOJOTUYECKHNE OCOOCHHOCTU MOTPEeOUTENs B MpoIecce
CEPBUCHOM JESITEIIBHOCTH.

13. H3meHeHue poiMi  CEPBUCHOM  JEATETLHOCTH B  COBPEMEHHOM
PKOHOMUYECKOM U OOIIIECTBEHHOM Pa3BUTHUHU.

14. UnTeHncudukamus MeXIyHApPOIHOTO 0OOMEHA yCIIyraMu Ha TPaHCIIOPTE,
B TOM uucJje B cepe BO3AYUTHOTO TPAHCIIOPTA.

15. DkoHOMMYECKHE W COIMATIbHBIE aCHEKThl CEPBUCHOU IEATEIbHOCTU Ha
TPAHCIIOPTE, B TOM YHUCJIE B Chepe BO3AYIIHOIO TPAHCIIOPTA COBPEMEHHOTO THIIA.

16. CoBpeMeHHBIE CYOBEKTHI CEPBUCHOM JESITEIHPHOCTH HAa TPAHCIIOPTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA.

17. TlpenmocraBieHue ycIyr Ha TpaHCIOPTE, B TOM 4HCiIe B cdepe
BO3JIYIITHOTO TPAHCIIOPTa KaK MPOJYKT CEPBUCHOM JEATEILHOCTH.

18. JlyXxoBHBIE yCIyTH.

19. JIuunble yciyru.

20. CoumanbHbIe YCITYTH.

21. DxoHOMHYECKasi CyIIHOCTh CEPBUCHOM NEATETLHOCTH.

22. DKOHOMHYECKasi CYyIIHOCTh CEPBUCHOM NIEATEILHOCTH Ha TPAHCIOPTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA.

23. CepBucHas JeATECIbHOCTh Ha TpPAHCIOpPTE, B TOM uucie B cdepe
BO3YITHOT'O TPAHCIIOPTA B CTPYKTYPE XO3IUCTBEHHON MPAKTUKHU.

©w N>

IIpuMepHbIii epeYeHb TeM KOHTPOJILHBIX PadoT mo gucuuiinae «CepBucHast
AeATEJbLHOCTh HA TPAHCIIOPTE
2 kypc (cemectp 4)

1. [Ipon3BOACTBEHHBIM MEHEI)KMEHT Ha CEPBUCHOM MNPEANPHUATHH Ha
TPAHCIIOPTE, B TOM YHUCJIE B chepe BO3AYIIHOTO TPAHCIIOPTA.

2. Ycayru B apxandeckom o0I1ecTBe.

3. IlonsaTne commuaabHOM OTBETCTBEHHOCTH, COIMAIBHBIM MEHEIKMEHT Ha
CEpBHCHOM TIPEAINPUITAN Ha TPAHCIOPTE, B TOM Yucie B cdepe BO3AYIIHOTO
TpaHCHopTA.

4, VYenyru B CpeiHeBEKOBOM OOIIECTBE.

5. MeHeKMEHT MepcoHaia Ha CEpBUCHOM MPEANPUATHH HAa TPAHCIIOPTE, B
TOM YHCJIE B c(pepe BO3AYIIHOTO TpaHCIIOpTAa.

6. Ycenyru B MHAYCTpUAIbHOM OOIIIECTBE HA TPAHCIOPTE, B TOM YHUCJIE B

chepe BO3AYIIHOIO TPAHCIIOPTA.
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7. CermeHranus norpedureneil B chepe cepBuca Ha TPAaHCIOPTE, B TOM
qucie B cepe BO3yIHOr0 TPAaHCIIOPTA.

8. Cdepa ycayr Ha TpaHCHOpTe, B TOM 4ucie B cdepe BO3IYIIHOIO
TpaHCIopTa B COBpeMEHHOU Poccuu.
9. OpraHu3ailuoOHHO-TIPaBOBbIe  (OpPMBI  TMPEANPUHUMATEIHCTBA B

CEpPBUCHOM JEATENIbHOCTH HA TPAaHCIOPTE, B TOM uucie B cdepe BO3IYIIHOTO
TpaHCIOPTA.

10. OpranuzanuoHHAasi CTPYKTypa CEPBUCHOTO MPEANPUATUS Ha TPAHCIIOPTE,
B TOM 4ucie B cepe BO3AYLUIHOTO TPAHCIOPTA.

11. TloctuHaycTpualibHOE OOIIECTBO M cdepa cepBUCAa HA TpaHCIOpPTE, B
TOM YHKCJIE HA BO3YILIHOM TPaHCIIOPTE.

12.  TIpeamochUIKu BOZHUKHOBEHUS U PA3BUTHUS CEPBUCHOM JICATECIHLHOCTH.

13. Kynsrypa B cdepe cepBuca Ha TpaHCIOpPTE, B TOM 4YHCiIe B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

14. CepBucHas AESITENBHOCTh Kak (opMa yIOBIETBOPEHHUS YEIOBEUYECKUX
NOTPEOHOCTEH.

15. BnwusHue KyJabTyphl Ha TTOBEJEHUE TTOTPEOUTENICH HA TPAHCTIOPTE, B TOM
yuclie B cepe BO3AYIIHOTO TPAHCIIOPTA.

16. AccopTuMeHTHas MOJUTHUKA B cepe cepBUca HA TPAHCIIOPTE, B TOM
YHCJie Ha BO3IYIIIHOM TPAHCIOPTE.

17. Dcreruka B cepBUCE Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3TyIIHOTO
TpaHCIIOPTA.

18. HMuHoBanmoHHAas MOJUTHKA CEPBUCHOTO MPEANPUITHS Ha TPAHCIOPTE, B
TOM 4ucJe B chepe BO3AYUTHOTO TPAHCIIOPTA.

19. Mapxketunr B cpepe ycayr Ha TpaHCIOPTE, B TOM YHCIIe HA BO3AYIIHOM
TPaHCIIOPTE.

20. BenuypHsIii Ou3Hec B cepe cepBuca.

21. HWHauBHIyanbHO-TUYHOCTHBIC u COILIMANIEHO-KOPIIOPATHBHbIE
NPENNOChUTKH pa3BUTHsL Ou3Heca B cepe yciIyr Ha TpaHCIOPTE, B TOM 4YHCIE Ha
BO3/yIIIHOM TPAHCIIOPTE.

22. ®panyvaif3uHT B chepe cepBuca.

23. Konkypennus B cdepe cepBuca Ha TpaHCIOpPTE, B TOM 4YHCIE Ha
BO3JIYILIHOM TPaHCIOPTE.

24.  OcobenHoctd paboOThl B KOHTAKTHOM 30HE C TMOTpeOuUTENeM,
KOHCYJIIbTUPOBAaHUE, COrjacoBaHue Buaa, GOpMBI W TIpollecca CcepBUca Ha
TPaHCIIOPTE, B TOM YHUCIIE B cpepe BO3AYIIHOIO TPAHCIIOPTA.

25.  Yder OCHOBHBIX IICHXOJOTHYECKHX OCOOCHHOCTEH moOTpeOuTenss B

MPOIIECCE CEPBUCHOM NEATENIBHOCTH M MX BIUSHHE Ha BOCHPUSITHE KayecTBa YCIYT
MOoTpeOuTENIeM Ha TPAHCTIOPTE, B TOM YHCIIE B Cpepe BO3AYIITHOTO TPAHCIIOPTA.

26. [luBepcudukaiusi CEpBUCHOW NEATEIBHOCTH B COOTBETCTBUU C
ATHOKYJIbTYPHBIMH, UCTOPUUECKUMH U PEIUTHO3HBIMU TPAIUIMIMHU Ha TPAHCIIOPTE,
B TOM 4HcCJie B c(hepe BO3AYLUIHOTO TPAHCIIOPTA.
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IIpuMepHDBIii epedyeHb BOMPOCOB K IK3aMeHY /IJIsi IPOBeAeHHSI MPOMEKY TOUH O
aTTecTalMu Mo Jucuuminie «CepBUCHAs AeSITEILHOCTH HA TPAHCIIOPTE»
(2 kypc (3 cemecTp))

1. DKOHOMHUYECKAs CYIIHOCTh CEPBUCHON AESATENBHOCTU Ha TPAHCIOPTE, B
TOM YHKCJIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

2. OTHKa B CEpBUCHOMU JeATEIBHOCTU HA TPAHCIOPTE, B TOM YHUCIE B cepe
BO3JIYIIIHOT'O TPaHCIOPTA.

3. Cdepa yciyr B COBETCKHI EPUO.

4, JlenoBas »THKa M JEJIOBOM 3TUKET B cepe cepBHca Ha TpaHCIOPTE, B
TOM YKCJIE Ha BO3YIIIHOM TPaHCIIOPTE.

5. Knaccudukanus ycnyr Ha TpaHcmopTe, B TOM uucie B cdepe
BO3/yLIHOTO TPAHCIIOPTA.

6. [TonsiTue npodeccuoHanbHOrO KOAEKCa Ha TPAHCIOPTE, B TOM YHCIIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

7. [Tpodeccuonanbhplii KoJIeKC pabOTHHKA C(Pephl cepBUca Ha TPAHCTIOPTE,
B TOM YHCJIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

8. WNunyctpus cepBrca Ha TpaHCIOPTE, B TOM YKcie B cepe BO3AYIIHOTO
TpaHCIIOPTA.

Q. [lcuxonorus cepBUCHON NIEATENTLHOCTH HA TPAHCIIOPTE, B TOM YHUCJIE B

cdepe BO3AyIIHOTO TPAHCIIOPTA.

10. TocynmapcTBEHHOE pETyJIUpPOBAaHUE CEPBUCHOM JIEATEILHOCTH Ha
TPAaHCIIOPTE, B TOM YHUCIIE B c(pepe BO3IYIIHOTO TPaHCTIOPTA.

11. Tlouartue umumka npeanpusTus. UMumpk npeanpusitus cepBuca Ha
TPAaHCIIOPTE, B TOM YHUCJIE B c(pepe BO3IYIIHOTO TPaHCIIOPTa.

12.  TocymapcTBO Kak CYOBEKT CEpPBUCHOM NEATEITHHOCTH.

13. UWHudopmammoHHass KyJIbTypa W YPOBHH 3alllMThl HH(POpMAIIUU Ha
TPAHCTIOPTE, B TOM YHUCIe B cepe BO3AYITHOTO TPAHCIIOPTA.

14,  ®opwmsl oOcaykuBaHUs TTOTpeOUTENel B cepe cepBrca Ha TPAHCTIOPTE,
B TOM YHMCJIE Ha BO3IYIIHOM TPaHCIIOPTE.

15. Tlonsarue u cnenuduKa KOHTAKTHON 30HBI HA TPAHCIIOPTE, B TOM YUCTIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

16. JKu3HEHHBIN LUK YCIYyTH M €ro Y4eT B JESITEIbHOCTH MPEANPUATHS
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

17. TlomaTtme kaudecTBa yCIyr Ha TpaHCIOpTe, B TOM umcie B chepe
BO3/IYIIIHOTO TPAHCIIOPTA.

18. Vcuyra m ee cnenmduka Kak TOBapa Ha TPAHCIOPTE, B TOM YHCIIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

19. VmnpaBneHue KaduecTBOM Ha MPEANPHUSATHUAX CEPBUCA HA TPAHCIIOPTE, B
TOM YHCTIE B chepe BO3AYIITHOTO TPAHCIIOPTA.

20. IlpenmpomakHbIii CepBUC HA TpPAaHCIOPTE, B TOM dYucie B chepe
BO3JIYIITHOTO TPAHCTIOPTA.

21. OO6muiee ympaBieHrE TPEINPUATHEM CEPBUCA HA TPAHCTIIOPTE, B TOM
guciie B chepe BO3AYIIHOTO TpaHCTIOPTa: (DYHKIMH U 33/1a4H.
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22. llocnmenmponakHblii cepBUC Ha TpPAaHCIOPTE, B TOM 4ucie B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

23. Ilpou3BOACTBEHHBIM MEHEHKMEHT Ha CEPBHCHOM NPEINPHUSATHN Ha
TPaHCIIOPTE, B TOM YHCIe B c(hepe BO3AYIIHOTO TPAHCIOPTA.

24.  VYciyru B apXxaudeckom oOIIEecTBe.

25. TlomsaTtue conmaabHOM OTBETCTBEHHOCTH, COIIMAJIBHBIA MEHEKMCHT Ha
CEepBUCHOM MpPEANPHUATHH HA TPAHCIOPTE, B TOM dHCIE B cdepe BO3AYIIHOTO
TpaHCIOpTa.

26.  Ycayru B CpegHeBEKOBOM OOIIECTBE.

27. MeHepHKMEHT MepcoHaia Ha CEPBUCHOM MPEANPUITHHA HAa TPAHCIIOPTE, B
TOM YHCIIe B cpepe BO3AYITHOTO TPAHCIIOPTA.

28.  Ycayru B MHAYCTpUAIBHOM OOIIECTBE Ha TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

29. CermeHranus notpeouTtenei B cdepe cepBuca Ha TPAHCIOPTE, B TOM
qrciie B chepe BO3AYIIHOTO TPAHCIIOPTA.

30. Cdepa ycnyr Ha TpaHCHOpPTE, B TOM dYHUCIE B cdepe BO3IYIIHOTO
TpaHCIOpTa B COBpeMeHHOU Poccuu.

31.  OpraHu3allMOHHO-TIPAaBOBbIC  (OPMBI  TPEANPUHUMATEIIBCTBA B
CEpBHCHOH JAESITENTbHOCTH Ha TPaHCIOPTE, B TOM dWcie B cdepe BO3IYNTHOTO
TpaHCIOpTa.

32. OpraHuzaioHHas  CTPYKTypa  CEpPBUCHOTO  MPEAIpHUsITHS  Ha
TPAaHCIIOPTE, B TOM YHCJIe B c(hepe BO3AYIIHOTO TPAHCTIOPTA.

33. TloctuHayctpuanbHOE OOIIECTBO M cdepa cepBHca Ha TPAHCIOPTE, B
TOM YKCJIE Ha BO3IYIIIHOM TPaHCIIOPTE.

34.  IlpenmnochuUiKu BOBHUKHOBEHUS M PA3BUTHSI CEPBUCHOMN JCSATEIHHOCTH.

35. Kymerypa B cdepe cepBuca Ha TpaHCIOPTE, B TOM uucie B cdepe
BO3/YIIHOTO TPAHCIIOPTA .

36. CepBucHas nesITENBHOCTh Kak (opMa yJIOBIECTBOPEHUS YEIOBEUYECKUX
OTpeOHOCTEH.

37. BrnusHue KynbTypbl Ha TIOBEICHHE TIOTPEOUTENEH HA TPAHCIIOPTE, B TOM
qucie B chepe BO3AYIIHOIO TPAHCIIOPTA.

38. [udposas MOOMIBHOCTH HACEICHHUS.

39.  AccopTUMeHTHas TMOJHTHKA B cepe cepBUCa HA TPAHCIIOPTE, B TOM
YuClie Ha BO3/YITHOM TPAHCIIOPTE.

40. DcreTuka B CepBUCE Ha TPAHCIIOPTE, B TOM YHUCIE B cepe BO3IYIITHOTO
TpaHCIIOPTA.

41. VHHOBanMOHHAs TIOJUTUKA CEPBUCHOTO MIPEANPUATHS HA TPAHCIIOPTE, B
TOM YHCJIe B cpepe BO3AYIIIHOTO TPAHCIIOPTA.

42. Mapxketunr B cepe ycIyr Ha TPAHCIOPTE, B TOM YUCIIE HA BO3AYIITHOM

TPaHCIIOPTE.
43. BeHuypHbIii Ou3HEC B cdepe cepBuca.
44.  HHauBHIyalbHO-TUYHOCTHBIC u COLIMAJIbHO-KOPIIOPATUBHEIC

MPEANOChUIKM pa3BUTUsl Ou3Heca B cdepe yclyr Ha TPaHCIOPTE, B TOM YKCIE Ha
BO3JIYLITHOM TPaHCIOPTE.
45.  ®panuaif3uHr B cepe cepBuca.
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46. KoskypeHuuss B cdepe cepBuUca Ha TpPaHCIOPTE, B TOM 4YHUCJIE Ha
BO3TYIITHOM TPaHCTIOPTE.

47.  OcobeHHocTh paboOTbl B KOHTAaKTHOM 30HE C NOTpEOUTENEM,
KOHCYJIbTHPOBaHHE, COTJacOBaHME BHOa, (OpMBI M TMpolecca cepBHca Ha
TPaHCIOPTE, B TOM YHCIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

48.  YyeT OCHOBHBIX IICHXOJIOTHYECKUX OCOOCHHOCTEH moTpedurens B
MPOIIeCcCe CEPBUCHOU JCSITCIIBHOCTH M WX BIIMSHHE HA BOCIPHUATHE KAayecTBa YCIYT
noTpeduTeneM Ha TPAHCIIOPTE, B TOM YHCIe B chepe BO3MAYIIHOTO TPAHCTIOPTA.

49.  JluBepcudukanusi CEPBUCHOM JACATEILHOCTH B COOTBETCTBHUH C
STHOKYJbTYPHBIMH, UCTOPUYCCKUMH U PEIIMTHO3HBIMU TPATUIIUSIMHA Ha TPAHCIIOPTE,
B TOM YHCIie B cepe BO3AYITHOTO TPAHCIIOPTA.

50. Jlorucrtuka Ha TPEINPHUSATHU CEPBHCA HA TPAHCIOPTE, B TOM YHUCIIC B
cdepe BO3IYIIHOTO TPAHCIIOPTA.

51. Texuomoruu mporecca cepBUCa W OCOOCHHOCTH  KIMEHTCKUX
OTHOIIICHUH C yd4eToM TpeOOBaHUM MOTPEOUTENI HAa TPAHCIOPTE, B TOM 4YHCIIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

52. OcCHOBBI AUBEPCH(PUKAIIMK CEPBUCHOM JCATCIHHOCTH B COOTBETCTBHH C
STHOKYJbTYPHBIMHU, UCTOPUYCCKUMH M PEITUTHO3HBIMHA Ha TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

53. Meroasl moWcKa, KPUTUYECKOTO aHajiu3a M CUHTe3a HHPOpManuud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

54. MexaHu3M CHUCTEMHOTr0 MOJXOJa JIJIsl PEIlIeHUs MOCTaBICHHBIX 3a/1a4 B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

55.  Meroasl mpUMEHEHUsT ~ CUCTEMHOTO  MOAXOJa JJIA  pelieHUus
MOCTaBJIEHHBIX 3aJlad B IIPOILIECCE OpraHU3allid CEPBUCHOTO OOCTYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56.  Mertoasl OCYIIECTBICHUS COIMATIBHOTO B3aUMOJICHCTBHS U peaanu3aluu
CBOCH polM B KOMaHIE B IMPOIECCE OPTraHM3AIMU CEPBHCHOTO OOCIYKHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

57. Meroasl ompeneieHUsT W peajau3aldd CBOEH pojdd B KOMaHJIE B
MPOoIIeCcCe OpTraHU3aIMK CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

58. Meroasl oOecredeHHs COIMAILHOTO B3aWMOJICUCTBUS B TIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

59. Meroasl BOCTIPHUATHS MEXKKYIbTYPHOTO pa3HOOOpa3usi oOIlmecTBa B
COIMAJIFHO - UCTOPUYECKOM, ITUYECKOM U (PHIOCOPCKOM KOHTEKCTax B IMpPOIIECCe
OpraHu3alliy CEPBUCHOTO 00CITYKUBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

60. MeToapl MPUMEHEHHS OCOOCHHOCTEH MEXKYJIbTYPHOTO pPa3HOOOpa3us
oOIecTBa B MPOIIECCE OPTraHU3aIi CEPBUCHOTO OOCITY)XHUBaHUS MOTpeOuTeneit Ha
TPaHCIIOPTE.

61. Meroapl pemieHUsT MPOU3BOJCTBEHHBIX KOH(MDIUKTOB C  Y4ETOM
0COOEHHOCTEH MEXKKYJIbTYPHOTO pa3HO0Opasmsi o0IIeCTBa B MPOIECCE OPTaHU3AIUU
CEpPBUCHOIO O0CTYKMBaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

62. Meroapl  co3maHWS W TOMJNCPKKHA  OE30MACHBIX  YCIOBHM
KU3HEJEATESITLHOCTH, B TOM YHCIIC TTPU BO3HUKHOBCHUH YPE3BHIUYAWHBIX CUTYyaIlil B
MPOIIECCe OPTaHU3AIMH CEPBUCHOTO 0OCITY)KMBaHUSI TOTPEOUTENCH HA TPAHCTIOPTE.

143



63. Meroasl co3maHMs WM TOAJEpKaHUA ~ O€30MacHBIX  YCIOBUM
KHU3HEACIATCITLHOCTH, B TOM YHCJIE MPU BO3HUKHOBEHUU YPE3BBIYAMHBIX CUTYyallui B
MPOIECCEe OPTraHU3aIMU CEPBUCHOTO 00CITYy)KMBaHUS MTOTPEOUTENICH HA TPAHCIIOPTE.

64. Meroabl co3qaHus U MOAAEPKKUA O€30MACHBIX YCIOBUN OOCITYyKUBaHUS
MacCaXUpPOB, B TOM UHWCJIE€ TPU BO3HUKHOBEHHHM YPE3BbIYAWHBIX CHUTyallMid B
MPOIECCEe OpPTraHU3aIMU CEPBUCHOTO 00CITYy)KMBaHUS TOTPEOUTENCH HAa TPAHCIIOPTE.

65. Mertoapl TNpUMEHEHHs] KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B
CEpBHUCHOHM JEATEIHHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aWMOJCUCTBUSA C
noTpeOUTesIMA, B TOM YHCIE HMHTEPHET-IPOJABMKCHHSI YCIyr B TpoIecce
OpTraHU3alMU CEPBUCHOTO 0OCTYKUBAHUS TIOTPEOUTENEH HA TPAHCTIOPTE.

66. Mertoapl y4yacTus B pa3pabOTKE CUCTEMBl KIMEHTCKUX OTHOUICHHH W
OpraHM3alMy Tpoliecca OOCTYyXHBaHUS TOTpeOuTeNeld Ha OCHOBE NPHUMEHEHUs
3aKOHO/IATEIHHBIX aKTOB W MPAaBOBBIX HOPM B IMPOIIECCE OPTaHU3AIMUA CEPBHUCHOTO
oOCITy>)KHBaHHS MOTPEOUTENEH Ha TPAaHCTIOPTE.

67. Meroapl ydacTHUSI B COBEPIICHCTBOBAHMHM CHCTEMBI KJIMEHTCKHUX
OTHOIICHUH B CEPBHCHOW JIEATEIHHOCTH HA TPAHCIOPTE C HCIOIH30BAHUEM
MHTEPHET-TEXHOJOTHI B TMPOIECCe OpraHu3allid CEPBUCHOTO OOCTYKHWBaHUS
notpeOuTeNnel Ha TPAaHCTIOPTE.

68. Meroapl BiIAAEHUS TEOPETUYCCKHUMH 3HAHUSIMH W TPAKTHYCCKUMHU
npreMaMy  YIpaBJIGHUS TPOEKTaMH B cdepe O0OCTyXKMBaHUS B  IpoIiecce
OpraHu3aliy CEpBUCHOTO 00CITYKUBaHUS OTpEOUTENeH Ha TPAHCTIOPTE.

69. Meroabpl ymOpaBi€HHS ~ TYPUCTCKO-PEKPEAIMOHHBIMU  IPOEKTaMH,
METO/IbI TJIAHUPOBAHMSI U MOHUTOPHUHT JEATEILHOCTH CEPBUCHOM KOMIIaHUU B chepe
TpaHCIIOPTa B MPOIIECCE OPTraHU3aIlMU CEPBUCHOIO 0OCTYy)KMBaHUSI IOTpeOUTENel Ha
TpaHCIIOPTE.

70. Meroasl BBIOOpa MaTepUAIbHBIX PECYpPCOB, OOOPYIOBaHHS IS
OCYIIECTBJICHHS TIPOIIECCa CEPBUCA.

71. MexaHu3M MPOBENCHUS MEPETOBOPOB C KIMEHTAMU IO MPETCH3NOHHBIM
ClIy4assM U OMpeJeleHUs MPUYMH BO3HUKHOBEHHS TMPETEH3W B Tmpolecce
OpraHu3alliy CEPBUCHOTO 00CITYKMBaHUS OTPEOUTENeH HAa TPAHCTIOPTE.

/2.  Metoasl pa3pabOTKM U HCIIOJIB30BAHUS THUIIOBBIX TEXHOJIOTHMUECKHUX
MIPOLIECCOB.

73. Mertoasl GopMHUPOBAHUA U BHEIPEHHUS KOPHOPATHBHBIX CTAHIAApTOB U
perjJamMeHToB IMPOLECCOB 0OCITyKUBaHUS TOTPEOUTENCH Ha TPaHCTIOPTE.

74.  Mertoabl B3aUMOAEMCTBHS C KIMEHTAaMH IO OpraHM3alMM Ipolecca
oOcy>KMBaHMsI TIOTpeOUTENel B cepe roCTeIPUUMCTBA B MPOLIECCE OpraHU3aIiu
CEpBUCHOTO 00CITYy)KUBaHUS MMOTpEOUTENEH HA TPAHCTIOPTE.

75. TpeboBaHusi NPOU3BOACTBEHHOM AMCLUMILIMHBI, MPaBHJI IO OXpaHe
TpyZAa U MOXapHOU 0€30MaCHOCTH MPH OCYIIECTBICHUH TEXHOJIOTHYECKOro Mpolecca
B IIPOIIECCE OpraHU3aIMi CEPBUCHOTO 00CTYKMBAaHUS OTpeOUTENeH Ha TPAaHCTIOPTE.

76. Mertoapl  OCYIIECTBICHHMS  OpPraHM3alMOHHOTO  OOCITYXHBaHHS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AlMOHHOTO OOecrleueHus Impolecca
CEpBUCHOTO OOCITYXHBAHUS B a3pOINOPTY U HAa OOPTY BO3AYIIHOTO CyAHA B MPOIECCE
OpTraHU3alMK CEPBUCHOTO 00CTYXKUBAaHUS OTPeOUTENEH HAa TPAHCTIOPTE.
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IIpumepHbIii epevYeHb BOMPOCOB K IK3aMeHY JJIsl IPOBeeHUs POMEKY TOYHOM
aTTecTAalMM Mo JucHUILIHHEe «CepBHCHAS 1eATEJILHOCTH HA TPAHCIIOPTE)
(2 kypc (4 cemecTp))

27. DKOHOMHYECKAsl CYNTHOCTh CEPBUCHOM JEATSIBHOCTH HAa TPAHCIIOPTE, B
TOM YHCIIe B cepe BO3AYITHOTO TPAHCTIOPTA.

28. DJTuKa B CEPBUCHOM JIESITEIHLHOCTH HA TPAHCIOPTE, B TOM 4Uuciie B cepe
BO3/yLTHOTO TPAHCIIOPTA.

29. Cdepa yciyr B coBeTckuil nepuo. JlenoBas 3TUKa U J€IOBON ITHKET B
cdepe cepBrca Ha TPAHCTIOPTE, B TOM YHCIIE HA BO3AYIIIHOM TPAHCIIOPTE.

30. Kunaccudukamus ycayr Ha TpaHCIIOpTe, B TOM uucie B cdepe
BO3YIITHOTO TPAHCIIOPTA.

31. Ilonstue npodeccruoHaNbHOrO KOJEKca Ha TPAaHCIOPTE, B TOM YHCIIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

32. TIpodeccrnonanbHbIi KOJEKC pabOTHUKA C(epbl cepBHUCa HA TPAHCIIOPTE,
B TOM YHCJIe B cpepe BO3AYIIHOTO TPAHCIIOPTA.

33. MHunycTpus cepBrca Ha TPaHCIOPTE, B TOM YHCIE B chepe BO3AYIIHOTO
TpaHCIOpTa.

34. Tlcuxoyiorusi CEpBUCHOM JESITCIBHOCTH Ha TPAHCIIOPTE, B TOM YHCIIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

35. TocymapcTBeHHOE peryaupoBaHUE CEPBUCHOM  JEATEIBHOCTH  Ha
TPAaHCIOPTE, B TOM YHCIIE B Cpepe BO3AYIIHOTO TPAHCIIOPTA.

36. Ilonsitne umumka mpennpusatus. UMumk npeanpusTius cepBuca Ha
TPAaHCIIOPTE, B TOM YHCIIE B Cpepe BO3IYIIHOTO TPAHCIIOPTA.

37. TocynapcTBO Kak CyOBEKT CEPBUCHOM JESITEIILHOCTH.

38. MudopmanuwoHHas KyJIbTypa M YpPOBHHM 3allUThl HHPOPMAIMK Ha
TPAHCIIOPTE, B TOM YHUCIe B cepe BO3AYITHOTO TPAHCIIOPTA.

39. ®opwmbl o0cTy)XMBaHUS MTOTpeOHUTENCH B chepe cepBrca Ha TPAHCIIOPTE,
B TOM YHCJI€ HA BO3YITHOM TPAHCIIOPTE.

40. Tlousatue u cnienn@uKa KOHTAKTHOW 30HBI Ha TPAHCIIOPTE, B TOM YHUCJIIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

41. JKu3HEHHBIM LUKI yCIYyTHM W €Tr0 y4eT B ACSATEIBbHOCTH MPEANPHUSTHS
CepBHCa Ha TPAHCTIOPTE, B TOM YHUCJIE B Chepe BO3AYIIHOT'O TPAHCIIOPTA.

42. TlonsTue kadyecTBa yCIYr Ha TpPaHCIOPTE, B TOM uucie B chepe
BO3/IYIIIHOTO TPAHCIIOPTA.

43. VYcnyra u ee crnenuduka Kak TOBapa Ha TPaHCIOPTE, B TOM YHUCIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

44, VYmupaBneHrWe Ka4eCTBOM Ha TPEANPHUATHSIX CEpPBUCA HA TPAHCIIOPTE, B
TOM 4ucJe B chepe BO3AYITHOTO TPAHCIIOPTA.

45. IlpeanpojakHblii CEpBUC Ha TpaHCHOpPTE, B TOM 4HCIE B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.

46. OOmee ympaBieHHEe MPEANPUATAEM CEpBHUCA HA TPAHCIIOPTE, B TOM
yucie B chepe BO3AYIUTHOTO TPaHCIIOPTa: (DYHKIUU U 3a/1a4H.

47. TlocnenpollakHbI CEpBUC Ha TPaHCIOPTE, B TOM 4HcCie B cepe
BO3JIYIITHOTO TPAHCTIOPTA.
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48. TIpom3BOJCTBEHHBI MEHEKMEHT HAa CEPBHUCHOM WPEINPUATAN Ha
TPaHCIIOPTE, B TOM YHUCIIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

49. Vciuyru B apxauueckoM OOLIECTBE.

50. IlomsTHe conmMaabHOM OTBETCTBEHHOCTH, COIIMAJIBbHBIA MCHCIKMCHT Ha
CEpBUCHOM MPEANPHUATHH HA TPAHCIOPTE, B TOM dHCIE B cdepe BO3AYIIHOTO
TpaHCIopTa.

51. VYcayru B CpenHEBEKOBOM OOIIECTBE.

52. MeHemKMEHT TiepcoHalla Ha CEPBUCHOM MPEANPUSTHH Ha TPAHCIIOPTE, B
TOM YHCIIe B cepe BO3AYITHOTO TPAHCTIOPTA.

53. VYcayru B MHAYCTpUAJIBLHOM OOINECTBE HA TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

54. CermeHTtanus notpedOuTeneil B cdepe cepBrca Ha TPAHCIOPTE, B TOM
grciie B cepe BO3IyIIHOTO TPAHCTIOPTA.

55. Cdepa ycayr Ha TpaHCIOpPTE, B TOM uucie B cdepe BO3IYIIHOTO
TpaHCIOpPTa B COBpeMeHHOU Poccuu.

56. OpraHu3alMOHHO-TIPABOBBIC  (OPMBI  TPEANPUHUMATEILCTBA B
CEpBHUCHOH JESITENTPHOCTH Ha TPAHCIOPTE, B TOM 4YHWCiIEe B cdepe BO3MLYIIHOTO
TpaHCIOpTa.

57. OpraHuzalMoHHas CTPYKTypa CEPBUCHOTO MPEINPHUATHS Ha TPAHCIIOPTE,
B TOM YHCJIe B cpepe BO3AYIIHOTO TPAHCIIOPTA.

58. TloctunayctpuanbHOe OOIIECTBO M cdepa cepBuUca Ha TPaHCIOPTE, B
TOM YHKCJIE HA BO3YIIHOM TPAHCIIOPTE.

59. IlpeanochbUIku BOSHUKHOBEHUS U Pa3BUTUS CEPBUCHOM I€ITEIBHOCTH.

60. KynsTypa B cepe cepBuca Ha TpaHCIIOPTE, B TOM dYHuCJIE B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

61. CepBucHas AEATEIBHOCTh Kak (QopMa yIOBICTBOPEHHUS YEIOBEUYECKUX
OTpeOHOCTEH.

62. BrnusH#e KyJbTyphl Ha TIOBEJEHUE NTOTpeOUTENel Ha TPAHCTIOPTE, B TOM
quclie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

63. AccopTuMeHTHas MOJUTHKA B chepe cepBrca Ha TPAHCIIOPTE, B TOM
YHCJIe Ha BO3IYIIIHOM TPAHCTIOPTE.

64. DcreTrka B CEpBHCE Ha TPAHCIIOPTE, B TOM YHCIE B CPepe BO3IYIIHOTO
TpaHCIIOPTA.

65. HuHOBanuoOHHAs MOJUTUKA CEPBUCHOTO MPEANPHUATHS HA TPAHCIIOPTE, B
TOM 4HCJIe B cepe BO3YIIHOTO TPaHCTIOPTA.

66. MapketuHnr B cepe ycayr Ha TPAHCIIOPTE, B TOM YHCIIC HA BO3AYITHOM
TPaHCIIOPTE.

67. BenuypHslii Ou3Hec B cepe cepBuca.

68. HWuauBHIyanbHO-TUYHOCTHEIC " COIMAITbHO-KOPITOPATHBHBIE
MPEANOCHUIKN Pa3BUTHsA OW3HEeca B cepe yCiIyr Ha TPAaHCIOPTE, B TOM YHCIE Ha
BO3/yLITHOM TPAHCIIOPTE.

69. ®panuaif3uHT B chepe cepBuca.

70. Komkypennus B cdepe cepBuca Ha TpaHCIOpPTE, B TOM 4YHCIE Ha
BO3yLITHOM TPAHCIIOPTE.
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71.  OcobenHoctu paboOTbl B KOHTAKTHOM 30HE€ C MOTpEOUTENEM,
KOHCYJIbTHPOBaHUE, COIJacOBaHME BHIa, (OpMBI M Ipoliecca CepBHCa Ha
TPAHCIIOPTE, B TOM YUCJE B Cepe BO3AYLIHOTO TPAHCIIOPTA.

/2. Yder OCHOBHBIX IICHUXOJOTHYECKHUX OCOOCHHOCTEH moTpeduTens B
MPOIIECCe CEPBUCHOM NESITEIBHOCTH M MX BIMSHUE HA BOCHIPUSTHE KadecTBa YCIyT
NOTpeOUTENEM Ha TPAHCIIOPTE, B TOM YHCIIE B Cpepe BO3AYIIHOTO TPAHCIIOPTA.

73. JluBepcudukanusi CEpBUCHOU JEATEIBHOCTH B COOTBETCTBUU C
ATHOKYJbTYPHBIMH, UCTOPHUECKHUMHU U PEIMTHO3HBIMHU TPAJAUIIMSIMHU Ha TPAHCIIOPTE,
B TOM 4HCJI€ B c(hepe BO3AYIITHOTO TPAHCIIOPTA.

74.  JlorucTuka Ha MPEANPHITHH CEPBHCA HA TPAHCIIOPTE, B TOM YHCIIC B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

75. TexHomoruu mpoiiecca cepBruca U 0COOCHHOCTH KIMEHTCKUX OTHOIICHUMN
C ydeToM TpeOOBaHMUM TMOTpeOUTENsI Ha TpaHCIOPTe, B TOM uyucie B cdepe
BO3JIYIITHOTO TPaHCIIOPTA.

76.  OcHOBBI qUBEpCUDUKAIINN CEPBUCHON JESITEIHHOCTH B COOTBETCTBUHU C
STHOKYJIbTYPHBIMH, UICTOPUYCCKUMH U PEIIMTHO3HBIMK Ha TPAHCIIOPTE, B TOM YHCJIE B
cdepe BO3IyIIHOTO TPAHCIIOPTA.

/7. Mexanu3sm paboThl B  KOHTAKTHOM 30HE€ C  TOTpeOUTENEM,
KOHCYJIbTUPOBAHUIO, COIJIACOBAaHWIO BHJAa, (OPMBI W TMpoIllecca CepBUCAa Ha
TPAaHCIIOPTE, B TOM YHCIIE B Cpepe BO3AYIIHOTO TPAHCIIOPTA.

52. Ilcuxonmornyeckue OCOOCHHOCTH IMOTPEOUTENsT B MPOIECCE CEPBUCHOM
JESTEIHHOCTH HA TPAHCIIOPTE, B TOM YHUCIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

53 Meronbl TOHMCKAa, KPUTHYECKOTO aHaiM3a W CUHTe3a WHMOpMaluu B
npolecce opraHu3aliyd CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

54. MexaHU3M CHCTEMHOTO TOJXOJa JJisl PEIICHUs! MOCTaBJICHHBIX 3a7a4 B
Ipolecce opraHu3aluyd CEPBUCHOTO 00CTyKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

55. Meronpl  TpPUMEHEHUS ~ CHUCTEMHOrO0  MOAXOAa IS pelleHus
MOCTABIICHHBIX 3aJlad B TPOILIECCE OpraHU3allud CEPBUCHOTO OOCTY>KHUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56. MeTonbl OCYIIECTBICHUS COIMAIBHOTO B3aMMOJICHCTBUS M PeaTU3aIiu
CBOEH pOJM B KOMaHAE B MPOLIECCE OpraHU3allMd CEPBUCHOIO OOCIYKHBaHUS
noTpeduTeNeil Ha TpaHCTIOPTeE.

o57. MeTtonbl onpenesieHNs U pealnu3ali CBOEH poJi B KOMaHA€e B MpoIecce
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS OTPEOUTENICH HAa TPAHCTIOPTE.

58. Metonpl obOecriedyeHHs] COIMAIBHOTO B3aMMOJCHCTBHS B IPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

59. MeTonbl BOCHPUSATHS MEXKYJIbTYPHOTO pa3HOOOpas3usi oOOIIecTBa B
COIMAJIEHO - UCTOPUYECKOM, ITHYECKOM U (PHIIOCOPCKOM KOHTEKCTaX B MPOIECCE
OpraHu3alliy CEPBUCHOTO 0OCITYKMBaHUS TOTPEOUTENICH HA TPAHCTIOPTE.

60. Meroasl mpUMEHECHHS OCOOCHHOCTEH MEXKKYJIbTYPHOTO pa3zHOOOpa3us
oOl1iecTBa B MPOIECCE OpPraHU3allul CEPBUCHOIO OOCIY>KUBaHUS MOTpEOUTENEH Ha
TpaHCTIOPTE.
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61. MeToapl pemieHUs OPOM3BOJICTBEHHBIX KOH(QIUMKTOB C  YYETOM
O0COOCHHOCTEHW MEXKKYJIBTYPHOTO Pa3HOOOpa3usi 0OIIEeCTBAa B MPOLIECCE OpraHU3aIun
CEPBUCHOTO OOCITYXKUBaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

62. Metoapl  co3maHMs M TNOLAEPKKM — O€30MACHBIX  YCJIOBHUU
AKU3ZHEJEATEIbHOCTH, B TOM YHCJI€ TP BO3HUKHOBEHUH YPE3BbIYAHHBIX CUTYyallMd B
MpoLIECCe OPraHU3alMKU CEPBUCHOIO 00CITYyKMBaHUSI IOTPEOUTENEH Ha TpaHCTIOPTE.

63. Metoapl co3maHMs M MOAJAEpXKAHUS ~— O€30IaCHBIX  YCIIOBUH
KU3ZHEJEATEIbHOCTH, B TOM YKCJI€ TP BO3HUKHOBEHUH YPE3BbIYAHHBIX CUTYyallMi B
MpoLIeCCe OPraHU3alMKU CEPBUCHOIO 00CITyKMBaHUSI IOTPEOUTENEH Ha TPaHCTIOPTE.

64. MeToapl co3gaHus U MOAACPKKHU OE30MACHBIX YCIOBUIA OOCTYKHUBAHUS
Nacca)kXMpoB, B TOM YHUCJIE€ NpPU BO3HUKHOBEHUM 4YPE3BbIYAMHBIX CHUTyallud B
npolecce opraHu3aliyd CEPBUCHOTO 00CTyKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE.

65. MeToapl TOpPUMEHEHHS KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUSA C
NOoTpeOUTENIMH, B TOM YHCIE€ WHTEPHET-MPOJABIKEHHUS YCIyr B Ipolecce
OpraHu3aliy CEpBUCHOTO 00CITyKMBaHUS OTpEOUTENIel Ha TPaHCTIOPTE.

66. MeToapl ywyacTusi B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOUICHUH W
OpraHu3aluy Impoiecca OOCIY>KMBaHMSI TOTpeOUTeNed HAa OCHOBE MPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W IMPABOBBIX HOPM B MPOLIECCE OPraHU3ali CEPBHCHOIO
o0Cy>KMBaHUSI MOTpeOUTENEH Ha TPAHCTIOPTE.

67. Meroapl yyacTHsi B COBEpIICHCTBOBAHMM CHUCTEMBl KIMEHTCKHUX
OTHOLLIEHU! B CEPBUCHOM JEATENbHOCTM HA TPAHCHOPTE C MCIOIb30BAHUEM
MHTEPHET-TEXHOJOTUIl B IPOLECCe OpraHu3allid CEPBUCHOIO O0OCITYKHUBaHUS
notpeOuTenel Ha TPaHCIIOPTE.

68. Metoapl BIAJEHUS TEOPETUYECKUMHU 3HAHUSAMU W HPAKTHYECKUMHU
OpreMaMu YIOpaBJIEHUS MpoekTamMu B cdepe 0OCIyXUBaHUS B Ipoliecce
OpraHU3alUU CEPBUCHOIO OOCTYXKUBAaHUS NOTPeOUTENIEH HAa TPAHCIIOPTE.

69. Meroasl ynpaBieHUsl TYPUCTCKO-PEKPEAIMOHHBIMU IPOEKTaMH, METO/IbI
IUIAaHUPOBAaHUS W MOHUTOPUHI JEATEJIBHOCTH CEPBUCHOM KOMIIAHUU B cdepe
TPaHCIIOpPTa B MPOLIECCE OPraHU3allui CEPBUCHOTO OOCIYKUBAaHUS MOTpedUTEIe Ha
TPAHCIIOPTE.

70. Meronsl BbIOOpa MaTepUaJbHBIX PECypcoB, OOOPYIOBAHMS IS
OCYIIECTBIICHHSI MIPOLIECCA CEPBUCA.

/1. MexaHnu3M NpPOBEIEHUS MIEPETOBOPOB C KIMEHTAMH MO MPETEH3NOHHBIM
Cly4astM MW ONpEIEICHUs IPUYMH BO3HUKHOBEHHs MPETEH3Hl B Ipouecce
OpraHU3alUU CEPBUCHOTO 00CTYXUBAaHUS NOTpeOUTENIEeH HAa TPAHCIIOPTE.

72. Metonsl pa3paOOTKH M UCHOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.

73. Metonasl GopMUpOBaHUS M BHEAPEHHUS KOPIOPATUBHBIX CTAaHIAPTOB U
pPErJIaMEeHTOB IPOLIECCOB 00CITY>)KMBaHUS TOTPEOUTENEH HA TPAHCIIOPTE.

/4.  Metoapl B3aMMOJEWCTBHS C KJIMEHTaMHM 110 OpraHU3allMM Ipolecca
oOciy>kuBaHMsI TOTpeOuTeNnel B cepe rocTenpuuMcTBa B MPOLIECCe OpraHU3aluu
CEpPBUCHOI0 00CTYKMBaHUS MOTPEOUTEIEH HA TPAHCIIOPTE.

148



75. TpeboBaHus MpOU3BOACTBEHHOM NUCLMILIMHBI, IPABUII 10 OXpaHe TpyAa
U TOXapHOM 0€30MacHOCTH NpPH OCYLIECTBICHUH TEXHOJOTMYECKOro Ipolecca B
MPOLIECCE OPTraHU3ALMK CEPBUCHOIO 00CITYyKMBaHUSI OTPEOUTENEH Ha TpaHCIOPTE.

76. Metoapl BbIOOpa OPraHM3alMOHHBIX pEUIEHUH s (POPMUPOBAHUS
CEpPBUCHOW CHUCTEMBI OOCIYXHBaHMS C HCIIOJB30BAHUEM METOJOB OpPraHU3ALMHU U
yIPaBJI€HNs UMYUIECTBEHHBIM a’pONOPTOBBIM KOMILJIEKCOM M aKTHMBaMHU CEPBUCHBIX
MPEeANpPUATANA Ha TPAHCIIOPTE B MPOLIECCE OPTaHMU3ALUMU CEPBUCHOTO OOCIYKMBaHUS
noTpeduTeiei Ha TpaHCTIOpTe.

TunoBble NpakTHYECKHE 3aJAHUSA ISl IPOBEICHUS MPOMEKYTOYHOM
arrectanum (3K3aMeHa) Mo AucunIinie «CepBUCHAA 1eATEJIbHOCTDH HA
TPAHCIIOpTE»

1. OxapaKkTepu3yWTe TEXHOJIOTMH CEPBUCHOTO OOCTY)KHWBaHHS, TNpejaras
HOBYIO CTPYKTYPy B3aMMOOTHOIICHHH C KIMEHTOM B TIPOILIECCEe pa3pelieHus
KOH(MJIUKTHBIX CHTyalluid B IMpOIeCCe 3TAroB (hOPMHUPOBAHUS B3aWMMOOTHOIICHUH C
KJIMEHTOM C Y4eTOM TpeOoBaHUH OTpeOuTeNs B chepe BO3AYIIHOTO TPAHCIIOPTA.

2. OxapakTepu3yHTe CEpPBUCHYIO JIEATCILHOCTH B COOTBETCTBUHU C
STHOKYJbTYPHBIMH, HWCTOPUYCCKUMH W PEIUTHO3HBIMU TPAIULIUSIMH B cdepe
BO3IYIITHOT'O TPAHCIIOPTA.

3. OxapakTepu3yiiTe OCHOBHBIE TICUXOJIOTUYECKHE OCOOCHHOCTH MOTPEOUTENS
B IIPOLIECCE CEPBUCHOTO OOCTY>KUBaHUS B c(hepe BO3IYIIHOTO TPAHCIIOPTA.

4. OxapakTepu3yte OdTambl OKa3aHUS YCIAYr B KOHTAKTHOM 30HE C
noTpeduTeNeM, dTanbl KOHCYJIbTHPOBAHUS, JTaIlbl COIVIACOBAHUS BB, (GOPMBI U
nporecca o0caykuBaHus B chepe BO3AYIIHOTO TPAHCIIOPTA.

5. OxapakTepusyiite METOAbl YIPABICHUS TYPHUCTCKO-PEKpPEAMOHHBIMU
NPOEKTaMH, METOIbl IJITAHUPOBAHHS W MOHHUTOPHHI JEATEIbHOCTH CEPBHCHOMU
KOMIIaHUU B c(hepe TpaHcmopTa

6. OxapakTepu3ydWTe METOJbI  BbIOOpAa  MaTepPHAIBHBIX  PECYpPCOB,
o0opyAOBaHUs ISl OCYIIECTBICHHS TPOLIecCa CEpPBUCA, MPOBOJIUT IMEPETOBOPHI C
KIIMEHTAaMU T0 MPETEeH3MOHHBIM CIIy4asiM U OMpenelisieT MPUYHHBI BO3SHHUKHOBEHUS
MIPETECH3UM.

7. OxapaxTtepu3yiiTe MeTOAbl pa3pabOTKM W WCIOJIB30BAHUS THUIIOBBIX
TEXHOJOTUYECKUX  TPOIIECCOB,  METOAbl  (OpPMUpOBaHHS W BHEAPEHUSA
KOPIOPAaTUBHBIX ~ CTaHAAPTOB M  PETJIaMEHTOB  MPOIECCOB  OOCITYKHBaHUS
noTpeduTeneid Ha TpPAaHCIOPTE, METOABl B3aUMOJCUCTBHUS C KIMEHTAMH IIO
OpraHu3alny mpoiecca 00CTy)KUBaHUA MOTpeduTeseil B cepe rocTenpruruMCcTBa.

1. OxapakTepu3yiTe MEXaHW3M CHCTEMHOTO TOAXO0/a JUIsl perIeHUs
MOCTABJICHHBIX 33/J]ad B TMPOIECCe OpPraHU3alMH CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNei Ha TPaHCTIOPTE.

2. OxapakTepu3yiTe METOJIbl MPUMEHEHUS CHUCTEMHOTO TMOAXOAa IS
pEIICHHS TTOCTABICHHBIX 337249 B TIPOIECCE OPTaHU3AIMHA CEPBUCHOTO OOCITYKHBAHUS
noTpeduTesie Ha TpaHCIOPTE.
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3. OxapakTtepusyiire METOBI OCYILECTBIICHUS COLIMATIBHOTO
B3aMMOJEHCTBUS U PEAIM3ALNUHA CBOEH POJIM B KOMAHJE B IPOLECCE OPraHU3alHU
CEpPBUCHOT0 O0CTYKMBaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

4, Oxapakrepu3yiTe METOABI ONPEACICHUS U pPeaau3aluy CBOEH pOiu B
KOMaHJIe¢ B MPOIIECCE OpPraHu3aluud CEPBUCHOTO OOCIYXMBaHUS MOTpeOUTeneil Ha
TPaHCIIOPTE.

S. OxapakTepu3yuTe MEeTObl 00ECIIeUeHUs COIMATBHOTO B3aUMOICHCTBUS
B IIPOLIECCE OPTraHU3ALMK CEPBUCHOTO 0OCTYKUBAHUS OTPEOUTENIEH HA TPAHCTIOPTE.
6. Oxapaxkrepusyite METO/IbI BOCIIPUSATHS MEXKYJbTYPHOTO

pazHooOpa3usi 00IIECTBA B COLMAIBHO - HICTOPUUECKOM, 3TUUECKOM U (Hustocodhckom
KOHTEKCTax B MPOIIECCE OpraHU3aIlMi CEPBUCHOTO OOCITYKMBaHHS MOTpeOUuTenel Ha
TpaHCIOPTE.

7. Oxapakrepusyiute METO/IbI NPUMEHEHUS ocoOeHHOCTeN
MEXKYJIbTYPHOTO pa3HooOpa3usi oOliecTBa B MPOIECCE OpPraHU3aIMu CEPBUCHOTO
oOciy>kuBaHus TOTpeOUTENIeH Ha TPAHCTIOPTE.

8. OxapakTepu3ynTe METO/IbI PEIIeHUs MTPOU3BOICTBEHHBIX KOH(DIUKTOB C
y4eTOM OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3HooOpas3usi oO0IiecTBa B IpoIecce
OpraHu3aIliy CEPBUCHOTO 00CITYKUBaHUS MTOTpEOUTENICH Ha TpaHCTIOPTE.

Q. OxapakTepu3yTe METOAbl CO3JaHUsI W TOJJEPKKHA Oe30MacHBIX
YCJIOBUM KU3HEACATEILHOCTH, B TOM YKCJIE€ NPU BO3ZHHUKHOBEHUHU YpPE3BBIUYAWHBIX
CUTYyalluii B MPOIECCe OpraHU3alMH CEPBHCHOIO OOCITYyKUBaHUA MOTpeOuTened Ha
TpaHCIIOPTE.

10. OxapakrepuszyiTe METOJbl CO3JaHUS M TMOJAJAEpkKaHUS Oe30IMacCHbIX
YCIIOBUN KU3HENEATEIbHOCTH, B TOM YMCIIe NMPU BO3HUKHOBEHUU YpPE3BbIUAMHBIX
CUTyalluii B MPOIECCE OpraHU3alMH CEPBHCHOIO OOCITYKUBaHUA MOTpeOuTenei Ha
TPaHCIIOPTE.

11. OxapaktepusyiiTe METOABI CO3MAHUS M TIOMJECPKKH O€30MacHBIX
YCIOBUN  OOCITY)XKMBaHHUS TACCAXXUPOB, B TOM UHCIE TMPH BO3HUKHOBEHUU
Ype3BbIUAMHBIX CHTYallMd B TMPOIECCE OPTraHU3AIMH CEPBUCHOTO OOCITYKHBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

12. OxapaktepusylTe METOJbl TPUMEHEHHUS KINCHTOOPHUEHTHPOBAHHBIX
TEXHOJIOTUH B  CEPBUCHOM  JEATEIBHOCTH Ha TPAHCIOPTE B  YCIOBUSAX
B3aMMOJICUCTBHS C MOTPEOUTEISIMU, B TOM YUCIE WHTEPHET-TIPOJIBIKCHUS YCIYT B
MPOoIIeCcCe OpTraHU3aIMK CEPBUCHOTO 00CITYKMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

13.  OxapaktepusyiTe METObI YUaCTHUsl B Pa3padOTKe CUCTEMbI KITMEHTCKUX
OTHOIICHUM M OpraHU3alUH Ipollecca OOCIy)XKHBaHUS TOTpeOUTENe Ha OCHOBE
MIPUMEHEHUS 3aKOHOJATEIbHBIX aKTOB M MPABOBBIX HOPM B MPOLIECCE OPraHU3alNU
CEPBUCHOTO OOCITYKUBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14.  OxapakrepusyiiTe METOJIbl Y4YacTHUs B COBEPUICHCTBOBAHUU CHUCTEMBbI
KIIMEHTCKUX OTHOIIEHUH B CEPBUCHOW JIESITEJBHOCTM HA TPAHCIOPTE C
UCIIOJIb30BAaHUEM MHTEPHET-TEXHOJOTHI B MPOLECCEe OpraHu3alu CEePBUCHOTO
o0ciy>kuBaHMs TOTpeOUTENeH Ha TPAHCTIOPTE.

15. OxapakrepusyiiTe METOAbI BIAJCHUS TEOPETUYECKUMHU 3HAHUSIMU H
MPAaKTUYECKUMH TpUEMaMU YIOpaBICHUs MpPOEKTaMH B cdepe oOCHyKHBaHUS B
MPOIIECCe OpraHU3alMy CEPBUCHOTO 00CIyKUBaHUS IOTpeOUTENel Ha TPAHCIIOPTE.
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16. OxapakTepu3yiiTe METOABI YIPABICHUS TYPUCTCKO-PEKPEAIMOHHBIMH
MPOCKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEATEIBHOCTH CEPBUCHOM
KOMOaHuu B cdepe TpaHCIoOpTa B TMPOIECCE OpPTraHM3alUd  CEPBUCHOTO
oOCITy>)KHBaHHS MOTPEOUTENEH Ha TPAaHCTIOPTE.

17. OxapakrepusyiiTe = METOJIbl  BbIOOpAa  MaTEpPUAIBHBIX  PECYPCOB,
000pyIOBaHUS ISl OCYIIECTBIICHUS TMpoIlecca CepBuca.

18.  Oxapakrtepu3yiiTe MEXaHH3M MPOBEACHUS IEPETOBOPOB C KIIMEHTAMH 110
MPETCH3UOHHBIM CITy4asiM M OTPECICHUS TPUYUH BO3HUKHOBCHHUS TPETCH3UH B
MPOIECCEe OpPTaHU3aIMU CEPBUCHOTO 00CITY)KMBaHUS TOTPEOUTENICH HAa TPAHCIIOPTE.

19.  Oxapakrtepu3yiiTe MeTOIbI pa3pabOTKM M HCIOJIB30BAHUS THIIOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

20.  Oxapakrtepusyiite METOJIBI dbopMHupoOBaHUS " BHEJIPCHUS
KOPIIOPATUBHBIX ~ CTAaHAAPTOB M  PErVIAMEHTOB  TIPOIIECCOB  OOCITY>KMBaHUS
notpeOuTenel Ha TPAaHCTIOPTE.

21.  OxapaktepusyiiTe MeTOABl B3aUMOJCHCTBUS C KIUCHTAMH  TI0
OpTraHM3aIMU Tpollecca OOCITyKHBaHHsI MOTpeOuTeneld B chepe rocTenpruruMcTBa B
npoIiecce OpraHu3aIi CEPBUCHOTO 00CITYKUBaHUs TIOTPEOUTENEH HA TPAHCTIOPTE.

22.  OxapaktepusyiiTe TpeOOBaHHS TMPOU3BOJICTBEHHOW JHCIUTUIHHEI,
NpaBUJ TIO OXpaHE TpyAa M TMOKAPHOW OE30MmacHOCTH TIPH OCYIIECTBICHUU
TEXHOJIOTUYECKOTO Tpollecca B MPOIECCe OPTaHMU3AIMHA CEPBUCHOTO OOCTY)KUBaHUS
notpeduTenel Ha TpaHCIOPTe.

23. OxapakTepusyiiTe METOJbl BBIOOpAa OPraHM3AIMOHHBIX PEIICHUH s
dbopMHUpOBaHUSI CEPBUCHON CHUCTEMBI OOCTY>KHBAaHHS C HCIOJIb30BAHUEM METO/IOB
OpraHu3allid W YOPABICHHS MMYIIECTBEHHBIM a’pPOMOPTOBBIM KOMILIEKCOM H
aKTMBaMM CEPBHCHBIX NPEANPUATANA Ha TPaHCIOpPTE B IMpoOIleccCe OpraHu3aluu
CEPBUCHOT'O O0CTY>KMBAHHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

24. OxapakTepu3yWTe METOABl  OCYIICCTBJICHHS  OPTraHU3AIMOHHOTO
o0CITy>)KUBaHMS aBHAIMOHHONW MHPPACTPYKTYPhl M OPTraHW3alIMOHHOTO 00ecTieYeHUs
IpoIecca CEPBUCHOTO OOCITYKMBAaHUS B a3pONOPTY M HA OOPTY BO3IYIIHOIO Cy/IHA B
IpoIecce OpraHu3alui CEPBUCHOTO 00CTYKMUBAaHUS TOTPEOUTENEH HA TPAaHCTIOPT.

38. OxapaxTepu3yiiTe METONbl YYUTHIBAaHUA TPEeOOBAaHWN MPOU3BOICTBEHHOMN
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpylda ¢ TMOoXKapHOW O€30MacHOCTH TIpH
OCYILIECTBICHUH TEXHOJIOTMYECKOI o Mpolecca.

39. OxapaktepusyiiTe METOJIbl TMOWCKAa, KPUTHUYECKOTO aHaiW3a M CHUHTE3a
uHpOpMaIMU B MPOLIECCE OPraHM3allUK CEPBUCHOTO OOCIYXHBaHHUS NOTpeOuTenen
Ha TPAHCTIOPTE.

10 MeTtoauueckne peKOMeHAANUHN Uil OOY4YAKIIUXCS IO OCBOECHUIO
AUCUMILTAHBI

[Ipuctynas Ha 2 Kypce B 3 cemMecTpe K M3YUYEeHHIO AUCHUILUIMHBI «CepBUCHAS
NeSATeIBbHOCTh Ha TPAHCIOPTE», OOyYaImMMUXCAy HEOOXOAWMO BHHMATEIbHO
O3HAKOMHUTBLCSI C TEMAaTHYECKUM TIUIAHOM 3aHATHA M CIHUCKOM PEKOMEHIOBAHHOMU
auteparypbl. OOyJaromuMcs CIeayeT ySICHUTh, YTO YPOBEHb W IIyOMHA YCBOCHUS
JTUCIUIUIMHBI 3aBUCAT OT €r0 aKTUBHOM M CHCTEMAaTH4YeCKOW pabOThl HA JICKIUAX U
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MPaKTUYECKUX 3aHATUSIX. B 3TOM mpolecce BaXKHOE 3HAYEHUE  HMMEET
caMocTosiTelIbHass paboTa, HampaBlieHHAass Ha BOBJIEUEHHE OOydarouuxcsia B
CaMOCTOSITEIbHYIO TMO3HABATEIbHYIO JIEATEIBHOCTh C 1edbl0  (hOPMUPOBAHUS
CaMOCTOSITEJILHOCTH  MBIIUICHUSI,  CIHOCOOHOCTEM K  mpodeccHoHaIbHOMY
CaMOpa3BUTHIO, CAMOCOBEPIICHCTBOBAHUIO W CaMOpeaju3ald B COBPEMEHHBIX
YCJIOBUSIX COLIMAIbHO-3KOHOMUYECKOT0 pa3BUTHsl. M3yueHne quCHUILIUHBI
«CepBuCHas IeATEeIbHOCTh Ha TPAHCIIOPTE» MPOJIOJIKACTCS Ha 2 Kypce B 4 ceMecTpe,
M 4YacTb CaMOCTOSITEJIbHOM pabOThl OTBOAMUTCS OOY4YarONIUXCSy Ha BBITIOJHEHUE
KypcoBoi pabotrel (1. 5.7), TeMbl koTopou mnepeunciacHbl B 1. 9.3. B wnauane 4
ceMecTpa 0OydYarolmuxcs BBIOMpAET TEMY KypCOBOM pabOThI, COTJIACOBBIBACT €€ C
mpernojaBaTejieM W TMPUCTYMAET K CaMOCTOSITEJIbHOMY BBIMIOJHEHUIO, a TaKXKe
MOCEIIAeT KOHCYJbTAIIUU, KOTOPhIE MPENo aBaTelb MPOBOJUT OJWH pa3 B HEJNEIIO.
3ammuTa KypcoBOM pabOTHl MPOBOAUTCA Ha 2 Kypce B KoHIEe 4 ceMmecTpa H
OIICHUBAETCsI corjlacHo 1. 9.5.

Bxognoii koHTposib B (hOpME YCTHOTO OIpoca MpernojiaBaTesib MPOBOJUT B
Hayayne u3ydeHus teM Ne 1 mo BompocaM AWCIUILUINH, Ha KOTOPBIX Oasupyercs
aucnuinHa «CepBUCHas IeITeIbHOCTh Ha TpaHcnopTre» (1. 2 u 1. 9.4).

OCHOBHBIMH BHUJIaMH ayJUTOPHOU PabOTHI O0YUAIOIIUXCSIOB SIBISIOTCS JICKIIUU
U npakTudeckue 3auatus (m. 5.2, 5.3, 5.4). B xoze nekuuu npemnoaaBareiib n3jiaraet
U Pa3bsCHSAECT OCHOBHBIC, HAMOOJIEE CIIOKHBIE MOHATHS, & TAKXKE COOTBETCTBYIOIIUE
TEOPETHYECKUE M TIPAKTUYECKHE MpoOJIeMbl, MaeT 3aJaHus U PEKOMEHAAIUU IS
MPAKTUYECKUX 3aHATHM, a TakkKe YKa3aHUs I10 BBIMOJHEHUIO OO0ydYaronuMCs
CaMOCTOSITEJIbHON PabOTHI.

3aauamMu JICKIUH SIBISIOTCS:

— O03HAKOMJICHHE OOYyYalolUXCA ¢ MEeMsSIMH, 3aJadyaMd W CTPYKTypou
muctuurinabl «CepBHCHAsT JEATEIbHOCTh HAa TPAHCIIOPTE», €€ MECTOM B CHCTEME
HAyK U CBS3SIMU C JPYTUMHU JTUCIUIUIMHAMHU;

— KpaTKoe, HO 1O CYIIECTBY, M3JI0KCHHE KOMIIJIEKCAa OCHOBHBIX HayUHBIX
MOHSATHUH, TTOAX0I0B, METOJOB, IPUHITUIIOB JJAHHOW JTHCIUIUINHBL

— KpaTKOE M3JI0KEHUE HanboJiee CYIIECTBEHHBIX MOJIOKEHHUM, PACKPBITHE
O0COOEHHO CIIO’KHBIX, aKTYaJIbHBIX BOIIPOCOB, OCBEIICHUE TUCKYCCUOHHBIX TIPOOIIEM;

— OTIpeJIeiCHNe TEPCIEKTUBHBIX HAIPaBICHUN MadbHEHIIETO Pa3BUTHUS
HAyYHOTO 3HAHUS B OOJACTH AIKCIEPTH3bl U JAUATHOCTUKUA OOBEKTOB MPEANPHUATHN
cepBuca.

3HaYMMBIM (PAKTOPOM IOTHOIICHHOH M IIJIOJOTBOPHOM pabOThI 00yUaromerocs
Ha JICKITUH SIBISIETCS KyJIbTypa BeIeHUs KOHCTEeKTa. [[puHIIMNHUanTsHO HEBEPHBIM, HO
MOJIYYUBIIMM B Hallle BpPeMs JOCTATOYHO IIMPOKOE PACIPOCTPAHEHUE, SIBIISAETCS
OTHOIICHHE K JICKITNU KaK K «IUKTaHTY», KOTOPBIH 00yUYarOIIHACs MOXKET aKKypaTHO
U J0CNIOBHO 3amucath. Ciymas JeKUHI, HEOOXOJAMMO HAay4yuTbCS BBIICIATH U
buKCHpOBaTH €€ KIF0UYEBBIE MOMEHTHI, 3aIMMCHIBAs KX 00JIee YETKO M BBIJICTSS KAKUM-
1160 crmocoOoM U3 00IIEro TeKCTa.

[lone3Ho TPUMEHSTh KakKyloo-Tu00 YIOOHYH0 CHUCTEMY COKpalleHU u
YCJIOBHBIX O00O3HaYeHUM (M3 M3BECTHBIX WM BBIPAOOTAHHBIX CaAMOCTOSITEIBHO,
HarpuMep, MEHEIKMEHT 00o03HauaTh Oousblioi OykBoil M). Ilpumenenue Takoi
CUCTEMBbI IMOMOXET 3HAYUTEIBHO YCKOPUTH MpOIEcC 3anucu Jiekuuu. Koncnekr
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JIEKIIUU TPEANOYTUTEIbHO MUCAaTh B OJHOM TETpaju, a HE Ha OT/ACJIbHBIX JIUCTKAX,
KOTOpPBbI€ MMOTOM MOTYT 3aTepsAThbCs. PEKOMEHAyeTCs B KOHCIEKTE JIEKIMI OCTaBIATh
CBOOOJIHBIC MECTa WM TOJIsl, HalmpuMeEp, IJii TOTO, 4TOObI Oblla BO3MOXKHOCTH
3anucH HeO0OXoAMMOM HH(pOpMaLUU MTPU padOTe Ha/ MaTepuaiaMu JIEKIH.

[Ipyu BexgeHuUM KOHCHEKTA JIEKIUM HEOOXOAUMO YETKO (PUKCHUPOBATH
pyOpuKaIuio MaTepuaia — pa3rpaHMueHUe pas3jeoB, T€M, BOMPOCOB, mnaparpadoB u
T. 1. O0s3aTeNbHO CleAyeT AeNaTh CHEIUalbHbIE TTIOMETKH, HAPUMEp, B CIydasX,
KOrja Kakoe-Tubo ompelesieHHe, TOJIOKEHUE, BBIBOJ OCTAINCh HESICHBIMH,
COMHUTEIbHbIMU. MHorma oOywaromuiics HE yCleBaeT 3alucaTh BaKHYIO
uH(dopMalno B KOHCIIEKT. Torga HeoOX0AMMO CliesilaTh COOTBETCTBYIOIINE MOMETKHU
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJIHUTE ATy UH(POPMAIHIO B JaTbHEHIIIEM.

KauecTBeHHO clieTaHHBIA KOHCIIEKT JIEKIIUH TOMOXET OO0ydJaroneMycs B
IPOIIECCE CAMOCTOSITEILHOM PabOThI U MIPU MOATOTOBKE K c/laue HK3aMeHa.

[IpakTuyeckue 3aHsTus 10 gucuuiuiuHe «CepBUCHAs JEATEILHOCTh Ha
TPaHCIIOPTE» MPOBOIATCA B COOTBETCTBUU C M. 5.4. llenn mpakTUUECKUX 3aHATUM:
3aKpENUTh TEOPETUUYCCKUE 3HAHUS, MOJTYyYCHHbIC O0YJaIOIMXCSIOM Ha JIEKIUSAX U B
pe3yiabTaTe  CaMOCTOATEIBHOTO  HW3YUYCHHUS COOTBETCTBYIOIIMX  Pa3JieliOB
PEKOMEHYeMOUW JIUTEepaTyphl; MPHOOPECTH HAdaJbHBIC MPAKTUYCCKHE YMEHUS WU
HABBIKM MPUMEHEHUS METOJ0B M HHCTPYMEHTOB MCCJICIOBAHUS SIBIICHUM SKOHOMHKHU
IPEANPUATHSL CEPBUCA, O CIIOCO0aX M CPEJCTBAX PEIICHHS YKOHOMUYECKUX MPoOeM
Ha MPEANpPUSATUN CEpBHCA.

Tembl npakTuueckux 3aHATUd (1. 5.4) 3apaHee cooOmarTcs 00ydYaroIUMCs
JUIsE TOro, 4YTOOBI OHU UMEIM BO3MOXHOCTH TOJITOTOBUTHCS U MpopadoTaTh
COOTBETCTBYIOILIME TEOPETUYECKHE BOIMPOCH IUCLMIUIMHBL. B Hayane Kaxaoro
IPaKTUYECKOTO 3aHATHUS MPETOJABATEND:

— KpPaTKO JOBOIUT M0 OOyYaromIMXcs HENH W 3a7adyd 3aHATHs, oOparias
UX BHIMaHUe Ha HanOoJiee CII0KHBIE BOMIPOCHI 0 U3y4aeMoOi TeMe;

— IPOBOAUT YCTHBIA OMPOC OOYYAIOMIMXCA, B XOJI€ KOTOPOTO TaKkKe
00CYXXITat0TCs TUCKYCCUOHHBIE BOTIPOCHI.

Ha mpaktuyeckux 3aHATHSIX OOy4aromuecs MpeCTaBISIOT CaMOCTOSITEIBHO
MOATOTOBJICHHBIE COOOIIEHUS, B TOM 4YHCJIE B BHJAE TMPE3CHTAINI, KOTOpHIC
BBIIONHAIOTCS B MS PowerPoint, KOHCHEKTHpPYIOT HOBYIO HHGOPMAIMIO H
o0cyxnarT 3Tu coobmieHus. [IpenogaBarens B 3TOM Mpoliecce MOXKET BBHICTYNATh B
PO KOHCYJNbTaHTa WM Mojeparopa. OOydaromMXCAbl PEIIaloT MPOOJIEMBI,
BO3HUKAIOUIME B KOHKPETHOM CUTYallMU B MPOLECCE MPOBEACHUS KpyTyioro cronia (1.
9.6). Ilocine TOro kKak Kaxkmas MOATPYIIA TPEUIOKHT CBOH BapHAaHT PEIICHUS
mpoOIeMbl, HAYMHACTCS NHCKYCCHs, B XOAE€ KOTOPOW HEOOXOAMMO J0Ka3aTh €ro
HUCTUHHOCTb.

[Io wroram nexkuuid W NPAKTUYECKUX 3aHATHNM MPENOJABaTENlb BBICTABIISIET
molydeHHble oOywarommmcs Oamrel, corjacHo 1. 9.1 m m 9.2. OrcyrcTBue
oOydJarommxcsa Ha 3aHATHSIX WIM €r0 HEAKTHUBHOE Y4YaCTHE B HHUX MOXET OBIThH
KOMIICHCUPOBAHO CAMOCTOSITEJIbHBIM BBITIOJTHEHUEM JIOMIOJIHUTEIBHBIX 3aJaHuil U
MPEACTaBICHUEM UX Ha MPOBEPKY MPENOJABATENIO B YCTAHOBJICHHbBIE UM CPOKH.

B coBpemeHHBIX yCIIOBHSIX Mepea OOy4arolMXCSOM CTOUT BakHas 3ajadya —
Hay4YuThCs paboTaTh ¢ mMaccuBamu uHpopmanuu. OOyyarmumcs HE0OX0AUMO
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pa3BuBaTh B ce0€ CIOCOOHOCTh M MOTPEOHOCTh MCMOJIB30BAaTh JOCTYITHBIE
WH()OPMAITMOHHBIE BO3MOXKHOCTH M PECYPCHI ISl MOMCKAa HOBOTO 3HAHUS U €T0
pacripoctpaneHusi. OOyyalmMMCcs HEO0OXOAUMO HAYYUThCS YOPABISATH CBOEH
MCCJICIOBATEILCKON U TTO3HABATEIBHON NIEATETLHOCTHIO B CHCTEME «HH(pOpMANus —
3HaHue — uHpopmarmsa». lIpexxme Bcero, s AOCTHXKEHUS OTOW II€JH, B BY3e
OpPraHU3yeTCs CaMOCTOsITeNbHas paboTa oOydaromuxcs. Kpome Toro, coBpeMeHHOe
oOydeHHWe TIpearnojaraer, 4YTro CYIICCTBEHHYIO 4YacTh BpPEMEHH B OCBOCHUH
TUCITUTUTHHB  OOYYAFOIIMICS TPOBOAUT CaMOCTOSATENbHO. [IpUHATO CcUYWTATh, YTO
TaKOH MeToJ OOyYeHHsS [OJDKEH CIOCOOCTBOBAaTH TBOPUYECKOMY OBJIAJICHUIO
00yYarOIIMMHUCS CIICITUATBHBIMUA 3HAHUSIMU W HaBBIKAMH.

CamocrosiTenbHass  pabota oOydwaromerocs BecbMa MHOTOOOpa3Ha U
coneprkatesibia. OHa BKIIFOYACT CIICAYONINEe BU bl 3aHATHH (11. 5.6):

—  CaMOCTOSTEIBHBIM TOWCK, aHAIN3 WH(OpPMAIUU B TPOopaboTKa ydeOHOTO
MaTepuana;

— TOJATOTOBKY K YCTHOMY ONpOCy (TepeYeHb THIIOBBIX BOMPOCOB IS
yCcTHOTO orpoca B 11. 9.6);

— TMOATOTOBKY K BBINTOJIHCHHIO CHUTYallMOHHBIX 3aJaHuil  (MIPUMEPHBINA
nepeyeHs 3aganuii B 1. 9.6);

— TOATOTOBKY K BBIITOJTHCHUIO KOHTPOJBHON PaOOThI (TUIIOBOM MEpEYCHBb TEM
B 1. 9.6);

—  BBINOJIHEHHE KYPCOBOM pabOThI (TeMbI KypCOBO# paboThI B 11. 9.3).

CucTeMaTUYHOCTh 3aHSATHH MpEArojaraeT paBHOMEPHOE, B COOTBETCTBUHU C
nn. 5.2, 54 wu 5.6, pacnpenenenue oObema pabOTBl B TEUYEHHUE BCETO
IPEyCMOTPEHHOTO Y4e€OHBIM IUIAHOM CpPOKa OBJIAJCHUS AUCHMIUIMHON «CepBUCHAs
NEeSTENbHOCTh HAa TpaHCHopTe». TakoW MOoaxoi MO3BOJSET u30exkaTh aedunmrta
BPEMEHH, TMEpPerpy30K, CIEMKH HU T. M. B 3aBEPIIAIOIIMA TEPUOA HU3YUYCHUS
muciuiuinHbl. [lociaenoBarenbHOCTh pabOTH O3HAYAET MPEEMCTBEHHOCTD U JIOTUKY B
OBJIaJICHUY 3HAHUSIMU MO TucuuIuinHe «CepBHUCHAs JEATEIbHOCTh HAa TPAHCIIOPTE».
JlaHHBI TPUHIMN HM3HAYAJIBHO 3aJ0)KeH B Yy4eOHOM IUJIaHE MPU OINpPEACICHUH
OUYEPETHOCTH W3YUYEHHUS JUCUUIUIMH. AHAJOTUYHBIA TOAXOJ TMPUMEHSETCS TpHU
OTIPEJICIICHHUH TTOCIIEI0BATEILHOCTH B U3YUECHUU TEM JTUCIUILIAHBI.

3aBepIaroiM 3TarloM CaMOCTOSTEIBHON pabOThl SBIAETCS TMOATOTOBKA K
clade PK3aMeHa Ha 2 Kypce B TPEThEM M UETBEPTOM CEMECTpE M KypcoBas pabora,
MIPEATOoaramlas HHTETPaIuio U CHCTEMATH3aIIMI0 BCEX MOTYyUYCHHBIX MPU U3yUYEHUN
auciuIuHbL.  [IpuMepHbIil mepedeHb BOIMPOCOB IS 9K3aMEHOB, NPAKTHYECKUX
3aannii Mo aucuuiuinHe «CepBUCHAs AESITENbHOCTh HA TPAHCIOPTE)» MPHUBEICHBI B
. 9.6. OnieHoyHas nIkana i KypcoBoii pa0boThI onrcana B 1. 9.5.
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PaGouas mnporpamMma mno aucuuiuinHe «CepBHCHas [J€STENbHOCTh Ha
TPAaHCIIOPTe» COCTaBleHa B cooTBeTcTBUM ¢ TpeboBanusmu @OI'OC BO no
HanpasieHuto noarotoBku 43.03.01 «Cepaucy.
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