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1 Ileau ocBOeHMSI JUCIHUTINHBI

Hucrumummaa «IIpodeccrnonanbHas 3THKa, CTaHIAPTH3AIMUSA, CEPTUDUKAIUST U
yIIpaBJicHWEe  KadyeCTBOM B  CEPBHCHOM  OOCITY)XHBaHWUH»  CIIOCOOCTBYET
(GOpMHUPOBAHUIO CHUCTEMBI 3HAHUW O METOAOJOTHYECKHX OCHOBaX COBPEMEHHBIX
HAyYHBIX W TPAKTUYECKUX 3HAHUW 110 OCHOBAM COBPEMEHHBIX HAyYHBIX U
MPAKTUYCCKUX 3HAHUH B 00JacTH NPO(EeCCHOHATBHOW OTHKH, CTaHIApTU3AIINH,
cepTuUKaMi ¥ YIOPABICHUS KAYeCTBOM B CEPBHCHOM OOCTY)KMBAaHWHM Ha
BO3/YIIIHOM TPAHCIIOPTE, a TAKKE 00 0COOCHHOCTSX, CIIOCO0aX U CPEACTBAX PEIICHUS
po0JIEM B TIPOIECCE CEPBUCHOM JICATSILHOCTH Ha COBPEMEHHOM aBUATIPEANIPUATHH .

[enssmu ocBOCHMS AUCIMIUIMHBI «IIpodeccrnoHanbHas dTUKA, CTaHAAPTH3AIIHS,
cepruduKalys U yrnpaBJICHHE KaueCTBOM B CEPBHUCHOM OOCTY)KWBAHHH» SIBISIIOTCS
dopMHupoBaHUE Yy OOYYAIONMUXCS TIPEJICTABICHUS O MOPAIbHBIX TPEOOBAaHHUSX,
NPEIBABIIEMBIX K TPO(PECCHOHATBEHON NeATeILHOCTH PaOOTHUKOB chephl CEpBHUCA;
TEOPETUYCCKUX OCHOB, MPAKTUYCCKUX (OPM M METOJIOB MPHUHATHUS YIPABICHUCCKUX
pPEIICHW Ha OCHOBE WCIIOJIb30BaHUS COBPEMCHHBIX HAYYHBIX M IMPAKTHYECKHUX
3HaHMHA TI0 OCHOBaM MPO(eCCHOHAIBHOW 3TUKH, CTaHJIAPTU3AIMH, CEPTU(PUKAIINN U
yIIPaBJICHUsS KAauyeCTBOM B CEPBHUCHOM OOCIY)XKHBAaHWUU: TPUOOpPETCHUE YMCHHIM
NPUMCHSATH TOJYYCHHBIC 3HAHHWS Ha MPEANPUATHIX CEepBHUCAa B cepe BO3AYITHOTO
TPaHCIIOPTa; YMEHHUH B OpraHW3alliy MpoIlecca CEPBHCa Ha BO3AYIITHOM TPAHCIIOPTE;
NproOpETCHHE YMEHHI MPUMEHSTH IMOJTYYCHHBIE 3HAHUS.

3amayamMu OCBOCHUS JUCIUILTUHBI SIBIISTFOTCS

- TO03HAKOMHUTH OOYYAIOUIUXCSA C OCHOBHBIMH METOJaMH BOCIIPHUSATHUS
MEXKYJTbTYpHOT'O pa3HOOOpa3uss oOO0IIecTBa B COIHMAIBHO - HCTOPUYCCKOM,
THYECKOM M (HIOCOPCKOM KOHTEKCTaxX B IPOIECCE OCBOCHUS ITHKH, 3CTETHUKH
OOCTy)XMBaHHS, OTHKETa, MOpaJIHM W  HPABCTBCHHOCTH, CTaHJAapTH3AIUH,
cepTUdUKAIIMA U YIpaBICHUsS KadecTBOM B cepe cepBHCHOro oOCIy)KMBaHHS Ha
TPaHCIIOPTE;

- TI0O3HAaKOMHUTh  OOydYalOmMUXCI C  OCHOBHBIMH  OCOOCHHOCTSIMH
MEXKYJIbTYPHOTO pa3HOOOpa3usi 00IecTBa;

- TI03HAKOMHTH OOYYAIOIIUXCS C MEXaHH3MOM oOecreueHus TpeOyeMoro
KauecTBa TIPOIECCOB OKa3aHUA YCIAyr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX
TEXHOJOTUHA B TIPOILIECCE OCBOCHUSA OJTHUKH, ACTETHKH OOCIY)XKMBAaHUS, OJTUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMU U yIpaBICHUS
KauecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHHS HA TPAHCIIOPTE;

- TI0O3HAKOMHUTH OOYYAOMMXCSA C MEXaHW3MOM CHUCTEMBI OOecTeueHus
TpeOyeMBbIX  KAa4eCTBO TMPOIIECCOB OKAa3aHHWsl yCIYyr B  COOTBETCTBHHM  C
MEXIYHApPOIHBIMUA W HAIMOHAJIBHBIMH CTaHJAApTaMU B TPOIECCE OCBOCHUS STHKH,
ACTETHKU OOCIY)XKMBAHUS, STUKETAa, MOPAIH M HPABCTBEHHOCTH, CTAH/IAPTH3AIINH,
cepruuKanMu W yNpaBJICHUS KA4eCTBOM B cepe CEpBUCHOTO OOCTY>KMBAHHS Ha
TPaHCTIOPTE;

- IO3HAKOMUTH OOYYAIOIIUXCS C MEXaHU3MOM (DOPMHUPOBAHUS OKA3AHMSI YCIIYT
B COOTBETCTBUU C 3asBICHHBIM Ka4eCTBOM, C MEXaHM3MOM OKa3aHUS YCIyT B
COOTBETCTBHH C 3asBJICHHBIM Kauye€CTBOM B IPOIECCE OCBOCHUS JTHUKH, ICTETHKU
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oOCIy’KMBaHMsI, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTaHJApTHU3aLUHU,
cepTU(PUKALMUA U YNPABICHUS KAYeCTBOM B C(Eepe CEpBUCHOrO OOCTYKMBAHMS Ha
TPAaHCIOPTE;

- MO3HAKOMUTH OOYYalOUIUXCsl ¢ OCHOBHBIMM MaT€pHAIbHBIMU pECypcaMH, U
o0opyAOBaHMEM [JIsl OCYILIECTBIEHUS MPOLECcca CEpBUCA, METOJbl MPOBEICHUS
MEPEroBOPOB € KIMEHTAaMU MO MPETEH3UOHHBIM Ciy4asM | MEXaHU3MBI
ONpeJieNieHHs] MPUYUMH BO3HUKHOBEHUS MPETEH3UWH B IPOLIECCE OCBOEHUS AITHKHU,
ACTETUKU OOCIY)XMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTAHJApPTH3ALUH,
cepTUPUKALMU U YNPABIEHUS KAYECTBOM B c(epe CEpBUCHOTO OOCTYKHMBAHHUS Ha
TPAHCIIOPTE;

- MO3HAKOMUTH OOYHYarOmMXCS C METOJaMH pPa3pabOTKU U MCMOJIb30BaHUS
THUMOBBIX TEXHOJIOTUYECKUX MPOIECCOB, METoAaMu (OPMUPOBAHUS M BHEIPECHUS
KOPIOPaTUBHBIX ~ CTAaHJIAPTOB W  PErJIAMEHTOB  MPOILIECCOB  OOCTY>KMBaHUS
norpebuTeNned Ha TPAHCIOPTE, METOJAAaMU B3aUMOJACHCTBUS C KIMEHTAaMH [0
OpraHu3aluy Ipolecca OO0CITyKHMBaHUS MOTpeOuTeNneld B cepe rocTenpuumMcTBa B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTU3AlUMU, CEPTU(PUKAIMU W YNPaABICHUS KAaueCTBOM B
chepe cepBUCHOTO 0OCITYKHMBaHUSI HA TPAHCIIOPTE;

- IOHUMaHue OoO0ydJaronuMucs TpeOoBaHUM OE€30MacHOr0 OO0CITyKUBaHMUS,
OXpaHbl TPyJa M TEXHUKH O€30MACHOCTU 3alIUTHI OT TeXHOC(hepHbIX (PaKTOpOB Ha
TPaHCIIOPTE IPUMEHUTENIBHO K chepe cepBUCca Ha TPAHCIIOPTE;

- PACCMOTpPEHHE MOJIO)KEHUH HOPMAaTUBHO-IIPABOBBIX AaKTOB, PETYIUPYIOLIUX
OXpaHy TpyJa U TE€XHHUKY O€30IaCHOCTM B TOM YHCJE Ha NPEINpPUITHUAX CEPBHCA B
cdepe TpaHcHopTa.

Hucuunnuna «IIpodgeccuonanbHas 3THKa, CTaHAAPTH3ALMS, cepTUDUKALIS U
yIpaBiI€HUE KAa4eCTBOM B CEPBUCHOM OOCITY)XMBaHUM» OOECIEUMBAET MOATOTOBKY
BBIYCKHUKA K CEpPBUCHOM U OpraHM3allMOHHO-YIIPABJICHYECKOMY THIly 3ajad
npo¢eCCUOHANTBHOMN AESITETbHOCTH.

2 Mecto tucumiuinabl B ctpykrype OITOII BO

Huctumummaa «IIpodeccronanbHas 3THKa, CTaHIAPTH3AIMS, CepTUDUKAIUS U
VIOpPaBIICHHE KAa4eCTBOM B CEPBUCHOM OOCIY)XKHBAaHUU» TPEACTABIAECT COOOM
JTUCHUIUIMHY, OTHocsamyrocs Kk OoOs3arenbHorr vactd brmoka 1 JlucnurinHb
(Monmynm).

Hucrumummaa «lIpodeccronanbHas 3THKa, CTaHIAPTH3AIMUS, CEpTUDUKAIUSI U
VIpaBJICHHE KauyeCTBOM B CEPBHCHOM OOCTY>KMBaHHWH» 0a3MpyeTCs Ha pe3ysbTaTax
oOydeHusi, CHOPMHUPOBAHHBIX Y OOy4aIOMmErocss TPH OCBOSHUW JIUCIIUTUINH:
«Texnomorum  nenoBoro  OOMmIEHHWS,  TICUXOJOTHST W KOH(DIUKTOJIOTHS,
«Cepsucosiorust («CepBHCOJIOTHS W OpraHu3alvs OOCITYy)KHBAHHS»)», «YIIpaBICHUE
NpeAnpUsSTUIMH  CcepBHCa Ha TpaHcnopre», «CepBUCHAs [IEATEIBHOCTh Ha
TPAHCIIOPTEY.

HNucuumnuna «IIpodeccuonanbHas 3TMKa, cTaHAapTU3ALUA, CepTUDUKALUS U
yIpaBJjeHUE KaueCTBOM B CEPBUCHOM OOCIY>KMBAaHUMU» SABJISIETCA OOEcCIeuuBaronien
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IUI U3YYEeHUS TUCIUIUINH: «YTIpaBiICHUE TyPUCTCKO-PEKPEAIIMOHHBIMU TPOCKTAMHU U
opranuzanuen oocmy)uBaHus», «OpraHu3anus U IIAaHUPOBAHKE MPOIIECCa OKa3aHUs
CEpBHUCHBIX YCIYr Ha TpaHcmopTe», «OpraHu3amus cepBuUca B ad’poINopTy U Ha
BO3AYIIHOM cyaHe», «MHaycTpusi rocrempuuMcTBa B cdepe TpaHCHOPTay,
«IIpaBoBOe 0bOecmedeHne CepBUCHOTO 00CTYKUBAHUS HA TPAHCTIOPTEY.

JucuuruinHa u3yyaercs B 4 u 5 ceMecTpax.

3 Komnerenunu o0yuawuerocsi, gopMmupyeMbie B pe3yJibTaTe OCBOEHHUSA
AUCUMILTHHBI

IIponecc OCBOEHUS JVCLUTUIHBI «IIpodeccruonanbHas ATHKa,
CTaHAapTu3alMs, cepTUdUKAKMs ¢  yOpaBICHHE KAaueCTBOM B  CEPBUCHOM
o0Cy>KHBaHUMY HaIpaBjieH Ha GOPMUPOBAHUE CIESAYIOIUX KOMIETEHIUH |

Ilepeyenp u ko1 [lepedenpb mIaHUPYEMbIX pe3yIbTATOB OOYUYEHHUS 110
KOMIIETEHIIU I JUCLHUIUINHE
Cnoco0eH BOCIPHHHUMATH MEXKKYJIbTYPHOE Ppa3HooOpa3ue
YK-5 o0mecTBa B COLHHAJBHO-UCTOPHYECKOM, IJITHYECKOM H
(punocopckomM KOHTEKCTAX
Bnageer METOJIaMHU BOCIIPHSTHS MEXKYJIbTYPHOTO
pazHoOOpa3ust  oOlecTBa B COLMAIBHO-  HCTOPHUYECKOM,
U tyks ATUYECKOM U (PrI10cOYCKOM KOHTEKCTAX;
Ymeer IPUMEHSATh 0COOEHHOCTH MEXKYJIbTYPHOTO
pazHooOpa3ust o01IecTBa
Wi Ymeer IPUMEHSTh 0COOEHHOCTH MEXKYJIbTYPHOTO

pazHooOpa3ust o01ecTBa

Cnoco0en o0ecneunBaTh TpedyemMoe KadecTBO IPOLECCOB
OIIK-3 OKa3aHusi ycJayr B u30panHol cdepe mnpodeccmoHanbHOM
HAeSITeJIbHOCTH

Opranusyer OICHKY KadecTBa OKa3aHUsA YCIYI B CEpBHCE Ha

N omk-3 >
OCHOBE KIIMEHTOOPUEHTUPOBAHHBIX TEXHOIOIMIA;

Ob6ecneunBaeT TpeOyemMoe KauecTBO MPOIECCOB OKa3aHUS yCIyT
U1 %omk-3 B COOTBETCTBHM C MEXIYHAPOJHBIMU U HAIMOHATHHBIMH
CTaHJapTaMu

OObecnieunBaeT OKa3aHHE YCIYT B COOTBETCTBUU C 3asBICHHBIM

N %0mk-3
Ka4eCTBOM

Cnocob0en o0ecnmeyuBaTh 0€30MACHOCTH O0C/IYKUBAHUS
norpedouTesIen U co0JII0/IeHue TpeOOBaHUM
3aMHTEPECOBAHHBIX CTOPOH HAa OCHOBAHUM BbINOJHEHUSA
HOPM M NPaBWJI OXPAHBI TPYAA U TEXHUKH 0€30MaCHOCTH

OIIK-7

OOGecneunBaer  coOmtogeHue  TpeOoBaHuM  0€30MaCHOrO

U onk-7
00CTyKUBAHWS, OXPAHBI TPYA U TEXHUKH O€30MaCHOCTH

Co0OmrolaeT  MOJOKEHUST HOPMATUBHO-  IPABOBBIX  AKTOB,

U1 %0mk-7
PEryIMPYIOIMINX OXPaHy TPYJd U TEXHUKY 0€30MacHOCTH




Ilepeyenp u ko [lepedeHb MIaHUPYEMBIX Pe3yJIbTATOB OOYUYEHHUS 110

KOMIIETEHII U JUCHUIUIMHE
Cnoco0eH k pa3pa0oTkKe TEXHOJOTHMHM IpoLecca cepBHca,
o0ecrieuyeHn10 ¢opmupoBanus n BHe/JpeHUs
K-3 KOPIOPATHBHBIX CTAHAAPTOB W PerjiaMeHTOB IPOLecCoB

0o0cJIy’)KUBaHUSI TOTpeOMTEeNeM M OpPraHM3aluM IpoLecca
YJIAYYIICHUS] KAYeCTBA 0KA3aHU TPAHCIOPTHBIX YCJIYT

Breibupaer marepuanbHble  pecypcbl, 000pylOBaHUE IS
OCYIIECTBJICHHs TpOLiecca CEpBHCA, MPOBOJIUT IEPETOBOPHI C
KJIMEHTaMH 10 TPETCH3UOHHBIM CJydasM H  ONpeaeIsieT
IPUYHHBI BOSHUKHOBCHHS TIPETCH3UH

N ks

[TpumenseT METOabl pa3pabOTKM W HMCIOJIb30BAHHUS THUITOBBIX
TEXHOJOTUYECKUX TIPOIECCOB, METOJbI (OPMHUPOBAHUS U
BHEJPCHHSI KOPIOPATHBHBIX CTAHJAPTOB M PETJIAMEHTOB
U3 NPOIIECCOB  OOCIY)XMBaHHsI TOTpeOUTENeH Ha TpaHCIopTe,
METOJIBI B3aUMOJCHCTBUS C KIMEGHTaMH I10 OpraHW3aIuu
mpoiiecca 00CITy>)KHBaHUS norpeouTeneit B cthepe
TOCTEIIPUUMCTBA

I[Inanupyembie pe3yabTaThl H3yYeHUS JUCHUIIIMHBI:

3HaTh:

- OCHOBHBIE METObl BOCIIPUATHS MEKKYJIBTYPHOTO pa3HOOOpa3us 00IiecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PriIocCOPCKOM KOHTEKCTaxX B Mpoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
obcnyxkuanus Ha Tpancrnopre (Mlyks); 0OCHOBHBIE 0COOEHHOCTH MEKKYIBTYPHOIO
pasHoobpasus obmecta (M1%yk-s);

- MEXaHH3M o0ecredyeHus: TpeOyeMoro KauecTBa MPOIECCOB OKa3aHUs YCIYT,
Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHH B MPOIECCE OCBOCHHS ITHKH,
ACTETHKU OOCIY)XHBaHUS, STUKETAa, MOpPAIM M HPABCTBEHHOCTH, CTAaHIAPTH3AIIUH,
cepTupUKalii W YNpaBICHUS KAYECTBOM B cepe CEpBUCHOTO OOCITYyKMBaHUS Ha
tpancnopre (U1'onk-3); MexaHusM cucTeMbl obecredeHus TpebyeMOoro KadecTBa
MPOIIECCOB OKA3aHUs YCIYT B COOTBETCTBUH C MEKIYHAPOAHBIMUA M HAITMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, AITHKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUDUKAIMN U YyIpaBICHUS
KadecTBOM B cdepe cepBUcHOro obcayxupanus Ha tpancnopre (MI%omk-3);
MEXaHW3M OKa3aHWs YCIyr B COOTBETCTBUU C 3asBICHHBIM Ka4eCTBOM B TPOIECCE
OCBOCHHS 3THKH, DCTCTUKH OOCTY)KHWBAaHHS, ITHKETA, MOPAIH W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMK U YIPaBICHUS KAadeCTBOM B c(epe CEepBHUCHOTO
obcamyxuBanus Ha Tpancnopre (M13omx-3);

- TpeOoBaHUs 0OE30MacHOr0 OOCIY)KHMBAHUSA, OXpaHbl TpyJda M TEXHUKHU
0€30MacCHOCTHU 3alUTHI OT TeXHOC(EpHBIX PAKTOPOB HA TPAHCIIOPTE MPUMEHUTEIIHHO
x chepe cepuca Ha Tpancnopre (U omk.7); MONI0NKEHHS HOPMATHBHO-IPABOBHIX
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aKTOB, PETYIHPYIOMIMX OXpaHy TpyJda M TEXHHKY O€30MacHOCTH, B TOM YHCIE Ha
npeanpuATHAX ceppuca B cdepe tpancnopta (U1%0mk-7);

- MaTepHalbHbIE pecypchl, 000pyAOBaHHME AJisi OCYIIECTBICHHUS TpoIecca
CepBHCa, METOIbI TPOBEJCHHS TIEPETOBOPOB C KIMEHTAMH 110 TPETCH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIPECIICHHs MPUINH BO3HUKHOBECHHS TPETECH3UH B TpoIecce
OCBOCHHS 3THKH, 3CTCTUKH OOCTY)KHBaHHS, ITHKETa, MOPAJIM M HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEePTU(DUKAIMK H YIPABICHHUS KAa4eCTBOM B c(depe CepBHCHOTO
obcmyxkuBanus Ha tpancnopre (U]1lnk.3); MeTomsl pa3pabOTKM U HCIIOJIb30BAHMS
TUTIOBBIX TEXHOJIOTMYECKUX TIPOIECCOB, METOAbI (OPMHUPOBAHUS U BHEAPEHUS
KOPIIOPATUBHBIX ~ CTaHAApTOB H  PErJaMEHTOB  MPOILECCOB  OOCTYKUBaHUS
norpeOuTeneld Ha TpPaHCIOPTE, METOABl B3AaUMOJICHCTBUS C KJIHEHTaMU TI0
OpraHM3alMy Tpolecca OOCTyKHBaHHs MOTpeOuTeneld B chepe rocTenpruruMcTBa B
IpoIlecCe OCBOCHUS OTHKH, OJCTETUKHM OOCTYXMBaHUS, OTHUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEpTU(DHKAIMU M YIPaBICHUS KAadeCTBOM B
chepe cepucHOro obcnyxupanus Ha Tpancnopte (MJ1%mx-3);

Ymers:

- IPUMEHATH OCHOBHBIC METObI BOCIIPHUATHS MEKKYJIBTYPHOTO pa3HOOOpa3us
00IIIecTBa B COIMAIBHO - HCTOPUIECKOM, ITHUECKOM M (PriIoco)CKOM KOHTEKCTax B
IpoIlecce OCBOCHUS OTHKH, OJCTETUKH OOCTYXMBaHUS, OTUKETa, MOpald H
HPABCTBEHHOCTH, CTaHJIAPTH3aIlUH, CEpTU(HKAIMU M YIPaBICHUS KAa4eCTBOM B
cepe cepBucHOro obcmyxusanus Ha Tpancnopre (M1yi.s); IPUMEHATH OCHOBHBIE
0COOEHHOCTH MEKKYIBTYPHOTO pasHooOpasus oomectsa (M]1%yks);

- TPUMEHSATh MexaHu3M oOecrieueHuss TpeOyeMoro KauecTBa IPOIIECCOB
OKa3aHMs YCIyr, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHMH B Mpoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
oocinyxkuBanus Ha Tpancnopre (Ulonk.3); HpUMEHATH MEXaHM3M CHCTEMBI
oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHHs YCIYr B COOTBETCTBUH C
MEXIYHAPOJHBIMU W HAIIMOHAJIBHBIMHU CTaHAAPTAMU B TPOIECCE OCBOCHUS STUKH,
ACTETHKU OOCIY)XMBaHUS, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTAaHIAPTHU3AIINH,
cepTuUKalu W yNpaBICHUS KA4ECTBOM B c(epe CEpBUCHOTO OOCTY>KMBAHHS Ha
tpancnopre (UJ1%mk-3); IPUMEHATh MEXaHM3M OKAa3aHHS YCIYT B COOTBETCTBHHU C
3asIBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHHS STHUKH, ICTETUKU OOCITYKMBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINH U YIIPABICHUS
Ka4ecTBOM B cpepe cepBUCHOro obcayxkusanus Ha Tpancrnopte (U 1omk-3);

- oOecrieunBaTh COOMIOZCHUE TpeOOBaHWI OE30MacHOTO OOCITy)KHBaHUS,
OXpaHbl TPyJa M TEXHHUKH OE30MACHOCTH 3aIIHUTHI OT TeXHOC(hEepHBIX (HaKTOpOB Ha
TpaHCHOpTE INpUMEHHTENbHO K cepe cepsuca Ha tpancnopre (U omk.7);
COOIOIATh TIOJIOKEHUST HOPMATHBHO-TIPABOBBIX AaKTOB, PETYIHUPYIONINX OXpaHY
TpyJa ¥ TEXHUKY O€30MacHOCTH, B TOM YHCIIE Ha MPEANPUITHSIX CepBHUca B chepe
tpancnoprta (M]1%omk-7);

- HWCIONB30BaTh MAaTEPUANBHBIE PECYPCHI, TMPUMEHSTh OOOpYyIOBaHUE IS
OCYIIECTBIJICHHSI TPOIIECcCca CEPBUCA, TPUMEHSITh METOIbI TIPOBEICHHSI TIEPETOBOPOB C
KIIMEHTAaMU TI0 TPETCH3MOHHBIM CIIy4asiM ¥ TPUMEHSITh MEXaHU3MBI OIPEACIICHUS
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MPUYUH BO3HUKHOBEHUS TPETCH3WMH B TMPOIECCE OCBOCHHS OTHUKH, JICTETHKU
OOCITy)XMBaHHs, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHIapTU3alUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(Epe CEpBUCHOrO OOCITY>KMBAHMS Ha
tpancnopte (U/1lk-3); IpuMeHaTs MeTOAbl Pa3paboTKU M MCIOIb30BAHUS TUIIOBBIX
TEXHOJOTHYECKUX TIPOIECCOB, NMPHUMEHITh METOJbI (POPMUPOBAHUS M BHEAPCHHSI
KOPIIOPAaTUBHBIX ~ CTAHAAPTOB M  PErJIaMEHTOB  MPOILECCOB  OOCTYKUBaHUS
noTpeduTeneil Ha TPaHCIIOPTE, MPUMEHSATh METO/IbI B3aUMOJICHCTBHS C KIIMEHTaMH 110
OpraHM3aliy Tpolecca OOCTyKHBaHHs MOTpeOuTeneld B chepe rocTenpuruMcTBa B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKA OOCTYXMBaHUS, OTHKETa, MOpaIH U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMH, CEpTU(DHKAIMU M YIPaBICHUS KAadeCTBOM B
chepe cepsucHOro oocayxxupanus Ha Tpancnopre (MJ1%mx-3);

Bnaners:

- CIIOCOOHOCTHIO MTPUMEHATH OCHOBHBIC METOJIBI BOCIIPUATHS MEKKYJIbTYPHOTO
pa3HooOpasust 00IIecTBa B COIMAIBHO - HCTOPUYECKOM, ITHUECKOM U (prstocohckoM
KOHTEKCTaX B MPOIIECCE OCBOCHUS ITHKH, ICTETUKU OOCITYKUBAHUS, ITUKETA, MOPAITU
U HPaBCTBECHHOCTH, CTaHIAApTHU3AIMH, CEPTU(GUKAIIMU M YIPABICHHS KAa4eCTBOM B
chepe cepucHoro obcayxkuBanus Ha Tpancnopre (Mlyks); cnocoGHOCTBIO
NPUMEHSATh OCHOBHBIE OCOOEHHOCTH MEXKYJIBTYPHOTO pa3HooOpasus o0OIecTBa
(M Pyks);

- CIOCOOHOCTBIO NMPUMEHITh MEXaHH3M oOOecreueHus: TpeOyemMoro KadecTBa
IPOIIECCOB OKa3aHWsl YCIYT, Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTUN B
npolecce OCBOCHHUS ATHKH, OCTETHUKHM OOCHIYXHBaHUSA, OTUKETa, MOpPAIA U
HPABCTBEHHOCTH, CTaHIAPTHU3AIMU, CEepTU(UKAIMU U YIpaBICHUS KAa4eCTBOM B
cepe cepsucHOro obcmyxusanus Ha Tpancrnopre (Ulonk-3); crnocoGHOCTBIO
NPUMEHSITh MEXaHU3M CHUCTEMBI oOecreueHusi TpeOyemMoro KayecTBa IMpOIECCOB
OKa3aHMUsS YCIYI B COOTBETCTBHM C MEXKIYHAPOJAHBIMU U HAIMOHAIbHBIMU
CTaHJapTaMU B TMPOIECCE OCBOCHHUS OSTHUKH, ICTETHKU OOCITYXKHUBaHUSA, ITHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAaHIAPTU3alUU, CEePTUPUKANMH |  YIpaBICHUS
KauecTBOM B cdepe cepBUCHOro obciyxupanus Ha tpancnopre (U1 %onk-3);
CIIOCOOHOCTBhIO TMPUMEHATh MEXAaHM3M OKa3aHWsi YCIAYr B COOTBETCTBHH C
3asIBJICHHBIM Ka4eCTBOM B TMPOIIECCE OCBOCHHS ITHUKH, ICTETUKU OOCITYKMBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHIAPTU3AIINN, CEPTUPUKAIINY U YIIPABICHUS
Ka4ecTBOM B cpepe cepBUCHOro obcayxkusanus Ha Tpancnopre (M1omk-3);

- CcmocoOHOCThIO oOecreunBaTh COOMIOJEHHE TpeboBaHMil O€30MacHOro
00CTy>KWBaHMsI, OXPaHBI TPYJa U TEXHUKU 0€30MMAaCHOCTH 3aIIUTHI OT T€XHOCHEPHBIX
(bakTOpOB Ha TpaHCIOPTE MPUMEHHUTENBHO K chepe cepuca Ha tpancnopte (M ok
7);  CIOCOOHOCTHIO  COOJNIONATh TMOJIOKEHHS] HOPMATHUBHO-TIPABOBBIX  AKTOB,
PETYNHPYIONUX OXpaHy TpyAa H TEXHUKY O€30MacHOCTH, B TOM 4YHCIIE Ha
npeanpusaTHax cepsuca B chepe tpancnopta (U1 %omk-7);

- CHOCOOHOCTBIO HCIOJB30BaTh MAaTEPHAIBHBIE PECYpChl, TMPUMEHATH
o0opyoBaHUE IJIsl OCYIIECTBICHHS IPOLecca CepBHCA, CIIOCOOHOCTHIO MPUMEHATH
METO/IBI TPOBEICHHS TIEPETOBOPOB C KIMEHTAMH TIO TMPETEH3MOHHBIM CIIydasM MU
CIIOCOOHOCTBPIO TIPUMEHSITh MEXAaHW3M ONpPENETICHUS TPUYMH BO3HUKHOBEHUS
MPETCH3UHN B MPOIECCE OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHBaHUS, dTHUKETA, MOPAIIA
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¥ HPABCTBEHHOCTH, CTaHIAPTHU3AIMH, CEPTU(PUKALNUA U YIPABICHUS KAYeCTBOM B
chepe cepucHoro obcmyxupanus Ha Tpancnopre (M[Ilnk.s); crnoco6HOCTBIO
OPUMEHATh METOIABI Pa3pabOTKM M HWCIMOJIb30BaHUS THUMOBBIX TEXHOJIOTHUECKHUX
MPOIECCOB, CIIOCOOHOCTHIO MPHUMEHSTh METOABl (OPMUPOBAHUS W BHEAPEHUS
KOPIIOPATUBHBIX  CTAaHAAPTOB M  PErNIaMEHTOB  MPOILECCOB  OOCTYKUBAHUS
noTpeduTeneil Ha TPAHCIOPTE, CIIOCOOHOCTHIO MPUMEHSITH METO/BI B3aUMOICHCTBUS
C KJIMEHTaMHU IO OpraHu3aluu Ipollecca OOCTyKHUBaHUs moTpeduteneit B cdepe
TOCTETIPUMUMCTBA B TPOIIECCE OCBOCHUS STUKH, ICTETUKH OOCTY)KUBaHUS, ITHKETA,
MOpaql W HPABCTBEHHOCTH, CTaHAAPTU3alMH, CEPTUPUKAIUU U YIpPaBICHUSI
Ka4ecTBOM B c(epe cepBUCHOTO oOcIykupanus Ha Tpancropte (M1%mk.3).

4 O0beM AUCHUILIHMHBI ¥ BBl Y4e0HOH padoThI

OO6masi TpyAOEMKOCTh AUCIHUIUIMHBI COCTABJISET 6 3adeTHBIX eauHull, 216
aKaJIeMUYECKHUX Yaca.

HaumenoBanue Bcero wacos Kypc (Cemectp)
2 xype (4 | 3 xypc (5
CEMECTpP) | CEeMECT)p)

OO61m1as TpyI0€MKOCTh JUCITUTIITUHBI 216 108 108

KonrakTHas pabora: 17 6,5 10,5
JIEKIIUA 6 2 4
IPAKTUYECKUE 3aHATHUS 6 2 4
CEMUHAPBI — — —

1abopaTopHbIe pabOTHI — — —
KypcoBasi paboTa (pOeKT) — — —
CamocrosiTenbHast paboTa 00yJaronierocs 186 95 91
ITpomerxyTouHas aTTecTaIus 18 9 9

5 Conep:xxanue TUCIHUTINHBI

5.1 CooTHeceHHEe TeM MUCHUILINHBI U GOPMHUPYEMBbIX KOMIIETEHIIHil

c Komnerenuun E E 0
32 | |~ 55| £E
Tembl AUCHUIUIMHBL = Q| < | N 8 < o X
~ < ;:4 N T o
57> 55| E| 88 | 28
~ © o & o o
C =2
Tema 1. [Ipeamer u npobnemaTuka 3TUKU BK, JI,
— I3, |VYO,C3,
B cdepe cepBucHOro obcmyxkuBaHus Hal12,375 + | + + MPK C
TpaHCIIOPTE CPC’ H
Tema 2. Drtmyeckme ydeHus JIpeBHero 12375 + | + + JI, 113, |YO, C3,
BocTtoka, AHTHuYHAs  3TUKA, JTHUKA| — MPK, Ci




Komnerennuu T
2 S| 84
: 55| £3
3 8 ™ [~ 8 3 5 5
TeMbl TUCHMITIINHEBI T 2 L ::'4 bld o 8 £ g S
S x| E[E| 2| 28 82
b% O 0o 8 o S °
O =
Cpennux BexoB 1 HoBoro Bpemenu CPC
JL, 113,
Te]1;4aM H3H . ?EEi&HBHHC po0IeMbl 12375 + | + |—| + MPK, V% C3,
COBPEMEHHOM 3 CPC 11
Tema 4. IlpodeccuoHanbHast 3THUKAa U €€ L I3, YO, C3
' . " 12,375+ | + |—| + | MPK, L
B3aMOCBSI3b C 00IIIEH Teopuelt Mopau CPC Cu
Tema 5. [IIpodeccuss U  JTUYHOCTH L I3, YO, C3
112,375 + | + |—| + MPK, 7
HpaBcTBeHHas KyJabTypa npodeccruonana CPC Cug
Tema 6. OTHYECKHUE OCHOBBI JI, T13, vO. C3
npodeccuonanpHol  gearenbHoctn  B[12,375 + | + |—| + | MPK, é ’
cepe yeayr CPC o
JI, 113,
Tema 7. DcTeTrka 00CTyKMBaHUS 12,375 + | + |—| + | MPK, y% <3,
CPC H
Tema 8. IlpodeccuonanpHOE MoBeaCHUE JI, 113, vO. (3
pabOTHUKA cepBHUCa Ha pa3IMyHbIX dTamax| 12,375 + | + | +| + | MPK, C’ ’
00CTy>KWBaHMSI HA TPAHCIIOPTE CPC HI
JI, 113,
Eeclé)ae 9é O;_(I)6GHHOCTI/I JIEJIOBOT'O OOIICHUS 724 | +| + |—| + | MPK, V% C3,
pe yemyr CPC »
Tema 10. OpranuzanuoHHasi KyjlabTypa JI, 113, vO. C3
Kkak (axTop moBbieHus s¢pdexrtuBnoctu 7,14 |+ | + |—| + | MPK, C’ ’
B c(hepe cepBuca CPC B
Tema 11. YnpaBnendeckas 3Tuka B chepe L I3, YO, C3
cepBHca 706 |+ |+ =)+ | MPK, é ,
p CPC H
Tema 12. DTHkeT Kak PETYISTOP
MEXTHYHOCTHBIX OTHOIICHUH " —
JI, 113,
mpodeccuoHaTFHOTO MOBEJICHUS YO, C3,
706 |+ | + + | MPK,
PaOOTHUKOB CepBUCA. DTUKET JEIOBBIX CPC C
COBEIIIAHWA, TIPE3CHTAIIMN W MyOJTUIHBIX
BBICTYTUICHUM
Tema 13. [IlpaBmma moBeneHUsT B L I3, YO, C3
' 706 |+ + |—| + | MPK, L
00I111eCTBEHHBIX MECTax CPC Cm




c Komnerennuu E E 0
= S o 2 2
9 8 ™ |~ & 5 E 3
TeMbl TUCHMITIINHEBI S oW YRR o 8 x =
NS ! ol “ Q b T ql:)(
=l § =R=a= 8 o A=Y
2 S|o &s | ©°
O =
Tema 14. JlenoBoil 3TUKET W MPOTOKOIL. 1. 113
OCcoOEHHOCTH  UX  MIPOSIBICHUS B 2o6 |+ + || + I\;IPK’ YO, C3,
CEpBUCHOM  JesaTenbHOCTH.  JlenoBbie| ' CPC’ C
BCTPEYU U TIEPETOBOPEI
Tema 15. DTHKa CEpBUCHON AEATEIBHOCTH JI, T13, vO. C3
Ha TpaHcropre, B ToM uucie B cdepel 7,06 |+ | + |—|+ MPK, é ’
BO3YIIHOIO TPAHCIIOPTA CPC IH
Tema 16. KauectBo, 6€30MaCHOCTh YCIIYT! 1113
1 KyJbTypa CEpBHCHOM NESITENIBHOCTH Ha 706 |+ + || + I\;IPK’ YO, C3,
TpaHCmopTe, B TOM uucie B cdepe KC CI;C C
BO3YIITHOTO TPAHCIIOPTA ’
JI, 113,
Tema 17. Moaenb kauecTBa yCciyru 706 |+| + |—| — | MPK, y% C3,
CPC o
JI, 113,
Tema 18. [Tokazarenu kaduecTBa yciIyr 706 |+| + |—| — | MPK, y% 3,
CPC o
JI, 113,
Tema 19. ®opMbl U METOABI OIECHKHU 706 | +| + | +| + | MPK YO, C3,
KayecTBa YCIYT ’ CP C, Cug
Tema 20. MexayHapoaHble OpraHu3aluu 1. 113
no craHjgaptuzanuu. [IpaBoBblE OCHOBBI 706 |+ + || + I\;IPK’ VO, C3,
eI TEILHOCTHU u opraHu3alMoHHas1| CPC, Cug
ctpykrypa UCO
Tema 21. Teoperuueckne  OCHOBBI 706 |+ | + + |Lcec| vo
TEXHUYECKOTO PETYIUPOBAHUS —
L, 113, YO, C3
Tema 22. Cranmaptuzanus B chepe yeayr | 7,06 |+ | + |—| + | MPK, C’ ’
CPC o
Mtoro no AUCIUIUIMHE 198
[IpomexyTouHas aTTecTanus 18 2,9
Bcero no aucuumiauze 216

Cokpamenusi: JI — nexuws, 13 - npaktuueckue 3ausatus, KC — kpyrisiii cro,
CPC — camocrosTtenbHas pabota oOyuvatomierocsi, BK — BxonHoit kontpons, YO —
yctHbld onpoc, MPK — meron pasBuBaromieiicss koonepaunu, C3 — CUTyallMOHHOE

3aganue, Cir — coolIenue, D — dK3aMeH.
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5.2 TeMBbI AMCHUIVINHBI U BUABI 3AaHATHHA

HaumenoBaHue TeMbl AUCLUTIMHBI J | 113 JP| CPC KP E;:;E
Cemectp 4
Tema 1. IlpenmMer u mnpobnemaTHka
STUKU B cthepe cepsucHoro |0,25|0,25 — [ 11,875 — 112,375
00CITy’KMBaHMsI HA TPAHCIIOPTE
Tema 2. Otuueckue yuenus lpeBHero
Boctoka, Amntnunas oStuka, ostuka |0,25/0,25 — [ 11,875 — 112,375
Cpeanux BexkoB 1 HoBoro BpeMeHH
Tema 3. VAKTyaJIBHBIe po0IeMbl 0,25(0,25 _11875| — |12.375
COBPEMEHHOW dTUKH
Tema 4. HpO(‘peccnoriaanaﬂ OTHKA U €€ 0,25(0,25 —11875| — |12.375
B3aMIMOCBSI3b C 00IIEH Teopuel Mopain
Tema 5. Ilpodeccuss u JAMYHOCTE.
HpaBctBeHHas kynbTypa (0,25/0,25 — 11,875 | — 12,375
npodeccronana
Tema 6. DTUYECKHE OCHOBBI
npodeccuonanpbHolt  gearenbHoctd B |0,25(0,25 — [ 11,875 — 112,375
chepe ycayr
Tema 7. DcTeTrka 00CTyKMBaHUS 0,25/0,25 — [ 11,875 — 112,375
Tema 8. [Tpodeccuonansuoe
noBejieHre paOOTHUKAa cepBHCca Ha 02500 25 _ 118751 — |12375
pa3IMYHBIX 3Tamax oOOCIy)XKWBaHHS Ha | ' ’ ’
TPAHCIIOPTE
Wroro 3a cemectp 4 2 | 2 — 95 — 99
ITpomerxxyTouHas aTTecTanus B hopMe dK3aMeHA 9
Bcero 3a cemectp 4 108
CemecTtp 5

Tema 9. OcoOeHHOCTH  [EJIOBOIrO 0.32/0 32 L 65 . 714
oOmieHus B chepe ycmyr ’ ' ’ ’
Tema 10. OpranuzanmoHHasl KymibTypa
Kak dakTop noseienus |0,32|0,32 — 6,5 — 7,14
s dexTuBHOCTH B chepe cepBrca
Tema 11. VYmnpaBneHueckass 53THKa B 028l0.28 _ | 65 . 706
cthepe cepBrca ’ ' ’ ’
Tema 12. DrtuUkeT Kak pETyIATOP
MEXJTHYHOCTHBIX OTHOIICHU u
po¢eCCHOHATEHOTO TTOBEICHHUS
pPabOTHUKOB cepBHCAa. JTUKET JEIOBBIX 0,28)0.28 —| 6% - 7,06
COBCIIIAHUMH, MpEe3EHTALUN 51
MyOJTUYHBIX BBICTYIUICHUI
Tema 13. IlpaBuma moBenenuss B |0,28|0,28 — | 6,5 — 7,06
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HanmenoBanune TeMbl JUCIIATIIIMHBI J |II3|C|JIP| CPC KP E;:;E
0O0I1IeCTBEHHBIX MECTaxX
Tema 14. JlenoBoi 3TUKET U TNPOTOKOI.
OCO66HH(1CTI/I UX  TOpOSBICHHUS B 028028 — — | 65 . 7.06
CEpPBUCHOM  JeATeNbHOCTU. [lemoBbie
BCTPEYU U MEPETOBOPHI
Tema 15. OTnka CEpPBHUCHOM
nesaTeNbHOCTH Ha TpaHcnopre, B tom |0,28|0,28) —| — 6,5 — 7,06
yucie B chpepe BO3AYITHOTO TPaHCIIOpTa
Tema 16. KauecTtBo, 0€3011aCHOCTD
yCIyr U KyJAbTypa  CEpBUCHOM | .
NEATEIbHOCTH Ha TPAHCIOPTE, B TOM 0,28)0.28 6,5 7,08
yucie B chepe BO3AYIIHOTO TPaHCIIOpTa
Tema 17. Monens KadecTBa yciayru 0,28/0,28| —| — 6,5 — 7,06
Tema 18. [lokazarenu kauectBa ycnyr  |0,28/0,28) —| — | 6,5 — 7,06
Tema 19. ®@opMmbl U METOABI OIEHKHU 0,28(0.28| —| — 6.5 . 7.06
Ka4yecTBa yCIYyT
Tema 20. Mex1yHapoaHbie
OpraHu3alMd 10  CTaHJapTU3aluu. 0280028 — — | 65 . 7.06
[IpaBoBbIE OCHOBBI JEATEIBHOCTH U
opranuzaimonHas ctpykrypa MCO
Tema 21. Teopernueckue OCHOBBI 028028/ — — | 65 . 7.06
TEXHUYECKOTO PETYINPOBAHUS
Tema 22. Cranmpaptuzanus B cdepe 028028/ — — | 65 L 7.06
ycayr
Wroro 3a cemectp 5 4 | 4 | —| — 91 — 99
ITpomerxxyTouHas aTTecTanus B hopMe dK3aMeHA 9
Bcero 3a cemecTp 5 108
Wroro no gucuuriivze 216

Cokpamenusi: JI — nekmusa, II3 - mnpaktudeckue 3anartusi, CPC —

camocTosiTeibHass pabora oOyuaromerocsi, KP — «kypcoBas pabGora, JIP -

nabopaTtopHbie paboThl, C — CEMUHAPBHI.
5.3 CoaepkaHue TUCHMIIMHBI

Tema 1. IlpeamMer U mnpodaeMaTHKa ITHKH B cdepe CEepPBHCHOIO
00CJIy;)KUBAHUS HA TPAHCIIOPTE

[TonaTne u npeaMer 3TUKUM. Mopallb U HPABCTBEHHOCTh. Teopernueckas,
HOpPMAaTUBHAS U MPUKJIaAHAs 3THUKA. MeCcTO ATUKH B CUCTEME TYMaHUTApHOTO 3HAHUS
(mg  camocTosITeNbHOTO HW3y4deHHs). (OCHOBHbIE OSTUYECKHME KaTeropuu (s
CaMOCTOSITEILHOTO M3y4eHUs). «HecTb», «IO0ITr», «COBECThY», «OTBETCTBEHHOCTHY -
BAOXKHEWIIINE KaTeropuu MpodecCUOHAIbHON ATUKM paboTHHKA cepBuca (AJis
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CaMOCTOSITEJILHOTO U3Yy4eHHs). MexaHu3m oOecrneueHus TpeOyeMoro KadecTBa
MPOIECCOB OKa3aHUS yCIyr, Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHH B
IpOIECCe OCBOCHHUS OSTHUKU, OJCTETUKUA OOCTY)XKMBAaHUS, OSTUKETa, MOpald H
HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CepTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
chepe CEpBUCHOTO OOCTY>KMBaHUsS Ha TpaHCIOpPTe (IS CaMOCTOSITEIBLHOTO
U3y4eHUs1). MexaHu3M CHCTeMBbl OOecledeHHss TpeOyeMoro KadecTBa IMpOIIECCOB
OKa3aHUs YCIYT B COOTBETCTBHM C MEXIYHAPOIHBIMH M HAlMOHATHHBIMU
CTaHJIapTaMU B TMPOIECCE OCBOCHHUS DJTHUKH, JCTETHKU OOCITY>KMBaHUsS, STUKETa,
MOpaql W HPABCTBEHHOCTH, CTaHAAPTU3alMH, CEPTUPUKAIUU U YIpPaBICHUSI
KadyecTBOM B cdepe CEpBHCHOTO OOCTYyXHBaHHs Ha TpaHCIoOpTe (IS
CaMOCTOSITETTFHOTO W3ydeHHs1). MeXaHu3M OKa3aHWsl YCIYT B COOTBETCTBUH C
3asBIIEHHBIM Ka4eCTBOM B TIPOIECCE OCBOCHUS JTHUKU, ICTETHKU OOCTY)KUBaHUS,
ATHKETA, MOPAJU U HPaBCTBEHHOCTH, CTAaHJIAPTU3AINH, CEPTU(DHUKAIINH U YIPABICHUS
KadyecTBOM B cdepe CEpBHCHOTO OOCTYyXHBaHHs Ha TpaHCIopTe (IS
CaMOCTOSITETTFHOTO ~ HM3y4yeHHs). MaTepuanabHble pecypchl, 000pyAOBaHUE st
OCYIIIECTBJICHHSI TIpollecca cepBUca (i CaMOCTOATEIHHOTO M3ydeHUs). MeTomabl
NPOBEACHUS TIEPETOBOPOB C KIMEHTAaMHU TIO TMPETCH3WOHHBIM CclydasMm (s
CaMOCTOSITETTLHOTO HW3Y4YCeHHs). MeXaHU3M OIpeAeNieHUs] NMPUYUH BO3HUKHOBEHUS
NPETEH3U B MPOIIECCE OCBOCHHSI dTHKH, SCTETHKU OOCITy)KUBaHUs, STUKETa, MOPAITU
¥ HPABCTBEHHOCTH, CTaHIAPTHU3AlMH, CEPTUPUKAIMN M YIPABICHUS KAa4eCTBOM B
chepe CepBUCHOrO OOCITYXKMBaHHUS Ha TpaHCHopTe (IS CaMOCTOSATEIHLHOTO
u3ydyeHus). MeTonbl pa3pabOTKM U MCIHOJIb30BAaHUS THUIOBBIX TEXHOJIOTHMUECKHUX
nporeccoB (I CaMOCTOSITENbHOrO H3ydeHus). Meroasl (opMupoBaHus u
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTeneid Ha TpaHcHopTe (AJI1 CaMOCTOSATENBHOTO HW3y4yeHus). MeTronabl
B3aMMOJICHCTBUS C KIMEHTaMH I[I0 OpraHu3aluyd Tmpolecca o00CTyKUBaHUS
norpebuteneid B cdepe roCTENPUUMCTBA B IMPOIIECCE OCBOCHHUS JTHUKH, ICTETUKHU
oOCIMy>KMBaHMsI, OTUKETa, MOpaJIM W  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTUdUKAIMA U YIPaBICHUS KaueCTBOM B cdepe CEPBHUCHOTIO OOCTY)KMBaHHS Ha
TpaHCTOPTE (MJI1 CAMOCTOATEIHLHOTO U3YUYEHHUS).

Tema 2. Jtuueckue yyenus /[pesHero BocToka, AHTHYHASI ITHKA, ITHKA
Cpennux BexoB 1 HoBoro Bpemenu

CounanbHO-3KOHOMHYECKHE WU JTyXOBHBIE MPEINOCHUIKMA MOSBICHUS 3ITHKU.
Otuko-punocodckue cucremsr pesueit Muauu: 6paxmanusm, OyaausM. JxaitHuzm
U iora (aJi1 CaMOCTOSITEJIBHOTO M3ydeHus). Dtuueckue yuyeHus JIpeBHero Kwuras:
Taocu3M, KOHPymuaHcTBO. OCOOCHHOCTH aHTUYHOM dTUKU. DTHYCCKUIN PEISITUBHU3M,
ABJIEMOHH3M, PAllMOHAIIM3M. DTHYECKOE yUeHUE APUCTOTENSA. ITUUYECKUE T'eIOHU3M
M acKeTh3M (I CaMOCTOSITEIHbHOTO HW3ydeHwus). ['eqoHn3M B 0OCITy:KMBaHUU (M5
CaMOCTOSITEJILHOTO M3yudeHHs). XpucThaHckas 3Thka. Teonuies. EcTecTBEeHHBIN U
OOTrOOTKPOBEHHBIN HPABCTBEHHBIC 3aKOHBI. ['ymMaHUCTHYECKass H3THUKA DBMOXU
Bozpoxaenust (171 caMOCTOSITEIbHOTO U3Y4YeHUs). AHTPOMOIEHTPUZM U T'yMaHU3M
(nnsa  camocTodTeNnbHOr0 u3ydeHusi). MopanbHas ¢unocodpuss HoBoro BpemeHw.
Teopust pazyMHOro srouszma. Otuueckoe yuenue M. Kanra. Dtuueckuil yrunmurapusm
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(n711  caMOCTOSITENILHOTO HW3Yy4YeHHMs). DTHKa Mapkcu3Mma (i CaMOCTOSATEIbHOIO
n3yueHust). Otuueckoe ydyenue @. Huime (s camMOCTOSITENBHOTO H3YYECHHS).
OTuyecKkue BO33PEHUS MPEACTABUTEIECH PYCCKOM penuruo3Ho ¢uuiocopuum (s
CaMOCTOSITEJILHOTO U3y4eHus). MexaHusM obOecrniedeHuss TpeOyeMoro KadecTBa
MPOIECCOB OKa3aHUsS yCIyr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTH B
MpOIECCE OCBOCHHSI OTHUKH, OCTETUKA OOCITY)KWUBaHUS, OJTHUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTH3aIMH, CEepTU(UKAIMM W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOrO OOCIYyXUBaHMS Ha TpaHCHOpTe. MeXaHu3M CHCTEMBbI
oOecrniedeHns: TpeOyeMOro KadyecTBa MPOIECCOB OKa3aHMUS YCIYT B COOTBETCTBHU C
MEXTyHapOJHBIMH M HAIIMOHAJIBHBIMH CTaHJApPTaMU B MPOIIECCE OCBOCHUS JTHUKH,
ACTETUKH OOCIY)KWBAaHUSA, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTAHIAPTU3AIINH,
cepTudUKalMd U YIOPaBICHUS KauyeCTBOM B c(epe CEpBUCHOTO OOCITYXHBaHHS Ha
TpaHCTOpTe (VIS CaMOCTOSITEILHOTO HW3y4deHHs). MeXaHu3M OKa3aHHUs YCIyT B
COOTBETCTBHH C 3asiBJICHHBIM Ka4eCTBOM B TPOIECCE OCBOCHHS JTHUKH, ICTCTUKH
OOCITy)XMBaHHS, OTHKETa, MOpaJIHM W  HPABCTBEHHOCTH, CTaHJAapTH3AIUH,
cepTuUKaMA U YIPaBICHUS KauyeCTBOM B c(epe CEpBUCHOTO OOCITYXKHBaHHS Ha
TpaHCTopTe (VTSI  CaMOCTOSITENIBHOTO — HM3Y4YeHHs). MarepualbHble PeCcypCHl,
o0opyoBaHWE IS OCYIIECTBICHHS TpoIlecca CepBHca (IS CaMOCTOSTEIHLHOTO
u3ydeHusi). MeTonbl MPOBEACHHUS MEPETOBOPOB C KIMEHTAMHU MO NMPETCH3MOHHBIM
ciydasM (I CaMOCTOSITEIBHOTO M3yYeHHs). MexXaHW3M ONpeleieHus NPUIHH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHHS STUKU, ICTETUKH OOCIYKMBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIAPTU3ALIMU, CEPTUPUKALIMU U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITYy)KMBaHUS HaA TpaHcmopTe  (IJs
CaMOCTOSITEJILHOTO H3y4eHHs). MeToabl pa3padOTKH M HCIOIb30BAHUS THUIIOBBIX
TEXHOJOTUYECKUX TPOILECCOB (I  CaMOCTOSITENIbHOTO H3ydeHus). Meromasl
dbopMHUpOBaHUST ¥ BHEAPEHHS KOPIOPATUBHBIX CTAaHAApPTOB M  PETJIaMEHTOB
IIPOIIECCOB OOCITYKMBaHMs MOTpeOUTENe HAa TpaHCHOpTe (ST CaMOCTOSTEIHLHOTO
u3ydeHus). MeToapl B3aUMOJEHCTBUS C KIUMEHTAMHU [0 OpraHU3alMM MpoIecca
oOcITy>)kKuBaHMs TOTpeOUTENeH B cdepe TOCTSIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMs, JTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHJApTU3AlUY, CepTU(UKAIMU U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy>KMBaHHsI Ha TPAHCIIOPTE (711 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 3. AkTyasbHbIe IP0O0JIeMbl COBPEMEHHOM ITUKH

OcCHOBHbIE HamNpaBi€HUS B Pa3BUTUU OATUYECKOM Mbican XX Beka (s
CaMOCTOSITEILHOTO H3yueHusi). PensiTuBucTCKasg 3THKa mocTMmonaepHu3Ma. Kpusuc
MOpaJii U HPaBCTBEHHOCTH. HeoOxommMocTs mepexoga K T'yMaHHCTHUYECKOW ITHUKE
oynymero. IIpoOGmeMbl OMOATHKH, TOJEPAHTHOCTH, COOTHOIICHHE ITHKH M OHM3HEca
(m7st caMOCTOSITENIPHOTO M3ydeHus ). MexaHu3m obecrniedeHus TpeOyeMoro KadecTBa
MPOLIECCOB OKa3aHMUsl YCIYr, HA OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHUH B
MPOIIECCE€ OCBOCHUSI ATHUKH, OJCTETUKU OOCIYyXKMBaHMs, HTUKETA, MOpAIU U
HPaBCTBEHHOCTH, CTaHJApPTU3AlMU, CEPTU(PUKAIMU W YOPABICHUS KayeCTBOM B
chepe cepBUCHOTO OOCTY)KMBaHMS Ha TpaHCHOpTe (I CaMOCTOATEILHOTO
n3ydeHus). MexaHu3M cuCTeMbl oOecreueHusi TpeOyemMoro KayecTBa IPOIIECCOB
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OKa3aHMWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMH U HAIMOHAJIHLHBIMU
CTaHJapTaMHd B TMPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, DTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEPTU(UKAIMU W yIpaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTYy)KMBaHUS Ha TpaHcmopTe  (aud
CaMOCTOSATEILHOTO H3y4YeHHUs). MeXaHW3M OKa3aHUs YCIYyI B COOTBETCTBHHM C
3asIBJICHHBIM Ka4eCTBOM B IIPOIIECCE OCBOCHHS STHUKH, ICTCTHKU OOCITYKHUBAaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AIINN, CEPTUPUKAIIMHA B YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHUA Ha TpaHcmopTe (s
CaMOCTOSITETIFHOTO ~M3Yy4YeHHs). MaTepuanbHble pecypchl, OOOpyIOBaHUE IS
OCYIIIECTBJICHHSI TIpoliecca cepBUca (Il CaMOCTOATEIHHOTO M3ydeHHs). MeTomabl
NPOBEJICHUS TEPETOBOPOB C KIUEHTAMU 110 TPETCH3MOHHBIM ciydasMm (s
CaMOCTOSITCJILHOTO M3yYCHHUs). MeXaHW3M ONpEeIeICHUS] TPUYUH BO3HUKHOBECHHS
NPETCH3UI B MPOIECCE OCBOCHUS 3THKH, SCTETUKHM OOCITY)KHBaHUS, dTUKETA, MOPAIIA
U HPaBCTBECHHOCTH, CTaHIAApTHU3AIMH, CEPTU(DUKAIIMU M YIPABICHHUS KAa4eCTBOM B
chepe CcepBUCHOTO OOCTYXMBaHHS HAa TpaHCHOPTE (AT CaMOCTOSITEIIBHOTO
u3ydeHus). MeToJbl pa3padOTKM W MCIOJB30BaHHUS THITOBBIX TEXHOJOTHYCCKUX
nporeccoB (1T CaMOCTOSITEIBHOTO HM3y4deHHs). Meroasl (HOPMUPOBAHHS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIECCOB 00CTYKUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (TSI CaMOCTOSTEIBHOTO W3ydeHHs). MeToabl
B3aMMOJICHCTBHS C KIMEGHTaMH 110 OpraHu3aldyd Ipolecca 00CITyKHBaHUS
norpeduteneld B chepe TOCTEIPUUMCTBA B TPOIECCE OCBOCHHS STHUKU, ICTETUKH
OOCITy)XWIBaHHS, OTHKETa, MOpPaJIHM W  HPABCTBEHHOCTH, CTaHJApTH3AIUH,
cepTu(UKAUKA U YIPaBIECHUS KauyeCTBOM B c(epe CEpBHCHOTO OOCTYXHBaHHS Ha
TpaHCIOPTE (IJIs1 CAMOCTOATEIHHOTO U3YICHHUS ).

Tema 4. IlpodeccnonanbHasi I TUKA U €e B3aMMOCBSI3b ¢ 001Iel Teopuei
MOpaJIu

[lonsiTne Mopanu u ee CBsA3b ¢ APYruMuU GopMaMH OOIIECTBEHHOTO CO3HAHUA.
CgoiicTBa Mopaiu. MopajdbHOE€ CO3HaHHWE W MoOpayibHasg IpakTuka. MopalbHbie
OPUHIUIIBI, HOPMBI, LIEHHOCTH W HAeanbl (A7 CaMOCTOSITEIBHOTO M3YUYEHUS).
Penurunosnas,  HaTypajaucTtuyeckas  (IBOJIIOIMOHUCTCKAs),  COLIMOJOTHYECKas
KOHILIENIUM  MPOUCXOXKIEHUS Mopalu (I  CaMOCTOSATEIbHOIO  HU3Yy4EHUSs).
Ucropuueckoe  pa3BuTHe  Mopainud (A7 CaMOCTOSATEIbHOIO  W3YYEHHS).
[Ipodeccronanphas 3TMKAa Kak CBOJ HPABCTBEHHBIX TPEOOBAHHM, OMpPEHEINSIONINX
OTHOIIICHHE YeJIOBEKa K CBOEMY MPOPECCHOHATBHOMY JONTY (I CaMOCTOSITEIHHOTO
u3ydeHus1). MHoroo6pasue mpodecCHOHANBHBIX ITHK U HX BHYTPEHHEE E€IMHCTBO
(m7g  camMOCTOSITENbHOTO U3yueHus). TeopeTuuecKuid W HOPMATHUBHBIM ypPOBHHU
npoecCHoHambHON  JTUKM (I CaMOCTOATENBHOTO  u3ydeHws). DyHKumuu
npoecCHOHanbHON  3TUKH  (IUIsI  CAaMOCTOSITETBHOTO — HM3Y4YEHHUsS).  DBOJIOIHS
mpoecCHOHaTbHOM ATUKH (IJI1 CAMOCTOATENBHOTO H3y4eHus). OTHOIIEHNE K TPYIY
Ha pa3HbIX HUCTOPUYECKUX AdTamax (WIsi  CcaMOCTOSITENIBHOTO  W3YYEHHS).
[IpoTtecTanTckas 3TUKa O MPO(ECCUOHAIBHOM MPU3BAHUM (JJI1 CaMOCTOSITEIBLHOIO
uzyuenus). [lonsitue, Buapl U QyHKUIUU TPOPECCUOHATBHBIX ATUYECKUX KOAEKCOB
(nsa camocrositenbHOro u3yueHust). IIpodeccroHanbHble 3THYECKHE KOJEKChl B
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chepe cepBuca u TypusMma (I CaMOCTOATENBHOrO u3ydeHus). MexaHusm
oOecrieyeHus: TpeOyeMOro KauecTBa NPOLIECCOB OKa3aHUA YCIyr, Ha OCHOBE
KIMECHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B TPOIECCE OCBOCHHS AITHKH, AICTETUKU
OOCITy)XMBaHHS, OTHKETa, MOpalHM ¥  HPABCTBEHHOCTH, CTaHAAapTH3AIUH,
cepTU(PUKALMU U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCITYKMBAHMS Ha
TpaHCOPTe (ISl CAMOCTOSITENIBHOTO M3y4eHHs). MexaHu3M CUCTeMBbl 0OecreueHus
TpeOyeMoro KauecTBa IPOLECCOB  OKa3aHUs YCIYr B  COOTBETCTBUU C
MEXIYHAPOJHBIMU U HAIIMOHATBHBIMHU CTaHAApTaAMH B TPOIIECCE OCBOCHHS JITHUKH,
ACTETUKH OOCIY)KWBAaHUSA, STHUKETa, MOpPAIM U HPABCTBEHHOCTH, CTaHIAPTU3AIINH,
cepTUPUKAIMU U YNPaABICHUS KAYeCTBOM B C(epe CEpBUCHOr0 OOCITY>KMBAHMS Ha
TpaHcnopTe (ISl CaMOCTOSATEIBHOTO H3y4YeHHUs1). MeXaHu3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asiBJICHHBIM Ka4eCTBOM B TPOIECCE OCBOCHHS JTHUKH, ICTCTUKH
OOCITy)XMBaHHS, OTHKETa, MOpPaJHM W  HPABCTBEHHOCTH, CTaHAapTH3AIUH,
cepTu(UKalMU U YNpaBICHUS KAa4eCTBOM B c(epe CEepBUCHOIO OOCITYXMBaHUS Ha
TpaHcmopTe (I CaMOCTOSITEIBHOTO M3ydeHus). MaTepuaibHble PeCcypChl,
o0opyaoBaHue [JIs OCYIIECTBIEHHUS IIpolecca cepBuca (I CaMOCTOATEIBLHOTO
u3ydeHusi). MeTonbl MPOBEACHUS MEPETOBOPOB C KIMEHTAMHU MO NMPETCH3MOHHBIM
ciaydastM (I CaMOCTOSITEIBHOTO H3ydeHHs). MexaHu3M omnpeleseHus NpUYrH
BO3HUKHOBEHUS MPETEH3MI B MPOIECCE OCBOCHUSI dTUKHU, SCTECTHKH OOCTYKHUBaHUS,
ATHKETa, MOPAJU U HPAaBCTBEHHOCTH, CTAaHIAPTH3AINH, CEPTH(DHUKAIINH U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITYy)KMBaHUS Ha TpaHcmopTe  (IJs
CaMOCTOSITEIILHOTO H3ydeHHs). Meroabl pa3pabOTKM W HUCIOJIb30BAaHUS TUIOBBIX
TEXHOJOTUYECKUX TMPOILECCOB (11  CaMOCTOSITENIbHOTO H3ydeHus). Meromasl
dbopMHUpOBaHUST U BHEIPEHHS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITYKMBaHMs MOTpeOUTENel Ha TpaHcHopTe (IIsi CaMOCTOSTENHLHOTO
u3ydeHus). MeToapl B3aMMOJEHCTBUS C KIUEHTAMHU [0 OpraHU3alMM Mpolecca
oOcITy>)kuBaHMs TOTpeOUTENeH B cdepe TOCTSNPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DUKAIMU W YIPABICHHUS KauyeCTBOM B cdepe CEepBHUCHOTO
o0CTy>KMBaHMSI HA TPAaHCTIOPTE (11 CAMOCTOSITEIIBHOTO U3YUYCHUS).

Tema S. IIpodeccussi wu JuuHocTh. HpaBcTBeHHasi  KyJabTypa
npodgeccuonana

[Ipodeccuonansubie cocinoBus u obOmectBo. [loHsiTHE ™ 3BOMOLHMS
npodeccuonanuzma. IlpodeccronanbHas coBecTh M NPOo(ECCHOHANBHBIA JIOJT.
HpascTBennas xynbTypa npodeccruoHana (s caMOCTOSTEIbHOTO n3yueHust). Mecto
ATUYECKOTO Koaekca B mpodeccud (I  CaMOCTOSATEIBHOTO  W3YYCHHUS).
[IpodeccrnonanbHO-HPABCTBEHHBIE TMPEACTABICHUS, YOEKIEHUS ¥ YyBCTBA B
CTPYKType€  HPaBCTBEHHOTO  CO3HaHWs  cHOelUalucTa 1o  cepBucy (A
CaMOCTOSITEIbHOTO u3yuyeHus). [IpoOrembl KylnbTUBHpPOBAHUS NpodeccuoHanu3Ma B
Poccun (myist camocTosATENbHOTO M3ydeHHs). MexaHuzM obOecrnedeHus: TpedyeMoro
KauecTBa MPOLIECCOB OKa3aHWsl YCIYr, Ha OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX
TEXHOJIOTUA B MPOLECCE OCBOCHUS ATUKH, ACTETUKH OOCIYyKMBAHUS, OSTHUKETA,
MOpaJii ¥ HPABCTBEHHOCTH, CTaHJApTU3AlMU, CEPTUPUKALMU U yIpaBICHUS
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KauecTBOM B cdepe CEepBUCHOTO OOCHYXKMBaHUS Ha TpaHcmopte (s
CaMOCTOSITETILHOTO H3y4YeHHs). MexXaHu3M CHUCTEeMBbI oOecreueHus TpedyeMoro
KayecTBa IMPOILIECCOB OKa3aHHs YCIYr B COOTBETCTBHH C MEXIYHAPOIHBIMH U
HAI[MOHATBHBIMU ~ CTaHAApTaMH B  TPOIECCE OCBOCHHUS  JTUKH, OCTETHUKHU
OOCTy)XMBaHHS, OTHKETa, MOpaIH W  HPABCTBEHHOCTH, CTaHAapTH3AIUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHCTopTe (IS CaMOCTOSITENILHOTO HW3YYeHHs). MEXaHW3M OKa3aHHs yCIOyr B
COOTBETCTBHH C 3asiBICHHBIM Ka4eCTBOM B MPOIECCE OCBOCHHS 3THUKH, ICTCTUKH
OOCITy)XMBaHHS, OTHKETa, MOpalH MW  HPABCTBEHHOCTH, CTaHAApTH3AIUH,
cepTudUKalMyd U YIPaBICHUS KauyeCTBOM B c(epe CepBUCHOTO OOCTY)KMBaHUS Ha
TpaHCmopTe (1T CaMOCTOSITENIBHOTO  M3Y4YeHHs). MarepualbHble PECypCHI,
o0opyaoBaHMe [JIsl OCYIIECTBIEHHUs Ipolecca cepBuca (I CaMOCTOATEIbLHOTO
u3ydeHusi). MeTonbl MPOBEACHHUS MEPETOBOPOB C KIMEHTAMHU MO MPETCH3MOHHBIM
ciydasM (I CaMOCTOSITEIPHOTO M3y4eHHs). MeXaHW3M OIpeleleHus MPHYNH
BO3HUKHOBEHHS MPETCH3MI B MPOIIECCE OCBOCHUS dTUKH, SCTECTHKH OOCTYKHUBaHUS,
ATHKETa, MOPAJU U HPAaBCTBEHHOCTH, CTAHIAPTH3AINH, CEPTH(DHUKAIINH U YIIPABICHUS
KadyecTBOM B cdepe CEpBHCHOTO OOCHTYyXHMBaHHWsS Ha TpaHCIopre (IS
CaMOCTOSITENTLHOTO HM3Yy4eHHs). MeToapl pa3pabOTKH W WCIOJIH30BAHUS THUITOBBIX
TEXHOJIOTUYECKUX TPOIECCOB (IJIT  CaMOCTOSITENILHOTO  HM3Y4YeHHs). MeTomabl
dbopMHUpOBaHUS ¥ BHEJIPCHHS KOPIOPATHBHBIX CTAaHAApPTOB M PETJIaMEHTOB
IPOIIECCOB OOCITYXKUBaHUS MOTpeOUTENe Ha TpaHcmopTe (AJI1 CaMOCTOSATEIBHOTO
u3ydeHus). MeToipl B3aMMOJEHCTBUS C KIUEHTAMHU [0 OpraHU3alluM IMpolecca
oOcnmy>KuBaHMsI TOTpeOuTenel B cdepe TOoCTeNPUUMCTBA B IPOIECCE OCBOCHHS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe cepBHUCHOIO
oOCy>KMBaHMsI Ha TPAaHCTIOPTE (A1 CAMOCTOSITENIBHOTO U3yueHus).  HpaBcTBeHHas
KyJIbTypa TmpodeccroHalla Kak IOHUMaHue mpodecCuoHaoM TpeOoBaHUMU
0e301acHOr0 OOCTY)KUBAHHUS, OXPAaHBl TPyJa M TEXHUKU OC30MACHOCTH 3alUTHI OT
TexHOChEepHBIX (aKTOPOB HA TPaHCIOPTE MNPUMEHUTEIHLHO K cdepe cepBuca Ha
TpaHCIOPTE (JI1 CaMOCTOSITENILHOTO U3Yy4YEeHUs). 3HAHUE IMOJ0KEHUH HOPMATHUBHO-
MPABOBBIX AKTOB, PETYIHUPYIOUIUX OXpaHy TpyAa U TEXHUKY O€30MacHOCTH B TOM
quclie Ha TMpeAnpUsITHSIX CcepBUca B cdepe TpaHCIopTa Kak MPOSBIICHUE
HPaBCTBEHHOU KYJIbTYPHI MpoQeccuonana (1Jiss CaMOCTOSTEIBHOTO U3YUYEHU).

Tema 6. JTHYeckne 0CHOBBI MPO(PECCHOHAIBHOI AeITeJILHOCTH B cepe
yCJIyr

MopanbHble HOPMBI M MPUHLIUINBL B OO0CHyKMBaHUU. (OTBETCTBEHHOCTH
paboTHHKAa cepBHCa Tepea KIMEeHTOM. MopallbHbIE 00MMK paboTHUKA CepBHUCA.
IloBenenne paOOTHHMKA CepBUCA B CIHOXHBIX ATUYECKUX CHUTyanusax (ad
CaMOCTOSATEIHHOTO M3ydeHus ). [loHsaTHe 1 MmoKa3aTenu KauecTBa OOCTy)KUBaHUS (s

CaMOCTOSITEJIbHOTO  M3Y4YEHUSs). MexayHapoaHble ~ CTaHAQpThl  KadyecTBa
oOciy>)xuBaHusi (711 CaMOCTOSITEILHOTO HW3yueHus). MexaHuzMm obOecnedeHus
TpedyeMoro KauyecTBa POLIECCOB OKa3zaHus YCIIYT, Ha OCHOBE

KIMCHTOOPHUCHTHPOBAHHBIX TEXHOJIOTUH B mponeccc OCBOCHHUA OTHKH, ISCTCTHKH
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oOCIy’KMBaHMsI, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTaHJApTHU3aLUHU,
cepTU(PUKALMU U YNPABICHUS KA4eCTBOM B c(epe CEpBUCHOrO OOCIyKMBaHUS Ha
TpaHCOPTE (ISl CAaMOCTOSITENIbHOTO M3ydeHHs). MexaHu3sM cuctembl oOecreyeHus
TpeOyeMOro KadecTBa IIPOLIECCOB  OKa3aHUsA YCIYT B  COOTBETCTBUU €
MEXIYHApPOJHBIMU U HAIIMOHAJIBHBIMM CTaHAApTaMU B IPOLECCE OCBOEHUS STUKH,
ACTETUKU OOCIY)XMBaHUS, 3TUKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKALMU U YNPABICHUS KAYECTBOM B cC(epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHCHoOpTe (VI CaMOCTOSITENIBHOTO H3Yy4eHHs). MexXaHM3M OKa3aHMs YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kay€CTBOM B IPOILIECCE OCBOEHHUS 3TUKH, 3CTETHUKU
oOCNy>KMBaHMsI, O3TUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApTHU3AIUH,
cepTUPUKAMU U YNPaABICHUS KAYeCTBOM B C(epe CEpBUCHOr0 OOCTY>KMBAHMS Ha
TpaHCIopTe (11 CaMOCTOSITEIBHOTO  M3Yy4YeHMs). MarepuaibHble pPeECypCHl,
o0opyoBaHUE U1 OCYILECTBIECHMsI Ipolecca cepBuca (A CaMOCTOSATENBHOIO
u3ydyeHus). MeToabl MpoBeACHUS NMEPErOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM
ciydastM (I CaMOCTOSITEIBHOTO M3y4deHHs). MexaHu3M OmnpejesieHus] NPUYuH
BO3HUKHOBEHUS MPETEH3UI B MPOIIECCE OCBOCHHS STUKU, ICTETUKH OOCIYKMBaHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AIINU, CEPTUDUKAIIMKI U YIIPABICHUS
Ka4yecTBOM B cdepe CEepBUCHOrO OOCIy)XMBaHMs Ha TpaHcmopre (s
CaMOCTOSATEIILHOTO H3y4eHHs). Meroabl pa3pabOTKU W HUCIHOJIb30BAaHUS TUIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (I CaMOCTOSITENIbHOTO M3yudeHus). Meroasl
(opMupOBaHUS U BHEIPEHHUS KOPIOPATUBHBIX CTaHAAPTOB M  PEIrVIAMEHTOB
IpPOIIECCOB OOCIIYKMBaHMsI MOTpeOUTENeN Ha TpaHCHOpTe (11 CaMOCTOSITENILHOTO
u3yudeHus). Meronpl B3aMMOAEMCTBMS C KIMEHTAaMU IO OpraHu3alluy Ipolecca
oOciy’)kMBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IPOLECCE OCBOEHUS
TUKH, 3CTETUKU OOCIYXUBaHUS, OJTUKETa, MOpajJld M  HPABCTBEHHOCTH,
CTaHJApTU3ALUU, CEepPTU(UKAIMK U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (1151 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 7. IcTreTnka 00CTYKMBAHUS

[lonsiTne M cocTaBisOMME dCTETUKU oOcuyxuBaHus. [IpaBuna odopmiieHus
KOHTakTHOM 30HBI. [lcuxomnorus BocOpUSTHS  1BeTa. OJProHoMuKa (s
CaMOCTOSITETILHOTO HM3yueHus). TpeboBaHUs K BHENIHEMY BUIY pabOOTHUKA cCepBHCa
(mmst  camocTtosiTenbHOTO UW3ydeHus). OOImeHHe Kak HPaBCTBEHHAs IIEHHOCTb.
BepbanbHass u  HeBepOanbHas COCTaBISIONIME  KYJIBTYypbl — OOmmeHus  (mms
CaMOCTOSATEILHOTO H3ydeHus). KoMMyHUKaTHBHAs KyibTypa paOOTHHKA CEepBHCa
(I caMOCTOATENIBHOTO M3Y4YEeHUs1). OJTUYECKHE AacleKThl YMEHHs ClylaTh H
TOBOPHUTH (IIJIs1 CAMOCTOSATEIBLHOTO M3ydeHus1). TpeboBaHus, IPEeAbABIIEMbIC K PEUH
pabOTHUKOB cepBHCa (IJI1 CaMOCTOSATENbHOTO u3ydeHus). [IpueMbl, HampaBIECHHbIE
HAa  pa3BUTHE KOMMYHHUKATHUBHBIX HABBHIKOB  paOOTHUKOB  cepBuca  (Iis
CaMOCTOATENBHOTO u3ydeHus). llpuembl mpodeccrmonansHOrO CitymaHus (ams
CaMOCTOSITEILHOTO H3ydeHus1). MexaHu3sMm oOecrieueHusi TpeOyemMoro KadecTBa
MPOIIECCOB OKa3aHMUsl YCIYT, HA OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHUH B
MPOIIECCE€ OCBOCHUSI ATHUKH, OJCTETUKU OOCIYyKMUBaHMs, HTUKETA, MOpAIU U
HPaBCTBEHHOCTH, CTaHJApPTU3ALMU, CEPTU(PUKAIMU W YOPABICHUS KayeCTBOM B
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chepe CEpBUCHOTO OOCTY>KMBaHUS Ha TpaHCHIOpTe (A1 CaMOCTOSITEIBLHOTO
U3y4eHHUs1). MexaHu3M CHCTeMBbl OOecmedeHusi TpeOyeMoro KadecTBa IMpOIIECCOB
OKa3aHMWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMA U HAIMOHAIHLHBIMU
CTaHJapTaMHd B TMPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, DTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHJAPTU3AINH, CEPTU(OHUKAIMU W YyIPaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCIYXKMBaHUS Ha  TpaHcmopte (s
CaMOCTOSATCIILHOTO H3y4YeHHUs). MeXaHW3M OKa3aHUs YCIYyI B COOTBETCTBHHM C
3asIBJICHHBIM Ka4eCTBOM B IIPOIIECCE OCBOCHHS ITHKH, 3CTCTUKU OOCITY)KHBaHWS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AIINN, CEPTUPUKAIINHA U YIIPABICHUS
KadyecTBOM B cdepe CEpBHCHOTO OOCTYyXHBaHHs Ha TpaHCIoOpTe (IS
CaMOCTOSITETTFHOTO M3Yy4YeHHs). MarTepuanbHble pecypchl, 00OpyaOBaHUE st
OCYIIIECTBJICHHSI TIpoliecca cepBUca (A7l CaMOCTOSITENLHOTO M3Y4YeHHs). MeTosl
NPOBEJICHUS TEPETOBOPOB C KIUEHTAMU 110 NPETCH3MOHHBIM CliydasMm (IS
CaMOCTOSITEJILHOTO M3y4YeHHUs). MeXaHu3M ONpeeiCHUs] TPUYUH BO3HUKHOBECHHS
NPETCH3UI B MPOIECCE OCBOCHUS 3THKH, 3CTETUKHM OOCITY)KMBaHUS, dTHUKETA, MOPAJIA
U HPaBCTBCHHOCTH, CTaHIApPTH3aIlMH, CEpTU(HUKAIMU W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO OOCTYXMBaHHS Ha TpaHCHopre (A7 CaMOCTOSITEILHOTO
U3ydeHus). MeToJbl pa3padOTKM W MCIOJB30BAaHHUS THITOBBIX TEXHOJOTHYCCKUX
nporeccoB (IS CaMOCTOSITEIBHOTO HM3ydeHHs). Meroasl (HOPMUPOBAHHS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIECCOB 00CTYKUBAHUS
norpebuTened Ha TpaHcHopTe (IS CaMOCTOSATENBHOTO HW3y4yeHus). MeTronabl
B3aMMOJICUCTBUSI C KIMEHTaMH [0 OpraHu3aluyd Tmpolecca o00CTyKUBaHUS
norpedbuteneid B cepe rocTeNpUrMCTBA B IMPOILECCE OCBOSHHS ITHKH, ICTETHKU
oOCIy>KMBaHMsI, OJTUKETa, MOpaJIM W  HPABCTBEHHOCTH, CTaHJIapTHU3AIUH,
cepTuUKalMU U YNPaBICHUS KAYeCTBOM B c(epe CEpBHCHOrO OOCTY>KMBAHHS Ha
TpaHCHOPTE ([JI1 CAMOCTOATEIHLHOTO U3YUCHMUS).

Tema 8. IIpodeccmonanbHoe mnoBedeHHe PadOTHHKA CcepBHCA Ha
Pa3JIMYHBIX ITAaNax 00CJAy;KMBAHUA HA TPAHCIIOPTE

[Monstue n Pynkuun npodeccuonanbHoro noBeaeHus. OOmme TpeOoBaHus K
npoecCHOHaTbHOMY TOBEJCHUI0O PaOOTHHKA KOHTAKTHOW 30HBI Ha Pa3IMYHBIX
sTanax oOcimykuBaHus. YCTaHOBICHUE d(PPEKTUBHOTO KOHTAKTa U JOBEPUTEIHHBIX
OTHONIICHUH MEXIy paOOTHHKOB KOHTAaKTHOW 30HBI H  KJIHEHTOM (s
camocTosATenbHOTO n3ydeHus). [IpodeccuonanbHoe moBegaeHHEe pabOTHHKA CEpPBHUCA
Ha dTare aHaiau3a MoTpeOHOocTel KIMEeHTOB. lIpe3eHTarus ToBapa Wi yCIyru (s
caMocTosiTeIbHOrO u3yueHwus). IloBeneHne paboOTHUKA cepBUCAa Ha  JTame
3aBeplICHUs OOCIY)KMBaHUSI HAa TpaHcHopTe (Il CaMOCTOSITEJILHOTO H3YyYEHUS).
Mexaam3m obOecrnieueHnss TpeOyemMoro KadecTBa MPOIECCOB OKa3aHWs YCIyr, Ha
OCHOBE KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUH B TMPOLECCE OCBOCHHS ITHKH,
ACTETHKU OOCITY)XMBAHUS, STUKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTudUKaMU U yIOpaBiICHUS KaueCTBOM B c(epe CEpBUCHOIO OOCHYXKMBaHMS Ha
TpaHCHOpTe (JJII CaMOCTOSITEIbHOTO M3y4YeHHs). MeXaHu3M CHUCTEMBbl 00eCIIeUeHUS
TpeOyeMoro KadecTBa IMPOLIECCOB  OKa3aHWS YCIAYr B  COOTBETCTBUU C
MEXIYHApPOIHBIMUA W HAIIMOHAJTHHBIMHM CTaHAAPTaMHU B MPOIECCE OCBOCHUS JTHKH,
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ACTETUKU OOCIYy)KMBaHUS, STUKETA, MOpPAIM M HPABCTBEHHOCTH, CTAHJIApTHU3ALUH,
cepTU(PUKALMUA U YNPABICHUS KAYeCTBOM B C(Eepe CEpBUCHOrO OOCTYKMBAHMS Ha
TpaHcopTe (ISl CaMOCTOSITENBHOIO H3y4deHHUs). MexaHu3M OKa3aHus YyCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kaye€CTBOM B MPOIECCE OCBOEHMSI 3TUKHU, ICTETUKHU
oOCNy>KMBaHMsI, O3TUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApTHU3alUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHcmopTe (ISl CaMOCTOSITENBHOTO  HM3y4eHHs). MarepualibHble pPECYpCHl,
0o0opyl0OBaHUE U1 OCYILECTBIECHMsI IIpolecca cepBHca (U1 CaMOCTOSITEIBHOTO
u3ydyeHus1). MeToJpl MPOBEAEHUSI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciy4astM (I CaMOCTOSITEIBHOTO H3ydeHMs). MexaHu3M ompejesieHus] NpUYuH
BO3HUKHOBEHUS MPETEH3U B MPOLECCE OCBOCHUS STUKM, ICTETUKH OOCIYKHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIAPTU3ALMHU, CEPTU(PUKALIMU U YIIPABICHUS
Ka4yecTBOM B cdepe CEepBUCHOrOo OOCIyXHMBaHMs Ha TpaHcmopre (i
CaMOCTOSITEJILHOTO H3y4deHHs). MeTonbl pa3palOTKM W MCHOJb30BaHUS TUIIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11 CaMOCTOSITENIbHOTO M3yudeHus). Meroabl
dbopMHUpOBaHUST M BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJIaMEHTOB
IpPOILIECCOB OOCIIyXKMBaHMsI MOTpeOUTENeN Ha TpaHCHopTe (JUIsI CaMOCTOSITENILHOTO
u3ydyeHus). Metoapl B3aMMOJEHCTBUSA C KIMEHTaMU [0 OpraHU3alMM Mpolecca
oOcinyXuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IPOLIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CepTU(UKAIMK U YIPABIECHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 9. Oco0eHHOCTH 1€J10BOT0 001IeHUA B cepe ycayr

[lonsitue m ¢dynkuun penoBoro ooOmeHus. OCHOBHbIE (OPMBI JI€TTOBOTO
oOmeHnst (11 caMOCTOSATEIbHOTO M3ydeHHus1). OCOOCHHOCTH JIEJIOBOIO OOIICHUS
paboTHHKA cepBUca C KIHEHTOM. [IpaBuia KOprnopaTuBHOTO OOIIEHHUS B KOJUIEKTHBE
npennpusiTusi ceppuca. Mexanusm obOecrnedeHuss TpeOyeMoro KauecTBa MpOIECCOB
OKa3aHWs YCIyr, Ha OCHOBE KIMECHTOOPHEHTHPOBAHHBIX TEXHOJOTHMH B TMpoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(DUKAIMK U YIpaBICHUS KadeCTBOM B cepe CEepBUCHOTO
OoOCIy)KMBaHMsSI Ha TpPAHCIOPTE (IJI CaMOCTOSATEIBLHOTO W3Yy4YeHHs). MexaHu3m
CUCTEeMBI oObecmeueHus TpeOyeMoro KadyecTBa TMPOIECCOB OKa3aHUS YCIAyr B
COOTBETCTBHHM C MEXKIYHAPOJHBIMU W HAIMOHAIBHBIMU CTaHIAApTaMU B TpOIECCe
OCBOCHHUS 3THUKH, DCTETUKH OOCTY)KMBaHHS, ITHKETa, MOPAIH M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMN U YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
oOCTy)KMBaHMsSI Ha TpPAHCIOPTE (I CaMOCTOSATEIBLHOTO H3Yy4YeHHs). MexXaHu3m
OKa3aHUsl YCIyr B COOTBETCTBUU C 3asIBJICHHBIM KaueCTBOM B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMK U YIPaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
o0cIy>)KUBaHMsI Ha TpPaHCHOPTE (IJIs1 CaMOCTOSITEIbHOTO M3y4eHUs). MaTepuaibHbie
pecypcbl, 00OpyAOBaHWME i OCYIIECTBJIEHUs  mporecca cepBuca (st
CaMOCTOSITEJILHOTO M3y4YeHUs). MeTobl MPOBE/ICHHS IEPETOBOPOB C KIMEHTAMH MO
MPETCH3UOHHBIM ~ CIy4dasM  (IJI1  CaMOCTOSITEIBHOTO  W3Yy4eHHs). MexaHu3Mm
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ONpeJeNeHUs] MPUYUH BO3HUKHOBEHHUS NPETEH3UH B IPOLIECCE OCBOEHHUS OSTUKH,
ACTETUKU OOCIYy)KMBaHUS, STUKETA, MOpPAJIM M HPABCTBEHHOCTH, CTAHJIApPTH3ALUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(Epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHcnopTe (AJ1  CaMOCTOSTENBHOIO  M3ydeHHs). Meroasl pa3paboTKu U
MCIIOJIb30BAaHUSI THUMOBBIX TEXHOJOIMYECKUX IMPOLECCOB (I CaMOCTOSITEIbHOTO
u3ydyeHus). Meroabl (opMHUpPOBaHUS M BHEJPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pErJaMeHTOB IIPOLECCOB OOCIYXMBaHUS TNOTpeOuTeNnell Ha TpaHcmopTe (ams
CaMOCTOSITEJILHOTO  M3y4yeHus1). Meroabl B3aUMOACHCTBUS C KIMEHTaMHU 110
OpraHM3alMU Ipouecca oOCIyKUBaHUS IOTpeOUTENne B cepe rocTenpuuMCcTBa B
IOpoLEecce OCBOCHUS JTHKH, OCTETHUKM OOCIy)XMBaHUS, OTHUKETa, MOpajd U
HPABCTBEHHOCTH, CTaHJApTU3alUH, CepTU(UKAIUU M YIpaBICHUS KayeCTBOM B
chepe CcepBUCHOrO OOCIyXKMBaHMs Ha TpaHcHopre (A CaMOCTOSITEIBHOTO
U3YUCHHUS).

Tema 10. Opranm3anuoHHasi KyJabTypa Kak (akTop mNOBbINICHHUS
3¢ ¢exTUBHOCTH B cepe cepBuca

[IpaBusia moBeeHUsI HAa TIPa3IHUYHOM MeponpusTuu. llpurinamenue B roctu
WM Ha Tipa3aHuK. Busurt B roctu. [lpaBuna BpyueHus u mpruemMa 1BETOB U MOJAPKOB
(nmst camocTosiTenbHOrO U3yueHus). HoBocenbe (17151 caMOCTOSATEILHOTO U3YUEHHUS).
Cpanpba  (mnga  caMmocTosITeNIbHOTO — u3ydeHus). JleHp  poxaeHuss  (aus
CaMOCTOSAITEJILHOTO ~ M3y4yeHHs). TpaypHblif d3TUKET (IJ1 CaMOCTOSITENILHOTO
uszyuenusi). CepBUpOBKa cTojia (IJii CaMOCTOSATENbHOTrO u3yueHus). [Ipubopsi, ux
Ha3HAYeHWE W TpaBuUja OOpalieHuss ¢ HUMH (Vi1 CaMOCTOSITEIBHOTO H3YYEHHS).
«I3p1k TIpOOpOBY (A1 caMocTosTeNbHOrO u3ydenus). [lomaua Omrom k croiy:
MOCJIEIOBATEeNIbHOCTh, TMpaBWJIa TOJIaYd, COYETAeMOCTh OJIIOJ W HAMUTKOB (IS
CaMOCTOSITEILHOTO H3ydeHus). OOmme mpaBuiaa TOBEACHUS 3a CTOIOM (IS
CaMOCTOATEIBHOTO M3yueHus1). KynbTypa efbl pa3nuyHbIX TPOIYKTOB: CalaThl, CYIIbI,
MSCO W TTHIA, pbl0a M MOPENPOAYKTHI, OBOIIM M (PyKTHI, XjeO, Macjao, ChHIp,
ropsune Omrofga (UIsT  CaMOCTOSITENIBHOTO — M3yudeHwus). HamuTku: KynbTypa
yrnotpebsieHus (AJ11 caMOCTOSATENbHOrO U3yueHus). OCOOCHHOCTH BEICHUS JEIIOBBIX
TeNe(QOHHBIX Pa3roBOpoB (g camocToATenbHOTrO wu3ydenus). [loarotoBka kK
JETOBOMY 3BOHKY (VI caMOCTOSITebHOrO u3ydeHus). OTBET Ha JeJIOBOU
TeNe(POHHBIH 3BOHOK (VI CaMOCTOSITENIBHOTO W3Y4YeHUs). ABTOOTBETUHK (IS
CaMOCTOSITEIbHOTO M3y4deHHs). [loHsATHE W Ha3HAUYE€HWE BU3UTHBIX KapTouek (i
CaMOCTOSITEJILHOTO M3y4eHMs). BUIIbI BU3UTHBIX KAapTOYEK (ISl CaMOCTOSATEIbHOIO
u3yuyeHus). BU3UTHBIE KapTOYKM OpraHu3aluidl cepBuca (IJs CaMOCTOATEIBHOIO
n3yueHus). OOMEH BU3UTHBIMM KapTOuKaMu (AJIsi CaMOCTOSITEIBHOTO HU3Yy4YEeHUs).
OTUKET 00palleHusi ¢ BU3UTHBIMU KapTOYKaMH (AJisI CAMOCTOSITEIbHOTO MU3YUYEHUS ).
Mexaam3m obOecrnieueHnss TpeOyemMoro KadecTBa TMPOIECCOB OKa3aHWS YCIyr, Ha
OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUH B TMPOLECCE OCBOCHHS ITHKH,
ACTETUKU OOCITYXUBaHUS, STUKETA, MOpAJd U HPABCTBEHHOCTH, CTaHIapTU3aIINH,
cepTudUKAMU U yIOpaBiICHUS KaueCTBOM B c(epe CEepBUCHOIO OOCHYXKMBaHHS Ha
TpaHCHoOpTe (IJIs1 CAMOCTOSITEILHOTO M3Yy4YeHHUs). MexaHu3M CUCTEMBbI 00eCreueHHUs
TpeOyeMoro KadecTBa IMpOILIECCOB  OKa3aHWsl YCIYyr B  COOTBETCTBUM C
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MEXIYHAapOJIHbBIMU WU HALIMOHAJIBHBIMHM CTaHAAPTaMU B IPOLECCE OCBOEHUS STUKH,
ACTETUKU OOCIYy)KMBaHUS, STUKETA, MOpPAJIM M HPABCTBEHHOCTH, CTAHJIApPTH3ALUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(Epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHCOPTE (11 CAMOCTOSITENIBHOIO H3Y4YeHHUs). MeXaHu3M OKa3aHusi YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kay€CTBOM B MPOIECCE OCBOCHMSI 3TUKHU, ICTETUKHU
oOCNy’>KMBaHMsI, O3TUKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJapTHU3alUH,
cepTU(PUKALMU U YNPABICHUS KAYECTBOM B cC(epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHCIOpTe (11 CaMOCTOSITENIBHOTO — M3Yy4YeHMs). MarepualibHble peCypCHhl,
0o0Opyl0oBaHUE U1 OCYILECTBIECHMsI IIpolecca cepBHca (U1 CaMOCTOSITEIBHOTO
u3ydyeHus). MeTroabl MpoBeACHUS NMEPErOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM
ciaydastM (U1 CaMOCTOSITEIBHOTO H3ydeHMs). MexaHu3M omnpeesneHus NPUYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIIECCE OCBOCHMS 3TUKU, ICTETUKH OOCIYKMBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIAPTU3ALMU, CEPTU(PUKALIMU U YIIPABICHUS
Ka4yecTBOM B cdepe CEepBUCHOro OOCIyXHMBaHMs Ha TpaHcmopre (i
CaMOCTOSITEJILHOTO H3y4eHMs). MeToabl pa3pabOTKH M HCIOJb30BAaHUS THUIIOBBIX
TEXHOJOTUYECKUX TPOILIECCOB (IS CaMOCTOSITENIbHOTO M3yudeHus). Meroasl
dbopMuUpOBaHUST M BHEJAPEHHUS KOPIOPATUBHBIX CTAaHAApPTOB M  PETJIaMEHTOB
IPOLIECCOB OOCIIYXKMBaHMsI MOTpeOUTENe Ha TpaHCHoOpTe (JUIsI CaMOCTOSITENILHOTO
u3ydeHus). Metoasl B3aMMOJEHCTBUS C KIUMEHTAMHU [0 OpraHU3alluM Mpolecca
oOcinyXuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IPOLIECCE OCBOCHMUS
OTUKH, 3CTETUKU OOCIYXUBaHUS, OJTUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CepPTU(UKAIMK U YIPABIECHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy’KMBaHMsI Ha TPAHCIIOPTE (711 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 11. Ynpasienueckasi 3Tuka B cepe cepBuca

[lonsitue ympasnenueckoid 3Tuku. OcHOBHbIE (PpyHKIMH yrpabieHus. CTuiau
PYKOBOJICTBA. JTHYECKHME HOPMBI CIIy)KEOHOTO TOBEJAEHUS PYKOBOJIUTENS B
OTHONICHUSX C MOJYMHEHHBIMH, TIPEICTABUTEIISIMU BHEIIHEH CPE/Ibl: KOHKYPEHTAMU,
MOCTaBIIUKAMHU, OOIIECTBEHHOCTbIO U Tp. (AJI1 CaMOCTOSATEIBHOTO HW3Yy4YeHUs).
Haubonee pacnpocTpaHeHHbIE OIMMOKA ATHYECKOTO CBOWCTBA B TIOBEJICHUU
pykoBomuTens (IIsI CaMOCTOSATEIBHOTO W3y4eHus). MexaHu3sM oOecreHeHHs
TpeOyemoro KadecTBa MIPOLIECCOB OKa3aHus YCIIyT, Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTUA B TPOLIECCE OCBOEHUS ATUKH, ACTETUKU
oOCIMy)KWBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJapPTHU3AIUH,
cepTuUKalu W YyNpaBICHUS KA4ECTBOM B C(epe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHcnopTe (11 CaMOCTOSITEILHOIO M3Y4YeHMs). MeXxaHu3M CHCTEMbl 0OeCIeueHUs
TpeOyeMoro KadecTBa IIPOLIECCOB  OKa3aHUsS yCIYr B  COOTBETCTBHUM  C
MEKIYHAPOJHBIMH M HAIIMOHAJIIBHBIMU CTaHJIAapTaMU B MPOIECCE OCBOCHMS STHUKH,
ACTETUKU OOCITYXUBAHUS, STUKETA, MOpPAIM W HPABCTBEHHOCTH, CTaHIApPTU3ALINHU,
cepTuUKaliu W yNpaBICHUS KAYECTBOM B C(epe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHCHIOPTE (IJI1 CaMOCTOATENBHOrO0 H3y4deHHs). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBUM C 3asIBJICHHBIM KayeCTBOM B IPOILIECCE OCBOEHUSI ITHKHU, ICTETHKU
oOclly’)kuBaHMs, OITUKETa, MOpPaJIM U  HPABCTBEHHOCTH,  CTaHAApTHU3aLIHH,
cepTudUKAMU U YyIOpaBiICHUS KaueCTBOM B c(epe CEpBUCHOIO OOCIHYXKMBaHHS Ha
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TpaHCHOpTe (i1  CaMOCTOATENIBHOTO U3yueHus). MarepuanbHble Pecypchl,
o0opyaoBaHMe [JIs1 OCYIIECTBIEHHUs Ipolecca cepBuca (I CaMOCTOATEIbHOTO
H3y4deHus). MeETOoapl MPOBEAEHUS MEPETOBOPOB C KIMEHTAMH MO TPETEH3MOHHBIM
ciay4yasMm (I CaMOCTOSITEJIbHOTO H3y4deHUs). MexaHus3M ompejeieHus MNpPUYrH
BO3HUKHOBEHUS TPETEH3WH B MPOIECCE OCBOCHUS 3THUKH, ICTCTHKU OOCITYKUBaHUS,
ATUKETA, MOPAJIU U HPAaBCTBEHHOCTH, CTAHIAPTU3AIINN, CEPTUDUKAITIHN U YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCIYXKMBaHUS Ha  TpaHcmopte (s
CaMOCTOSITEILHOTO H3y4deHHs). MeTonbl pa3pabOTKU W HCIOJIb30BAaHUS THUIOBBIX
TEXHOJIOTUYECKUX TMPOLECCOB (IJIsI  CaMOCTOATEIIBHOTO H3y4deHHs). MeTosl
dbopMHUpOBaHUS W BHEAPCHHMS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJIAMEHTOB
IPOLIECCOB OOCITYKMBaHMS MOTpeOuTeNel Ha TpaHcmopTe (sl CaMOCTOSTEIbHOTO
u3ydeHus). MeTolbl B3aMMOJICUCTBUSA C KIMEHTAMHU [0 OpraHu3aluu Ipolecca
oOcnykuBaHHsl TOTpeOuTenel B cdepe ToCTENPUUMCTBA B MPOIECCE OCBOCHHS
OTUKW, OCTETUKH  OOCTY)KHWBaHHs, OTHKETa, MOpPaJd H  HPABCTBCHHOCTH,
CTaHJapTU3alMK, CePTU(UKAIMK U YIPaBICHUS KAadueCTBOM B c(epe CEpBUCHOTO
oOciy>)xuBaHusi ~ Ha  TpaHcmopte (1T ~ CaMOCTOSITEJIbHOTO  HW3Y4YEHHS ).
VYropaBneHueckass 3THKa B OCBOCHHMH MPOQecCHOHATIOM TpeOoBaHUI 0e30MacHOro
o0CITy)KUBaHHMSI, OXpaHbl TPY/Ja M TEXHUKU OE30IMaCHOCTH 3aIIUThl OT TEXHOCHEPHBIX
(GakTOpoB Ha TpaHCHOpPTE MPUMEHUTENBHO K c(epe cepBuca Ha TpaHcmopTe (Iis
CaMOCTOSITCJILHOTO M3yUYCHHUs). 3HAHHUE IMOJIOKECHUH HOPMATHBHO-IPABOBBIX aKTOB,
PETYIHMPYIOUIMX OXpaHy Tpylda M TEXHUKY O€30MacHOCTH B TOM 4YHCIE Ha
NPENNpUsATUSIX cepBHca B chepe TpaHCIOPTa B paMKaxX yNpaBlIeHYECKON STUKHU (st
CaMOCTOSATEIILHOTO U3YUYCHHS ).

Tema 12. DTHkeT KaK Peryjsitop MeXJIHUYHOCTHBIX OTHOLIEHUN U
npogeccHOHAIBLHOT0 TOBeJAeHHs] Pa0OTHHUKOB CepPBHCA. JTHKET [1eJ0BBIX
COBEIIAHMI, MPe3eHTAIMA U MyOJUYHBIX BBICTYIJICHU I

[lonsiTue, »BOMIOIUS W HPABCTBEHHas OCHOBa ATHKeTa. Buasl u QyHKINH
stukera. COOTHOUIEHUWE ATUKHU M ATUKETa. [I[pUHIMIBI COBPEMEHHOrO 3THKETa (Jid
CaMOCTOSITEJIbHOTO U3y4Y€HHUs). OTHUKET B MNPOPECCHOHAIBHON JI€ITENbHOCTH
paboTHUKOB cepbl yciuyr (s caMmocTosTeTbHOrO nu3ydeHus). [lonstue u GyHkmm
JEJIOBBIX COBEIIAHMM (71 CAMOCTOATENBHOTO M3Yy4YeHHUs). Buasl nenoBbIX
COBEUIAaHUU (711 CaMOCTOSITEIbHOrO u3yuyeHus ). [IpoBeeHre n1enoBoro coBEUIaHUS
(mma  camocTosiTeNnbHOrO u3yueHus). [loHsTue W Buabl mnpe3eHTauui (A
CaMOCTOSITEILHOTO U3yueHHus ). [loaroToBka K mpe3eHTaluuy B OpraHU3aluu CepBUCa
(nna camocTosITeNbHOrO M3yueHwusi). IIpaBuna moBeneHUss Ha Mpe3eHTAUUH (IS
CaMOCTOATEHHOTO M3y4eHHs). (OCOOEHHOCTH MYOIUYHOTO BBICTYIUICHHS (1S
CaMOCTOATENIHHOTO M3y4deHus). OCHOBHBIC TIpaBWIA MyOIMYHOTO BBICTYIUICHHS (15
CaMOCTOSITEIbHOTO M3yueHusi). [Ipuemsbl MpeoposieHust cTpecca MPU BHICTYIUICHUU
nepen IIUPOKOM  ayauTopuer (111 CaMOCTOSATEIBHOTO HW3Y4YeHHsS). OTHKET
MPUBETCTBUS (IJI1 CaMOCTOSITEIbHOTO u3ydeHus). llpuBercTBue KiHMEeHTa B
OopraHu3aiuu cepBuca (JIJs CaMOCTOsITeTbHOTO U3yueHus). [IpaBuna npeacTaBieHus
IIpU 3HAKOMCTBE (/)11 CaMOCTOSATENbHOTrO U3yueHus). OOpaleHue, nepexo]l Ha «ThI»
(msa  camocTosATEeNbHOrO u3yueHus). Benenue Oecenbl (s caMOCTOATEIBHOIO
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nzyuenusi). OOIIeHHe C HEMPUSATHBIMU JIOABMU (IJIs1 CAMOCTOSITEILHOT'O U3YUYCHUS).
OTUKET MpoIIaHus (AJis1 CaMOCTOSITETLHOTO U3yUeHHs ). DTUKET paOOTHHUKA CepBHCA B
cllydae OTKa3za KJIMEHTa OT OOCHyKMBaHUS (IUIsI CaMOCTOSTENBHOTO H3Y4YEHUs).
OcoOeHHOCTH JeJ0BOro OOHIEHUS M 3TUKETa Yy pa3HbIX HapoaoB  (ais
CaMOCTOSATEJILHOTO ~ W3y4yeHus).  TojmepaHTHOCTh M €€  TpaHuubl (I
CaMOCTOSITEILHOTO U3yueHus). OO0mue npaBuiia MEXKKYJIbTYPHON KOMMYHUKAIIUU U
JIEJIOBOT0O OOIIEeHUs (11 CaMOCTOSITEILHOTO u3y4eHusi). OCOOEHHOCTH JIeJIOBOTO
OOIlleHHsI C HEMEUKUMH, aMEpPUKAHCKUMHU, STOHCKUMH, KUTAUCKUMH JI€JIOBBIMU
napTHepaMu, MpPeJICTaBUTENSIMU CTpaH biamxHero BocTtoka (st caMOCTOSITEIBHOTO
uzydyenus). Mexanuzm oOecrieyeHusi TpeOyeMoro KadecTBa IpPOILIECCOB OKAa3aHMS
yCIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHUHA B MPOLECCE OCBOCHUS
OTUKH, OCTETUKU  OOCTY)KUBaHUSA, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B cdepe CEepBUCHOTO
oOCNy’>KMBaHMSI Ha TpPAHCIOPTE (IJII CaMOCTOATENbHOTO HW3y4yeHus). MexaHuzm
CUCTEMBI oOecrieueHus TpeOyeMoro KadecTBa TMPOIECCOB OKa3aHUS YCIAyr B
COOTBETCTBUM C MEXJIYHAPOAHBIMHU W HAIIMOHAJIBHBIMU CTaHJApTaMU B Tpoliecce
OCBOCHUSI ATHUKH, ICTETUKH OOCIYyKUBaHHS, JTUKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJapTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B cdepe CEepBUCHOTO
oOCIy’>KMBaHMSI Ha TpPAHCIOPTE (IJI CaMOCTOATENbHOTO H3y4yeHus). MexaHusm
OKa3aHMs YCIAYr B COOTBETCTBHM C 3asiBICHHBIM KaueCTBOM B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE (M1 CAMOCTOSITENILHOTO M3ydeHus). MarepuaibHbie
pecypcel, o00opymoBaHWME Ui OCYIIECTBIEHHs  Ipoliecca  cepBuca (s
CaMOCTOSATEIILHOTO M3y4eHHsI). MeTOoIbl MPOBEACHUS MEPErOBOPOB C KIMEHTAMHU T10
NPETeH3MOHHBIM  CIIy4astM  (IUIsl  CaMOCTOSATENbHOTO  HM3ydeHus). MexaHuzm
OTIpEJICICHNs] TPUYUH BO3HUKHOBEHHUS TMPETEH3UN B MPOIECCE OCBOCHUS OSTUKH,
ACTETHKU OOCIY)XKHBaHUS, STUKETAa, MOpPAIM M HPABCTBEHHOCTH, CTAaHIApPTH3AlIUHU,
cepTUdUKAIMA U YIPaBICHUS KaueCTBOM B cdepe CEPBHUCHOTIO OOCTY)KMBaHHS Ha
TpaHcmopTe (AJi1  CaMOCTOSITENBHOTO — M3y4eHws). Mertoasl  pa3paboTKu U
WCIIOJIb30BaHUSI THUIIOBBIX TEXHOJOTMYECKUX MPOLECCOB (i1 CaMOCTOATEIBHOIO
u3ydeHus). Meroapl (GOpMUPOBAHUS M BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pPETJIaMEHTOB TIPOILIECCOB OOCITYy)KMBaHUsI TMOTpeOuTened Ha TpaHcmoprte (s
CaMOCTOSITEJILHOTO ~U3y4yeHHus). MeToabl B3aUMOAECHCTBUS C KIHWEHTAMHU IO
OpraHu3aliy Tporecca OOCTYKMBaHUS TOTpeOUTENel B cepe roCTeIpUUMCTBA B
MpOIIeCCe OCBOCHUS OTHUKH, OCTETUKA OOCTYKMBaHWSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEePTHPUKANNKA W YNPaABICHUS KadyeCTBOM B
chepe CEpBHUCHOTO OOCTY)KHMBaHUS Ha TpaHCIOpTEe (I CaMOCTOSTEIBHOIO
U3YUYECHUS).

Tema 13. IIpaBuiia noBeeHusi B 001IeCTBEHHBIX MeCTaX

OO6uue npaBuiia NOBEJEHUS B OOIIECTBEHHBIX MeCTaX (AJisI CAMOCTOSITEILHOTO
uzyuenust). [IpaBuna nosenenus: Ha ynuue. [IpaBuna nosenenus B Marasuse, kKade.
IlpaBusia moBeneHust B pecTopaHe, TeaTpe, My3ee, Kiaybe. OOmue mnpaBuia
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MOBEJICHUsI B OONIECTBEHHOM TpaHcmopTte. I[IpaBuna moBefeHUS B TOPOJCKOM
o0l1lecCTBEHHOM TpaHcnopTe (aBTOOyce, TpaMBae, Tpouieidyce, METPOIOJIUTEHE).
Oco0EHHOCTH TOE3/IKM B MAapUIPYTHOM TaKCH (JJI CAaMOCTOSATEIBHOIO W3YUYEHHS ).
[IpaBuna moBeAeHUs: B MOE31€, B CaMOJIETE, Ha TEIUIOXOJE (I CaMOCTOSITENbHOIO
n3yueHusi). CylIHOCTb JEJOBBIX NPUEMOB (ISl CAaMOCTOSATEIBHOTO H3YYCHHUS).
JlenoBele W CBETCKHE MpHUEMbl (IJI1 CaMOCTOSATENBHOrO H3ydeHus). JIHEBHbIE U
BEUCpPHUE TIPUEMBI (IJI1 CaMOCTOSITEIBHOTO u3yuyeHus). JlenoBbie TMpUEMBI C
paccaakoil 3a cToioM U 6e3 Hee (151 CaMOCTOSITENIBHOTO U3yUYeHus1). 3aBTpaK, JIaHy,
oben, o0en-0yder, OpaHy, Yk uH, «OOKaJ IMIAMIAHCKOT0», KOKTEIIb, a-lia QypIieT,
Kypdukc (s camoctoaTenbHOro u3ydeHus ). [IpaBuna moBejeHUs Ha Pa3IUYHBIX
JIEJIOBBIX TIpHeMax (IJIsi CaMOCTOSITeTbHOrO0 u3ydeHwus). OCHOBBI OCYIIECTBICHUS
MOMCKA, KPUTUUYECKOTO aHaIW3a U CHHTe3a MH(OopMaluu, MPUMEHEHUS CUCTEMHOTO
MOJX0/a JJIsl PEIICHUs TTOCTaBJICHHBIX 3a7a4 B MPOIECCe U3YUCHUS dTUKH, ICTCTUKHU
oOcly>)kuBaHMs, OTHUKETa, MOpPaJId U  HPABCTBEHHOCTH, CTaHAAPTU3AIUM,
cepTUdUKAIMA U YIPaBICHUS KaueCTBOM B c(depe CEPBHUCHOIO OOCITY)XKMBaHMS Ha
TpaHcmopTe (IS  CaMOCTOATENIbHOrO  u3ydeHusi). OCHOBBI  OCYIIECTBICHUS
COITMAILHOTO B3aMMOJICHCTBUS W peaju3alliid CBOCH POJM B KOMaHJE B Mpollecce
U3YUYEHUs JTHKH, JCTETUKU OOCITYXKWBaHHS, JTUKETA, MOpPAId M HPABCTBEHHOCTH,
CTaHJApTU3alMK, CePTU(UKAMK U YIpaBICHUS KAaueCTBOM B cepe CEpBUCHOTO
oOciy>)kuBaHMsl Ha TpaHcmopTe (s CaMOCTOSTEbHOrO u3ydeHusi). (OCHOBBI
BOCHPUATHS MEXKYJIBTYPHOTO pa3HOOOpa3usi 00LIECTBA B COIIMAIBHO-UCTOPHUUECKOM,
ATUYECKOM M (UIOCO(PCKOM KOHTEKCTAaX B MPOIECCE U3YUYECHHS] ITHKH, SCTETHUKU
oOCIy>KMBaHMsI, OJTUKETa, MOpaJIM W  HPABCTBEHHOCTH,  CTaHJapTHU3AIUH,
cepTuUKalMU U YNPaABICHUS KAYeCTBOM B c(epe CEpBUCHOrO OOCTY>KMBAHHS Ha
TpaHcnopTe (i1 camocTosiTenbHOro u3ydeHus). OCHOBBI YIpaBICHUS CBOUM
BpEMEHEM, BBICTpPAWBAaHMS M peaju3allid TPACKTOPUM CaMOPA3BUTHS Ha OCHOBE
NPUHIMIIOB 00pa30BaHMsS B TEUYEHHE BCEM XU3HU B TMPOIECCE HM3YyYEHUS ITHUKH,
ACTETHKU OOCIY)XKHBaHUS, STUKETAa, MOpPAIM M HPABCTBEHHOCTH, CTAaHIApPTH3AlIUHU,
cepTUdUKAIIMA ¥ YIPaBICHUS KauyeCTBOM B cepe CEepBHCHOrO OOCIyXKHMBaHHS Ha
TpaHCTIOPTE (711 CaMOCTOSITENIbHOTO U3yueHus). OCHOBBI oOecredeHus: TpeOyemMoro
KauyecTBa MPOIECCOB OKa3aHWUsS YCIyr B MPOLECCE OCBOCHHS ATHUKH, 3CTETUKH
oOCIy)KWBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTuUKalMu W yNpaBlIeHUS KA4eCTBOM B cdepe CEpPBHUCHOTO OOCTY>KMBAHHS Ha
TpaHcnopte (A1 caMOCTOATENBHOTO  W3ydeHusi). OCHOBBI  OO€CIIeUCHUS
dbopMupOBaHUST ¥ BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB H  PETIaMEHTOB
MPOLIECCOB OOCIIYKMBAHUSI MOTPEOUTENEC U COOTBETCTBUSI CTaHIAApTaM KadecTBa B
mpolecce W3Y4YeHUsT OTUKH, OCTETUKH OOCTYXMUBAaHUS, OTUKETa, MOPAIA U
HPABCTBEHHOCTH, CTAaHIAPTH3allMU, CEePTHPUKANNKA W YNPaABICHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCTY)KMBaHUS Ha TpaHCIOpPTe (IT CaMOCTOSTEIBLHOTO
u3ydeHus). MeTonbl BOCHPUATHUS MEXKYJIBTYPHOTO pa3HOOOpa3us oO0uiecTBa B
COIMATIBHO - MCTOPUYECKOM, 3TUYECKOM U (PUIOCOPCKOM KOHTEKCTaX B MpoIEecce
OCBOECHUSI ATHUKH, ICTETUKH OOCIYKUBaHUS, STUKETa, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3alNK, CepTU(UKALUK U YIPaBICHUS KAauecTBOM B c(epe CEpBUCHOTO
oOclly’)kMBaHMsI Ha TpaHCHopTe (IJIs CAMOCTOATENBbHOrO U3y4yeHHus). MexaHu3m
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oOecrieyeHus: TpeOyeMOro KauecTBa NPOLECCOB OKa3aHUA YCIyr, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHA B MPOLIECCE OCBOCHMSI ATHKHU, SCTETUKU
oOCNy’KMBaHMs, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTaHJApTHU3aLUHU,
cepTUPUKAUMUA U YNPABICHUS KAYECTBOM B c(epe CEpBUCHOTO OOCITYKHUBAHHUS Ha
TpaHCIOPTE (11 CaMOCTOATENBHOTO Hu3ydeHHs). OCOOEHHOCTH MEKKYJIbTYPHOTO
pazHooOpa3usi olmiecTBa. (IJ1s CAMOCTOSITEILHOTO M3y4YeHHs). MeXaHU3M CHCTEMBI
oOecrieyeHusi TpeOyeMbIX KadeCTBO MPOLECCOB OKa3aHUS YCIyr B COOTBETCTBUU C
MEXIYHApPOJIHBIMU U HAIIMOHAJBHBIMM CTaHAApTaMU B IPOLECCE OCBOEHUS ATUKH,
ACTETUKU OOCIY)XMBaHUS, STUKETA, MOpPAJIM M HPABCTBEHHOCTH, CTAHJApPTU3ALUH,
cepTUPUKAIMU U YNPaABICHUS KAYeCTBOM B C(epe CEpBUCHOr0 OOCITY>KMBAHMS Ha
TpaHcmopTe (ISl  CaMOCTOSITENBHOTO U3ydeHus). Mexanusm ¢GopMHUpOBaHUS
OKa3aHMs YCIYr B COOTBETCTBHM C 3asiBJIEHHBIM Ka4eCTBOM. MEXaHU3Mbl OKa3aHUs
yCIYyT B COOTBETCTBUM C 3asBJICHHBIM KadeCTBOM B IPOLIECCE OCBOCHUS AITHKH,
ACTETUKU OOCIY)XMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTAaHJAapTU3aLIUHU,
cepTuPUKaAMU U YNPaABICHUS KAYeCTBOM B c(epe CEpBUCHOrO OOCTY>KMBAHHS Ha
TpaHcrmopTe. (AJI1  CaMOCTOSITENIBHOTO — W3y4eHHs). MarepuanabHble PECcypChl,
o0opyaoBaHMe [JIsi OCYILIECTBIEHHUS IIpolecca cepBuca (I CaMOCTOATEIBLHOTO
u3ydeHus). Meroapl MpoBeACHUSI MEPErOBOPOB C KIUEHTAMHU MO MPETEH3MOHHBIM
CllydasM ¥ MEXaHU3MBl ONPECIICHUsS TNPUYMH BO3HUKHOBEHHS TMPETCH3WHA B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CepTU(UKAIMU U YIOpaBICHUS KAadeCTBOM B
chepe CepBUCHOTO OOCITY)XMBaHHUS Ha TpaHCHOPTE (I CaMOCTOATEIBHOTO
u3ydeHus). MeTonbl pa3pabOTKM W MCIOJB30BaHHUS THUIIOBBIX TEXHOJOTUYECKUX
nporeccoB (I CaMOCTOSITENbHOrO H3ydeHus). Meroasl (opMupoBaHus u
BHEJIPEHMsI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTeneid Ha TpaHcHopTe (I CaMOCTOATEIBHOTO u3y4yeHus). Meroabl
B3aMMOJICHCTBUS C KIMEHTaMHU I[I0 OpraHu3aluu Tporecca o0CTyKUBaHUS
norpebuteneid B cepe roCTENPUUMCTBA B IMPOIIECCE OCBOCHHUS JTHUKH, ICTETUKHU
oOCIy>KMBaHMsI, OTUKETa, MOpaJIM W  HPABCTBEHHOCTH, CTaHJApPTHU3AIUH,
cepTUdUKAIIMA M YIPaBICHUS KadueCTBOM B cdepe CEepBHUCHOIO OOCITY)KMBaHHS Ha
TpaHCHOPTE (IJI51 CAMOCTOSATEIbHOIO U3yUECHUS).

Tema 14. JlenoBoii 3TMKeT U NMPOTOKO0J. OCO0EHHOCTH WX NMPOSIBJICHUS B
CEPBUCHOM AeATEJIbHOCTH. /le/I0BbIe BCTPEUYH U MEePeroBopbl

[Tonsitue, ocobeHHOCTH M (YHKIHMHU JEIOBOTO STHUKETa. JIeNOBON JTHKET H
JeI0BOM MPOTOKOA. J[e1oBOM ATUKET B 00CIy)KMBaHUU. MUK €0BOTO YelOBeKa
(nya camocTosTeNnbHOTO U3yueHust). OCHOBHBIE (DOPMBI 1€IOBOTO OOILIEHUS: 1€JIOBbIC
COBCIIaHMSI, JUCKYCCHUW, TWYyONWYHBbIE BBICTYIJICHUS (IJI1 CaMOCTOSTEIHLHOTO
m3ydenusi). Cnemmduka memoBoro obOmenus B  chepe cepuca (s
caMOCTOSITeIbHOTO u3yueHus). [loHATHE W opraHnu3anusi OEJIOBbIX BCTped (AJis
CaMOCTOSITeIbHOTO u3ydeHusi). lloaroroBka K JAenOBbIM —meperoBopaM  (aJis
CaMOCTOSITEILHOTO U3y4YeHus1). MecTo U BpeMsi IETIOBBIX BCTPEU U MEPEroBOPOB (AJist
caMoCTOsITeIbHOrO u3ydeHusi). [IpurnamieHuss Ha [eJOBbIE BCTPEUU U MEPETOBOPHI
(myg  caMOCTOSITENTLHOTO M3ydyeHus). DopMHUpOBaHME JeJeraluu JJisg y4dacTus B
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MeperoBopax (sl caMOCTOSITEILHOTO M3y4eHHs ). PaspaboTka mporpaMMbl BeECHUS
MIEPETOBOPOB (11 CAMOCTOSITEILHOTO M3YYCHHsI). ITallbl MIEPETOBOPHOTO TpoIiecca
(mnsa  camocTosiTenbHOTO u3ydeHusi). OOmue mpaBuiia TOBEACHUS Ha JETOBBIX
MeperoBopax (sl CaMOCTOATEIBHOTO W3y4deHHus). WTorm NemoBBIX BCTpeY H
MeperoBopoB  ([JIsE  CaMOCTOSATENBbHOrO H3ydeHus). MexaHusMm obecriedeHust
TpebyeMoro KadecTBa MIPOIIECCOB OKa3aHus yCIIyT, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHHA B TMPOIECCE OCBOCHHS ITHKH, JCTETUKU
oOCITy)KMBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHIapPTH3AIUH,
cepTUPUKALMUA U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCTY>KMBAHMS Ha
TpPaHCTIOPTE (TSI CAMOCTOSITCIBHOTO W3Yy4eHHS). MeXaHu3M CUCTEMbI 00€CTICUCHUs
TpeOyeMoro KadecTBa TIPOIECCOB OKa3aHUS yCIyr B  COOTBETCTBHH  C
MEXTYHAPOJHBIMU W HAIIMOHAJIBHBIMH CTaHJApTAaMU B TPOIECCE OCBOCHUS STHKH,
ACTETHKU OOCITY)KMBaHUS, STUKETAa, MOPAJIM M HPABCTBEHHOCTH, CTaHIAApTU3AIIMH,
cepTuUKalMi W YNPaBICHUS KA4eCTBOM B cepe CEPBHCHOTO OOCTY)KHMBAaHHS Ha
TpaHCIOPTE (I CaMOCTOSITEIBHOIO H3Y4YeHUs). MeXaHu3M OKa3aHUs YCIyr B
COOTBETCTBHH C 3asBJICHHBIM KauyeCTBOM B IPOIECCE OCBOCHHS 3THKH, ICTCTHKH
oOCITy)KWBaHMsI, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHJApTH3aIIHH,
cepTuUKAIMA W YNPaBICHUS KAa4eCTBOM B cepe CEpBHCHOrO OOCTY)KHBAaHHS Ha
TpaHCOPTE (I  CaMOCTOSATEIBLHOTO M3ydeHHs). MaTepHalbHBIE PECYpPCHI,
o0opy/loBaHME Ji1 OCYIIECTBJICHUS TIpollecca cepBuca (i1 CaMOCTOSITEIHLHOTO
u3ydeHus). MeToabl MpoBeACHUSI MEPETOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM
ciydastM (I  CaMOCTOSITEIBHOTO M3ydeHMs). MexaHu3M OIpejesieHus] NPUYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHHS STUKU, ICTETUKH OOCIYKHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3ALMU, CEPTUDUKAIIIN U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KMBaHUS HaA TpaHcHopTe (IS
CaMOCTOSATEIILHOTO H3y4eHHs). MeToabl pa3paboOTKU W HUCIOJIb30BAaHUS TUIOBBIX
TEXHOJOTUYECKUX TPOIECCOB (11 CaMOCTOSITENIbHOTO H3yudeHus). Meromasl
dbopMuUpOBaHUST M BHEJAPECHHsS] KOPHOPATUBHBIX CTAHJAPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITYKMBaHMs TMOTpeOUTENe Ha TpaHCHOpTe (ST CaMOCTOSTEIHLHOTO
u3ydeHus). MeToapl B3aMMOJEHCTBUS C KIUEHTAMHU [0 OpraHU3allMM Mpolecca
oOcCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY>KHMBaHHs, OTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMU U YIPaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
oOCIy>KMBaHMsI Ha TPaHCIOpPTE (711 camocTosiTeNbHOro M3ydeHus). Ludposuzamms
JIOKyMEHTO000POTa TPAHCTIOPTHBIX MEPEBO30K (IS CAMOCTOSITEIIBHOTO U3YUYCHHUS ).

Tema 15. DTHKa cepBUCHOI 1eATEIbHOCTH HA TPAHCIIOPTE, B TOM 4HCJIE B
cepe BO3AYIIHOTO TPAHCIIOPTA

MecTo 3TMKM B CEPBUCHOM IEATENBHOCTH HA TPAHCIOPTE, B TOM YHUCIE B
chepe Bo3mymiHOro TpaHcmopta. [lonstue »Tuku. OTpaciu STHYECKOTO 3HAHUS.
JlenoBasi ATUKA CEPBUCHOM AESATEIBHOCTH HA TPAHCIOPTE, B TOM uucie B cdepe
BO3IYIIHOTO TpaHcnopTa. lIpodeccuonanbHas 3TMKA CEPBUCHOW NESTEIBHOCTH Ha
TpPaHCIIOPTE, B TOM 4HUCJE B cepe BO3AYIIHOrO TpaHcmnopta. HopmartuBHas 3THKA.
NMumx 1e10BOTO 4eloBeKa Ha TPaHCHOpPTE, B TOM 4HCIE B cepe BO3IYIIHOrO
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TpaHCTOpTa (I CAaMOCTOSATEIHHOTO U3YUCHUS ). DTHKA U STUKET HHPOPMAITMOHHOTO
cepBHca Ha TPAHCIOPTE, B TOM 4YHCIe B cdepe BO3AYLNIHOTO TpaHCmopTa (s
caMOCTOSATEeIbHOTO W3ydeHus1). [IpoOnema 3ammTel WHPOpPMAIMM HA CEPBUCHBIX
MPEANPUATHAX Ha TPAHCIIOPTE, B TOM YHCJIE B cepe BO3AYIIHOTO TpaHCToOpTa (s
CaMOCTOSATEIBLHOTO U3ydeHUs ). [loHaTHEe HHMOPMAIIMOHHOHN KYIbTYPhI HA CEPBHCHBIX
MPEANPUATHAX Ha TPAHCIIOPTE, B TOM 4YHCIIe B chepe BO3MYIIHOTO TpPaHCTIOPTa (s
CaMOCTOSITEIILHOTO M3yUYEHHUS). DTHUKO-KYIbTYPOJIOTHUSCKUE MPEATIOCHIIKN Pa3BUTHS
CEpBHUCHOTO OM3HECa Ha TPaHCTIOPTE, B TOM YHCIe B cepe BO3AYITHOTO TPaHCIOPTa
B Poccum (s caMOCTOSITENIBHOTO HM3ydeHHUs). MeXaHU3M CHCTeMBl O0eCIeueHUs
TpeOyeMoro KadecTBa TPOIIECCOB  OKa3aHWUs YCIYT B  COOTBETCTBUU C
MEXTYHAPOJHBIMU W HAIIMOHAIBHBIMU CTaHJApTaMU B TPOIECCE OCBOCHUS JTHKH,
ACTETHKN OOCITY)KMBaHUS, STUKETa, MOpPAJIM M HPABCTBEHHOCTH, CTAaHJAPTH3AIINH,
cepTuUKalMA W YNPaBICHUS KA4eCTBOM B Cepe CEpBHCHOTO OOCTY)KHMBAaHHS Ha
TpaHCTopTe (VI CaMOCTOSITENILHOTO HW3YYeHHs). MeXaHW3M OKa3aHHs yCIOyr B
COOTBETCTBHHM C 3asBJICHHBIM KauyeCTBOM B IPOIECCE OCBOCHMS 3THKH, ICTCTHKH
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHIapPTH3aIUH,
cepTuUKaIMA W YIPaBICHUS KA4eCTBOM B cepe CEpPBHCHOrO OOCITY)KHMBAaHHS Ha
TpaHCTopTe (UII  CaMOCTOSITENIBHOTO  M3Y4YeHHs). MarepuanbHble PECypCHI,
o0opyoBaHUE IS OCYIIECTBICHHS TpoIlecca CepBHca (IS CaMOCTOSTEIHLHOTO
u3ydcHus). MeToabl MPOBEACHUS NEPETOBOPOB C KIMEHTAMH IO MPETCH3UMOHHBIM
ciydasM (11 CaMOCTOSTEIBHOTO M3YyYeHHs). MexXaHW3M ONpeeIeHUs NPUINH
BO3HUKHOBEHUS MPETCH3MI B MPOIIECCE OCBOCHUS 3THUKH, ICTETHKU OOCITY)KHUBaHUS,
ATHKETA, MOPAJU U HPaBCTBEHHOCTH, CTAHIAPTH3AINH, CEPTH(DHUKAIINH U YIIPABICHUS
KadyecTBOM B cdepe CEpBHCHOTO OOCITyXHMBaHHWS Ha TpaHCIopTe (I
CaMOCTOSITETTLHOTO HW3YYeHHs). MeToabl pa3paOOTKH W HCIOJIB30BAHHUS THUITOBBIX
TEXHOJIOTUYECKUX TPOIECCOB (T  CaMOCTOSITEIILHOTO W3Y4YeHHWs). MeTomabl
GopMUpOBaHUS W BHEIPCHHUS KOPIOPATHUBHBIX CTAaHAAPTOB H  PETIAMEHTOB
IPOIIECCOB OOCITY)KMBaHHsI MOTPEOUTENCH Ha TpaHCTOPTE (IUISI CaMOCTOSTEILHOTO
u3ydeHus). MeTompl B3aMMOJACHCTBHS C KJIMEHTAMHU ITI0 OpraHU3alliu Ipoliecca
oOcITy>)kuBaHMs TOTpeOUTENe B cdepe TOCTEIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpPaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(DUKAIMU U YIPaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
o0CIy>KMBaHMSI HA TpAaHCTIOPTE (711 CAMOCTOSITEILHOTO U3yUCHHUS ).

Tema 16. KadecTBo, 0€30macHOCTH YCJAYT M KYJbTypa CEepPBUCHOM
NesiTeJIbHOCTH HA TPAHCIIOPTE, B TOM 4HcJie B chepe BO3AYLHIHOIO TPAHCIIOPTA

[IpoGnembr kadecTBa W 0E30MACHOCTH YCIYyT B MPAKTHKE COBPEMEHHOTO
CepBHCa HAa TPAHCIOPTE, B TOM YHCiIe B cdepe BO3AyHIHOrO TpaHcmopta. [lonsTue
KauecTBa CEPBHUCHOW JEATENHHOCTH Ha TPAHCIOpTEe, B TOM uyuciae B cdepe
BO3YLIHOTO TPAHCIOPTA. YTPABICHUE KAYECTBOM YCIYT, KOHTPOJb CTAHAAPTOB U
0e30MacHOCTA OOCHTYKMBAaHUSI HAa TPAHCIOPTE, B TOM 4ucjie B cdepe BO3AYIIHOTO
TpaHcriopTa. Buasl 6e3omacHocTH 0OOCIIyXKMBaHHUS HA TPAHCIIOPTE, B TOM YHUCIE B
chepe Bo3aymHOrO TpaHcnoprta. KynbTypa cepBuca U CEpBUCHOM NIESITEIBHOCTH Ha
TPaHCIIOPTE, B TOM 4HCJIE€ B c(epe BO3AYUIHOTO TPAHCIOPTA. YUYET OCHOBHBIX
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MICUXOJIOTHYECKUX  OCOOCHHOCTEM  MOTpeOuTenss B MpoIEecce  CEPBUCHOM
JESTENHPHOCTH HA TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYITHOTO TPAHCIIOPTA M MX
BIUSHUE Ha BOCIPHUATHE KAadyecTBa YCIYr MOTpeOuTeNeM (IUIsl CaMOCTOSTEIHLHOTO
u3ydeHus). Mexanm3m obecriedeHnss TpeOyeMoro KadecTBa MPOIIECCOB OKa3aHHS
yCIIyT, Ha OCHOBE KIIMEHTOOPHCHTHPOBAHHBIX TEXHOJOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBEHHOCTH,
CTaHJApTU3AINH, CEPTUDHUKAIMA W YIPaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
oOCITy)KMBaHMsI Ha TPAHCIOPTE (I CaMOCTOSATEIBLHOTO H3Y4YeHHS). MeXaHu3M
cUCTeMBbl oOecmeueHus: TpeOyeMoro KadecTBa TIPOIIECCOB OKa3aHHUsS YCIyT B
COOTBETCTBHHM C MEXKIYHAPOJHBIMH W HAIMOHAIBHBIMH CTaHIAPTaMH B TIPOIECCE
OCBOCHHS 3THUKH, 3CTCTUKH OOCTY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTU(UKAIMN W YIPABICHUS KAadyeCTBOM B cdepe CEpBHUCHOTO
oOCITy)KMBaHMSI Ha TpPAHCIOPTE (I CaMOCTOSATEIBHOTO HW3y4deHUs). MexaHu3m
OKa3aHHs YCIAYT B COOTBETCTBHM C 3asBJICHHBIM KaueCTBOM B TIPOIECCE OCBOCHHS
OTUKW, OCTETUKH  OOCITY)KWBaHMs, OTHKETa, MOpPaJd H  HPABCTBCHHOCTH,
CTaHJapTU3AIMH, CEPTU(MHUKAIMA W YIPaBICHUS Ka4eCTBOM B cdepe CEepBHCHOTO
o0CTy)KMBaHMsI Ha TPaHCIOpTE (I CaMOCTOSATEIBHOTO M3y4YeHUs). MarepuaibHbIe
pecypchl, 00OpyAOBaHHME I OCYIIECTBICHHS  Ipoliecca cepBuca (s
CaMOCTOSTEILHOTO M3yYeHHsI). METObI MMPOBEACHUS MEPETOBOPOB C KIMCHTAMHM I10
NPETCH3UOHHBIM  CiIy4asM (U1l CaMOCTOSITCJIBHOTO — M3y4YeHHs ). MexaHu3m
OTIpeJICICHUs] TPUYUH BO3HUKHOBEHHUS TMPETEH3UH B IMPOILIECCE OCBOCHUS ITHKH,
ACTETUKU OOCIY)XHBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTAaHJApPTH3ALIUHU,
cepTuUKalMU U YNPaBICHUS KAYeCTBOM B C(epe CEpBHCHOIO OOCITY>KMBAHUS Ha
TpaHcmopTe (AJi1  CaMOCTOSITENBHOIO — M3ydeHus). Mertoasl  pa3paboTKu U
UCIIOJIb30BAHUSI THUIIOBBIX TEXHOJIOTMYECKUX TMPOILECCOB (i CaMOCTOATEIHLHOTO
u3ydenus). Metonbl GopMUpOBaHHUS W BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TIPOLIECCOB OOCTY)KMBaHUSI TMOTpeOuTesael Ha TpaHcrmopTe (Iis
CaMOCTOSITEJILHOTO  M3y4yeHUus). MeToapl B3aMMOACHCTBUS C KIMEHTAMHU 10
OpraHu3aIiy Tpolecca o0CTyKHBaHUS TOTpedurtenel B chepe rocTenpuuMCcTBa B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEePTH(PUKAIMM W YMPaBICHUS KAauyeCTBOM B
chepe CEpBUCHOTO OOCTY)XKMBaHHMS Ha TpaHCIOPTE (IS CaMOCTOSTEIHLHOTO
U3YUYECHUS).

Tema 17. Moaenb KauecTBa yCayru

HNHTepBanbHas MOJ€Nb KadyecTBa YCIyrd. [ISTh pa3ppiBOB, KOTOpPBIE SIBISIOTCA
MIPUYMHON HEYAOBJIETBOPEHHOCTH KIMEHTOB MPEAOCTABISIEMBIMU yCIyramu. Pa3peis
MEXKJy TOTPEOUTEIbCKUMH OXHAAHUSIMH U HUX BOCIPUATHEM PYKOBOJCTBOM
KoMnaHuu. Pa3pbiB MeX1y BOCIPUSATHEM PYKOBOJCTBA MOTPEOUTENBCKUX OXKUTAHUN
1 TpaHchOpMaIHe 3TOro BOCTIPUATHA. Pa3phiB Mexmy crienuukanusMu KadecTBa
YCIAYT M KAa4e€CTBOM IMPEIOCTABISEMBIX YCIOyr. PaspbeiB Mexay nOpeaocTaBiICHHEM
YCIYTM W BHEUIHUMH  HUH(POPMAIMOHHBIMU  CBA3SMH, YYAaCTBYIOIIMMH B
dbopMUpOBaHUM MPENICTABICHUSI MOTPEOUTENEH 0 mojiydyaeMoil uMu yciyre. Pa3pbiB
MEXKIYy OXHIAHUSIMU TOTpeOUTENed M UX BOCHPUSATHEM MOJYYEHHBIX YCIIYT.
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Mexanusm obOecrnieueHusi TpeOyemMoro KauyecTBa IpOLIECCOB OKa3aHMs YCIyr, Ha
OCHOBE KIIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTUA B TMPOLIECCE OCBOEHUS ATHKHU,
ACTETUKU OOCIYy>)KMBaHUS, STUKETA, MOpPAJIM M HPABCTBEHHOCTH, CTAHJIApPTH3ALUH,
cepTU(PUKALMU U YNPABICHUS KAYeCTBOM B c(epe CEpBUCHOrO OOCIyKMBaHUS Ha
TpaHCOPTE (ISl CAMOCTOSITENIBHOTO M3y4eHHs). MexaHu3M CUCTeMBbl 0OecreueHus
TpeOyeMoro KauecTBa IPOLECCOB OKa3aHUs yCIyr B  COOTBETCTBUM  C
MEXIYHApPOJIHBIMU U HAIIMOHAJIBHBIMM CTaHAApTaMU B IPOLECCE OCBOEHUS STUKH,
ACTETUKU OOCIY)XMBaHUS, STHUKETa, MOpPAjJd W HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTUPUKALMUA U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCTY>KMBAHMS Ha
TpaHcnopTe (ISl CaMOCTOSITEBHOIO H3Yy4deHUs). MeXaHu3M OKa3aHusi YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM KayeCTBOM B IPOIIECCE OCBOEHUS 3THUKHU, ICTETUKU
oOCNy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApTHU3AIUH,
cepTUPUKAMU U YNPaABICHUS KAYeCTBOM B C(epe CEpBUCHOrO OOCTY>KMBAHHS Ha
TpaHcmopTe (Il CaMOCTOSITENBHOTO M3ydeHus). MaTepualbHble pPeCcypChl,
o0opyaoBaHMe [JIsl OCYIIECTBIEHHUS IIpolecca cepBuca (A CaMOCTOSITEIBHOIO
u3ydeHus). MeToabl MpoBEACHUS NMEPErOBOPOB C KIMEHTAMM IO MPETEH3UOHHBIM
ciydastM (I CaMOCTOSITEIBHOTO M3ydeHMs). MexaHu3M OompejesieHus] NPUYuH
BO3HUKHOBEHUS MPETEH3UI B MPOIIECCE OCBOCHHS STUKU, SCTETUKH OOCIYKMBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AIINH, CEPTUDUKAIIMN U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCTy)KMBaHUS HA TpaHcmopTe  (IJs
CaMOCTOSITETILHOTO H3Y4eHMs). MeToabl pa3paOOTKU U MCIOJNb30BAHMUS TUIOBBIX
TEXHOJIOTUYECKUX TMPOLECCOB (I CaMOCTOSITENIBHOTO HM3yueHus). Meroabl
(GopMuUpOBaHUS U BHEIPEHHUS KOPIOPATUBHBIX CTaHAAPTOB M  PEIrVIAMEHTOB
IpPOIIECCOB OOCIIYKMBaHMsI MOTpeOUTENeN Ha TpaHCHOpTe (11 CaMOCTOSITENILHOTO
u3yudeHus). Meronpl B3aMMOAEMCTBMS C KIMEHTAaMU IO OpraHu3alluy Ipolecca
oOciy>)kuBaHMs TOTpeOuTENel B cdepe ToCTEIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKH, 3CTETUKU OOCIYXUBaHUS, OTUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3ALUU, CEepPTU(UKAIMU U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy>KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITETILHOTO U3YUYEHHUS).

Tema 18. [loka3aTenu kayecTBa ycJayr

Bunbr mokasareneld kadecTBa MO CIOCoOy BbIpaKeHHS (B HATypaJbHBIX
eANHUIAX, B CTOMMOCTHBIX €IMHHIIAX), IO OIIEHKE YpPOBHS KauecTBa (0a30BbIE U
OTHOCHUTEIIbHBIE), 10 CTaJAUM OIpeleNieHuss (MPOTHO3UPYEMbIE, MPOEKTHbIE,
MPOU3BOJICTBEHHBIE, OJKCIUIyaTAllMOHHBIE I[IOKAa3aTelid), MO XapaKTEepPU3yEeMbIM
cBOMCTBaM (€AMHUYHBIE W KoMIUIeKCHBIe). [lokazarenu ¢GyHKIIMOHATHLHOTO
HAa3HAYCHMUS, OHPrOHOMUYHOCTH, [IOKA3aTEIM HAJCKHOCTH, 3JKOHOMHYECKHE U
HKOJIOTUYECKHE TTOKA3aTeINH, TTOKa3aTeIn 0e301acHOCTH, MTOKA3aTeNId: SCTETUIECKUE,
CTaHIAPTHU3aILINH, TATCHTHO-IIPABOBBIE.

Crnemuduaeckue MOKa3aTeNun KayecTBa YCHYT: JIOCTYITHOCTb,
KOMMYHHUKa0€IbHOCTh, KOMIIETEHTHOCTb, JIOBEPUTEIBHOCTb, OOXOJUTEIbHOCTD,
HaJIe)KHOCTh, OT3bIBUMBOCTh, 0€30MACHOCTh, OCSI3a€MOCTb, MIOHMMaHuEe. MexaHu3m
oOecrnieueHusi TpeOyeMOro KadyecTBa MPOIECCOB OKa3aHUsl yCIyr, Ha OCHOBE
KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHM B MPOLECCE OCBOEHUSI STHUKH, ICTETUKHU
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oOCIy’KMBaHMsI, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTaHJApTHU3aLUHU,
cepTU(PUKALMUA U YNPABICHUS KAYeCTBOM B C(Eepe CEpBUCHOrO OOCTYKMBAHMS Ha
TpaHcopTe (ISl CaMOCTOSITENBHOIO H3Yy4deHHUs). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kaye€CTBOM B MPOIECCE OCBOEHMSI 3TUKHU, ICTETUKHU
oOCNy>KMBaHMsI, O3TUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApTHU3alUH,
cepTU(PUKALMUA U YNPABICHUS KAYECTBOM B C(epe CEpBUCHOrO OOCITY>KMBAHMS Ha
TpaHcmopTe (ISl CaMOCTOSITEIBHOTO  HM3ydeHus). MarepualibHble pPeCypChl,
0o0opyl0OBaHUE U1 OCYILECTBIECHMsI IIpolecca cepBHca (U1 CaMOCTOSITEIBHOTO
u3ydyeHus1). MeToJpl MPOBEAEHUSI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciy4astM (I CaMOCTOSITEIBHOTO H3ydeHMs). MexaHu3M ompejesieHus] NpUYuH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHUS STUKU, SCTETUKH OOCIYKHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIAPTU3ALMHU, CEPTU(PUKALIMU U YIIPABICHUS
Ka4yecTBOM B cdepe CEepBUCHOrOo OOCIyXHMBaHMs Ha TpaHcmopre (i
CaMOCTOSITEJILHOTO H3y4deHHs). MeTonbl pa3paOOTKM W HMCIOJb30BaHUS TUIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11 CaMOCTOSITENIbHOTO M3yudeHus). Meroabl
dbopMHUpOBaHUST M BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJIaMEHTOB
IpPOILIECCOB OOCIIyXKMBaHMsI MOTpeOUTENeN Ha TpaHCHopTe (JUIsI CaMOCTOSITENILHOTO
u3ydyeHus). MeToapl B3aMMOJEHCTBUSA C KIMEHTAMU [0 OpraHU3alMM Mpolecca
oOcinyXuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IPOLIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CepTU(UKAIMK U YIPABIECHUS KaueCTBOM B c(epe CEpBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITEILHOTO U3YUYEHMUS).

Tema 19. ®opMbI M MeTObI OLIEHKH Ka4eCTBA YCJIYT

Knaccudukanus BHIOB W METOIOB OIEHKMA [0 HECKOJBKHUM IpHU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY 3TOTO Ipoiiecca U OCOOCHHOCTH MPUMEHEHHUS OICHKU
Ka4yecTBa TOBApOB U yciyr. ONeHKH KayecTBa MO BBIOOPY CUCTEMBI MTOKa3aTeNe Win
M0 WX BHAY, MOXHO pa3ienuTh Ha IudQepeHIpoBaHHbIE, KOMIUIEKCHBIE U
cMmemanHble. OnEHKa KadecTBa MO THUIY U XapakTepy MACHCTBHL: MpsSMbIE U
KocBeHHbIe. OIleHKa KauyecTBa MO CPE/ICTBAM aHAJIM3a U U3MEPEHHs: 1abOpaTOPHBIM
METOJOM, OPTraHOJENTUYECKUM METOJOM, OKCHEPTHBIM METOAOM, CMEIIAHHBIM
MeromoM. OreHka KadyecTBa MO (OpMe BBIPAKECHHUS OICHKH:  METPUYECKHUE,
OanpHBIE W Oe3pa3MepHbIe (OTHOCHTENbHBIE). MeXaHu3M cHUCTeMbl oOecreueHus
TpeOyeMoro KauecTBa TPOIECCOB OKa3aHUS yCIyr B  COOTBETCTBHUH  C
MEKYHApPOJIHBIMH U HAIIMOHAJIIBHBIMH CTaHJAapTaMU B MPOIECCE OCBOCHHS 3THUKH,
ACTETUKU OOCITYXUBAHUS, STUKETA, MOpPAIM U HPABCTBEHHOCTH, CTaHAAPTHU3ALIUM,
cepTupUKau W yNpaBICHUS KAYECTBOM B C(epe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHCHOpTe (IJIs1 CaMOCTOSITEILHOTO H3y4yeHHs). MeXaHu3M OKa3aHHsl YCIOyT B
COOTBETCTBUM C 3asIBJICHHBIM KayeCTBOM B IPOILIECCE OCBOEHUS ITHKH, 3CTETHKU
oOCIMy)KWBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJAPTHU3AIUH,
cepTuUKaliu W yNpaBICHUS KA4ECTBOM B cC(epe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHcropTe (AJi1  CaMOCTOSITEIBHOTO  M3y4deHHs). MarepuanbHble pPeCcypChl,
o0opy/loBaHME Ji1 OCYILECTBICHUSI IIpoliecca cepBUca (1 CaMOCTOSITEILHOTO
u3yueHus). MeToabl MPOBEIEHHUS] NMEPErOBOPOB C KIMEHTAMH MO MPETEH3UOHHBIM
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Cy4astM (U1  CaMOCTOSITETLHOTO W3y4YeHHs). MeXaHu3M ONpeaeIeHus] MPUIUH
BO3HUKHOBEHUS TPETEH3UH B MPOIECCE OCBOCHUS 3THUKH, ICTCTHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAaPTU3AINN, CEPTUDUKAIINH U YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCHYXKMBaHUS Ha  TpaHcmopte (s
CaMOCTOSITEIILHOTO H3ydeHHs). MeTonbl pa3pabOTKM W HMCIOJB30BAHUS THITOBBIX
TEXHOJIOTUYECKUX TMPOLECCOB (IJIsI CaMOCTOATEIILHOTO H3y4deHHs). MeTosl
dbopMHUpOBaHUS ¥ BHEAPCHHS KOPIOPATUBHBIX CTAaHAAPTOB H PETJIAMEHTOB
MPOIIECCOB OOCITY)XMBaHMS MOTpeOUTENeH Ha TpaHcmopTe (i CaMOCTOSTEIBLHOTO
u3yueHus). MeToapl B3aMMOJEHCTBUS C KJIMEHTAMHU IO OpraHU3alldy Mpolecca
oOcimyXuBaHusT TOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPABICHUS KAadeCTBOM B cepe CEepBHUCHOTO
o0cCITy>)KUBaHMsI HA TPAHCTIOPTE (711 CAMOCTOSATEIIBHOTO U3YUCHUS).

Tema 20. Me:xkayHapoaHble OpraHu3annm no cranaaprusauuu. Ilpasosbie
OCHOBBI JIEATEJILHOCTH U OprannzannonHas crpykrypa MCO

EBpomneiickass opranusanus 10 KayecTBy, EBpONEHCKHM KOMHUTET IO
cranpaptuzaun, CEHJIEK — EBpomneiickas opraHuzanus IO CTaHJIapTU3alUU.
Konekc crannaproB 'ATT. OcunoBnsie nenu u 3agaun UCO. Tlopsanok paspabotku
MeXOyHapoaHbiX ctanaapTtoB. IlepcnektuBHble 3agaun MCO. ba3oBbie cTaHAapTh
NCO 9001 — UCO 9004. Obmiee pyKOBOJACTBO KAYECTBOM M AJIEMEHTHI CHCTEMBI
kayecTBa. CTaHAapTbl MOJACPXKKH, UX GYHKIMM W 1ead. MeToaudyeckue
PYKOBOACTBAa IO MPAaKTUYECKOMY NPUMEHEHUI0 MEKIYHAPOJIHBIX CTaHIApPTOB.
Cranpapruzanusa B CIIA u ctpanax 3anagnoi EBponsl. [IpuHnunuaneabie oTanyus
HoBoM Bepcuu ctanmaptoB MCO cepuun 9000 2000 roma. MartepuaibHble peCypCHl,
o0opyaoBaHMe [JIsi OCYIIECTBIEHHUS TIpoliecca cepBuca (I CaMOCTOATEIHLHOTO
u3yuyeHus). MeToabl MpOBEAEHUS MEPETOBOPOB C KIMEHTAMU IO MPETEH3UOHHBIM
ciayyasMm (I CaMOCTOSITEJIbHOTO H3y4deHHs). MexaHu3M OmpeaeieHus MNpPUYUH
BO3HUKHOBEHUS MPETEH3U B MPOIECCE OCBOCHUS 3TUKH, ICTETHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHIAPTU3ALIMU, CEPTUPUKALIMU U YIIPABICHUS
KauecTBOM B cdepe cepBUCHOTO OOCIy)KMBaHUS HA TpaHCHOpPTE  (IJIs
CaMOCTOSITETILHOTO H3Y4eHMs). MeToabl pa3pabOTKU U MCIOJNb30BAHHUS TUIOBBIX
TEXHOJOTMYECKUX IPOLIECCOB (I CaMOCTOSITEIBHOIO H3ydeHHs). Meroasl
dbopMupOBaHUST ¥ BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB H  PETIaMEHTOB
MIPOLIECCOB OOCIYXHUBaHUS MOTpeOUTENeil Ha TpaHCHOpTe (A7 CaMOCTOSTEIBHOTO
u3ydeHus1). MeToapl B3aMMOJEHCTBHUS C KIMEHTAaMU [0 OpraHU3allMM Mpolecca
o0OCITy>)KUBaHHS TOTPEOUTEICH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCIYKMBAaHMS, OTHUKETa, MOpPAJIM M  HPABCTBEHHOCTH,
CTaHJApTU3AlNY, CEepPTU(UKAIMK U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
00CITy>KMBaHHsI Ha TPAHCIIOPTE (JIJIs1 CAMOCTOSITEILHOTO U3YUCHHS).

Tema 21. TeopeTnyeckre OCHOBBI TEXHHYECKOT0 PeryJTUPOBAHUS

Mojenn TeXHUYECKOTO PeryaupoBaHusl. TeXHUUECKUE PETJIaMEHThI: TTIOHSTHE,
[eJIH, BU/IBI. [IpennuceiBaromme TEXHUYECKHE pEerilaMeHThI. Oo0mme
(ropu3oHTaJbHBIE) TEXHMYECKHE periamMmeHThl. CTpykTypa ©  COJep)KaHue
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TEXHUYECKUX perjamMeHToB. [lopsmok pa3pabOTKu TEXHUUYECKHX PErIaMEHTOB.
['ocymapcTBeHHBIN KOHTPOJIb M HAA30p 3a COONFOJCHHEM TPeOOBaHUN TEXHUYECKUX
periaMeHToB. MeXxaHu3M OKa3aHHsl YCIYT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM
B TIPOIIECCE OCBOCHUS OTHUKH, OCTETUKH OOCITYXWBaHHS, JTHKETa, MOPAIH H
HPABCTBEHHOCTH, CTAaHIAPTH3allMH, CEePTHPUKAIMKA W YIpaBICHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCTY)KMBaHUS Ha TpaHCIOpPTe (11 CaMOCTOSITEIBLHOTO
U3y4eHus1). MatepHualibHbIe pecypchl, 000pyAOBaHUE IS OCYIIECTBICHHUS IMpoliecca
cepBuca (IJII CaMOCTOSATEIILHOTO M3y4eHHs). MeToabl MPOBEACHUS MEPETOBOPOB C
KIIMEHTaMHd TI0 TIPETCH3MOHHBIM CiydasM (IUIsI CaMOCTOSITEIIBHOTO HM3YUCHUS).
MexaHu3M ompeesieHUs MPUINH BOZHUKHOBEHUS MPETEH3UNW B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPABICHUS KAadeCTBOM B cepe CEepBHUCHOTO
oOCITy)KMBaHHMsSI HAa TpaHCHOpPTE (I CaMOCTOSATEIBLHOTO W3y4eHHs). MeTobl
pa3pabOTKM M HWCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKHX TIPOIEecCOB (s
CaMOCTOSITCJILHOTO  W3y4deHus).  Metonbl  (GOPMHUpPOBAaHHMS W BHEIPCHUS
KOPIIOPAaTUBHBIX ~ CTaHJAPTOB W  PETJIAMEHTOB  IPOIECCOB  OOCTYKMBaHUS
norpeOuTeneld Ha TpaHCHOPTE (TSI CaMOCTOSTEIBHOTO W3ydeHUs). MeTomabl
B3aMMOJICHCTBHS C KIMEGHTaMH 110 OpraHu3aldyd Tpolecca 00CITyKHBaHUS
norpeduTeneld B cepe roCTCHPUMMCTBA B IPOIIECCE OCBOCHUS ITHKH, ICTCTHKHU
oOCITy)KMBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJIapTH3aIlUH,
cepTuUKAMA U YIPABICHUS KauyeCTBOM B c(epe CEpBHUCHOTO OOCITYXKHBaHHS Ha
TpaHCIOPTE (IJIs1 CAMOCTOATEIHHOTO U3YICHHUS ).

Tema 22. CranpapTuzaunus B cpepe yciayr.

Henu w npuHmunel craHgaptu3anuud. CUCTEMHOCTh  CTaHAAPTH3ALHM.
O¢ddextuBHocTy  cTapmaptuzanuu. DOyHKIMM W 3aJa4d  CTaHIApTU3AIUU.
Nudopmanmonnas  ¢yukmus. Mertonsl  crangapTusanuu. [lapameTpudeckas
cranfgapTu3anus. JIOKyMeHTHI 0 cTaHnapTuzanuu. Bunsl ctangaproB. Ctanmapt Ha
npoaykiuto.  Ob6mepoccuiickue  knaccudukaropbl.  CraHmapTu3amus — yCIyr.
Mexanu3Mm cucteMbl obecrieueHust TpeOyeMoro KauecTBa MpoIecCcoB OKa3aHUs YCIyT
B COOTBETCTBHUM C MEXIAYHAPOJHBIMU M HAIMOHAIBHBIMU CTaHAAPTAMHU B MPOLECCE
OCBOCHHUS 3THUKH, DCTETUKH OOCTY)KMBAaHMS, ITHKETA, MOPAIH M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMK U YIpaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
OoOCIy)KMBaHMsSI Ha TpPAHCIOPTE (I CaMOCTOSATEIBHOTO U3Yy4YeHHs). MeXaHu3m
OKa3aHusl YCIyr B COOTBETCTBUM C 3aABJICHHBIM KAaue€CTBOM B MPOLECCE OCBOCHUS
ATUKH, OCTETUKU  OOCIY>KHBaHUS, OTUKETa, MOpald U  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMN U YIPaBICHUS KAadeCTBOM B c(epe CEepBHUCHOTO
oOCTy)KWBaHMsI HAa TPAHCIIOPTE (MJI1 CAaMOCTOSITEIHLHOTO M3y4deHUs). MarepuanbHbIe
pecypcbl, 00OpyAOBaHWME Il OCYIIECTBJIEHUs Mpouecca cepBuca (st
CaMOCTOSITEILHOTO M3yueHHs). MeTo/bl MPOBEICHHS TIEPETOBOPOB C KIMEHTAMH MO
MPETEH3UOHHBIM  cllydasiM (Vi1 CaMOCTOATENBHOrO  HM3y4eHHs). MexaHusm
Onpe/iesieHUs] MPUYMH BO3HUKHOBEHHSI MPETEH3UH B MPOIECCE OCBOCHMS ITHKH,
ACTETUKU OOCITYXKUBAHUS, STUKETA, MOpPAJIM W HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
cepTudUKAMU U YyIOpaBiICHUS KaueCTBOM B c(epe CEpBUCHOIO OOCIHYXKMBaHHS Ha
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TpaHcnopTe (AJI1 CaMOCTOSITENBHOTO  M3y4eHMs). Metoasl pa3paboTKu U
WCTIOJIb30BAaHUSI THUIOBBIX TEXHOJOTHYECKHX TMPOIECCOB (IIsI CaMOCTOSTEIBHOTO
u3ydeHus). Metoasl (GOpMHUPOBAaHUS M BHEIPEHUSI KOPIOPATUBHBIX CTAHIAPTOB H
pEerJaMeHTOB TPOIECCOB OOCTYXHMBaHUS TOTpeOuTeNneld Ha TpaHcmopTe (ams
CaMOCTOSITEILHOTO ~ M3y4deHUs1). MeToAbl B3aWMMOJCHCTBHS C KIUCHTaMH TI0
OpraHM3aliy Tpolecca OOCTyKHBaHHs MOTpeOuTeneld B chepe rocTenpruruMcTBa B
MpOIECCe OCBOCHHUS OSTHUKU, OCTETUKH OOCITY)KMBaHHWS, OJTHKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAApTH3AIMH, CEepTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
chepe CEpBUCHOTO OOCTY>KMBaHUS Ha TpaHCIOpPTe (M1 CaMOCTOSITEIBLHOTO
U3YUCHHUS).

5.4 IlpakTH4yeckue 3aHATHS

Howmep Tembl Tpynoem
JVCUUTITAHBI TemaTrka NpakTHUECKUX 3aHITUI KOCTb
(gackr)
Cemectp 4
[Ipaktnueckoe  3aHstue  Ne 1. «Teopernueckas,
1 HOpMAaTHBHAs U MPUKIIAHAS STUKA» 0,25

HOJII‘OTOBKa K BBIITOJJHCHHUTIO CUTYAlITMOHHBIX Sa,llaHI/Iﬁ

[Tpaktrnueckoe 3ansaTue Ne 2. «CoIMabHO-9KOHOMHUYECKUE
2 U JyXOBHBIE TTPEATIOCHIIKH TOSIBIICHUS dTHKU» 0,25
IToaroToBKa K BBITOJIHCHHIO CUTYaIIMOHHBIX 3aIaHHH

[Ipaktnueckoe 3ansitue Ne 3. «Kpuszuc wmopanim u
3 HPaBCTBEHHOCTH» 0,25
[ToaroroBka K BBITIOJHEHHUIO CUTYAIlMOHHBIX 3aJaHUI

[Ipaktnueckoe 3anste Ne 4. «MopajabHOE CO3HAaHUE U
4 MOpaJIbHAS TTPAKTHKA» 0,25
[ToaroroBka K BBINOJHEHUIO CUTYallMOHHBIX 3aJaHUI

[Tpaktuueckoe 3anstue Ne 5. «IIpodeccuonanbHas coBeCTh
5 ¥ TpoeCCHOHATBHBIN JOJIT 0,25
ITonroroBka K BBIIOJHEHHUIO CUTYAIMOHHBIX 3aJaHUI

[Ipaktuueckoe 3anatue Ne 6. «MopanbHblii 00JHK
6 paboOTHHKA CEpBHUCA» 0,25
[ToaroToBka K BBIIIOJIHEHUIO CUTYallMOHHBIX 3aJaHHUI

[Tpaktuueckoe 3ansatue Ne 7. «lIpaBunma odopmueHus
7 KOHTAKTHOM 30HBI» 0,25
IToaroToBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3a/JaHUI

[Tpaktuueckoe 3amstTre Ne 8. «OOmme TpeOoBaHUS K
npodeccHoHaTbHOMY TOBEEHUI0 Pa0OTHUKA KOHTAKTHOM

8 0,25
30HBI HA Pa3JIMYHBIX 3Tanax 00CTyKHBaHUSI»
IToaroToBKa K BRIMOJHEHHUIO CUTYAITMOHHBIX 3aJIaHHH
Wroro 3a cemectp 4 2

Cemectp 5
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Homep tembl Tpynoem
JUCIUATLITAHBI TemaTrka IpaKTUUECKUX 3aHITHI KOCTb
(dacsl)
[Ipaktuueckoe 3anstue Ne 9. «KamoObl MU KOH(PIMKTHI C
9 KJIMEHTaMU: IPUYHUHBI U CIOCOOBI pa3pelIeHUs» 0,32
[ToaroTroBka K BBIMOJHEHHUIO CUTYAllMOHHBIX 3aJlaHUM
[Ipaktuueckoe 3anstue Ne 10. «OcHOBHbIE (YHKIMH
11 yIPaBIECHUS» 0,32
IToaroTroBka K BBIMOJHEHHUIO CUTYAllMOHHBIX 3aJlaHUM
12 [TpakTuyeckoe 3anstue Ne 11. «Buasl u pyHkuum strkera» 0.8
[ToaroroBka K BBIMOJHEHUIO CUTYallMOHHBIX 3aJIaHUM ’
[Ipaktnueckoe 3anstue Ne 12. «lIpaBuia mnoBeneHus B
13 0O0IIIECTBEHHBIX MECTAX» 0,28
[ToaroroBka K BBIMOJHEHHUIO CUTYAlIMOHHBIX 3aJlaHUI
[Ipaktuueckoe 3anstue Ne 13. «JlenoBoil »dTHKET B
14 00CTy>KUBaHUH» 0,28
IToaroTroBka K BBIMOJHEHHUIO CUTYAIIMOHHBIX 3a/IaHUI
[Ipaktnueckoe 3anstue Ne 14. «OTHka CcepBHCHOM
15 JESITEILHOCTH HA TPAHCTIOPTE» 0,28
IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3a/IaHHI
16 [IpakTrueckoe 3anatue Ne 15. «be3onacHOCTh yCiayr» 0.8
IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3a/IaHHI ’
[Ipaktueckoe 3anstue Ne 16. «Kpurtepuum kayecTBa
17 YCITYTH» 0,28
IToaroroBka K BBIINOJHEHUIO CUTYaIIMOHHBIX 3aJaHU
18 [Ipaktrueckoe 3anstue Ne 17. «OueHka kauecTBa yciayr» 028
IToaroroBka K BBITIOJHEHHUIO CUTYAIlMOHHBIX 3aJaHUI '
[Ipaktrueckoe 3anstue Ne 18. «MeToauka OIlEeHKH KauyecTBa
19 YCITYT» 0,28
[ToaroroBka K BBITIOJHEHHUIO CUTYaI[MOHHBIX 3aJaHUI
[Ipaktnueckoe 3ansitue Ne 19. «OpranuzanuoHHas
20 ctpykrypa 1CO» 0,28
[ToaroToBKa K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN
[Ipaktruueckoe 3anaTue Ne 20. «OCHOBBI TOCyIapCTBEHHOM
22 CHUCTEMBI CTaHIapTU3ALUH» 0,28
IToaroToBka K BBIMOJHEHHUIO CUTYAallMOHHBIX 3aJJaHUI
Wroro 3a cemectp 5 4
Wroro no gucuuruivyae 6

5.5 JlabopaTOpHBbIH NPAKTUKYM

JlaGopaTopHbI NPAKTUKYM y4e€OHBIM IJIAHOM HE MPETyCMOTPEH.

5.6 CamocrosiTesqibHas padora
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Howmep Temsbl
JUCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dachl)

Cemectp 4

1. M3yuenue TeopeTudeckoro mMarepuaina mno reme: «lIlpeamer
U npobsieMaTrKa 3TUKU B c(epe CEpPBUCHOTO OOCTY>KHUBaHUS
Ha TPaHCIIOPTE»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTyporl IO
BOIMPOCAM JUIsl CAMOCTOSATEIbHOM 1o arotoBku [1-20].

2. [ToaroToBKa K yCTHOMY OMpPOCY.

3. [loAroToBKa K BHIMOJIHEHUIO CUTYallMOHHBIX 3aJJaHUH.

4. BpinonHeHre KOHTPOJIbHOU pabOThI.

11,875

1. HW3yyeHue TEOpeTHMYECKOr0 Marepuajsa MO  TEMeE:
«Jtnueckue ydeHus JlpeBHero BocTtoka, AHTMYHas 3THUKA,
stuka CpeaHux BeKoB 1 HoBoro BpemeHu»
[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JHUTEpaATypor TIO
BOIPOCAM JIsl CAMOCTOSTEIbHOM oaAroToBKH [1, 2, 3, 4].

2. IToAroTOBKA K YCTHOMY OIPOCY.

3. IToaroroBka K BBINOJHEHHUIO CUTYallHOHHBIX 3a1aHUI.

4. BeInoJIHEHNE KOHTPOJIHHOM pabOTHI.

11,875

1. M3yyeHune TEOPETHUYECKOTO Marepuaja IO TEME:
«AKTyaJlbHbIE TIPOOJIEMbI COBPEMEHHOM STUKH »
[TogpaszymeBaeTcss pabota ¢ y4eOHOM JUTEpATypoOll TIO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaAroToBku [1, 2, 3, 4].

2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. IloAroroBKa K BHITIOJIHEHUIO CUTYAllUOHHBIX 3aJIaHUMH.

4. BeInoJIHEHNE KOHTPOJIHHOM pabOTHI.

11,875

1. W3yueHue TEOpPETMUECKOrO Marepuaja IO TEMeE:
«IIpodeccuonanpHass 3THUKa W €€ B3aWMOCBS3b C OOIIEH
TEOpPUEU MOPAIIN»

[TonpasymeBaetrcsi pabota C y4eOHOW IUTEpPaTypoil IO
BOIIPOCaM JIsl CAaMOCTOSITEIBHOM MOATroTOBKY [1, 2, 3, 4].

2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. IloAroroBKa K BHITIOJIHEHUIO CUTYAIlUOHHBIX 3a/IaHUMH.

4. BpInoJIHEHNE KOHTPOJIbHOUN pabOTHI.

11,875

1. HW3yyeHume TeopeTHUECKOr0 Marepuajsa MO TEMeE:
«[Ipodeccus w nuuHOCTh. HpaBcTBeHHasT  KyibTypa
npodeccronama»

[TonpasymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM ISl CAMOCTOSITEIbHOM MOAroToBKH [1, 2, 3, 4].

2. [ToaroroBka K YCTHOMY OIIPOCY.

3. IloAroTroBKa K BBITIOJIHEHUIO CUTYallHOHHBIX 3aJIaHUH.

4. BbInoJIHEHUE KOHTPOJIbHOUN pabOTHI.

11,875
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

1. W3ydyeHme TEOpETHUYECKOTO MaTepualia 1o TeMe:
«ITUYECKUE OCHOBBI MPO(ECCHOHATBHON ESITEIBHOCTH B
chepe yciayr»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTypol IO
BOIPOCAM JIsl CAMOCTOSATEIbHOM moaroToBku [1-20].

2. IToAroTOBKA K YCTHOMY OIPOCY.

3. IloaroToBKa K BHIMOJTHEHUIO CUTYAIIMOHHBIX 3aJaHU.

4. BpinonHeHre KOHTPOJIbHOU pabOThI.

11,875

1. HM3ydeHue TeEOpEeTHUYECKOr0 Marepuaisa 1o TeMe:
«IcTeTHKa 00CIyKUBAHUS»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTyporl TIO
BOIPOCAM JIsl CAMOCTOSATEIbHOM oAroToBKH [1, 2, 3, 4].

2. [ToaroToBKa K yCTHOMY OMpPOCY.

3. [loaroToBka K BHITIOJIHEHUIO CUTYalIMOHHBIX 3aIaHHM.

4. BoinonHeHre KOHTPOJIbHOU pabOTHI.

11,875

1. M3yuyeHue TEOPETHMUECKOTO Marepuajga IO TeME:
«IIpodeccuonanbHoe TMOBeAeHWE pabOTHHKA CcepBHCca Ha
Pa3IUYHBIX dTarnax 00CIyKMBaHUS HA TPAHCIIOPTE»
[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JHUTEPaATypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaroToBkH [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. IToaroroBka K BBINOJHEHHUIO CUTYallHOHHBIX 3aIaHUM.

4. BeInoJIHEHNE KOHTPOJIHHOM pabOTHI.

11,875

Uroro 3a cemectp 4

95

Cemectp 5

1. MW3yueHume TEOpEeTHYECKOIO Marepuaja IO TeMe:
«OCcoOCHHOCTH JICJIOBOT'O OOIIEHUS B chepe yCIyr»
[TonpazymeBaetrcsi pabota C y4eOHOW JHUTEpPATyporl IO
BOIIPOCaM JIsl CAaMOCTOSITSIBHOM MOATroTOBKY [1, 2, 3, 4].

2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. IloaroTroBKa K BHITIOJIHEHUIO CUTYAIlUOHHBIX 3a/IaHUH.

4. BpInoJIHEHNE KOHTPOJIbHOUM paOOTHI.

6,5

10

1. HM3ydyeHne TEOPETUYECKOrO Marepuajia Mo TEME:
«OpraHm3alliOHHAas KyJnbTypa Kak (PaKkTop ITOBBIIICHUS
s dhexTUBHOCTH B chepe cepBuca»

[TonmpazymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM JIsi CAMOCTOSITEIBHOM MOAroToBKY [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY ONpPOCY.

3. IloaroToBKa K BBIMOJTHEHUIO CUTYallHOHHBIX 3a/IaHUM.

4. BbInoJIHEHUE KOHTPOJILHOUM pabOTHI.

6,5

11

1. HM3yyeHme TeopeTMUECKOro Marepuaja Mo TEMe:

6,5
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

«YTpaBiieHYeCKas ITHKA B cpepe cepBrca»
[Togpa3zymeBaeTcsi pabota ¢ y4eOHOM JUTEpaTyporl IO
BOIPOCAM JUIsl CAMOCTOSATEIbHOM OoAroToBKH [1, 2, 3, 4].

2. IToAroTOBKa K YCTHOMY OIPOCY.

3. IloaroToBKa K BHIMOJTHEHUIO CUTYAIIHOHHBIX 3aJaHUI.

4. BpinonHeHre KOHTPOJIbHOU pabOTHI.

12

1. N3yueHne T€OpETUYECKOr0 MaTepuaia Mo TeMe: «ITUKET
KaK  PEryaarop MEXKJIUYHOCTHBIX ~ OTHOIIECHUU u
npoeccUOHaIbHOrO  TMOBEJIEHUS PabOTHUKOB  CEpBHUCA.
DOTUKET JIeNIOBBIX COBEHIAHUM, MPE3CHTAIUMd U TyOJIUYHBIX
BBICTYTUICHUI»

[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JUTEpaATypor TIO
BOIPOCAM JIsl CAMOCTOSATEIbHOM oAroToBKH [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. IloAroroBka K BHITIOJIHEHUIO CUTYAllUOHHBIX 3aJIaHUH.

4. BeinonHeHre KOHTPOJIbHOU pabOThI.

6,5

13

1. U3yyeHune TeopeTnueckoro marepuana no reme: «lIpaBuna
MOBEICHHS B OOIIECTBEHHBIX MECTaX»

[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JHUTEPaATypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaroToBkH [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. IToaroroBka K BBINOJHEHHUIO CUTYallHOHHBIX 3a1aHUI.

4. BeInoJIHEHNE KOHTPOJIHHOM pabOTHI.

6,5

14

1. 3ydyenune TeopeTHueckoro Marepuasa mno teMe: «JlemoBoit
OTUKET U MNpoTOoKod. (OCOOEHHOCTH WX TPOSBICHHUS B
CEPBUCHOM JEATEIBHOCTH. J[€J0BbIE BCTPEUH U MIEPETOBOPHI»
[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JHTEpaTypod IO
BOIIPOCAM JIsl CAMOCTOSATEIbHOM TIoaroToBku [1-20].

2. IToArOTOBKA K YCTHOMY OIPOCY.

3. IloAroTroBKa K BHITIOJIHEHUIO CUTYAIlUOHHBIX 3a/IaHUH.

4. BpInoJIHEHNE KOHTPOJIbHOUN pabOTHI.

6,5

15

1. N3yueHue TeopeTHYEeCKOro maTepuana mo Teme: «ITUKa
CEpPBUCHON JESATEIBHOCTH HAa TPAHCIOPTE, B TOM 4YHUCIE B
cdhepe BO3AYITHOTO TPAHCIIOPTA»

[TompasymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM JIsl CAMOCTOSITEIIBHOM MOATr0TOBKY [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY ONpPOCY.

3. IloAroToBKa K BBITIOJHEHUIO CUTYallHOHHBIX 3aJIaHUM.

4. BeInoJIHEHNE KOHTPOJIBHOUM pabOTHI.

6,5

16

1. H3yyeHune TeopeTHUECKOro Marepuansa Mo TeMeE:
«KadecTBo, 0€30MaCHOCTh YCIAYI W KYyJbTypa CEpPBHUCHOMU

6,5

38




Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

AeSTeNIbHOCTH Ha TpaHCHOpTe, B TOM uucie B cdepe
BO3AYIITHOTO TPAHCIIOPTa»

[Togpa3zymeBaeTcsi pabota ¢ y4eOHOM JaUTEpaTyporl IO
BOIPOCAM JJIsl CAMOCTOSATEIbHOM o aroToBKu [1-18].

2. IToarotoBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BHIMOJTHEHUIO CUTYAIIHOHHBIX 3aJaHU.

4. BpinonHeHre KOHTPOJIbHOU pabOThI.

17

1. 3y4yeHue teopeTuueckoro marepuana no teme: «Mogenpb
KauecTBa yCIIyIu»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaTyporl IO
BOIPOCAM JIsl CAMOCTOSTEIbHOM OAroToBKH [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. IToaroroBka K BBINOJHEHHUIO CUTYallMOHHBIX 3a1aHUM.

4. BoinonHeHre KOHTPOIbHOM pabOTHI. .

6,5

18

1. M3yyeHne TEOPETHUYECKOTO Marepuaga IO TEME:
«JToka3zaTenu kayecTBa yciayr»

[TogpaszymeBaeTcss paboTa ¢ y4eOHOM JUTEpaATypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaroToBku [1, 2, 3, 4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. IToaroroBka K BBINOJHEHHUIO CUTYallHOHHBIX 3a1aHUM.

4. BeInoJIHEHNE KOHTPOJIHHOM pabOTHI.

6,5

19

1. M3yueHue TeopeTHUecKoro Marepuana no teme: «OopMbl
Y METO/JIbI OLIEHKH Ka4eCTBa yCIyr»

[Togpa3zymeBaeTcss paboTa ¢ y4YeOHOM JHUTEPATYypoOr IO
BOIIPOCAM TSI CAMOCTOSTEIBHOM OAr0TOBKH [1, 2, 3, 4].

2. IToArOTOBKA K YCTHOMY OIPOCY.

3. IloAroToBKa K BHITIOJIHEHUIO CUTYallMOHHBIX 3a/JaHUMH.

4. BpInoJIHEHNE KOHTPOJIbHOUM pabOTHI.

6,5

20

1. HW3yuyeHume TeopeTHUeCcKOro Mmarepuajsa MO TeEMe:
«MexnyHapoAHble  OpraHuM3alid 10  CTaHJapTU3ALMNU.
[IpaBoBbIE OCHOBBI JEATEIBHOCTH W OpraHU3alMOHHAs
ctpykrypa 1CO»

[TompasymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM JIsl CAMOCTOSITEIBHOM MOAroToBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OMpPOCY.

3. IloAroTroBka K BBIITOJIHEHUIO CUTYallHOHHBIX 3a/IaHUM.

4. BeInoJIHEHNE KOHTPOJIbHOUN pabOTHI.

6,5

21

. H3yueHune TeopeTHMUECKOr0 Marepuansa Mo TEMeE:
«TeopeTnueckre OCHOBBI TEXHUUECKOTO PETYJIUPOBAHUSI»
[logpa3zymeBaeTrcsi pabota ¢ y4yeOHOM JUTEpaTypoll 1O
BOIPOCAM JJIsl CAMOCTOSITEIIbHOM moAroTosku [1, 2, 3, 4].

6,5
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Tpynoem
Bunsl camoctosiTenbHON paboThI KOCTb
(dacsl)

Howmep Tembl
JVCIUTIINHBI

2. IToaroToBKa K yCTHOMY OIPOCY.
3. IloaroToBKa K BHIMOJTHEHUIO CUTYAIIHOHHBIX 3aJaHU.
4. BpinonHeHre KOHTPOJIbHOU pabOTHI.

1. W3yueHume TeOpeTHUYECKOrO0 Marepuajlia IO TEMe:
«CraHaptuzaius B cgepe ycayr»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JaUTEpaTyporl IO
22 BOIPOCAM JIsl CAMOCTOSTEIbHOM OAroToBKH [1, 2, 3, 4]. 6,5
2. IloaroToBka K YCTHOMY OIIPOCY.

3. [ToaroroBka K BBHIMOJHEHHUIO CUTYAIIUOHHBIX 3a/IaHUM.
4. BpinonHeHre KOHTPOJIbHOU pabOThI.

Uroro 3a cemecTp 5 91

HToro mo guciuIuiiHe 186

5.7 KypcoBbie padoThbl

KypcoBas paboTa yueOHbIM IJIaHOM HE MPEAYCMOTpPEHA.

6 YueOHO-MeTOAUUYECKOEe U HH(POPMALIMOHHOE 00ecnieyeHue JUCITUTITIMHBI
a) OCHOBHasl JIUTEpATypa:

1 JlaBpunenko, B. H. IIcuxoJyorusi 1 3THKA /J1€JIOBOr0 O0IEHHUSI : YUeOHHUK
U npakTukym st By3oB/ B. H. JlaBpuaenko [u n1p.]; mom pemakmueit

B. H. JlaBpunenko, JI. 1. YUepHplmoBoil. — 7-¢ u3x., mepepad. u mom. — Mocksa .
NznarenscTBo HOpaiit, 2023. — 408 c. — (Bricmee obpazobanue). — ISBN 978-5-
534-01353-5. — Texker : anexrpoHHbI // OO6pa3oBarenpHas miatgopma FOpaiit

[caiitr]. — URL.: https://urait.ru/bcode/510546 (mata oOpamienus: 26.03.2023). —
[DnexTponnsii pecypc]. - Pexum moctyma: https://urait.ru/viewer/psihologiya-i-
etika-delovogo-obscheniya-510546#page/1 (nara oopamenus: 26.03.2023).

2 CepreeB, A.T. Cepruduxkamusi : y4yeOHMK W NPAKTHKYM IJsi BY30B /
A.T. Ceprees, B.B. Tepereps. — Mocksa : M3garensctBo FOpaiit, 2023. —
195 c. — (Bwicmee o6pazoBanme). — ISBN 978-5-9916-9980-8. — Tekct
anekTpoHHBI  //  OOpasoBatenbHas  1atdpopma  FOpait  [caiit]. —
URL: https://urait.ru/bcode/511947 (nara oOparieHus: 26.03.2023). —

[DnekTponHBId pecypc]. - Pexum mocryma: https://urait.ru/viewer/sertifikaciya-
511947#page/1 (nara odpamienus: 26.03.2023).

3  Poxkos, H.H. KBaaumerpus U yIOpaBJeHUE  KayeCTBOM.
MartemaTHyeckue MeTOAbl M MOJEJH : Y4eOHMK H MPAKTHKYM IJs BY30B /
H. H. PoxkoB. — 2-¢ u3m., mepepad. m mon. — Mocksa : M3narenscTtBo OpaiiT,
2023. — 167 ¢. — (Bricmee ob6pazoBanue). — ISBN 978-5-534-07048-4. — Tekcr :
anexkTpoHHbI // OOpa3oBarenbHas 1iatdpopma HOpailt [caift]. — [DneKTpOHHBIN
pecypc]. - Pexumm gocryma:  https://urait.ru/viewer/kvalimetriya-i-upravilenie-
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https://urait.ru/bcode/510546
https://urait.ru/viewer/psihologiya-i-etika-delovogo-obscheniya-510546#page/1
https://urait.ru/viewer/psihologiya-i-etika-delovogo-obscheniya-510546#page/1
https://urait.ru/bcode/511947
https://urait.ru/viewer/sertifikaciya-511947#page/1
https://urait.ru/viewer/sertifikaciya-511947#page/1
https://urait.ru/viewer/kvalimetriya-i-upravlenie-kachestvom-matematicheskie-metody-i-modeli-515544#page/1

kachestvom-matematicheskie-metody-i-modeli-515544#page/1l (mata oOpaiieHus:
26.03.2023)

0) OMOTHUTENbHAS TUTEpaTypa:

4 Jlesmuua, O.H. IlpodeccuonanbHasi 3 TMKA M ITUKeT: MeToa. yka3. 1o
M3YYEHHUIO Kypca W BBINOJIHEHUIO KOHTpoJbHOU padoTel. s ctya. ['D, KO u 30
[Texct] / Jleemmua O.H., coct. - CII6. : T'YT'A, 2012. — 33 c¢. KoauuectBo
3K3eMIUISIpOB 290.

5 JIn3aiiH ¥ NPOM3BOACTBEHHAS 3CTETHKA: [IPOrpamMMa, IJIaHbl CEMUHAPCKUX
3aHATHI, METOJUYECKUE YKa3aHUs N0 u3ydeHuro Kypea. [Jns ctynentos I'® [Teker] /
[lepenenuua E.B., coct. - CI106.: 'YT'A, 2009. — 30 c. KonnuecTtBo 3x3emmisipoB 300.

6 Koponera E.A. Cepsucosorusi [Tekct]: tekctol neknuii. Yacts 1/ E.A.
Koponera, B.C. ITamun. — Cankr-IletepOypr, 2016. KonundecTBo 3x3emruisipos 20.

B) IMEpEYeHb PEeCypcoB HMHPOPMAIMOHHO-TEIEKOMMYHUKAIIMOHHOW CETH

«HTEpHETY:!
7 OduummanbHblii caiit DenepajbHOll  COY:KObI ToCyAapCTBEHHOM
CTATUCTHKHU - [DJCKTpOHHBIH pecypc]. - Pexum poctyma: http://www.gks.ru/

cBOOOIHBIN mocTyn (naTa ooparnienus: 26.03.2024).

8 Odunuanbubiii cait MunucrepcrBa ¢puHancoB P® - [DnekTpoHHBIH
pecypc]. - Pexum gocrtyma: http://www.minfin.ru/ cBoGomgublii  gocTym (mata
obpamenus: 26.03.2024).

9 Opuunanbubii caiit @enepanbHOIl HATOTOBOH CJIYKOBI - [ DIEKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.nalog.ru/ cBoGoaubiii mocTym (mara
obpamenus: 26.03.2024).

10 OdunuanbHbiii caiiT PeaepajbHOl AHTUMOHOMOJBHOW CJIYKOBI -
[DnexTponnsii pecypc]. - Pexxkmm mocryma: http://www.fas.gov.ru/ cBoOoaHBbI#
noctyn (mara odpamenus: 26.03.2024).

11 Opunuanbubiii caiit banka Poccum - [DnekTpoHHbI pecypc]. - Pexum
noctyma: http://www.cbr.ru/ ceoboansIit goctyn (naTa ooparmienus: 26.03.2024)

12 OpuunanbHbIH CAUT UHGPOPMALMOHHOI'0 areHTcTBa
«POCOM3HECKOHCAJITHHI» - [DJEKTpOHHBINM pecypc]. - Pexum gocryma:
http://www.rbc.ru/ ceo6omusbIi moctyn (nata oopamenus: 26.03.2024).

13 OdunuanbHblii caiiT :kypHaaa «Bonpocbl IKOHOMUKMN - [ DIEKTPOHHBIH
pecype]. - Pexxum pmoctyma: http://www.vopreco.ru/ cBoGoanbIii moctym (mara
obpamenus: 26.03.2024).

14 OdunuanbHbIil caiT HaIMOHAJBHOI0  HCCJIEI0BATEJILCKOIO
yHHBepcuTeTa BpicIasi K012 3KOHOMHKM - [DIEKTpOHHBINA pecypc]. - Pexum
nocryma: http://www.hse.ru/ ceo6oaubIi goctym (1ara obpamenus: 11.05.2021).

15 Od¢unuanbupiii  caiit MexayHapoaHOro BajalTHOro ¢onga -
[DnekTponHblid pecypc]. - Pexxkmm pocrtyma: http://www.imf.org/external/russian/
cBOOOIHBIN ocTyn (naTta oopamnienus: 26.03.2024).
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16 Oduuuanbubiii caiit BcemupHoro Oanka ¢onaa - [DIEKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.worldbank.org/eca/russian/ cBoGoIHBI#
noctyn (1ara odpamenus: 26.03.2024).

I') IporpaMMHOe oOecreueHue (JIMICH3NOHHOE, CBOOOHO PaCIpOCTPaHsIeMOe),
0a3bl TaHHBIX, MHOOPMAITMOHHO-CITPABOYHBIC U TTIOMCKOBBIC CHCTEMBI:

17 bu6auorexka CIIOI'Y I'A - [DnektpoHHbIN pecypc]. — Pexxum pocrtyna:
http://www.biblioclub.ru/ cBo6oaHbINH qocTy (HaTta oOpaienus: 26.03.2024).

18 ObpaszoBareabnas miaardpopma «kOpaiiT» [DneKTpoHHBIM pecypc]. —
Pexxum moctyna: https://urait.ru/library/vo / cBoGoaublil gocTyn (1ata oOpareHus:
26.03.2024).

19 Poccuiickass HaumoHaJbHasi OuOJAMOTEeKa [DJIEKTPOHHBIM pecypc]. —

Pexum pocryma:

26.03.2024).
20 DyiekTpoHHO-0MOIMOTeYHAs1 cucTeMa «JlaHby [DIEKTPOHHBIN pecypc]. —

Pexxum pocryna:

https://e.lanbook.com/books

obpamenus: 26.03.2024).

http://www.nlr.ru / cBoOoaHBII goCTynm (maTa OOpaIICHUS:

/  cBOOOMHBIA gocTyn (mara

7 MaTepuaJbHO-TEXHUYECKOE o0ecriedeHue TUCUUTITUHBI

Haumeno | HaumenoBanue | OcCHaIeHHOCTD [lepeueHb TUIEH3MOHHOTO
BaHUE CHEIUATbHBIX CHEIUATBHBIX IPOrPaMMHOTO OOECIICUECHHUS.
JTUCIUIUIA | TIOMEIEHUN 1 MOMEIIEHU U PekBU3UTHI MOATBEPKAAIOIIETO

HBI MOMEILEHUM JIJIs1| TOMEIICHHUM JIJIst JIOKyMEHTa
CaMOCTOSATENFHO| CaMOCTOSITEIbHON
it paboThI paboThI
[Mpodeccu | Ayn. 319 - | Komutekr Adobe Acrobat Reader DC
OHaJIbHAs | ayauTOpHs s | yueOHoi meOenu | (freeware)
9THKA, IPOBEACHHUS (30 mecT) Adobe Flash Player (freeware)
CTaHJIAPTH | 3aHATHI Mynstumenuiinbiii | Kaspersky Endpoint Security 10
3anus, JEKIMOHHOTO | IpoekTop Acer (;mmensus Ne 0AFE-180731-
cepruduka| Tumna, OKpaH 132011-783-1390)
1S U 196210 r. Hoyroyx HP630 K-Lite Mega Codec Pack
ynpasienu| CaHkT- (freeware)
e [leTepOypr, yi. Microsoft Office
KauecTBOM | [IntoToB, 10M [Tpodeccronanbubiii miroc 2007
B 38, T, A (umensus Ne 43471843 ot 07
CEpPBUCHOM despamnst 2008 rona)
00CITy>K1B Mozilla Firefox (MPL/GPL/LGPL)
aHUHU Ultra Defrag 7.0.2 (GNU GPL 2)

Unchecky (freeware)

WInRAR 3.9 (JIunensus Ha Spb
State University of Civil Aviation)
Windows 7 (muuen3ust Ne
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Hanmeno | HaumenoBanue | OcCHaIEHHOCTD ITepedyeHb TULIEH3UOHHOTO
BaHUEC CHELMAIBHBIX CHeLMaIbHBIX MPOTrPaMMHOT0 00€CTICUCHHUS.
JUCLMILIA | MOMEIICHUN U MMOMECILICHUHN U PexBU3UTHI MOATBEPKAAOIIETO

HBI NOMEIICHUHN JIJIsg| IIOMEIICHUMN I JIOKYMEHTa
CaMOCTOSITEJIBHO| CaMOCTOSTEIbHOM
1 paboThI paboThI
46231032 ot 4 nexadbps 2009 rona)
Ayn. 315a - Kommuiexr
aynuTopus sl | yueOHOM mebenn
MIPOBEACHUS (16 mecr)
3aHITUU
CEMHUHAPCKOTO
THIIA,
196210 r.
CaHkr-

[TerepOypr, yi.
ITunortos, 10M
38, muT. A

AyIATOPHUM JIJI1 CAMOCTOSITEIILHON paOOThI, XpaHSHUS M MPOPUITAKTHICCKOTO
00cITy;)kuBaHus y4eOHOT0 000PYI0BaHUS

Ayn. 322 -
ayIUTOPUS IS
CaMOCTOSTEIbH
ol paboTHI,
196210 r.
CaHkr-
[TerepOypr, yiI.
ITunortos, 1oM
38, muT. A

Kommekr
yueOHoU Mebenu
(21 mecto0)
[IpunTep
CanonLBR -1120;
Moy
EcosysM2035dr;
Momnutop LG
23EN43T-B;
CucTeMHBIN OJI0K
KoMILIEKT Ne 1
RamecStorm.
CucTeMHBIN OJI0K

koMmruiekT Corel 7-
800-70

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

MicrosoftOfficeStandart 2007
(yumen3ust Ne 47653847 ot 9
HOs10ps 2010 roza)

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

Kaspersky Anti-Virus Suite mis
WKS u FS (umensust No
1D0A170720092603110550 ot 20
utojs 2017 rona)

8 O6pa3oBaTte/ibHbIe 1 HH(POPMALMOHHBIE TEXHOJIOTHH

B nmnpomecce mnpenomaBaHus —AUMCHMIIIAHBI
CTaHJapTHU3AIMA, U yOpaBJICHUE

00CITy’)KMBaHUM» HCMOJB3YIOTCA KJIACCUYECKHE (POPMBI

cepTuduKaIms

«IIpodeccronanbHast 3THKA,
KaueCTBOM B  CEPBHCHOM
U METOAbl OOYy4YEHHS:

BXOJHOW KOHTPOJIb, JIEKIWH, MNPAKTUYECKHAE 3aHATHSA, KPYIJVIbIM CTOJ, KypcoBas

pabora,

KOOTIepAaITUH.

caMocTosiTelIbHass paboTa oOywalImMXcs W METOJ pa3BUBaIOIICiiCs
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B pamkax n3ydeHus: TUCIUILIAHEI IPEATIONATacTCs UCIIOIh30BATh CIEAYIOIIHNE
00pa3zoBaTeIbHbIE TEXHOJIOTHH.

BxomHoWi KOHTpONb TIpeAHA3HAYEH IS BBIABICHUS YPOBHS YCBOCHHS
KOMITCTEHIIUHA OOyYaroIUMCS, HEOOXOAMMBIX Tepea HW3YYCHHEM TUCIUTIINHBL.
BxoaHOli KOHTpOIb MPOBOAMTCSA MpEmoAaBaTelieM C IEIbl0 KOPPEKIUH IMpoliecca
YCBOCHHS OOYYAIOIIMMHUCS AUIAKTHYCCKUX enuHuil. OH OCymecTBIsIeTCS B (opme
YCTHOTO OMpOca IO BOMPOCAM JTUCIUIUTHHBI: «TEXHOJOTUU IEIOBOrO OOIICHMS,
TICUXOJIOTUS B KOHQIHKTONIOTHS», «CepBruconorus («CepBUCOIOTHS M OpTaHU3aIUs
OOCITY)KUBaHHS»)», «YTIPABICHHE MPEANPUATHSIMH CEpBHCA Ha TPAHCIIOPTEY,
«CepBHCHas JAeSITEILHOCTD HA TPAHCIIOPTE.

TpagunmoHHas JEKIUS COCTaBISET OCHOBY TEOPETHYCCKOTO OOYYCHHS B
pamMKax JUCHUIUIMHBL Jlekmust kak oOpaszoBareibHas TEXHOJOTHS IPEICTaBIIsCT
co00i yCTHOE, CHUCTEMATHUYECKH TMOCIEAOBATEIBHOE H3JIOKECHHE MpPEeroaaBaTesieM
y4eOHOro MaTepuajia ¥ aKTyaJIbHBIX HAYYHBIX 3HAHWH C I1EJIbI0 OpraHU3aIHNH
IeJICHANIPABIICHHOW MMO3HABATEILHON ACSITEIILHOCTH OOYYarOIUMUCS O OBJIAJCHUIO
3HAHHMSIMHU, YMCHUSIMU M HaBbIKAMU YMTAEMOW JTUCHIUILINHBI. JICKIINS TpelHa3HavYeHa
JUISL PaCKPBITHS COCTOSIHUS M TEPCICKTHUB Pa3BUTHS NPO(HECCHOHATBLHO-ITHYSCKUX
3HAaHMA B COBPEMCHHBIX YCIIOBHUSAX. B JIGKIIMU JemaeTcs akIeHT Ha peau3aluio
TJIABHBIX WJCH W HAINpaBICHWH B WM3YYCHUW JTUCIUIUIMHBI, JaeTCSI YCTAaHOBKA Ha
TIOCTICYIONIYI0 CAMOCTOSITENIbBHYIO padoTy. Ha JeKiuu KOHIIEHTPUPYETCs BHUMaHNE
oOydaromuxcs Ha HauOoJiee CIOKHBIX U Y3JOBBIX BOMNPOCAX, CTUMYJIUPYETCS HX
aKTMBHAs TO3HaBaTelbHas JAesaTeNbHOCTh. [lo mucummmuue «lIpodeccrnonanphas
ATUKA, CTaHAApTU3alMs, CepTUUKAIMS U YIPaBICHHE KaueCTBOM B CEPBHUCHOM
OOCITy>KMBaHUM» TUTAHUPYETCS MpOBeeHHE WH(GOPMAIIMOHHBIX JIEKIIHM, KOTOpPbHIE
HAIPaBJICHbl HAa CHUCTEMATU3UPOBAHHOE H3JIOKEHUE HAKOIUIEHHBIX M aKTYyaJlbHBIX
HAYYHBIX 3HAHUI B PEIMETHOM 001aCTH TUCUIUTIIINHBI.

Benymum MeTooM B JIEKIIMU BBICTYIAET YCTHOE M3JI0KEHUE MperoaaBaTesieM
y4eOHOro MaTepualia, KOTOpOe codeTaeTcsl C MCIoJib30BaHueM cpenbl PowerPoint,
Word, Excel ¢ menpio pacimpeHusi 00pa3oBaTeIbHOIO HHGOPMAIMOHHOIO IIOJIS,
MOBBIIICHUST CKOPOCTH 00pabOTKU M Tiepeadyu nHpopMaIuu, ooecreueHus y1o0cTBa
npeoOpa3oBaHusi W CTPYKTYpHpPOBaHWsA HHPOpMAMH 1Jisi TpaHChOpMAIK €€ B
3HaHHUE.

[IpakTtuueckue 3aHATAA TO AWCIUIUIMHE TPOBOASTCS B COOTBETCTBHH C
y4e0HO-TEeMAaTHYECKUM IIJIJAHOM TII0 OTACNbHBIM rpymmaM. Llens mnpakTuueckux
3aHIATHM — 3aKpPENUTh TEOPETUYECKHUE 3HAHUS, MOJYYCHHbIE OOYyYarolIMMUCS Ha
JEKIUSIX U B PE3yIbTaTe CaMOCTOSITEILHOTO U3YYCHHS COOTBETCTBYIONINX PA3/CIIOB
PEKOMEHIyeMOW JIUTEpaTyphl, a TaKXe MPUOOPECTH HAYAIbHBIC TPAKTHUYECKHUE
HaBbIkU nucturinHbl «lIpodeccrnonanbHas 3THKA, CTaHAAPTU3ANNS, CepTUDUKAIUS
W YIpaBieHUE KAa4eCTBOM B CEPBHUCHOM OOCITYXWBaHUW». [IpakTHUecKue 3aHATHS
MpeaHa3HA4YCHBl I OoJiee TIIyOOKOTO OCBOCHHUS M aHajlu3a TeM, HM3y4aeMbIX B
pamMKax JaHHOW JUCITUTUTHHBI.

[IpakTnueckne 3aHATHS — O3TO METOJ PENPOIYKTUBHOTO OOyYCHWS,
o0ecrnieunBaIOIINIl  CBSI3b TEOPUUM U TMPAKTUKH, COJCUCTBYIONIMN BBIPAOOTKE Y
oOy4JarommXxcss yMEHUW U HAaBBIKOB MPUMEHEHHUSI 3HAHUH, TIOTYICHHBIX Ha JICKIINH U B
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XOZIe CcaMoOCTOATENbHON paboThl. [IpakTHueckue 3aHATUS Kak oOpa3zoBaTesibHas
TEXHOJIOTUSl TIOMOTaloT OOYyYaroIIMMCSl CUCTEMAaTU3UPOBaTh, 3aKPENUTh U yriayOUTh
3HaHUS TEOPETHUYECKOro Xapakrepa. Ha mpakTuyeckux 3aHATHAX IO JUCLUIUINHE
«IIpodeccuonanbHass 3THKA, CTaHAApTU3aLUs, CEpPTHUPUKALUA U  YIpaBICHUE
KaueCTBOM B CEpPBUCHOM OOCIIy:KMBaHUU» OOydarouiuecss o0y4yaroTCs YMEHUSAM H
HaBbIKaM, HEOOXOJUMBIM ISl OpraHU3alluKi 3THYECKOT0 B3aUMOJIEUCTBUSA, 3aKPEILIss
MOJIYYEHHbIE B XOJI€ JICKIUMH U CAMOCTOSATENIbHON paboThl 3HaHusA. Ha npakTuueckux
3aHATHSAX B KAUECTBE MHTEPAKTUBHBIX 00Pa30BaTEIbHBIX TEXHOJIOTUN MPUMEHSIETCS:
METOJ] Pa3BUBAIOILIENCS KOOIIEPALIUN.

B mporecce npoBeneHusi NMpakTUYECKUX 3aHATHI OPraHU3YIOTCS MyOJIMYHBIC
BBICTYIIJIEHUSI 00yYalolUXCs Mepes ayIuTOpUen, CriocoOCTBYIOIINE PA3BUTHIO Y HUX
YMEHHS COIOCTAaBISATh JaHHBIE pa3HbIX HMCTOYHUKOB W 00001IaTh HX, YMEHUs
CBS3BIBATH TEOPETUYECKHE MOJIOKEeHUsI aucuuruinHbl «lIpodeccuonanbHas »THKA,
CTaHAapTu3alMs, cepTUUKALMs ¢  yOPaBICHHE KAaueCTBOM B  CEPBUCHOM
0OCITY’>KMBaHHM» C KOHKPETHBIMU CHUTyalMssMH. Takum o0pa3oMm, MpaKkTUYecKue
3ansaTuss  no  aucuumuiiHe  «lIpodeccronanbHas  3THKA,  CTaHIApTU3aALUA,
cepruuKanys U yHpaBlIeHUE KaueCTBOM B CEPBUCHOM OOCTY>KUBAHHH» SIBISIIOTCS
COCTaBIIIOIIMMHM  TMPAKTHYECKOW  MOATOTOBKM  OOydarommxcs, Tak  Kak
npelycMaTpUBalOT HMX YYacTHE B BBIMIOJHEHUHM OTIEIbHBIX 3JIEMEHTOB padoT,
CBS3aHHBIX C Oyayuied mpodeccuoHanbHON NearenbHoCThio. PaccmaTtpuBaembie B
paMKax MPaKTUYECKOTO 3aHATHUS 3aJaHUsl, CUTYallud, TPUMEPHI U MPOOJIEeMbl UMEIOT
npodeccuoHaIbHYI0 HAIpPaBICHHOCTh U COJAEPX AT AJIEMEHTHI, HEOOXOAUMBIE ISt
dbopMHpoBaHUSI KOMIIETEHIIMI B paMKaxX MOJATOTOBKHM OakajaBpa MO HalpaBJICHHUIO
«CepBuc». ['maBHBIM  cofepKaHMEM  MPAKTUYECKOTO  3aHATUSA  SIBISETCS
UHANBUAYaTbHAs MPAKTUUYECKast paboTa KaXk10ro 00y4aronierocs.

Kpyraeiii cron mo AUCHUIUIMHE TPOBOJUTCS B COOTBETCTBUU C Y4eOHO-
TEMaTUYECKUM IUIAHOM IO OTIEJIBHBIM IpymmnaM. Llens mpoBeneHus Kpyrioro croja
— 3aKpENHUTh TEOPETHUUECKUE 3HAHUS, MOJTyUYEHHbIE 00YyYarONIMMUCS Ha JIEKIUIX U B
pe3yJbTaTe  CaMOCTOSITEJIBHOTO ~ M3YYEHHMS  COOTBETCTBYIOLIMX  Pa3deioB
PEKOMEHyeMOW JIUTepaTypbl, a TaKkXke MPUOOPECTH HAYaIbHBIE MPAKTUYECKUE
HaBBIKU W yMeHus 1o aucuuruimHe «[Ipodeccmonanvhas 3THKa, CTaHIapTH3ALUA,
cepruuUKalys U YIpaBlIEHUE KA4eCTBOM B CEPBHUCHOM OOCITy>KMBaHUU». Kpyribiit
CTOJ TMpeaHa3HaueH s Oosnee TINIyOOKOrO OCBOGHMS U aHAJINW3a OTAEIbHBIX
BOIIPOCOB, M3y4aeMBbIX B paMKaxX IJaHHOM IUCLUIUIMHBL. B mponecce nposeneHus
KPYTJIOrO CTOJa OPraHU3yITCS MyOJINYHbIE KOJIJIEKTUBHBIE OOCYKIEHHS OTAEIbHBIX
3apaHee OIpeAeNEHHBIX BOIMPOCOB TEMBI, BBICTYIUICHHS OOYyYalOIIMXCs TMepen
ayJIUTOPHUEN, CIOCOOCTBYIOIIME PAa3BUTHI0 Y HHMX YMEHHS COIOCTaBIATH JIAHHbBIE
Pa3HbIX UICTOYHUKOB M 000011aTh UX, YMEHHUS CBSA3BIBATH TEOPETUUECKUE MTOTOKEHUS
mucimuinabl - «[Ipodeccronanvhas 9STuka, CTaHmapTu3anus, cepTuGuKanus wu
yIpaBieHHE KaueCTBOM B CEPBUCHOM OOCITY>KHBAaHUN» C KOHKPETHBIMU CUTYaI[USIMHU.

UreHne JIEKIHMI U MPOBEACHUE NMPAKTUUYECKUX 3aHITUU TAKKE MPEANONIAracT
MPUMEHEHUE UHTEPAKTUBHBIX (POPM 00ydeHUs (MHTEPAKTUBHBIX JICKIIUNA, TPYHIIOBBIX
JNUCKYCCUW, aHalln3a CUTyalMd MU MMHUTAUUOHHBIX MOJAEIEH W Jp., B TOM YHCIE C
Y4E€TOM  PErHOHANBHBIX  OCOOEHHOCTEM  NPO(PEeCCHOHAIbHOM  AESTENbHOCTU
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BBIIYCKHUKOB M MOTpeOHOCTEN paboTonareneil) s pa3BUTUA Yy OOy4YarOIIMXCSA
HABBIKOB KOMaHJIHOW pabOThI, MEKIMYHOCTHON KOMMYHUKAIINH, IPUHATHS PEIICHUN
U JIUJIEPCKUX KaYeCTB.

Takum 00pa3zoM, mpakTuyeckue 3aHsaTus no aucuuminbae «lIpodeccuonanbuas
ATHKA, CTaHIApTU3alus, CEepTUPUKALMS U YINPaBICHUE KAYECTBOM B CEPBUCHOM
OOCIY>KUBAHMM»  SIBJIAIOTCSI  COCTaBIISIIOUIMMHU  IPAKTUYECKOHM  MOJATOTOBKH
oOy4aromuxcs, TaK Kak IpelycMaTpUBAIOT UX y4aCTHE B BBINOJHEHUHU OTACIbHBIX
AJIEMEHTOB PaboT, CBA3aHHBIX ¢ Oyaymiel npodeccuoHanbHOM AeSITEILHOCTRIO.

B kadecTtBe »s1eMeHTa NPAKTUYECKOM IMOArOTOBKM B paMKaxX JUCIUIUIMH
«IIpodeccuonanbHass 3THKA, CTaHAApTU3aLUs, CepTUPUKALUA U YIpaBiIeHUE
KayeCTBOM B CEPBUCHOM OOCITYKMBaHHM» UCIOJb3YETCAd HA MPAKTUUYECKUX 3aHATHIX
METOJl Pa3BUBAIOIICHCS KOOMEpallK, KOTOPbIM 3aKiro4yaeTcsi B MOCTAaHOBKE MEpen
oOy4YaromMMHCS CUTYallMOHHOTO 3aJlaHus, U PElIeHUs KOTOPOTro Tpedyercs ero
oOBEIMHEHUE C paclpe/ieIeHUEM BHYTPEHHUX pOJed B rpymme. DTO MO3BOJISET
oOyJaromeMycs BBICIYIINBATh U MMPUHUMATh BO BHUMAHWE B3TJISAbI IPYTUX JIIOJICH,
JUCKYTUPOBATh B W 3alIMINATh CBOIO TOYKY 3PEHHUS, CHPABIATHCA C pazHOOOpa3zueM
MHEHUH, COTpYyAHHYaTh U paboTaTh B KOMaHje, Oparh Ha ce0si OTBETCTBEHHOCTD,
y4acTBOBAaTh B COBMECTHOM MPUHATHUN PEIICHUS.

CamocrosiTenbHass paboTa 00y4arolUMXCsl SIBISIETCS COCTaBHOM YacThIO
yueOHOi pabotel. CamocTosaTensHass paboTa oOyyarolerocs peaiu3yercs B
CUCTEeMaTH3allui, IUIAHUPOBAHUU, KOHTPOJIE U PEryJupoOBaHHH €ro y4deOHO-
npodeccuoHaIbHOM  JEeATENbHOCTH, a Takke B AaKTUBH3ALUMU COOCTBEHHBIX
MO3HABATEIbHO-MBICTUTENbHBIX JEHCTBUNA 0€3 HEMOCPENCTBEHHON TMOMOIIU U
PYKOBOJICTBA CO CTOpPOHBI TMpemnojaBareniss. Ee OCHOBHOM 1EIbIO  SBIAETCS
(dbopMHUpOBaHUE HABBIKA CAMOCTOSTENILHOTO IPUOOPETEHUS 3HAHUHN 110 HEKOTOPHIM HE
0Cc000 CJOXKHBIM BOIIPOCAM TEOPETHYECKOTO Kypca, 3aKpelyieHue W YIIIyOJIeHHe
MOJIYYCHHBIX ~ 3HAHWH,  caMocTosiTeNbHass  paboTa €O  CIPAaBOYHUKAMH,
NEPUOJUYECCKUMU W3IaHUSIMH M HAyYHO-TIOMYJISIPHOW JIUTEPATYpOid, B TOM YHCIIE
HaXOASAIIMMUCS B TJIO0ATBHBIX KOMIBIOTEPHBIX ceTsx. CamocTosTenbHas pabora
M0JIpa3yMEBAET BBIMOJHEHUE YUEOHBIX 3aJlaHui, B TOM YHCIIE M WHIUBUIYaIbHBIX,
MOJIY4aeMbIX OOyYarOIIUMCS TIOCTIE KaXXIoro 3aHsATusA. Bee 3amanns, BHIHOCUMBIE Ha
CaMOCTOSATEIbHYIO pa0O0Ty, BBHIMOJIHSAIOTCS O0y4YaromuMces JU00 B KOHCIHEKTE, 100
Ha OTIENbHBIX JucTax (opmata A4 (mo ykazanuto mnpemnonaasatens). KoHTpoib
BBITIOJTHEHUS 3aJaHUi, BRIHOCUMBIX HAa CAMOCTOSITENBHYIO pabOTy, OCYIIECTBISET
MPernoaBaTeb.

9 @oHA OUEHOYHBIX CPEACTB /JI TPOBEAEHUS] TEKYIIero KOHTPOJIs
yCIeBaeMOCTH, IPOMEKYTOYHOMN ATTECTALUHU 10 UTOraM OCBOCHUSA JUCUMIIIMHBI

®oHn oneHouHBIX cpeAcTB mo aucnumuinHe «lIpodeccmonanbHas 3THKa,
CTaHmapTu3anus, CcepTUUKANKs ¥ YOPABICHHE KAadeCTBOM B  CEPBUCHOM
o0Cly>)KMBaHUM» TMpEAHA3HAUYECH JUIsl BBISIBJICHUS U OLECHKUM YPOBHA U KayecTBa
3HaHUM OOYy4YalolMXCs MO pe3yibTaTaM TEKYIIEro KOHTPOJIS U MPOMEKYTOUHOM
aTTECTAIMUA [0 WUTOraM OCBOCHHS IWCLMUIUIMHBI B BUJE SK3aMEHA B YETBEPTOM U
IIATOM CEMECTPE.
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®oH/ OLIECHOYHBIX CPEACTB ISl TEKYIIEro KOHTPOJIS BKIIOYAET: BOMPOCHI IS
YCTHBIX OMPOCOB, 3aJaHUsl IJI1 KypCOBOM pabOThI, CUTYaIIMOHHBIC 3aJaHUSI U TEMBI
JUTsL COOOILIEHUH.

Texymuit KOHTPOJIb YCIIEBAEMOCTH U MPOMEKYTOUHAS aTTECTAIUsI POBOSATCS
B cootrBeTcTBUM ¢ «llosokeHreM O TEKyIleM KOHTPOJIE YCIEBAEMOCTH H
MPOMEKYTOUHOM arrecTauuu oO0ydaomuxcs (QeAaepasbHOro ToCyAapCTBEHHOIO
OI0JKETHOTO 00pa30BaTEILHOTO YUYPEXKJACHUSI BBICIIETO oOpa3oBaHus «CaHKT-
[lerepOyprckuii  TOCYJApCTBEHHBIM  YHHUBEPCUTET  T'PAXKIAHCKONW  aBHAIUN»,
oOydJaromuxcs Mo mporpaMmmMaM BBICIIETO 00pa30BaHMs — MporpaMmaM OakaiaBpuaTa
U nporpamMmaM crenuanurera (popmbl, NEPUOJAUYHOCTh U TMOPANOK)». TeKymuit
KOHTPOJIb YCIIEBAEMOCTH OOYHYArOIIUXCSl BKJIIOYAET YCTHBIE OMPOCHI, COOOIICHUS U
CUTYyallMOHHBIC 3aJlaHus, a TaKXKe 3aJaHusl, BbIJABaCMbIE HAa CaMOCTOSITEIBHYIO
paboTy Mo TeMaM JAUCITUTUINHBI.

YcerHBI Ompoc 1O BOMPOCAaM  BXOJHOT'O KOHTPOJIS, KOTOPBIA SIBISETCS
AJIEMEHTOM TEKYIIEro KOHTPOJS YCIEBaeMOCTH, MpEIHA3HAYeH IS BBISBICHUS
YPOBHSI YCBOCHHSI KOMIIETCHIIMN 00y4YaroluMcsi, HEOOXOUMBIX Tepe] HU3yUYCHHEM
JUCHUIUIMHBL. Y CTHBIA OMPOC MO BOIIPOCAM BXOJTHOTO KOHTPOJISI OCYIIECTBIISIETCS TI0
BOIIPOCaM, Ha KOTOPBIX Oasupyercs untaemas auciuiuimHa (m. 9.4). YCTHbINH onpoc
MIPOBOJIUTCS HA KAXKJIOM MPAKTUYECKOM 3aHATUM B TedeHUe He Oosiee 10 MUHYT C
LEIBI0 KOHTPOJISI YCBOEHUS TEOPETHUYECKOTO MaTepuaia, U3JIaraéMoro Ha JIEKUUU U
npenanosaraeT  oTBeT  oOywaromuxcs. BxiiowaeT mepedeHb  BONPOCOB U
MOJENNpOBaHNe cuTyalui. [lepedyeHb BOMpOCOB ONPEAENSIETCS YPOBHEM MOATOTOBKU
y4eOHOUM TpYMIbl, a TaKXKEe HMHIWBUAYATbHBIMU OCOOEHHOCTSIMHU OO0YyUYaIOIIUXCS.
MopenupoBaHue CUTyalluil TpeCTaBIseT cOOOW MPOEKTUPOBAHHUE MPErnojaBaTeaemM
TUMOTETUYECKUX CUTyalldi, B KOTOPBIX MOXET OKa3aThCsl OOydYalolmuics MpH
CONPUKOCHOBEHUHU C PEabHOCTHIO. Peakius oOywaromierocs Ha CMOJEIHUPOBAHHYIO
CUTyaluio OyZeT MoKa3aTejaeM TOr0 YCBOWJI OH yUeOHBIN MaTepual WK HeT.

CuryallMOHHBIE 3aJaHHUsl HOCSAT MPAKTUKO-OPUEHTHUPOBAHHBIA XapakTep,
UCIIONIB3YIOTCSI B paMKaxX MPAKTUYECKOM TMOATOTOBKM C IEJNbI0  OLEHKHU
dbopMUpOBaHUS, 3aKPETUICHUS], PA3BUTHS MPAKTHUYECKUX HABBIKOB U KOMIETEHIUH 0
npoduiito  00pa3oBaTENbHONW MpOrpaMMbl. BEITONHEHHWE KOMIUIEKCa YYEOHBIX H
MCCJIeIOBATEIbCKUX 3aJaHuii, B (opMare CHUTYaIlMOHHBIX 3aJaHUM, MO3BOJISIIOT
OIICHUTHh YMEHHS M HABBIKA OOYYaIOIIErocsi CaMOCTOSITEIbHO KOHCTPYHPOBATh CBOU
3HaHUS B TPOIECCE pEUICHUS NPAKTUYECKUX 3a/ady, OPUEHTHPOBATHCA B
WHOOPMAIITMOHHOM  TIPOCTPAHCTBE, a TakXke YPOBEHb C(HOPMUPOBAHHOCTHU
AQHAJIUTUYECKUX, HCCIEIOBATEIbCKUX HAaBBIKOB, HAaBBIKOB IPAKTHYECKOTO U
TBOPYECKOT'O MBIIIJICHUS.

OLEHOYHBIM CpPENICTBOM  SABJISIFOTCSI TEMBI KYpPCOBBIX padOT, KOTOpbIE
npuBeaeHsl B 1. 9.3. KypcoBas paboTa — aBTOPCKHII HAyYHO-HCCIIEIOBATEIHCKHIMA
MPOEKT OO0ydYarImerocsi, HaNpaBICHHBIH Ha BBIPAa0OTKY HCCIEIOBATEIBCKUAX
HaBBIKOB, OIbITA Pa0OThl C HAYYHBIMU HMCTOYHHUKAMU M CO3JIaHUE 3aKOHUYEHHOIO
CaMOCTOSITEJILHOTO UucclefoBaHud. Hamucanue u 3amura KypcoBOil paboOThI
3aIJIaHUPOBAHA HA 5 cemecTp.

KonTponb BeINONIHEHUS 3aJlaHMs], BbIIABAEMOT0 Ha CAaMOCTOSITENIbHYIO padoTy,
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npecieayer coOoi 1eiab CBOEBPEMEHHOIO BBISBJICHUS TJI0XO0 YCBOGHHOI'O MaTepuala
JTUCUUIUIAHBL JUISl TOCHEAYIONIEH KOPPEKTUPOBKU WIIM OpPraHU3alluu 0053aTeIbHOM
KOHCynbTauu. lIpoMexxyTouHasi arrecTtamusi MO MTOraM OCBOCHUS JTUCIUIUIMHBI
MPOBOJMTCS B BUJIE dK3aMeHa B 4 U 5 cemecTpe. DK3aMEH MO3BOJSET OLECHUTHh
YPOBEHb OCBOCHHUS KOMIIETCHIIMI 3a BECh MEPUOJ U3YUCHUS TUCHUIUIMHBI. JK3aMeH
MpeIoJiaraeT OTBET Ha BOMPOCHI U3 MEPEUYHS BOIPOCOB, BEHIHECEHHBIX Ha 3K3ameH. K
MOMEHTY CJa4M 9K3aMeHa JOJKHBI ObITh OJIaronojay4yHO MPONIEHBI MPEIbIIYIINE
(dbopMBI KOHTPOJIS.

KontponbHas pabotra MpOBOAUTCS MO TEMaM C HCIOJIb30BAHUEM THUIIOBBIX
CUTYaIlMOHHBIX 3aJaHul, CPOPMYITHPOBAHHBIX MPENOJaBaTeIeM, B COOTBETCTBUU C
JAHHOW MpOTpaMMON W MpeaHa3Ha4YeHa ISl OIEHKH YpPOBHS C(HOPMUPOBAHHOCTH
KOMITETCHITUM, OCBAUBAEMBIX B XOJI€ CAMOCTOSITEIbHON PabOoThI CTY/ICHTOB.

Mertonuka ¢dopMupoBaHUsS Ppe3yJbTUPYIONICH OIEHKH B 005S3aTEIHLHOM
MOPSIIKE YYUTHIBAET AKTUBHOCTh OOYYAIOIIMXCS HA JIGKIUAX U TPAKTUYECKUX
3aHATHUAX, YIaCTHE 00YUYaIOIINXCS B KOH(DEPECHIUAX U MTOATOTOBKY UMU ITyOTUKAITUH,
YTO OTPAKEHO B OAJUIBHO-PEUTHHTOBOM OIIEHKE TEKYIETO KOHTPOJISI yCTIEBAEMOCTH U
3HaHUW oOyuarommxcs B 1. 9.1. OnucaHue mIKanbl OLICHUBAHUS, UCTIOJIb3yeMOM ISt
MIPOBEICHUS MPOMEXYTOUHBIX aTTECTAIIUM, TPUBEACHO B 11. 9.5.

9.1 baanbHO — peliTUHTOBasi OLIEHKA TEKYIIEro KOHTPOJISI YCIIEeBAeMOCTH U
3HAHUN 00y4YAIOIIUXCHA

OO6mass TpyJI0€eMKOCTh JUCIHUIUIMHBI COCTaBIsieT 6 3adeTHBIX eauHull, 216
aKaJeMHUYCCKUX 9acOB. BUI MpoMeKyTOUHOTO KOHTPOJIST — 3Kk3aMeH (4 u 5 cemectp).

. KonundaectBo 6anioB Cpok
Tema/Bua yueOHBIX 3aHATHM
. KOHTPOJIS
(OLICHOYHBIX 3a/IaHU), TO3BOJISIOIINX
(TOPSIAKOBBI
oOydaroriemycs Munu- Makcu- i Home [Tpumeua
IPOJEMOHCTPUPOBATH IOCTUTHYTHI | MallbHOE | MaJIbHOE HGI[CJIHI:: HHE
ypOBEHBb CPOPMHUPOBAHHOCTH 3HAUCHNE | 3HAUeHWe| oo
KOMIIETCHITUI
ceMecTpa)
Cemectp 4

Tema 1. Ilpeomem u npoodnemamura IMuKku 6 cghepe cepeucHozo 00CaAyHcueanus
Ha mpancnopme

Jlexmus 1 1 1,5 2 —
ITpakTrueckoe 3ansaTue 1 4,8 7,25 3 YO, C3, Cm
Hmozo no meme 1 5,8 8,75

Tema 2. Imuueckue yuenusn /[pesnezo Bocmoka, Aumuunas smuxa, Imuxa
Cpeonux eexos u Hoeozo epemenu

Jlexmmsg 2 1 1,5 4 —
ITpakTryeckoe 3aHsaTHe 2 4,6 7,25 5 YO, C3, Cm
Hmozo no meme 2 5,6 8,75

Tema 3. AkKmyanvHble nPOOIEMBL COBPEMEHHOU IMUKU
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. KonuuectBo 6asnios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst Munu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
Jlexmus 3 1 1,5 6 —
ITpakTuyeckoe 3ansitue 3 4.6 7,25 7 YO, C3, Cm
Hmozo no meme 3 5,6 8,75

Tema 4. IIpogheccuonanvnan ymuka u ee 63aumocensb ¢ odouiell meopuei mopaiu

Jlexmus 4 1 1,5 8 —
[TpakTuyeckoe 3ansitue 4 4.6 7,25 9 VO, C3, C
Hmozo no meme 4 5,6 8,75

Tema 5. Ilpogheccus u auunocmo. Hpascmeennasn Kynomypa npogeccuonana
Jlekuus 5 1 1,5 10 —
ITpakTrueckoe 3ansTue 5 4.6 7,25 11 VO, C3, Cm
Hmozo no meme 5 5,6 8,75

Tema 6. Imuueckue 0cCHOBbl NPOPeccUOHANbHOU 0eAmMENTbHOCU 8 Chepe Ycy2

Jlexmus 6 1 1,5 12 —
ITpakTryeckoe 3aHsTHE 6 4,6 71,25 13 VO, C3, Cm
Hmozo no meme 6 5,6 8,75

Tema (. Icmemuka o6caysiHcusanus
Jlexmug 7 1 1,5 14 —
ITpakTryeckoe 3ansTue 7 4,6 71,25 15 VO, C3, Cm
Hmozo no meme 7 5,6 8,75

Tema 8. Ilpogheccuonanvnoe nogedenue pabomuuKka cepeuca Ha pa3iuyYHbIX
Imanax oOcayHcUeaHus Ha Mpancnopme

Jlexmus 8 1 1,5 16 —
ITpakTraeckoe 3ansaTue 8 4,6 7,25 18 YO, C3, C
Hmozo no meme 8 5,6 8,75

Hroro Uno 00s13aTeJbHBIM BHAAM 45 20 . .
3aHATHI

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

aeTeJbHOCTH

(1151 y4eTa npu onpe/eJeHUH R R R R
peiTHHIA)

VYyactre B KOHQEPEHIIUH 0 TeMaM . 10 . o
JACHUILIAHBI

Hayunas myOnukamnus mo remam . 10 . .

AUCHUITIINHBI
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. KonuyectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst Munu- Makcu- i Home [Tpumeua
MIPOJEMOHCTPUPOBATH IOCTUTHYTHIA | MaJIbHOE | MaJbHOE Hez[eJmI:: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
HNTOro nonoTHUTEIHHO 20
NpeMHaJIbHbIX 02/1J10B
Becero mnmo aucummiaudHe A 120
perdTHHIA

IlepeBoa 6a/1J10B 0AJIJILHO-PETHHIOBOM CHCTEMbI B OLIEHKY JJIS IK3aMEHA 110

«aKaJaeMHuuecKo» miKaje

KoaundecTBo 0a10B mo BPC

Onenka (Mo «akageMH4YeCKoi» 1mKaJe)

90 u Gosee 5 — «OTIUYHOY
75+89 4 — «XOpOIIOY»
60+74 3 — «yJIOBJIETBOPUTEIHHO
meHee 60 2 — «HE yJIOBJICTBOPHUTEIIHHO)
Cemectp 5
Tema 9. Ocobennocmu 0enosozo oouieHus 6 cghepe yciayz
Jlekimg 9 1 1,5 1 —
ITpakTryeckoe 3ansTue 9 3,75 5,8 2 VO, C3, Cm
Hmozo no meme 9 4,75 7,3

Tema 10. Opzanuzauyuonnasn

KyJibmypa KaKk paxmop nosviuienus

aphexmusenocmu 6 chepe cepsuca
Jlexmus 10 1 1,5 2 —
Hmozo no meme 10 1 1,5

Tema 11. Ynpasnenueckas smuxa 8 cpepe cepsuca

Jexmus 11 1 1,5 3 —
ITpakTraeckoe 3anstue 11 3,75 5,8 3 YO, C3, C
Hmozo no meme 11 4,75 7,3

Tema 12. Dmukem Kax pezyasimop MedcaAutHOCHHbIX OMHOUWEHUI U

np0¢€CCMOH(lJle020 noeeoeHusn pa6omuul<oe cepsuca

Jlexmus 12 1 1,5 4 —
ITpakTrueckoe 3anarue 12 3,75 5,8 4 YO, C3, Cm
Hmozo no meme 12 4,75 7,3

Tema 13. Ilpasuna nosedenus 6 0o6uiecmeeHHbIX MeCmax
Jlexkmnsa 13 1 1,5 5 —
ITpakTrueckoe 3anarue 13 3,75 5,8 5 YO, C3, Cm
Hmozo no meme 13 4,75 7,3

Tema 14. J/lenoeoit samuxem u npomokon. OcobenHnocmu ux nposeieHus 6
cepsucHoul deamenvnocmu. /lenosvie gcmpeuu u nepezoeopul

Jlexknnsa 14

| 1

1,5

6
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. KonuyectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst Munu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
ITpakTuueckoe 3ansitue 14 3,75 5,8 6 YO, C3, Cm
Hmozo no meme 14 4,75 7,3

Tema 15. Imuka cepeucnoil deamenpbHOCMU HA MPAHCROPME, 8 MOM YUCIIE 8

chepe 6030yuino2o mpancnopma

Jlekmmga 15 1 1,5 7 —
[TpakTrueckoe 3anstue 15 3,75 5,8 7 VO, C3, Cm
Hmozo no meme 15 4,75 7,3

Tema 16. Kauecmeo, 6e3onacnocms yciye u Kyabmypa cepeucHoil 0eameabHocmu
HA MPAHCnopme, 8 MOM Hucie 8 chepe 6030YUIHO20 MPAHCHOPMA

Jlexus 16 1 1,5 8 —

[TpakTrueckoe 3anarue 16 3,75 5.8 8 VO, C3, Cm
KC

Hmozo no meme 16 4,75 7,3

Tema 17. Mooenv kauecmea ycayau

Jlexmus 17 1 1,5 9 —

ITpakTraeckoe 3anstue 18 3,75 5,8 10 VO, C3, Cm

Hmozo no meme 17 4,75 7,3

Tema 18. INokazamenu kauecmea

yeayeigppexkmusnocmu 6 chepe cepsuca

Jlexkmus 18 1 1,5 10 —
ITpakTryeckoe 3anstue 19 3,75 5,8 11 VO, C3, Cm
Hmozo no meme 18 4,75 7,3
Tema 19. Dopmbl u MemoOvl oyeHKU Kauecmea yciye

Jlexmus 19 1 1,5 11 —
ITpakTrdeckoe 3anstue 20 3,75 5,8 12 YO, C3, C
Hmozo no meme 19 4,75 7,3

Tema 20. Mestcoynapoonuvie opeanuzauuu no cmanoapmuzauuu. Illpasoswie

OCHOBbL 0eAMEeNbHOCHU U O

canuzayuonnas cmpykmypa HCO

Jlexmus 20 1 1,5 12 —
ITpakTrueckoe 3ansarue 21 3,75 5,8 13 YO, C3, Cm
Hmozo no meme 20 4,75 7,3

Tema 21. Teopemuueckue 0CHOBbL MEXHUUECKO20 PE2YSIUPOCAHUA
Jlexnus 21 1 1,5 13 —
Hmozo no meme 21 1 1,5

Tema 22. Cmanoapmu3sayus ¢ cghepe yciyz

Jlexmmsg 22 1 1,5 14 —
[Tpaktueckoe 3ansaTue 22 3,75 5,8 14 YO, Cm
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. KonuyectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJJaHUH ), TO3BOJIIOLIUX KOHTPOIIA
(MOPSLAKOBBI
oOyyaroiemycst ) MuHu- Makcu- # HoMep [Tpumeua
MIPOJEMOHCTPUPOBATH IOCTUTHYTHIA | MaJIbHOE | MaJbHOE HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAYCHHE | 3HAUCHUE HE:E;:;
KOMIICTCHIIUM
ceMecTpa)
Hmozo no meme 22 4,75 7,3
HToro mo o0s3aTejILHBIM BHAAM 45 70 . .
3aHATHI
JK3aMeH 15 30 — —
HToro no fucuuninHe 60 100 — —
IIpemuaabHbIC BUABI
nesiTeJIbHOCTH . . . .
(111 ydeTa nmpu onpe/eIeHNH
peiiTuHra)
VYyactue B KoHGEpPEHIINH 110 TeMaM . 10 . .
JUCITATIITAHBI
Hayunas myOnukanus mo remam . 10 . .
JTUCITUTUTMHBI
HTOro 1onoJTHUTEJILHO o 20 . .
NpeMHAJTBLHBIX 0AJ1JI0B
Bcero mno aucuMmiinHe  Jd L 120 L .
peliTHHra

IlepeBoa 6a/1J10B 0AJIJILHO-PETHHIOBOM CUCTEMbI B OIIEHKY /JISI IK3aMeHAa 10
«aKaJeMHYeCKOi» IIKaJjie

KosauvectBo 6a/10B no bPC Onenka (1o «aKkaJgeMH4YeCKO IKaJie)
90 u Goiee 5 — «OTIANYHOY
75+89 4 — «XOpoIIo»
60+74 3 — «YIOBIETBOPHUTEIHHO
Mmenee 60 2 — «HE yJIOBIETBOPHUTEIHHO

9.2 MeToguyecKHe PpeKOMEHIAIUN 1O TMPOBEAEHUI0 MPOLEAYpPbI
OLCHUBAHUA 3HAHMH, YMEHUH H HABBIKOB M (MJIH) ONBITA IeSATEJbLHOCTH,
XapaKTePU3YIOLIUX 3TANbl (POPMUPOBAHUA KOMIIETEHIIMH

[Tocemnenue AEKIMOHHOTO 3aHATHS oOydaronuMcs oteHuBaetcs B 1 6amn (4 u 5
cemectp). Beaenue nexunonHoro koncnekta — (0,2 6amioB (4 u 5 cemecTp). AKTUBHOE
y4acTre B 00CYKJICHUHU TUCKYCCHOHHBIX BOIPOCOB B Xoj1¢ Jiekiuu — 10 0,3 6amios (4
u 5 cemectp).

[Tocenenre MpakTUYECKOTO 3aHATHS C BEACHUEM KOHCIEKTa OlleHUBaeTcs B 4,6
6amta (mo 1 mpakTuueckomy 3aHsITHIO — 10 4,8 6amioB) (4 cemecTp). YCTHBIN OMPOC —
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1o 0,4 6amna (o 1 mpaktuueckomy 3anatuio — 110 0,2 6amna) (4 cemectp). CooOieHue
- 10 2 6aioB (4 cemectp).

[Tocemenre MPaKTUYECKOTO 3aHATHS C BEJACHHEM KOHCIIEKTA OIICHUBACTCS B
3,75 6aina (5 cemectp). YcTHbIN orpoc — 110 2 6amioB (5 cemectp). CooOlieHue - 10
2 GamioB (5 cemectp). Yuactue B OOCYKJE€HUU BOMPOCOB Kpyrioro crona — g0 0,4
0aJLIoB.

['pynmoBoe pemieHre OOyYAOIIUMHKUCS CHUTYallMOHHOM 3aJaud B paMKax
peanu3alyu METo/1a pa3BUBAIOIIEHCS KOOTIepaIluy OlleHnBaeTcs 10 1,8 6amios.

9.4 KoHTpoJbHbIE BONPOCHI W 3aJaHUA [JIs1 TNPOBeJEHUs] BXOAHOIO
KOHTPOJISI OCTATOYHBIX 3HAHUI 10 00eCTIeYUBAK UM JUCHHINIHHAM

BOHpOCBI BXOOHOI'O KOHTPOJIA II0 JAUCHUIIIINHC «Texnonoruu ACJIIOBOI'O
O6H_ICHI/I$I, IICHUXOJIOTHUA U KOH(i)J'II/IKTOJ'IOFI/ISI»:

1. COIII/IaJII)HO-HCHXOHOFH‘IGCKH@ IMpOLECCChI U ABJICHUA.

2. MeXITUYHOCTHBIC OTHOIIICHHS.

3. Me)KI’pyHHOBI)IG OTHOIICHMUA U BBaHMOHeﬁCTBI/IH.

Bompockl  BXOJHOTO  KOHTpOJiA 1Mo jguciuiuindae  «CepBUCOJIOTHS U
OpraHu3aIus 00CITyKUBaHUS.

1. ComuanpHOE OBITHE YETOBEKA.

2. JlyxoBHOE OBITHE YeTTOBEKa.

3. CoBpeMeHHBIM MUD U TICUXHKA YeJIOBEKa.

Bormpochl BXOAHOT0 KOHTPOJIS IO IUCHIMIUIUHE «YTIpaBiIeHUE MPEANPUIATUIMHU
CepBHCa Ha TPAHCIIOPTE:

1. MupoBoil ppIHOK CEpBHUCA U €TO PA3BUTHE.

2. IlpumeHeHHME COBPEMEHHBIX CEPBUCHBIX TEXHOJOTHH B  Ipolecce
NPEIOCTaBICHUS YCIyT, COOTBETCTBYIOIMMX TPEOOBAHUSIM MOTPEOUTENECH.

3. BnIOop pecypcoB u cpeaicTB ¢ ydeToM TpeOoBaHUI OTpeOHUTENS.

Bompocsl BX0HOTO KOHTpOIIs Mo AuciuIuinHe « CepBUCHAs NEeITebHOCTh Ha
TPAHCTIOPTE»:

1. Cdepa ycayr B COBETCKHI EpUOI.

2. JlemoBas »THKa M JIETIOBOM ATHKET B cepe cepBrca HA TPAHCIIOPTE, B TOM
qyCJie Ha BO3/YITHOM TPAHCIIOPTE.

3. Knaccuduxkamnus ycmyr Ha TpaHCIIOpTE, B TOM YHCIe B chepe BO3AYITHOTO
TPaHCTIOPTA.

53



9.5 Onucanue nokasareJieii 1 KpUTepHeB OLEHUBAHUS KOMIIETCHIMI Ha
PA3JIMYHBIX 3TANAX UX (POPMUPOBAHMSA, ONIUCAHUE IIKAJ OLCHUBAHUS

Kommerenmn

[Tokazarenun
OIICHUBAHUS
(MHIMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun onennBanus

I sran

YK-5

U yis
U1 %yis

OIIK-3

N1 onk-3
U1 %0mk-3
N 30nk-3

OIIK-7

N1 onk-7
N1 %0nk-7

[1K-3

WU ks
U1 %c-3

3Haer:

- OCHOBHBIC METO]TbI BOCIIPUSTHS
MEXKYJIbTYPHOTO  pa3HooOpa3us  oOiiecTtsa B
COIMAILHO -  HWCTOPUYECKOM, OJTHUYECKOM U
buI0cohCKOM KOHTEKCTaX B TPOIECCE OCBOCHUS
STUKHU, SCTETUKHA OOCITY)KUBAHUS, STUKETA, MOPAIH H
HPABCTBEHHOCTH, CTaHIAPTH3allud, CEpTU(UKAIINN
W yIOpaBJICHUS KayeCTBOM B cdepe CEepPBUCHOTO
oOCITy)KMBaHHMSI ~ HAa  TPaAHCIOPTE;  OCHOBHBIC
OCOOCHHOCTH  MEXKKYJBTYPHOTO  pa3HOOOpa3us
00I1IeCTBA;

- MeXaHM3M obOecrnedyeHusi TpeOyeMoro KadecTBa
IpoILeCCOB  OKa3aHWs  yCIyr, Ha  OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B TIpoliecce
OCBOCHHUS ITUKH, ICTETUKU OOCITYKMUBaHUS, STUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHJApPTHU3allUH,
cepTU(dUKAIIMA W YIIPaBICHUsSI Ka4eCcTBOM B cdepe
CEpBUCHOTO  OOCHY>KMBaHUSI Ha  TPAHCIIOPTE;
MEXaHHU3M CHCTEMbI oOOecIieueHuss TpedyemMoro
KayecTBa  MPOIECCOB  OKa3aHUA  yCIyr B
COOTBETCTBHH C MEXTYHAPOTHBIMU u
HAI[MOHAJILHBIMU ~ CTaHJapTaMd B TIpoIecce
OCBOCHHUS ITUKH, ICTETUKU OOCITYyKMBaHUS, STUKETA,
MOpaTd ¥  HPABCTBEHHOCTH, CTaHIApPTHU3aIUH,
cepruuKalu ¥ yOpaBIICHUS KadyecTBOM B cdepe
CEpPBUCHOTO  OOCTY)KMBaHWSI Ha  TPAHCIOPTE;
MEXaHM3M OKa3aHWs YyCIyr B COOTBETCTBUU C
3asBJICHHBIM KA4eCTBOM B TIPOIIECCE OCBOCHUS
ITHKH, ICTETHKN OOCITy>)KHBaHUS, YTUKETA, MOPAJIU U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMH, CepTU(PUKAINN
W VYOpaBICHUS KadyeCTBOM B cdepe CEepBHUCHOTO
o0cy)KUBaHMsI HA TPAHCIIOPTE;

- MaTepHuallbHbIE PEeCcypchl, OO0OpYIOBAaHHE IS
OCYIICCTBJICHHS  MPOIECCAa  CEPBHCA,  METOMbI
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Komnerenuu | Iloka3zarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

IpPOBEACHUSI TMEPETOBOPOB €  KIMEHTAMHU IO
IPETCH3UOHHBIM CITydasm u MEXaHU3M
OTpe/IeICHUs] TPUYMH BOSHUKHOBEHHUS TPETCH3UI B
nporecce OCBOCHUS ITHKH, ACTCTHKHU
00CITyKUBaHUS, ITUKETA, MOpaJT u
HPABCTBEHHOCTH, CTaHIApPTH3aIlUU, CEpTU(PUKAINAN
W yIOpaBJIeHUs KAdeCTBOM B cdepe CEepBUCHOTO
00cCITy’)kKUBaHMs Ha TPAHCIIOPTE; METObI Pa3pabOTKU
U UCIOJIb30BAaHUS THUIIOBBIX TEXHOJOTHYCCKHX
IPOIIECCOB, METOABI (POPMUPOBAHUS W BHEAPCHUS
KOPIIOPAaTUBHBIX ~ CTaHJApTOB W  PEIrVIAMECHTOB
MPOIIECCOB  OOCIYy»XKHMBaHUSI  MOTpeOUTENEH  Ha
TPAHCIIOPTE, METOABI B3aUMOJICHCTBHUS C KIIMEHTAMHU
M0  OpraHu3aluu  Mpolecca  00CIyKUBaHUS
notrpeduTenel B cepe rocTenpruiuMCcTBa B IIPOIEcce
OCBOCHHUS TUKH, ICTETUKU OOCITY>)KHUBaHUs, STUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHJapTHU3alIUH,
cepTu@UKalMU U YOpPaBICHUS KauyecTBOM B cdepe
CEPBHUCHOTO OOCITYKUBAaHUS HAa TPAHCIIOPTE;

- TpeOoBaHUs 0€30MacHOTO 00CITYKUBAaHUS, OXPaHbI
TpyJa ¥ TEXHUKH O€30MaCHOCTH 3alllUThl OT
TeXHOC(HEPHBIX dbakTopoB HAa  TpaHCIOPTE
IPUMEHUTENBHO K cpepe cepBrca HA TPAHCIIOPTE;

Ywmeer:

- TMPUMEHATH OCHOBHBIE METOJbI BOCTPUSTHS
MEXKYJIbTYpPHOTO  pa3HOOOpa3usi  oOmiectBa B
COIIMAILHO -  HCTOPHUYECKOM, OJTUYECKOM U
buI0COPCKOM KOHTEKCTaX B IMPOIECCEe OCBOCHHS
ITHKH, CTETHUKN OOCITY>KHMBaHUS, STUKETA, MOPAIH H
HPABCTBEHHOCTH, CTaHIAPTH3AIlMH, CepTU(UKAINN
W VYOpPaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
00cCITy>KUBaHMs HA TPAHCIIOPTE;

- MPUMEHATHh MEXaHU3M O0ecTredeHus TpeOyemMoro
KayecTBa TPOIECCOB OKa3aHUSA YyCIyr, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHIA B TIPOIIeCce
OCBOCHHUS TUKH, ICTCTUKU OOCITYy)KHBaHUS, dTUKETA,
MOpaTd ¥ HPABCTBEHHOCTH, CTaHJApPTH3aIlUH,
cepTudUKallMi W YIpPaBJICHUSI KauecTBOM B cdepe
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Kowmrmereuimmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun onennBanus

CEpPBUCHOTO  OOCTY)KMBaHHMS Ha  TPaAHCIOPTE;
NPUMCHATh MEXaHHM3M CHCTEMBl OOeCIeueHUs
TpeOyeMOoro KadecTBa MPOIECCOB OKa3aHUsS YCIyT B
COOTBETCTBHH C MEXTYHAPOTHBIMU "
HAI[MOHAJIbHBIMU ~ CTaHJapTaMd B TIpoOIecce
OCBOCHHUS 3THKH, ICTCTHKU OOCITy)KMBaHUS, dTUKETA,
MOpad ¥ HPABCTBCHHOCTH, CTaHJapTH3allUH,
cepTudUKalMA ¥ YIPaBICHUS KAadyeCcTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS Ha TPAHCIIOPTE;

- WCIIOJIB30BaTh  MaTepHUAJbHBIC  PECYpCHI,

NPUMCHAThL OO0OpYJOBaHHWE JUISI OCYIISCTBICHHS
mpolecca CepBrca, MPUMEHATh METOBI TIPOBEIACHUS
NIEPErOBOPOB C KIMEHTAMH TI0 TPETCH3UOHHBIM
CIy4asiM ¥ TPUMEHATH MEXaHU3MBI OIPEICIICHUS
NPUYMH BO3HUKHOBEHHWS TPETCH3W B TIporiecce
OCBOEHUS ITHKH, SCTETUKU OOCITY)KUBAHUS, dITHKETA,
MOpaJli ¥  HPABCTBEHHOCTH, CTaHIapTH3AIIHH,
cepTu(UKaUA W YIPaBICHUS Ka4eCTBOM B cdepe
CEPBHUCHOTO OOCITY)KHBaHHsI Ha TPAHCIIOPTE;
- o0ecrieynBaTh cOOJII0IeHNE TpeOoBaHUH
O6e30omacHOro OOCHy)KMBaHUs, OXpaHbl Tpyda H
TEXHUKH OE€30MaCHOCTH 3aIIUThl OT TEXHOCHEPHBIX
(bakTOpOB Ha TPAHCIOPTE MPUMEHUTEIHLHO K cdepe
CepBHCa HA TPAHCTIOPTE.

II pTan

YK-5

Uyks
U %yks

OIIK-3

U onk-s
N1 %0mk-3
N 30nk-3

OIIK-7

U onk-7
N1 %0mk-7

Ywmeer:

- MPUMEHSTh OCHOBHBIE 0COOEHHOCTH
MEXKYJIbTYPHOTO Pa3HOOOpa3us 0OIIECTBa;

- TPUMEHSITh MEXaHW3M OKa3aHWs YCIyr B
COOTBETCTBHH C 3asBJICHHBIM Kaue€CTBOM B TIPOIECCE
OCBOCHHUS ITUKH, ICTCTUKU OOCITYy)KHBaHUS, YTUKETA,
MOpaTd ¥  HPABCTBEHHOCTH, CTaHIApPTH3aIlUH,
cepruuKaiu M yHpaBICHUS KadyecTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS HAa TPAHCTIOPTE;

-  TPUMEHATh  METOABl  pa3paboTkum U
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Komnerenuu | Iloka3zarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

UCTIOJIb30BaHUS THUTIOBBIX TEXHOJOTHYECKHUX
IPOIIECCOB, MPUMEHATh METOIbI (OPMHPOBAHUSI WU
BHEJPCHHUS  KOPIIOPATHBHBIX  CTaHIAPTOB U
pETJIaMEeHTOB IIPOIIECCOB 00CTy>)KUBaHHS
noTpeOuTeNIeld Ha TPAHCIIOPTE, MPUMEHSTh METOMIBI
B3aMMOJICHCTBHSI C KJIUCHTAaMHU [0 OpraHU3aluu
mpoiiecca 0OOCIyXuUBaHUSI TMOTpedOuTeneil B cdepe
TOCTCIIPUUMCTBA B TIPOIECCE OCBOCHUS OTHKH,
ACTETHUKUA OOCITY)KWUBaHHS, OJTHKETa, MOpPAId M
HPABCTBEHHOCTH, CTaHIApPTH3alluH, CEpTU(UKAIINN
W VyIOpaBJIICHUS KadyeCTBOM B cdepe CEpBHCHOTO
00CTy)KWBaHHSI Ha TPAHCIIOPTE;

- coOMroAaTh TIOJOXKEHHUS HOPMATHUBHO-IIPABOBBIX
aKTOB, PETYJIUPYIOIIMX OXPaHY TPyJa U TEXHUKY
0e30IacHOCTH, B TOM YHCIE HAa MPEINPHITHIX
cepBuca B chepe TpaHCTIOPTA.

Bnaneer:

- CIOCOOHOCTBIO TIPUMEHSTh OCHOBHBIE METOJbBI
BOCTIPUSITUSL ~ MEXKYJIBTYPHOTO  pa3HOOOpasus
00IIIeCTBa B COITUAIBHO - HCTOPHUYECKOM, STHIECKOM
U PuaocoPpckoM KOHTEKCTaxX B IPOIIECCE OCBOCHHS
ITHKH, 3CTETHUKU 00CTYKUBaHUS, ITUKETa, MOPAJH U
HPaBCTBCHHOCTH, CTaHIApPTH3AIHMH, CEpTU(UKAINN
W YIpaBICHHUS Ka4eCTBOM B cdepe CEepBUCHOTO
oOCIy>KMBaHHsSI Ha TPAHCIOPTE;, CIMOCOOHOCTHIO
NPUMEHSTh OCHOBHBIE 0COOEHHOCTH
MEXKYJIbTYPHOTO Pa3HOOOpa3us 0OIIEeCTBa;

- CHOCOOHOCTBIO  MPUMEHATh  MEXaHU3M
obecrnieueHuss TpeOyeMOro KadecTBa IIPOIIECCOB
OKa3aHUS yCIIyT, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHIA B TIPOIIECCE
OCBOCHHUS ITUKH, ICTCTUKN OOCITYy)KMBaHUS, dTUKETA,
MOpaTd ¥  HPABCTBEHHOCTH, CTaHIApPTH3aIlUH,
cepruuKaiu M yOpaBICHUS KadyeCTBOM B cdepe
CEpPBUCHOTO  OOCTY)KMBaHHWS Ha  TPAHCIOPTE;
CIIOCOOHOCTBHIO TPHUMEHSITh MEXaHU3M CHCTEMBI
obecrieueHus: TpeOyemMoro KadecTBa IPOIIECCOB
OKa3aHUS yCIyT B COOTBETCTBUU C

U ks
I1K-3 W13
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Komnerenuu | Iloka3zarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

MEXTYHAPOIHBIMU U HallMOHATBHBIMY CTaHAApTaMU
B TMpolecce  OCBOCHHS  OTHKH,  JCTETUKHU
oOcy>KUBaHMUs, ATUKETA, MOpau U
HPAaBCTBEHHOCTH, CTaHIAPTH3AIMH, CEPTU(UKAINU
U YIOpaBICHHUS KAa4eCcTBOM B cdepe CEepBUCHOTO
OoOCTy)XMBaHHsI Ha TPAHCIOPTE; CIIOCOOHOCTHIO
NPUMEHSATh  MEXaHW3M  OKa3aHUs  yCIyr B
COOTBETCTBHH C 3asBJICHHBIM KauyeCTBOM B TPOIIECCE
OCBOEHUS ITHKH, ICTETUKN OOCITY)KUBAHUS, dTHKETA,
MOpaJli ¥  HPaBCTBEHHOCTH, CTaHIapTH3AIIHH,
cepTu(UKaUU W YIPaBICHUS Ka4eCTBOM B cdepe
CEPBHUCHOTO O0CITY’)KHBaHHS HA TPAHCIIOPTE;

- CIIOCOOHOCTBIO HCIOJIb30BaTh MaTepuaIbHbIE
pecypchl, PUMEHSTh o0opyoBaHUE IS
OCYIIIECTBJICHHsI TPOIlecca CEepPBHCA, CIIOCOOHOCTHIO
NPUMEHSATh METOJbI TPOBEIECHUSI TEPETOBOPOB C
KIMCHTaMd TI0 TPETeH3WOHHBIM  CIydasM |
CIIOCOOHOCTBIO TIPUMEHSATH MEXaHU3M OTPE/ISICHISI
NPUYUMH BO3HUKHOBEHHWS TPETCH3W B TIporiecce
OCBOCHUS ITHKH, 3CTETUKU OOCITY)KUBAHUS, dITHKETA,
MOpaJIM ¥  HPABCTBCHHOCTH, CTaHIapTH3AIIHH,
cepTU(dUKAIIMA W YIIPaBICHUS Ka4eCcTBOM B cdepe
CEpPBHCHOTO  OOCIY)XHBaHHS Ha  TPaAHCIIOPTE;
CITOCOOHOCTBIO MPUMEHSATH METOJBI pa3paboOTKu U
UCTIOJIb30BaHUS TUTIOBBIX TEXHOJIOTHYECKHUX
IPOIIECCOB, CIIOCOOHOCTBIO MPHUMEHSTh METO]IbI
dbopMupoBaHUS W BHEAPECHUS KOPIMOPATUBHBIX

CTaHJIaPTOB u pETJIaMEHTOB MPOIIECCOB
oOcnmy>KUBaHMsI TOTpeOUTENe Ha TpaHCIOPTE,
CIIOCOOHOCTBIO MIPUMCHSTh METObI

B3aUMOJICHCTBHS C KIMEHTAMH 110 OpraHHU3aIldu
mporecca OOCIyXHUBaHHUS IMOTpeOuTeNneil B cdepe
TOCTEIIPHMMCTBA B TPOIECCE OCBOCHUS JTHKH,
ACTETUKH OOCITY)KHWBAHUSA, OJTHUKETa, MOPAIH U
HPaBCTBCHHOCTH, CTaHIAAPTH3allMH, CEPTU(PUKAIIN
U yIOpaBICHHS KadecTBOM B cdepe CEepBHCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE;

- CIIOCOOHOCTHIO co0TI01aTh MTOJIOKCHUS
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Kowmrmereuimmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun onennBanus

HOPMAaTUBHO-IIPABOBBIX  aKTOB,  PEryJHPYIOIIHAX
OXpaHy TpyJa U TEXHUKY O€30IaCHOCTH, B TOM
ylyclie Ha NOpeanpusiTUsiX cepBuca B  cdepe
TpaHCIIOpTAa.

IIIkajia OeHNBAHUS KYPCOBOH padoThl NPH UCMOJIb30BAHUHU 0AJIBHO-

PEUTHHIOBOM OLIEHKH

HaumenoBanue sramna
BBITIOJIHEHUSI KYPCOBOM
paboThI

MakcuMalibHOE IIkana onieHUBaHUS
KOJINYECTBO

0auI0B

Ortan 1. Brimaya 3aganus
Ha KypCOBYIO paboTy

Koncynpranuss HayyHOrO
PYKOBOJIUTENSA

CTPYKTYpC
paboTHI,
JTUTEPaTyPhI
BBITIOJTHEHUS
paboTHhI

U TOPSIAKY

o
KypCOBOM
nmoaoopy

KypCOBOM

0,5 6amta cHUMaeTcs 3a OmuOKy B
pacyeTe rmokasaTes,

1 Gany cHEUMaeTcs 3a OTCYTCTBHE
pPacyYeTHOro MoKa3aTes,

0,5 6anna cHUMaeTCs 32 OTCYTCTBUE
BBIBOJIA,

0,3 6ajuta cHUMaeTcA 3a
HEKOPPEKTHBIN BBIBOJ,

0,2 Ganna CHUMAaETCs 3a HEMOJIHBIN
BBIBO/I,

0,2 6aymra cHUMaeTCs 3a JOIMYIICHHBIS
rpaMMaTHYECKHE OITHOKH.

10

Otan 2. Beimonnenne 1
paszaena KypcoBou

paboTHI

0,1 6anna caumaercs 3a omKOKY B
3HAQYCHUSIX MOKa3aTeleH,

0,3 cHUMaeTCs 3a HEMOJHYIO

10 uH(bOpMAIHIO,

0,2 cHuMaeTCs 3a IOMYIICHHbBIC
opdorpadurueckrie u rpaMMaTHIECKUE
OIITMOKH.
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HaumenoBaunue >tamna

MakcumanpHOE

[IIxana onenuBaHug

BBIIIOJIHEHUS KypPCOBOM KOJINYECTBO
paboThI OaioB

0,1 6anna cHUMaeTcs 3a OIUOKY B
3HAYCHHUSAX MOKa3aTeleH,

Otan 3. BeinonHenue 2 0,3 cHUMaeTCs 3a HEMOJIHYIO

pazzena KypcoBOu 15 uHdopMaIuio,

paboThI 0,2 cHEUMaeTCs 3a TOMyIIEHHBIE
oporpaduueckue u rpaMMaTUIECKUE
OIITMOKH.
0,1 6anna cHUMaeTcs 3a OIUOKY B
3HAYCHHUSIX MOKa3aTeleH,

Otan 4. Beinonxnenue 3 0,3 cHUMaeTCs 3a HEMOJIHYIO

paszena KypcoBOi 15 uHpopMaImio,

paboThI 0,2 cHuMaeTcs 3a JOMYIICHHBIE
oporpaduueckue u rpaMMaTUIECKUE
OITMOKH.
1-3 Gania cHUMArOTCS 3a

Odopmitenne KypcoBoii HEOPEKHOCTh OPOPMITCHHS TEKCTA,

10 1-2 Ganna cCHUMArOTCS 3a

paboThI
HEOPEKHOCTH OPOPMITCHUS
UCIOJIb30BAaHHBIX UICTOYHUKOB
3a KaXAbli TPOCPOUYCHHBIN AEHD 1O

CBOEBPEMEHHOCTD .

N 10 HEYBaXUTEIbHON MPUUYMHE CHUMACTCS
0,5 Gama.

Htoro BeIIONIHEHKE 70

KypCOBOI pabOTHI
5 GanoB — HCCIeOBATEIbCKU I
XapakTep;
5 GanioB — aKTyaJabHOCTh Pa0OTHI;
10 GanymoB — OTBETHI HA BOMIPOCHI

3ammuTa KypcoBoi 30 YETKHE, SICHBIE U TIOJIHBIE;

paboTHI 5 6aysioB — cUCTEMHas
WHTEPIPETAINS TOTYIYCHHBIX B
KypCOBOI paboTe pe3yIbTaToB;
5 6aysIoB — TPaMOTHOE BEJICHUE
MOJIEMUKH.

Bcero no kypcoBou 100

pabore:
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HaumenoBaunue >tamna MakcumanpHOE [IIxana onenuBaHug
BBITIOJIHEHUS KYPCOBOU KOJIMYECTBO
paboThI OaioB

IlepeBoa 6a/1J10B 0AJIJILHO-PEHTUHIOBOM CUCTEMbI B OLICHKY
0 «aKaAeMH4YeCKO» HIKaJe

Kouuvectso 0a/u10B mo bPC Ouenka (1o «akageMmu4ecKoin»
mKaJe)
90 u Gonee 5 — «OTJIIMYHOY»
75+89 4 — «XOpOIIO»
60+74 3 — «yJIOBIIETBOPUTEIHLHOY
MmeHee 60 2 — «HE yJ0BIETBOPUTEIHHOY

XapakTepUCTUKX  IIKAIbl  OICHUBAHHUS  IMPOMEXYTOUYHOW  aTTeCTalUu
NPUBEICHBI HUKE.

1. MakcuManbHOE KOJIHMYECTBO OaylioB, TOJNYYeHHBIX 3a d3k3ameH — 30.
MuHuManbHOE (3a4€THOE) KOJIUYECTBO OaIoB (9K3aMeH caaH) — 15 Gaios.

2. Tlpu Habope MeHee 15 OamnoB - 9K3aMEH CUUTACTCS HE CHAHHBIM II0
NpUYMHE HEAOCTATOYHOTO YpOBHS 3HaHUU. [Ipwm HEyIOBIETBOPHUTENHHOW cHaue
9K3aMEH WM HESBKE I10 HEYBRXHUTEIHbHOW TPHYMHE HA OK3aMCH 3aueTHas
COCTAaBJISIIONIASl TPHPABHUBACTCS K HYyIO. B 3TOM ciydae oOydarommuiics B
yctanoBiieHHOM B CIIOI'Y T'A nmopsinke o0s3aH nepeciath SK3aMeH.

3. OrneHKa 3a 9K3aMEH BBICTABISICTCS KaK CyMMa HaOpaHHBIX OAJIJIOB 32 OTBETHI
Ha JIBa BOIIPOCA M 32 BBHIMIOJHEHUE MPAKTUICCKOTO 3aTaHHUS.

4. OTBeThI Ha BOIPOCHI OLIEHUBAIOTCS CIEAYIOIIMM 00pa3oMm:

1l 6ann: oOyyalomuiics JaeT HENpaBWIbHBIA OTBET HA BONPOC, HE
JEMOHCTPUPYET 3HAHWMA, YMEHUN U HABBIKOB, COOTBETCTBYIONIUX (POPMUPYEMBIM B
MPOIIecCce OCBOSHUS NUCIUILIMHBI KOMIIETCHIIMSIM (HET OTBETA HA BOIIPOC) WIJIA OTKA3
OT OTBETA;

2 banna: oTBeT OOydYarOMmIErocsl Ha  BOMNPOC  HEYAOBJICTBOPHUTEIICH,
OOy4Jaromuiicsi TEMOHCTPUPYET (PparMeHTapHbIC 3HAHHUS B pamMKax (OPMUPYEMBIX
KOMITIETEHITU, He3HAHKE JISKIIMOHHOTO MaTepHaa;

3 6anna: OTBET O0YydalOMIEroCsi HA BOMPOC HEYJIOBJICTBOPUTENCH, TpeOyeTcs
3HAYNUTEIBHOE KOJHMYECTBO HABOJAIIUX BOMPOCOB, OOYYAOMIMICS HE MOXKET
BOCIIPOM3BECTH M OOBSCHUTH OCHOBHBIC IIOJIOKEHHUS BOIPOCA, JAEMOHCTPUPYET
ca0ble 3HaHUS JIEKIIMOHHOTO MaTepHaia;

4 banna: oOyJarOUUICS NEMOHCTPUPYET MHHHMAIIBHBIE 3HAHUS OCHOBHBIX
MOJIOKEHHUH BOTIPOCOB B TIpeieliax JICKIIMOHHOTO MaTepraa,
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5 6annog: oOydaromUUCs NEMOHCTPUPYET 3HAHUS OCHOBHBIX TMOJOXKEHUN
BOMPOCA, JIOTUYECKH BEPHO H3JIaracT CBOU MBICIH, TOKa3bIBAa€T OCHOBHI YMEHUH
MCTIOJIb30BAHUS 3TU 3HAHUSA, TIBITASACh OOBSICHUTH UX HA KOHKPETHBIX MPUMEPAX;

6 6annog: OOyYarOMIMWCA NEMOHCTPUPYET CHUCTEMATH3MPOBAHHBIC 3HAHHS
OCHOBHBIX TIOJIOKEHUI BOMpOCA, JIOTUYECKH BEPHO M TPAMOTHO H3JIaracT CBOU
MBICITH, OPHEHTHUPYETCS B €r0 MpoOieMaTHKe, TOKA3bIBACT YMEHHSI HCIIOJIH30BATh 3TH
3HaHUs, OMMCHIBAs PA3IMYHBIC CYIIECTBYIOIINE B HAYKE TOUYKH 3PEHHUS Ha MpoOieMy
Y TIPUBO/ISI KOHKPETHBIC TTPUMEPHI;

[ 6annos: oOydaromMiicss JAEMOHCTPUPYET JOCTaTOYHO IMOJHbIE U
CHUCTEMAaTHU3UPOBAHHBIE 3HAHWS, JIOTHUYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU
MBICJTH, YETKO OTHCHIBACT MPOOIEMATHKY BOMPOCA, OPUEHTHPYETCS BO BCEX TEMax
OUCIMIUIMHBI, TOKa3blBa€T YMEHWS W HAaBBIKM HCIOJNB30BaTh OTH 3HAHUS,
00OCHOBBIBasI CBOIO TOYKY 3PCHHS Ha MPOOJIeMy U MPUBOAS KOHKPETHBIC MPUMEDPHI,
HO TPeOOBAIMCH HABOSAIIUE BOTIPOCHI;

8 6annos: oOyYarOIIUACS TEMOHCTPUPYET TMOJHBIE W CHCTEMAaTU3UPOBAHHBIC
3HaHWs, JIOTHYECKH BEPHO M TPAMOTHO H3JIaracT CBOM MBICIIH, YETKO OIMHUCHIBAET
npoOJIieMaTHKy BOIPOCA, XOPOIIO OPUEHTHPYETCS BO BCEX TEMax JHCIUTUIMHEI,
MOKa3bIBa€T yMEHUS W HAaBBIKM WCIOJIB30BAaHUS OTUX 3HAHWW, JeJas BBIBOJEI,
NPUBOJISI CYIIECTBYIOIME B HAyKe TOYKH 3PCHHS, CPAaBHUBAS UX CHIIBHBIC M CIIa0bIe
CTOPOHBI, 00OCHOBBIBasI CBOIO TOUKY 3PCHHS, IIPUBOJISI KOHKPETHBIE TIPUMEPHI;

9 6annos: OOyYaAOIIUNCS TEMOHCTPUPYET TMOJHBIE W CHCTEMAaTU3UPOBAHHBIC
3HaHWs, JIOTHYECKH BEPHO M TPAMOTHO H3JIaracT CBOM MBICIIH, YETKO OIMHUCHIBAET
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPHUEHTHPYETCS BO BCEX TEMax JHCIUIUIMHEI,
MOKa3bIBA€T yYMEHUS W HAaBBIKM HCIOJNB30BAaHUS JTUX 3HAHWH, Jelias BBIBOIBI,
IBITAsICh CAMOCTOSITEIPHO pelIaTh BBISIBICHHBIC MPOOJIEMBI, MPHUBOJS KOHKPETHHIS
IPUMEPHI;

10 6annos: obyJaromuiicss TEMOHCTPUPYET IOJHBIE U CHCTEMATH3UPOBAHHBIC
3HaHWs, JIOTHYECKH BEPHO M TPAMOTHO H3JIaracT CBOM MBICIIH, YETKO OIUCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPUEHTHPYETCS BO BCEX TEMax JIHCIUILIMHEI,
UCTIOJNB3YeT ISl OTBETA 3HAHUS, TMOJTYYCHHBIC B APYTrUX IUCIUIUIMHAX, a TaKKe U
MHPOpPMAIIMIO U3 HCTOYHUKOB, HE YKa3aHHBIX B Kypce NTaHHOW JUCIMILIUHBI,
MOKa3bIBACT YMEHMS W HAaBBIKM HCIOJb30BAHUSA ATHX 3HAHUM, Jenas BbIBOJBL,
IBITAsCh CaMOCTOSITENIbHO M TBOPYECKH pEIIaTh BBIIBICHHBIE MPOOJIEMBI, MPUBOJSA
KOHKPETHbIE TIPUMEPBHI.

BolnonHeHrne npakTU4ecKkoro 3ajaHus (3 BONPOC) OLEHUBAETCS CIEIYIOUIUM
obpazom:

10 6annos: 3ananue BoimonHeHo Ha 91-100 %, pemieHne U OTBET aKKypaTHO
oopMIICHBI, BBIBOJBI OOOCHOBAHBI, JaHAa TpPaBWIbHAS W TIONHAS HWHTEPIIPETAIUS
BBIBOJIOB, OOYYAlOIIUICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3PEHUS,
YBEPEHHO U MPaBUJILHO OTBEUYAET HAa BOMPOCHI MPEMOIaBATEIS;

9 6annos: 3amanue BuIMOTHEHO Ha 86-90 %, pemieHue W OTBET aKKypaTHO
o opMJICHBI, BBIBOJBI OOOCHOBAHBI, JaHA TPaBWIbHAS W TIONHAS HWHTEPIIPETAITUS
BBIBOJIOB, OOYYAlONTUICS apryMEHTHPOBAaHHO OOOCHOBBIBAET CBOIO TOUKY 3PEHUS,
MPABWIHLHO OTBEYAET HA BOMPOCHI MIPETIOIaBATEIIS;
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8 6annos: 3aganue BbINOAHEHO Ha 81-85 %, X0a peleHus NpaBUIIbHBIM,
HE3HAYUTEIbHbIE TMOTPEIIHOCTH B OQOPMIICHHWHU; TMpaBWIbHAs, HO HE TMOJHAs
MHTEPIPETalrs BHIBOJAOB, OOYYAIOMINICS JaeT MPaBWIbHBIC, HO HE IMOJIHbIE OTBETHI
HAa  BONPOCHI  MPENOJABaTeNsA, HWCHBITHIBAET HEKOTOpbIE  3aTPyIHEHUS B
WHTEPIPETALNN OTyUYEHHBIX BBIBOJIOB,

7 6annos: 3agaHue BbinodHeHO Ha 74-80 %, Xxoa peleHus NpaBUIIbHBIM,
3HAYUTENbHBICE TOTPEIIHOCTH B O(GOpPMIIGHWH; TpaBUIbHAs, HO HE TMOJHAsA
MHTEpIpETalrs BHIBOJOB, OOYYAIOMINICS JaeT MPaBWIbHBIC, HO HE MOJHBIE OTBETHI
HAa BOMPOCH TIPEMOJAaBaTessl, WCIBITHIBACT ONpEACICHHbIE 3aTpyJHEHUS B
MHTEPIpPETAIMHU TIOJTYyUYEeHHBIX BBIBOJIOB;

6 6annos: 3aj1aHue BBIMOIHEHO 66-75 %, MOAXO0J K PELICHUIO MPAaBUIBHBIN,
ecThb omuOku, Oo(OpMICHHE C HE3HAYUTEIBHBIMU TIOTPEITHOCTSMHU, HEMOJTHAs
MHTEpIpEeTaIusl BEIBOJOB, HE BCE OTBETHI Ha BOIPOCHI MPEMNO/IaBATENs MPaBUIBHEIC,
HE CIIOCO0eH MHTEPIPETUPOBATH MOTYyUYCHHBIE BHIBOJIBI;

5 6annos: 3ananue BeimoaHeHO HA 60-65 %, MOIX0 K peHIeHUIO MPaBUIIbHBIN,
€CTh OIMMOKHM, 3HAYMTEIbHBIC TIOTPEIIHOCTH TpU O(OPMIICHUH, HE TOJHAs
MHTEPIpETaIisl BEIBOJIOB, HE BCE OTBETHI Ha BOIPOCHI MPEINO/IaBATENS MPABUIBHBIC,
HE CIIOCO0EH MHTEPIPETUPOBATH MOTYyUYCHHEIC BHIBOJIBI;

4 6anna: 3anaHue BBIMOIHEHO HA 55-59 %, MOAX0J K PELIEHUIO MPABUILHBIMH,
€CTh OIIMOKHM, 3HAYMTEIbHBIC TIOTPEIIHOCTH TpU O(OPMIICHUH, HE TOJHAs
MHTEpIIpETaIUsl BHIBOJAOB, HE BCE OTBETHI HA BOIPOCHI MpENoaBaTesl IPaBUIbHbIC,
HE CIIOCOOEH MHTEPIIPETUPOBATH MOTYUYEHHbIE BBIBOJIBI;

3 6anna: 3amanue BbIoNHEHO Ha 41-54 %, pemieHue coAepKUT TrpyObie
omMOKHU, HeakKypaTtHoe odopmieHre paboThl, HENpPaBWIbHAS HHTEPIIpETAIUs
BBIBOJIOB, 00YYAIOUTUICS JaeT HEMPaBUIbHBIE OTBETHI HA BOIIPOCHI MPENoAaBaTes;

2 o6anna: 3amanue BbIMONHEHO Ha 20-40 %,pelmieHue COACPKUT TpyObIe
omuOKU, HeaKkKypaTHoe odopmiieHHe padOTHl, BBIBOJBI OTCYTCTBYIOT; HE MOJXKET
IPOKOMMEHTHPOBATH X0 PEIICHUS 3a]]a4H, T1a€T HETPABUIBHBIE OTBETHI HA BOIIPOCHI
IperoaBaTes;

1 6ann: 3ananue BHITIONIHEHO MeHee, ueM Ha 20 %, pereHue couepKuT rpyobie
OLIMOKH, 00yJaromuiics HE MOXET NMPOKOMMEHTHPOBATh XOJ pEHICHMs 3aladyd, He
criocoOeH chopMyIHpPOBaTh BEIBOJIBI IO padoTe.

9.6 TumoBbie KOHTPOJbHbIE 3aJaHUA IS TPOBeJAEHHSI TEKYIIero
KOHTPOJISAA U IPOMEKYTOYHOI aTTECTAIMU M0 UTOraM OCBOECHHUS TUCHMIIIMHBI

Cemectp 4

Tema 1. [Ipenmer u mpoGiemMaTHKa STUKH B chepe CepBUCHOTO OOCITYKUBAHUS
Ha TPAHCIIOPTE

Ilepeuenv munoswix 60npocog 0s YCMHo20 Onpoca

1. TlonsiTue u npenMeT 3TUKU. Mopasib 1 HPaBCTBEHHOCTb.

2. Teopermyeckas, HOpMaTWBHAas W TPHUKJIQJHAS OSTUKA. MeECTO OSTHUKH B
CHUCTEME T'YMAaHUTAPHOTO 3HAHMUSL.

3. OcHOBHBIE OTHYeCKHMe Kareropuu. «YecTb», «HONT», «COBECTHY,

63



«OTBETCTBEHHOCTh)» - BAXHEHININE KAaTETOPUH NMPOdHEeCCHOHATHHOW dTUKH paOOTHHKA
cepBHca.

4. OCHOBBI OCYIIECTBICHUS TIOWCKA, KPUTHYECKOTO aHajdn3a ¥ CHHTE3a
nH(OpMAaIH, MPUMEHEHHSI CHCTEMHOTO TTOIX0/1a JJIS PEIICHHS TTOCTaBICHHBIX 3a1a9
B TIPOIIECCE W3YUYEHUS OTUKH, OCTETUKH OOCITY)KUBaHUSA, OSTHUKETAa, MOpPAId U
HPABCTBEHHOCTH, CTAaHIAPTH3allMH, CEePTHPUKAINKA W YIpaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHUSI HA TPAHCIIOPTE.

IIpumepnovle memol cooouyenuti

1. OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOTO Pa3HOOOpa3us 001IecTna.

2. Mexaau3M oOecriedeHus TpeOyeMoro KadecTBa IPOIECCOB OKa3aHMS
yCIIyT, Ha OCHOBE KIMEHTOOPHUCHTUPOBAHHBIX TEXHOJOTHW B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHJapTU3AINH, CEPTU(UKAIMN W YIPaABICHUS KadyeCcTBOM B cdepe CEepBHUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

3. MexaHu3M CHCTEMBI oOOecreueHus TpeOyeMOro KadecTBa IPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHApPOJHBIMH W HAIMOHAJIbHBIMHU
CTaHJapTaMHd B MPOIECCE OCBOCHUS O3THUKH, ICTCTHKH OOCITY)XWUBaHHS, DTHKETA,
MOpajqd W HPABCTBEHHOCTH, CTAHJIAPTU3AINH, CEPTUPUKANMK |  YIPaBICHUS
KayeCTBOM B c(hepe CEPBUCHOTO OOCITYKMBAHUS HA TPAHCIIOPTE.

4, MexaHu3M OKa3aHUs YCIyT B COOTBETCTBHU C 3asBJICHHBIM KaueCTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpajd H
HPABCTBEHHOCTH, CTaHAAPTHU3AIMU, CEepTU(UKAIMU U YIpaBICHUS KAa4eCTBOM B
cdepe CepBUCHOIO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

5. Marepuasibuble pecypchl, 000pyJoBaHUE JI OCYIECTBIEHUS Mpoliecca
cepBHca.

6. MeTonpl TpoBeNEHUs TEPErOBOPOB C KIMEHTAMHU IO TPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECIICHHUs MPUYNH BO3HUKHOBEHHSI MPETEH3UI B MpOIEcce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

7. Metonbl pa3pabOTKU U HCIONB30BAHUS THUIIOBBIX TEXHOJOTHYECKHX
IIPOLIECCOB.

8. Meronpl ¢GopMupoBaHUS M BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTY)KMBaHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

9. MeTonpl B3aMMOJACKHCTBUS C KJIMEHTAMH 10 OpraHW3alud Ipoiiecca
oOcITy>)kuBaHHs TOTpeOUTENeH B cdepe TOCTSIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMK U YIPaBICHUS KAadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0anusi O peuleHUs Ha NPAKMUYeCKUX 3aHAMUSX

Kaxxnast pabodas rpyrimna roTOBUT TPE3EHTAIIMIO CBOETO PEIICHHS TPOOIEMBI U
B X0JI¢ 00IIel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO peaTu3aIliu:

[Ipennmoxxute METOABI B3aUMOJCUCTBUS C KIUEHTAMU TI0 OpraHU3AINH
npoiiecca OOCHyKMBaHUSI TMOTpeOUTeNel B cdepe TOoCTeNnpuUMCTBA B Mpoliecce
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OCBOEHHS 3THUKH, 3CTETUKH OOCITYXUBAaHHUS, 3TUKETA, MOPAIH U HPABCTBEHHOCTH C
y4eToM OOOCHOBaHHMSI BbIOOpa OCHOBHBIX JTHYECKUX KaTErOpHil KOHKPETHOM
OpraHU3alNH.

Tema 2. Ortuueckue yuenus JlpeBHero Bocroka, AHTHUYHAsg 3THKA, 3THKA

Cpennux BexoB 1 HoBoro Bpemenu

llepeuenv munogvlx 60npoCcos OJisk YCMHO20 ONPOCA

1. CounaibHO-3KOHOMHYECKUE U IYXOBHBIC MPEANOCHUIKU MOSBICHUS STUKH.
2. 3Oruko-punocodckue cucremsl Jpesneit Unnuu: 6paxmanusm, Oyaausm.
lIpumepnvie memwvl coooueruil

J>xkaiHU3M U Hora.

Otuueckue yueHus [Ipesnero Kuras: qaocusm, KoHQYIIHAHCTRBO.
OcHOBHBIE 0COOCHHOCTH MEXKKYJIBTYPHOTO Pa3HO00pa3us 0OIIECTRA.
Otuueckue yueHus [Ipesnero Kuras: maocusm, KOHGYIIMAHCTBO.

Oco0eHHOCTH aHTHYHOM ITHKH.
DOTUYECKUN PENATHBU3M, 5BJACMOHHU3M, palMOHAIU3M. OTHYECKOE
y4eHUE APUCTOTENS.

ok owdE

7. XpucTuaHckas 3TUKa. Teoauries.
8. EcTtecTBeHHBII 1 OOTOOTKPOBEHHBIN HPABCTBEHHBIE 3aKOHBI.
Q. MexaHu3M cHUCTeMBI oOecrieueHus: TpeOyeMoro KadecTBa IPOIECCOB

OKa3aHMUsS YCIYT B COOTBETCTBUM C MEXIYHAPOJIHBIMH U HAIMOHAJIBLHBIMU
CTaHJapTaMyd B TMPOIIECCE OCBOEHUS JTUKH, ICTETUKH OOCITYKMBaHUS, JTUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHIAPTU3alUU, CEePTUDUKAIMH |  YIpaBiICHUS
KayecTBOM B c(hepe CEpBUCHOTO 0OCITYKUBAaHUS HA TPAHCIIOPTE.

10. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHUU C 3asBJICHHBIM Kaue€CTBOM B
IpoIecce OCBOCHHUS ATHKH, OCTETHUKHA OOCIYXUBaHUSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CEpTU(DHUKAIMU U YIOPaBICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

11. MatepuansHbie pecypchl, 00OpyAOBaHHE MJisi OCYIIECTBJICHHS MpoIecca
cepBHca.

12. MeToasl TMpOBEJCHUSI TEPETOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHNs] MPUINH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS JTHUKH, DCTETUKH OOCTY)KWBaHHS, ITHKETA, MOPAIH M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(DUKAIMK U YIPaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
oOCIy>KWBaHHsI Ha TPAHCIIOPTE.

Tunogvie cumyayuonHwvle 3a0aHUsl 0N peuleHusl Ha NPaKMu4ecKux 3aHAmusxX

Kaxxnas paGodas rpyrmina roTOBUT IPE3EHTAIIMIO CBOETO PEIICHHS TTPOOIEMBI U
B X0J1e 00IIel JUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO PeaTu3aIliu:

[Ipennmoxkute METONBI TPOBEJCHUS TIEPETOBOPOB C  KJIMEHTAMH  TI0
MPETCH3NOHHBIM CIy4YasM C y4€TOM OOOCHOBAaHWMS BHIOOPAa OCHOBHBIX OCOOCHHOCTEM
MEXKYJIbTYPHOTO pa3HOOOpa3ust 001IecTBa Ha MpUMEpPEe KOHKPETHOW OpTraHU3aIiu.

Tema 3. AktyanbHble TpoOJIE€Mbl COBPEMEHHOM 3TUKHU
llepeuenv munoswvix 60npocos 05 YCMHo20 Onpoca

65



1. OcoOGeHHOCTH aHTUYHOMN ATUKH.

2. DTUYECKUU PEIIATUBHU3M, IBJEMOHU3M, PAIlIOHATIN3M.

3. Drtuueckoe yuyeHue ApUCTOTENS.

IIpumepnovle memol cooouyeruti

1. Kpwusuc mopaiau ¥ HpaBCTBEHHOCTH.

2. T'enoHu3M B 00CITyKUBAHUHU.

3. DcreTrka 00CITy)KMBaHUS B TpoIecCce pa3padOTKH TEXHOJIOTHH TpoIecca
CepBHUCa, PAa3BUTHS CHUCTEMBbl KJIMEHTCKUX OTHOIICHWW C YyYEeTOM TpeOOBaHUH
notpeburens B chepe cepBUCHOTO 00CIYyKUBAHUS HA TPAHCIIOPTE.

4. OcHOBHBIC OCOOCHHOCTH MEKKYJIBTYPHOTO pa3HOOOpa3us 00IIecTBa.

5. MexaHusMm obOecrnieueHHuss TPeOyeMOro KaudecTBa MpPOIECCOB OKa3aHHUS
yCIIyT, Ha OCHOBE KJIMCHTOOPHCHTHPOBAHHBIX TEXHOJIOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBECHHOCTH,
CTaHJApTU3AIMH, CEPTU(DHUKAIIMA W YIPaABICHUS KadeCTBOM B cepe CEepBUCHOTO
00CITy>KHBaHMSI HA TPAHCIIOPTE.

6. MexaHu3M CHUCTEMBbI OOecIeYeHHUs TpPeOyeMoro KadecTBa IPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHApPOJHBIMH U HAIMOHAJIbHBIMHU
CTaHJapTaMyd B MPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITY>XWBaHUS, DITHKETA,
MOpajJd W HPABCTBEHHOCTH, CTAaHJIAPTU3AlNH, CEPTUPUKANMK | YIPaBICHUSI
KayeCTBOM B c(hepe CEPBUCHOTO OOCTY)KMBaHUS Ha TPAHCIIOPTE.

7.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUHM C 3asIBJICHHBIM KaYECTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTHU3AIMU, CEepTU(UKAIMU U YIpaBICHUS KAa4eCTBOM B
cdepe cepBUCHOTO 00CITYKMBaHUS Ha TPAHCIIOPTE.

8. MarepuanbHbie pecypchl, 000py/IOBaHUE [JIsl OCYIIECTBICHMS Ipoliecca
cepBHca.

9. Meroasl MpoOBEACHHS TEPETOBOPOB C KIUEHTAMU IO MPETEH3UOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTY>KMBaHHS, JTHUKETa, MOpPAId W HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
o0CIy>KWBaHHsI Ha TPAHCIIOPTE.

10.Metoapl pa3pabOTKH ¥ WCIOJIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
MIPOLIECCOB.

11. Meronpl ¢dhopMHpPOBaHUS W BHEAPECHHUS KOPIMOPATUBHBIX CTAHAAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 0OCTY)KMBaHUS TOTPEOUTENEH HAa TPAHCTIOPTE.

12. Meronpl B3aMMOJEHCTBUS C KIMEHTAMU TI0 OpTaHU3AIMH IpoIecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpPaJM H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMN U YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
oOCTy)KWBaHMsI HA TPAHCIIOPTE.

Tunogvle cumyayuonHwvle 3a0aHUsl 015 peulenusl Ha NPAKMu4ecKux 3aHAmusx

Kaxxnast pabodas rpyrimna roTOBUT TPE3EHTAIIMIO CBOETO PEIICHHS TTPOOIEMBI U
B X0/I¢ 001Iel JMCKYCCUU 0O0OCHOBBIBAET HEOOXOIUMOCTh €T0 PEeaTU3aIlHH:
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[Ipennoxxure  MeTonbl  pa3pabOTKM M HCIOJNb30BAaHUS  THUIIOBBIX
TEXHOJOTUYECKUX MPOLECCOB € YYETOM JCTETHUKU OOCIy)XMBaHUS Ha MpUMEpPE
KOHKPETHOU OpraHu3alyu.

Tema 4. IlpodeccuonanbHas TMKAa U €€ B3aUMOCBA3b C 00IIed Teopuei
MOpaJIH

llepeuenvy munosvix 60npocos 0Jisl yCMHO20 ONPoca

1. Tlonatue Mopaimu MU €€ CBA3b C JApYyruMu (opmamMu OOUIECTBEHHOTrO
CO3HAHMUS.

2. CaoiicTBa Mopanu. MopalibHOE CO3HAHUE U MOpaJIbHAs MPaKTUKA.

3. MopanbHble NPUHLIUIIBI, HOPMBI, LIEHHOCTH U U€alIbl.

4. Penurunosnas, HaTypaJIUCTHYECKAS (9BOJTIOLIMOHUCTCKAS ),
COIIMOJIOTMYECKass KOHUEIINH MPOUCX0KAECHUS MOPaIH.

5. Hcropuueckoe pazBUTHE MOpPAJIH.

IIpumepnvie memvi coobuyerul

1. TlpodeccuonanbHasi STUKa KaK CBOJ HPaBCTBEHHBIX TpeOOBaHUH,
OTIPEIEIISIIOIINX OTHOILIIEHHE YeJIOBEKa K CBOEMY NMPOPECCUOHATIBHOMY JI0NTY.
MHuoroo0pa3ue npopecCuOHAIBHBIX 3TUK U UX BHYTPEHHEE €TUHCTRO.
TeopeTndeckuit ¥ HOpMAaTUBHBIA YPOBHU MPOPECCUOHATIBHON ITHKH.
OyHKIMY NpodhecCuOHATBHOM STUKH.

OBostronUs MPo(ecCuOHABHOM ITHUKH.

OTHolIeHNE K TPyly Ha pa3HbIX UCTOPUYECKHX ATAIAX.
[IpoTecTanTckas 3TMKa 0 MPOPECCUOHATIBHOM IPU3BAHUH.

[Tonsarue, BuABI U GYHKIMH MPO(HECCHOHATBHBIX ITUUECKUX KOJEKCOB.
[IpodeccuonanpHble FTHUECKHE KOAEKCHI B chepe cepBrca U TypusMa.
0. OcHoOBHBIE OCOOEHHOCTH MEKKYJIBTYPHOTO pPa3HOOOpa3us 00IIeCcTBa.

11. Mexanu3m obecrieyeHuss TpeOyeMOro KadecTBa IPOLIECCOB OKa3aHUs
yCIIyT, Ha OCHOBE KIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHHA B IPOLECCE OCBOCHUS
OTUKH, 3CTETUKU OOCIYXUBaHUS, OJTUKETa, MOpajJld M  HPABCTBEHHOCTH,
CTaHJApTU3ALUU, CEepPTU(UKAIMK U YIPABIECHUS KaueCTBOM B c(epe CEpBUCHOTO
oOCTy’>KUBaHHs Ha TPAHCIIOPTE.

12.  MexaHu3M cHUCTEMBI oOecreueHus TpeOyeMoro KadecTBa IIPOIIECCOB
OKa3aHHUs YCIYI B COOTBETCTBUM C MEXIAYHAapOJHbBIMH U HAlMOHAJIBHBIMU
CTaHJapTaMU B IMPOLECCE OCBOEHUS 3TUKHU, 3CTETHUKU OOCITYKMBaHUS, STUKETA,
MOpaJlM W HPABCTBEHHOCTH, CTaHAAPTU3ALUHU, CEPTUPUKAIUU U YHpPaBICHUS
KayecTBOM B c(hepe CEepBUCHOTO 0OCTYKUBAHUS HA TPAHCIIOPTE.

13. MexaHu3M OKa3zaHUs YCIYT B COOTBETCTBUU C 3asBJICHHBIM Kaue€CTBOM B
NpOIECCE OCBOCHMS OSTHUKH, OJCTETUKU OOCTY)KUBAaHUS, O3TUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTH3alMH, CepTU(UKAIMU U YIOPaBICHUS KAyeCTBOM B
cdepe cepBUCHOTO 00CTYKMBaHHSI Ha TPAHCIIOPTE.

14. MarepuanbsHble pecypcbl, 000py/IOBaHHUE sl OCYUIECTBICHHS Mpoliecca
cepBuca.

15. Metoapl mpoBeAeHUs IMEPErOBOPOB C KIMEHTAMH IO MNPETEH3HMOHHBIM
CIIy4yasiM M MEXAaHW3M OIIPEIEICHUS IPUUMH BOSHUKHOBEHUS IPETEH3UM B MPOLECCE

HBOoOo~NOORA~WN
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OCBOEHHS 3THUKH, 3CTETUKH OOCITY>KMBaHMS, 3THKETa, MOpPAIX M HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CEepTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CIy’KMBaHMSI HA TPAHCIIOPTE.

16. Metoasl pa3pabOTKU U KCHOJIB30BAHUSI THUIIOBBIX TEXHOJOTMYECKUX
MPOLIECCOB.

17. Metonsl (opmMupoBaHMs W BHEIPEHUS KOPHOPATUBHBIX CTAaHIAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

18. Meroasl B3aUMOJICUCTBUS C KIMEHTaMU II0 OpraHu3aluu Ipoiiecca
oOcnykuBaHMsl TOTpeOuTenel B cdepe TOoCTENPUUMCTBA B MPOILECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHUKETa, MOpPaJd U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUsL 05 peuleHusi Ha NPAKMUYeCKUX 3aHAMusIX

Kaxxnas pabouas rpymnma roToOBUT IPE3EHTALMIO CBOErO peuieHust mpoodaeMbl U
B X07ie 001Iel TMCKycCH 0O0CHOBBIBAET HEOOXOAMMOCTD €r0 pealn3aluu:

[Ipennoxxure MexaHU3M CHCTEMBbI oOecredeHusi TpeOyeMoro KadecTBa
IPOIIECCOB OKa3aHUs YCIYT B COOTBETCTBUM C MEXKIYHAPOJIHBIMU U HAIIMOHATBHBIMU
CTaHJapTaMyd B TMPOIIECCE OCBOEHUS JTHKH, ICTETUKH OOCITYKMBAHUS, ITUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTAaHJIAPTU3alUU, CEePpTUPUKALMU |  YIpaBiICHUS
KayeCTBOM C yYETOM peaH3alliy 3BOJIIOIUHU MPOPECCUOHATILHON 3TUKH Ha TIPUMEpe
KOHKPETHOM OpraHu3aiuu.

Tema 5. [Ipodeccus u muunocts. HpaBcTBeHHas KynbTypa npodeccruonana
llepeuenv munoswvix 60npocos 0 YCMHO20 ONpoca

[IpodeccronanbHbie COCIOBHUS U OOUIECTBO.

[TonsiTue u 3BoMIONMS PO ecCHoHAINU3MA.

[IpodeccuonanbHast coBeCTh U MPOheCCHOHAIBHBIN JTOIT.

HpaBcTBeHHas KynbTypa npogeccruoHarna.

HpascrBennas KyJIbTypa npodeccuonana KakK OHUMAaHHe
npodeccronagom TpeboBaHUN Oe30MmacHOro oOCHy)XKHMBaHMs, OXpaHbl Tpylda U
TEXHUKW O€30MaCHOCTH 3alllUThl OT TeXHOC(epHbIX (AKTOPOB HA TpaHCHOPTE
MPUMEHUTENBHO K cpepe cepBrca Ha TPAHCTIOPTE.

6. 3HaHWe TONIOKEHUI HOPMATHBHO-TIPABOBBIX aKTOB, PETYIHUPYIOIIUX
OXpaHy TpyJa W TEXHUKY O€30MaCHOCTH B TOM YHCIJIC Ha MPEANPUATUIX CEpPBUCA B
cdepe TpaHCIIOpTa KaK MPOSBIICHHE HPABCTBEHHOU KYJIBTYphI podeccroHana.

IIpumepnvie memuvl cooouyerui

1. MecTo 3THYECKOTO KO/IeKca B IpodeccHm.

2. TlpodeccrnonanbHO-HPABCTBEHHBIC TMPEICTABICHUS, YOCKICHUS W TyBCTBA
B CTPYKTYpE HPABCTBEHHOTO CO3HAHUS CIIEIIMATIUCTA TI0 CEPBUCY.

3. IIpoGnemsr kynbTHBHpOBaHUA podeccnoHanmm3ma B Poccum.

4. MexanusM GOpMUPOBAHUS OKAa3aHUS YCIYT B COOTBETCTBUU C 3asBJICHHBIM
KadeCTBOM.

d. OcHOBHbBIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HO00pa3us 001IeCcTBa.

aObrwbdE
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6. Mexanusm oOecniedeHus TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHCHTHPOBAHHBIX TEXHOJOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTU(UKAIMN W YIPaBICHUS KAaueCTBOM B c(epe CcepBHCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

7. MexaHnu3m cucTeMbl oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMH U HAIMOHAJIBLHBIMHU
CTaHJapTaMHd B MPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, JTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHJAPTHU3AIMH, CEPTU(DHUKAIMU U YyIPaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO 0OCTYKUBAHUS HA TPAHCTIOPTE.

8.  MexaHu3M OKa3aHHs yCIYT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IPOIIECCe OCBOCHHMS JTHKH, OCTCTHKH OOCITYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3aIlMW, CEPTU(PHUKAIMKA W YIpaBICHUS KadyeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 00OpPYJIOBaHHE ISl OCYIIECTBIICHHUS TpoIiecca
cepBuca.

10. MeToasl TPOBEIACHUS IEPETOBOPOB C KIMEHTAMH IO TMPETEH3HMOHHBIM
CITyJasim.

11. MexaHu3M OIpEeIICHUS IPUYNH BOSHHUKHOBEHUS MPETCH3WHA B TPOIECCE
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DHUKAIMM ¥ YIPABJICHUS KaueCTBOM B c(epe CEpBUCHOTO
oOCITy’)KMBaHHSI Ha TPAHCIIOPTE.

12. Meronbl pa3pabOTKM W UCIOJIB30BAHUS THUIOBBIX TEXHOJOTHUECKUX
IPOIIECCOB.

13. Metonsl (opmupoBaHHS W BHEAPEHHUS KOPHOPATHBHBIX CTAaHAAPTOB H
pETIaMEHTOB TIPOIIECCOB 0OCTYKUBAHUS IOTPEOUTENCH HA TPAHCTIOPTE.

14. Metonsl B3aMMOJCHCTBHS C KJIMEHTAaMU TI0 OpTaHU3alWd TpoIiecca
oOcIy>)kuBaHMs TOTpPeOUTENEH B cdepe TOCTENPUUMCTBA B IPOIECCE OCBOCHUS
OTHKH, O3CTETHKW OOCITY)XWBaHUS, OJTHKETa, MOpajlld ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CePTU(DHUKAIIMM ¥ YIPABJICHUS KadueCTBOM B c(epe CEpBUCHOTO
o0CIy>KWBaHHsI Ha TPAHCIIOPTE.

Tunosvie cumyayuonmvie 3a0anus OJisk peuletust Ha NPAKMUYECKUX 3AHAMUSIX

Kaxxmgas pabodast rpyrmmma TOTOBHT MPE3ESHTAIIUIO CBOCTO PEIICHUS MPOOIEMBI U
B X0/1e 00IIel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €T0 peaTnu3alliu:

[IpemnoxuTe METONbI B3aUMOJCHCTBUS C KIMEHTAMH [0 OpraHU3aluu
mporiecca OOCTy)KMBaHHS TOTpeOuTeNne B cdepe ToCTeNmpUUMCTBA B MPOIIECCE
OCBOCHHS 3THUKH, JCTCTHKH OOCITYy)KWBaHHS, JTHUKETa, MOPAJIU M HPABCTBCHHOCTH,
CTaHJAPTHU3AIMH, CEPTH(PHUKAIMN U YIPABICHHUS KAa4eCTBOM C YYCTOM pealli3aluu
npodeccroHanbHO# coBeCcTH U MPOGeCCHOHATBHOTO JI0JITa Ha MPUMEpPe KOHKPETHOM
OpTaHU3aIINY.

Tema 6. DTHueckue 0CHOBBI IPO(PECCHOHATBHOMN ACATEILHOCTH B cepe yeayT
llepeuenv munogvlx 60npocos OJisk YCMHO20 ONPoca
1. MopanbHble HOPMBI U TPUHIIUIIBI B 0OCTYKUBAHUH.
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2. OTBETCTBEHHOCTh pabOTHHKA CEPBUCA MEPE]T KIMEHTOM.

3. MopanbHblil 001UK pabOTHHKA CEpPBUCA.

IIpumepnvle memvl cooouyenuti

1. TloBenenme paOOTHHUKA CEPBHCA B CIIOKHBIX ITHUCCKUX CUTYAIUIX.

2. TloHsTHE M TIOKA3aTEIM KadeCcTBa OOCTYKUBAHHMS.

3. MexayHapoIHbIE CTaHIaPThl KAYeCTBA OOCTYKUBAHMUS.

4, MexaHnu3Mm cucTeMbl oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB
OKa3aHMWS YCIYI B COOTBETCTBHM C MEXIAYHAPOJAHBIMH W HAIlMOHAIBHBIMU
CTaHJapTaMHd B TMPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, DTHKETA,
MOpajqd W HPABCTBEHHOCTH, CTAHJIAPTU3AINH, CEPTUPUKANMK |  YIPaBICHUSI
Ka4ecTBOM B c(hepe CEepBUCHOTO 0OCTYKUBAHUS Ha TPAHCTIOPTE.

5. MexaHu3M OKa3aHUs YCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IPOIIECCe OCBOCHHUS JTHKH, OCTCTHKH OOCIYy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEpTU(DHKAIMU M YIPaBICHUS KAadeCTBOM B
cdepe cepBUCHOTO OOCTYKHBaHHsI Ha TPAHCIIOPTE.

6. MarepuanpHble pecypchl, 00OpYJIOBaHHE ISl OCYIIECTBICHHS Ipolecca
cepBuca.

7. MeToapl TPOBEJCHUS IEPETOBOPOB C KIUEHTAMHU 10 TPETCH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIPECIICHHS MPUYNH BO3HUKHOBECHHS TMPETEH3UH B IpoIecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJApTU3AlMH, CepTU(UKALMKA U YIPaBICHUS KaduecTBOM B cdepe CEepBUCHOTO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

8. Meronpl pa3pabOTKU U HCMOJIB30BAHUS THUIIOBBIX TEXHOJOTMYECKUX
IPOIIECCOB.

9. Metonpl QopMUpOBaHHS M BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTYKMUBaHUS TOTPEOUTEINCH Ha TPAHCIIOPTE.

10. MeTonasl B3aUMOJEWUCTBHSI C KIMEHTaMH [0 OpTaHM3aIluu Tpolecca
oOcITy>)kKuBaHMs TOTpeOUTENeH B cdepe TOCTSIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe cepBUCHOTO
o0CIy>KWBaHHsI Ha TPAHCIIOPTE.

Tunogvie cumyayuorHvle 3a0anUs 015 peuleHusi Ha NPAKmMu4eckKux 3aHAmusx

Kaxxnas paGodas rpyria roTOBUT IPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/1e 00IIel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €T0 peaTnu3alliu:

[Ipennmoxkute MeTOABI TPOBENCHUS TEPETOBOPOB C  KIMEHTAMH  IIO
MPETCH3NOHHBIM CIydasM W MEXaHW3M ONpENETCHUS TPUYUH BO3HUKHOBEHUS
MPETEH3UHN B MPOIECCE OCBOSHUS ITHKH, 3CTETUKHU OOCITYy)KHBaHUS, DTHUKETA, MOPAIIA
U HPABCTBEHHOCTH, CTAHIAPTH3AIMU, CEPTU(PHUKAIMUA W YMPABICHUS KA4eCTBOM C
Y4eTOM peanm3alid MEXaHW3Ma OTBETCTBEHHOCTH pa0OTHHKA CepBUCA TMEpes
KIIMEHTOM Ha MpUMepe KOHKPETHON OpraHu3allny.

Tema 7. Dctetrka 00CITyKUBaHUS
llepeuenv munogvlx 60npocos OJisk YCMHO20 ONPoca
1. TloHsTHE M COCTABISAIONINE ICTETUKN OOCTYKUBAHUS.
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2. IlpaBuna oopmileHHs] KOHTAKTHOM 30HBI.

3. Ilcuxomorus BocnpusTUs LBETA. DPrOHOMHUKA.

4. TpeOoBaHUs K BHEITHEMY BUAY PAaOOTHUKA CEpBHCA.

IIpumepnovle memol cooouyeruti

1. OOieHue Kak HpaBCTBEHHAs LIEHHOCTb.

2. BepOanbHas u HeBepOaIbHas COCTABIISIIONINE KYJIBTYPhI OOIIECHUS.

3. KommyHukatuBHas KyiabTypa paOOTHUKA CepBHUCA.

4. DThyYecKHe AacmeKThl YMEHUs CHylmaTh M TOoBOpUTh. TpedoBanus,
MpeabABIsIeMbIe K peud paOOTHUKOB CEPBHUCA.

5. Ilpuembl, HampaBlICHHbIE Ha pPa3BUTHE KOMMYHUKATHUBHBIX HABBIKOB
paboTHUKOB cepBuca. [IpuemMbl npodeccnoHanbHOTO CIYIIAHUS .

6. Mexanu3M cucteMbl obecrieueHuss TpeOyeMoro KadecTBa IpPOLIECCOB
OKa3aHMUsS YCIYT B COOTBETCTBUM C MEXIAYHApOJHbBIMU U HAIMOHAJIbHBIMU
CTaHJapTaMU B TMpPOIECCE OCBOCHHUS O3TUKH, ICTETHKU OOCITYyXUBaHUSA, ITHKETA,
MOpajqd W HPABCTBEHHOCTH, CTAaHJIAPTU3alUM, CEePpTUPUKALMU |  YIpaBiICHUS
KayecTBOM B c(hepe CepBUCHOTO OOCTY>KMBAHUS Ha TPAHCIIOPTE.

7. MexaHu3M OKa3aHus YCIyT B COOTBETCTBHU C 3asBIIEHHBIM Kaue€CTBOM B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XKMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIApPTU3alMU, CepTU(UKAMU U YIpaBICHUS KAadyeCTBOM B
cdepe cepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

8. MarepuasibHble pecypchl, 000pyJoBaHUE JIS OCYIIECTBIEHUS Mpoliecca
cepBHca.

9. MeTtonapl TpoOBENEHUS TEPErOBOPOB C KIUEHTAMHU IO MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpeesIeHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B Mpolecce
OCBOCHHUS ITHUKH, DCTETUKH OOCITYKUBAaHUS, HTHUKETa, MOpPAId U HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

10. MeToapl pa3paOOTKM W HUCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHMYECKHUX
IIPOIIECCOB.

11. Metoasl opmMupoBaHHMs U BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
perjJamMeHToB IPOIeCCOB 00CTYKUBAaHUS OTpeOUTENEH Ha TPAHCIIOPTE.

12. Metonpl B3aMMOJEHMCTBHA C KIMEHTaMU [0 OpraHu3aludu Mpoliecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpPaJIM MW  HPABCTBEHHOCTH,
CTaHJApTU3AlUU, CepTU(UKAIMU U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

Tunogvie cumyayuonHwvle 3a0aHUsL 0N peuleHUsl Ha NPAKMU4ecKux 3aHAmusxX

Kaxxgas paGouast rpymnma roTOBUT MPE3EHTAIUIO CBOETO PELIECHUs MPOOIEeMbl U
B X0/I€ 00IIel JUCKYCCUH OOOCHOBBIBAET HEOOXOAUMOCTh €T0 PEATTU3ALMH:

[lpennoxure  MeToAbl  pa3pabOTKM M HCIOJNB30BAHHUA  THUIIOBBIX
TEXHOJOTMYECKUX TMPOLECCOB C Y4YETOM peajau3aluyd MpaBuil  O(OpPMIICHHS
KOHTaKTHOM 30HBI HA TPUMEPE KOHKPETHOW OPraHU3alINH.

Tema 8. IlpodeccnonanbHOoe TOBeneHHE PAaOOTHUKA CEpBHCA HA PA3THMYHBIX
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sTamax oO0CIyXKMBaHHsI Ha TPAHCIIOPTE

llepeuenb munosvix 60npocos 0Jisl yCMHO20 ONPoOca

1. Tlonarue u pyHKIMH NPOHEeCCUOHATBHOTO MOBEICHUS.

2. O6mme TpeOoBaHMs K NpodecCHOHATBHOMY TOBEACHUIO paOOTHHUKA
KOHTAKTHOW 30HBI HA PA3JIMYHBIX dTanax 00CTyKUBaHUSI.

3. VYcranoBnenne >(h(PEKTHBHOIO KOHTAaKTa U JOBEPUTEIBHBIX OTHOLICHHIM
MEXTy paOOTHUKOB KOHTAKTHOW 30HBI U KITUEHTOM.

IIpumepnvie memvl coobuyenul

1. IlpodeccuonanbHoe mnoBeAeHUE paOOTHHKA CEpBUCAa Ha JdTale aHalIM3a
noTpeOHOCTEN KIIMEHTOB.

2. TlpeseHTarus TOBapa WM yCIyTH.

3. lloBenenue paboTHHMKa cepBHCa Ha dTare 3aBEpIICHUs OOCITYy)KMBaHHS Ha
TpaHCIIOpTe.

4.  MexanusMm oOecrniedeHuss TpeOyeMoro KadecTBa TMPOIECCOB OKa3aHUS
yCIyT, HAa OCHOBE KJIMEHTOOPUCHTHPOBAHHBIX TEXHOJOTHUH B MPOIECCE OCBOCHUS
OTHKH, OCTETUKHA OOCITY)KWUBaHUS, OJTHKETa, MOpaJId W  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CePTU(DHUKAIIMM ¥ YIPABJICHUS KAueCTBOM B c(epe CEpBUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

5. MexanusM cucTeMbl oOecredeHuss TpeOyeMOoro KaudecTBa MPOIECCOB
OKa3aHUS YCIYI B COOTBETCTBHM C MEXKIYHAPOJHBIMH W HAI[MOHATHHBIMHU
CTaHJapTaMHU B IPOLECCE OCBOEHUS 3TUKU, ICTETHUKU OOCIYy>KMBaHUS, STHKETa,
MOpaJli W HPABCTBEHHOCTH, CTaHAAPTU3ALMHU, CEPTU(PUKALUU U YHOpPaBICHUS
Ka4eCTBOM B c(epe CEpBUCHOIO 0OCITYKMUBAaHUS Ha TPAHCIOPTE.

6.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUHU C 3asBJICHHBIM Kaue€CTBOM B
IpOIIECCE OCBOCHUS OITHKH, OCTETUKU OOCIYKUBaHUS, 3TUKETa, MOpaJId U
HPaBCTBEHHOCTH, CTaHJIApPTU3alMM, CepTU(UKALMKM M YIOPABIECHUS KaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

/. MarepuanpHble pecypcbl, 000pyJOBaHHME JUIsl OCYLIECTBIIEHUS Mpoliecca
cepBuca.

8. Meroapl npoBeAeHUsI MEPErOBOPOB C KIMEHTAMU MO TPETEH3MOHHBIM
CllydasiM U MEXaHU3M OIpeeseHUs] IPUYNH BOSHUKHOBEHHUS MPETEH3H B Mpolecce
OCBOEHHS 3THUKH, SCTETUKH OOCIY>KHBaHUS, STHUKETa, MOPAJUd M HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CepTU(UKAIMK U YIpPABICHUS KaueCTBOM B c(epe CepBHCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

9. Meroabl pa3pabOTKM U HUCHOJIB30BAaHUS THUIOBBIX TEXHOJIOTHMUECKUX
MIPOILIECCOB.

10. Metonsl (opMmupoBaHMS W BHEAPEHUS KOPHOPATHBHBIX CTAHAAPTOB U
perJamMeHToOB IPOIeCCOB 00CTY>KUBAaHUS NOTpeOUTENEH Ha TPAHCIIOPTE.

11. Meronsl B3aMMOZCHCTBHS € KIMEHTaMH IO OpraHM3alMM Ipolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHIPUUMCTBA B IPOIECCE OCBOCHUS
OTHKH, O3CTETUKHW OOCTY)XMBaHUS, OJTHKETa, MOpajJl ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AlNU, CEePTU(UKAIMK H YIPABICHHS KaueCTBOM B c(epe CEpBHUCHOTO
o0CITy>)KMBaHHsI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvie 3a0anus OJis peulenus Ha NPAKMUYecKUx 3aHAMUAX
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Kaxxgas paGodast rpynma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUs MPOOIEMbI U
B X0Ji€ 001Iel AUCKYCCHUH 0OOCHOBBIBAET HEOOXOAMMOCTD €0 peaanu3aliu:

[IpennoxuTe MEXaHW3M OKa3aHUs YCIYT B COOTBETCTBUH C 3asSBICHHBIM
KayeCTBOM B MPOIIECCE OCBOCHUS 3TUKU, ICTETHUKU OOCITYKUBAaHUA, ITUKETA, MOPaIIU
¥ HPABCTBEHHOCTH, CTaHIAPTU3AINH, CEPTU(PUKALNUA U YIPABICHUS KadeCTBOM C
y4e€TOM peanu3aluuud oOumx TpeOoBaHUNH K MNPOPEeCcCHOHAIBHOMY IOBEAEHUIO
paboTHHKA KOHTAaKTHON 30HBI Ha PA3MYHBIX AdTamax OOCITyKHWBaHHUA Ha TpUMeEpe
KOHKPETHOM OpraHu3alyu.

Cemectp 5

Tema 9. OcobeHHOCTH AeI0BOro O0IIeHUs B chepe yCIyr

llepeuens munoswix 60npocoes 0 yCMHo20 ONpoca

1. TlouaTue u PyHKIIMHU IETOBOTO OOIIEHUS.

2. OcHoBHBIE (POPMBI JIETTOBOTO OOIIICHHUS.

Ipumepnovle memol coodueruil

1. OcobGenHocTu AenoBoro odieHus pabOTHHUKA CEPBUCA C KITUEHTOM.

2. TlpaBuia KOPIIOPATUBHOTO OOIICHUS B KOJUICKTHBE TIPEANPUATHS CEPBUCA.

3. OcHOBHBIE OCOOCHHOCTH MEXKYJIBTYPHOT'O pasHOOOpasus 00IIecTRa.

4, Mexanu3M oOecriedyeHus: TpeOyeMoro KadecTBa IPOIECCOB OKa3aHHUS
yCIIyT, Ha OCHOBE KIIMCHTOOPHUCHTHPOBAHHBIX TEXHOJOTHHW B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
o0CTy>KWBaHMsI Ha TPAHCIIOPTE.

S. MexaHu3M cucTeMbl obOecreueHus TpeOyeMOoro KauecTBa MpOIECCOB
OKa3aHHUs YCIYT B COOTBETCTBUM C MEXIYHApPOJIHBIMU U HAIMOHAJIBLHBIMU
CTaHJapTaMUd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, ITHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAaHIAPTU3alUU, CEePTUDUKANMK |  YIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKUBAaHUS HA TPAHCIIOPTE.

6. MexaHu3M OKa3aHus YCIyT B COOTBETCTBHU C 3asBIICHHBIM KaueCTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEPTHUPUKANMKA U YNPaBIEHUS KauyeCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

7. MartepuanbHble pecypchl, 00OpyAOBaHHE IJisi OCYIISCTBJICHHUS TMpoIecca
cepBwuca.

8. Meronpl mpoOBeNEHUS TEPETOBOPOB C KIHMEHTAMHU IO MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIPECIICHNs] MPUINH BO3HUKHOBEHHS MPETEH3UH B TPOIEcce
OCBOCHHS JTHUKH, ICTCTUKH OOCTY>KWBaHHS, ITHKETA, MOPAIN M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMK U YIPaBICHUS KAadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W HWCIONB30BAHUS THIIOBBIX TEXHOJIOTHYECKUX
MIPOIIECCOB.

10. Metonasl (popmupoBaHHSI W BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETIIAaMEHTOB TIPOIIECCOB 0OCITY)KHBAHUS TTOTPEOUTENCH Ha TPAHCTIOPTE.

11. MeToasl B3aUMOJNEWUCTBHSI C KIMEHTaMH [0 OPTaHHW3AIMU TIpoIecca
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oOciTy’)kuBaHus MoTpebuteneid B cdepe ToOCTENpUUMCTBA B IPOIECCE OCBOCHHS
OTHKH, OCTETUKUW OOCITY)XMBaHUSA, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEePTU(UKAIMK ¥ YIPABICHUS KaueCTBOM B c(epe CEpBHUCHOTO
00CITy’)KUBaHUsI HAa TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0aHUs 015 peulenus Ha NPAKMUYecKUx 3aHAmusx

Kaxxgas pabodast rpynma TOTOBUT MPE3EHTAIMIO CBOETO PEIICHUs MPOOIeMBbl U
B X0/1€ 001Iel AUCKYCCHUH 00OCHOBBIBAET HEOOXOAMMOCTD €0 peaau3aliu:

[lpennoxute MeToasl (GOPMUPOBAHHUA M  BHEAPEHUS KOPHOPATHBHBIX
CTaHIApTOB M PEIJIAMEHTOB IPOLECCOB OOCIYXKHBAaHUS IMOTpeOUTENeld C ydeToM
pealm3alnd OCHOBHBIX (OpM JeoBOrO OOIIeHHsT Ha TMpUMepe KOHKPETHOM
OpTaHU3aIINN.

Tema 10. OpranuzanuvoHHas KyjJabTypa Kak (akTop  TOBBIIICHUS
s pexkTuBHOCTH B cpepe cepBuca

Ilepeuens munoswix 60npocos 0 YCMHO20 ONpoca

1. TlpaBuna moBeneHHs Ha Tpa3gIHUYHOM Meponpustuu. [lpurnamenue B
TOCTH WJIM Ha Mpa3gHuK. Bu3uT B roctu.

2. IlpaBwia BpyueHus u mpuema I[BeTOB U nojiapkoB. HoBocenbe. CBannoa.

3. Henb poxaenus. Tpaypubiii stuker. CepBupoBka ctona. [Ipubopsl, ux
Ha3HAYCHHUE U TIpaBujIa 0OpaIleHHs] C HUMHU.

4. «SI3pik mpubopoBy. [lomaya G0 K CTONY: MOCIEAOBATENLHOCTD, MTpaBUiIa
M0J1ay¥, COYETAEMOCTh OJIf0]1 U HAanUTKOB. O0IIKe MpaBuiia MOBEACHUS 32 CTOJIOM.

IIpumepnovle memol coodueHull

1. Kynbrypa eapl pa3nudHbIX TPOAYKTOB: calaThl, CyNbl, MACO U NTUIIA, PbIOa
U MOPETPOIYKTHI, OBOIIU U (PYKTHI, XjieO, Macio, cblp, ropsune Omoxa. Hamutku:
KyJIbTypa YIOTPEOJICHHUS.

2. OcoOeHHOCTH BeACHUS JIENIOBBIX TeledOHHBIX pa3roBopoB. Iloaroroska k
JIEJIOBOMY 3BOHKY.

3. OrtBeT Ha JeJ0BOM TelIe(OHHBIN 3BOHOK. ABTOOTBETUHK.

4. TlonsiTve W HAa3HAUYEHHE BU3UTHBIX KapTOYEK. BUIBI BUBUTHBIX KapTOYEK.
BusuTHbIE KapTOUKH OpraHU3aLKi CEPBUCA.

5. OOMeH BUBUTHBIMU KapTOYKAMHU. OTHUKET OOpalleHHWs C BHU3UTHBIMH
KapTOYKAMHU.

6. Mexanu3m oOecriedeHus TpeOyemMoro KadecTBa IMPOIECCOB OKa3aHUS
yCIIYI, Ha OCHOBE KIHMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTMII B IPOLIECCE OCBOEHUS
ATUKH, OCTETUKU OOCIY)KUBaHUSA, OTUKETa, MOpaJlM U  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(DHUKANMKN W YIpaBICHUS KAadeCTBOM B c(epe CEepBUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

1. MexaHnu3M CHCTeMBI oOecrieueHus] TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHusi yCIYyr B COOTBETCTBMHM C MEXIYHAPOJHBIMU M HAlMOHAJIbHBIMU
CTaHJapTaMU B TIPOLIECCE OCBOCHMSI 3THUKH, JCTETHUKUA OOCIYyKUBaHUS, STUKETA,
MOpaJii ¥ HPABCTBEHHOCTH, CTaHIApTU3ALMU, CEPTUPUKALMU U yIOpaBICHUS
KaueCcTBOM B c(pepe CEpBUCHOTO 0OCITYKUBaHUSI HA TPAHCIIOPTE.
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8.  MexaHu3M oOKka3aHHsl yCIyT B COOTBETCTBHH C 3asBICHHBIM Ka4€CTBOM B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKUA OOCTYKMBAaHUS, OSTHKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CepTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHHS HA TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 00OpYJIOBaHHE ISl OCYIIECTBICHHUS TpoIiecca
cepBuca.

10. Metonasl mpOBENEHHUS MEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CllydasiM U MEXaHU3M OIpeAesieHUs] MPUINH BOSHUKHOBEHHUS MPETEH3HI B MPOIECCe
OCBOCHHS JTHUKH, SCTETHKH OOCIYKWBaHHS, STHUKETa, MOPAaTd M HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DHUKAIIMK ¥ YIPABICHUS KaueCTBOM B c(epe CEpBHUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

11. Meronbl pa3pabOTKM W MCTOJB30BAHHUS THIIOBBIX TEXHOJIOTUYECKUX
IPOIIECCOB.

12. Metonsl (opMupoBaHHMS W BHEAPEHHUS KOPHOPATHBHBIX CTAHAAPTOB H
pETIaMeHTOB TPOIIECCOB 0OCTY)KUBAHUS TOTPeOUTENEH HA TPAHCTIOPTE.

13. Metonsl B3aMMOJCHCTBHS C KJIMEHTAaMU TI0 OpTaHW3alUd Tpoliecca
oOcimyXuBaHusl ToTpeduTeneid B chepe TOCTEIPUUMCTBA B IPOIECCE OCBOCHHS
OTHKH, OCTETHKM OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CePTU(DHUKAIMK ¥ YIPABJICHUS KAueCTBOM B c(epe CEpBUCHOTO
00CITy>)KMBaHHSI Ha TPAHCIIOPTE.

Tunoswvie cumyayuonnvle 3a0aHus 07151 peuleHust Ha NPAKMUYECKUX 3AHAMUIX

Kaxxgas pabodast rpynmma TOTOBHUT MPE3ESHTAIIUIO CBOETO PEIISHUS MTPOOIeMBI U
B X0J1e 00IIel TUCKYCCHH 000CHOBBIBAET HEOOXOJUMOCTD €r0 peaan3aluu:

[lpemnoxuTe MeXaHU3M CHCTEMBI OOecTieueHus: TpeOyeMoro KadecTBa
MPOIIECCOB OKa3aHMsI YCIYT B COOTBETCTBHH C MEXIYHAPOIHBIMH ¥ HAIIHOHATHHBIMHU
CTaHJapTaMHd B IIPOIECCE OCBOCHHUS O3THUKH, 3CTETHKU OOCIY)KHWBaHUsS, STHUKETa,
MOpaJIM W HPAaBCTBEHHOCTH, CTaHJAPTU3AIMU, CEPTUPUKAIUU ¥ YIpPaBICHUS
Ka4eCTBOM C Y4YETOM pealli3allid OCOOCHHOCTEH BEICHHS JEIOBBIX Tele(OHHBIX
pa3roBOpOB Ha MpUMEPEe KOHKPETHOW OpraHU3aIiH.

Tema 11. Yopapnendeckas 3Tuka B cpepe ceppuca

Ilepeuenv munoswix 60npocos 0 YCMHO20 ONpoca

1. Tlonsatue ympaBieH4ecKkoi 3TUKkH. OCHOBHBIC (DYHKIIMH YIIpaBICHUS.

2. Ctunm pyKkoBOJCTBA.

3. VYmpaBneHueckas O9TMKa B OCBOCHHMH TpodeccrmoHamoM TpeOOoBaHMIA
0e30macHOr0 OOCITYKMBaHUS, OXpPaHBI TPYy/a W TEXHUKH OE30MACHOCTH 3alIUTHI OT
TeXHOC(epHbIX (HAaKTOPOB HA TPAHCIOPTE MPUMEHUTEIBHO K cdepe cepBuca Ha
TpaHCHOPTE (JJIs1 CAMOCTOSATEILHOIO U3yUECHUS).

4. HOPMATHBHO-TIPABOBBIC AKTHI, PETYIUPYIOIINE OXpaHy TpyJda U TEXHUKY
0e30macHOCTH B TOM YHCIIC Ha TIPEANPUATHIX CepBUCca B cpepe TpaHCTIOpTa B paMKax
YIpaBJIECHYECKOU 3TUKU (JIsI CAMOCTOSITENIbHOTO U3YUYCHUS ).

IIpumeprvie memvi coobwerul
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1. DTruueckre HOPMBI CITY’)KEOHOTO MOBEJCHUS PYKOBOJIUTENS B OTHOIICHUSX C
MMOJYMHEHHBIMH, TIPEACTABUTEISIMU BHEIIHEH Cpeapl: KOHKYPCHTaMH,
MOCTaBIIMKAaMH, OOIIECTBEHHOCTBIO U TIP.

2. Haubonee pacnpocTpaHeHHbIE OIIMOKH ATHYECKOTO CBOMCTBA B MOBEECHUU

PYKOBOJIHUTEJIS.

3. OcHOBHBIE OCOOCHHOCTU MEXKYJIBTYPHOT'O pa3HOOOpa3us 00IIecTBa.

4, Mexanusm oOecnieueHus TpeOyeMoro KayecTBa IPOLIECCOB OKa3aHMs
yCIyr, HAa OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHH B MPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DHUKAIIMK ¥ YIPABICHUS KaueCTBOM B c(epe CEpBHUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

5. Mexanu3m cuctembl oOecredeHuss TpeOyeMoro KadecTBa MPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMH U HAIMOHAJIBLHBIMHU
CTaHJIapTaMHd B TMPOIECCE OCBOCHHUS DJTHUKH, JCTETHKU OOCITY>KHMBaHUWsS, STHUKETA,
MOpajqd W HPABCTBEHHOCTH, CTAHJIAPTU3AlNH, CEPTUPUKANMK |  YIPaBICHUSI
Ka4eCTBOM B c(epe CepBUCHOTO 0OCTYKUBaHUS Ha TPAHCTIOPTE.

6.  MexaHU3M OKa3aHUS yCIYT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
NpoIlecCe OCBOCHUS OTHKH, OJCTETUKHM OOCTYKMBaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIAPTH3aIluH, CEPTU(HKAIMU W YIPaBICHUS KAa4eCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI HA TPAHCIIOPTE.

7. MarepuanbHble pecypchl, 000pyAOBaHHE Jisi OCYHIECTBJICHHUS TMpolecca
cepBHca.

8. Meronbl mpoBeNEeHUS TMEPErOBOPOB C KIHMEHTAMHU [0 MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpeesIeHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B Mpolecce
OCBOCHHSI ITHUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

9. Metonbl pa3pabOTKU U HCIONB30BAHUS THUIIOBBIX TEXHOJIOTHYECKUX
IIPOIIECCOB.

10. Metoasl popmMupoBaHHS W BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTY)KMBaHUS TOTPEOUTENEH HAa TPAHCTIOPTE.

11. MeTonasl B3aUMOJEWUCTBHSI C KIMEHTaMH [0 OpTaHM3AIlMU Tpolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHHS, OTHUKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(DUKAIMU U YIPaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

Tunosvie cumyayuoHuvie 3a0anus OJisl peulenusl Ha NPAKMUYECKUX 3AHAMUIX

Kaxnas paGodas rpyrina roTOBUT IPE3EHTAIIMI0 CBOETO PEIICHUs MPOOIEMbI U
B X0/i€ 00111el JUCKYCCUU OOOCHOBBIBAET HEOOXOIMMOCTh €TI0 pealn3alliu:

[Ipennoxxkure Metompl (GOPMHUPOBAHWS W  BHEAPEHUS KOPIMOPATUBHBIX
CTaHJAPTOB WM PETIAMEHTOB TPOIECCOB OOCITYKUBAaHUS TOTPEOUTENCH C y4ETOM
peanm3alii  OCHOBHBIX (YHKIHMHA yOpaBICHUS Ha TpUMEpe KOHKPETHOM
OpraHu3aIny.
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Tema 12. DTUKET Kak PEryasiTOp MEXKIUYHOCTHBIX OTHOIICHUN W
po(heCcCUOHATBLHOTO MOBEAEHUS PAOOTHUKOB CEpBHUCA. DTUKET JEIOBBIX COBEIIAHUMA,
Mpe3eHTalui U MyOJIUYHBIX BBICTYIIJICHUN

llepeuenv munoswix 60npocoes 0si yCmMHo20 Onpoca

1. TlonsTHe, BOMIOLMA U HPABCTBEHHAsh OCHOBA 3THKeTa. Buael n GyHKUUU
ATUKETA.
CooTHOLIEHUE 3TUKHU U 3TUKETA. [ [pUHIIMITBI COBPEMEHHOTO 3THUKETA.
OTUKeT B NPOodeCCUOHATIBHON JIeITEIbHOCTH paOOTHUKOB C(EphI YCIyT.
[lonsiTue M GyHKUMU AENOBBIX COBEIAHUNA. BHUIIbI 1€TOBBIX COBEIIAHMIA.
[IpoBenenue nenoBoro copemanus. [IoHsATHE U BUBI TPE3CHTALIMIA.
[loaroToBka K mpe3eHTalnu B opraHu3anuu cepsuca. [IpaBuna nosenexus
Ha Tpe3eHTAaI1H.

IIpumepnovle memol coobuenull

1. Ocobennoctu myOoJIUYHOTO BbICTyIIEHUS. OCHOBHBIE MpaBUIIa MMyOJIUYHOTO

BBICTYTUICHHUSI.

2. Ilpuembl mnpeomoneHUs cTpecca MpPU BBICTYIUICHMHM TEpell MIUPOKOU
ayIuTopuen. DTUKET NpuBEeTCTBUS. [IpUBETCTBHE KIIMEHTA B OpraHU3AIK CEPBUCA.

3. IlpaBuna npencraBieHus rnpu 3HakoMctse. OOpalieHue, nepexo/] Ha «ThI».

4. Benenue Oecenpl. OOIIEHNE C HEMPUATHBIMU JIIOIbMH.

5. DtukeT mpouiaHus. ITUKET pabOTHHKA CEpBUCA B Clyyae OTKa3a KIMEHTa
OT 00CITy)KHBaHUS.

6. OcoOeHHOCTH JeNOBOrO OOIIEHHS ¢ OTUKETa Y pa3HbIX HapOJIOB.
TonepantHOCTh U ee rpanuibl. OOIIKE MpaBUiIa MEXKYJIbTYPHOU KOMMYHUKAIIUU U
JIEJIOBOTO OOIIEHUS.

7. OcoOeHHOCTH JeNOBOTO OOIIEHUs ¢ HEMEUKHUMH, aMEepUKaHCKUMH,
AMNOHCKUMH, KUTAWCKUMU JIEIOBBIMA MAapTHEPAMH, MPEICTABUTEISIMU CTpPaH
bimmxnero Bocroka.

8. OcHOBHBIE OCOOCHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpasus 00IIecTBa.

Q. Mexanu3m oOecriedeHus: TpeOyeMoro KayecTBa IPOIECCOB OKa3aHUS
yCIIYT, Ha OCHOBE KJIMEHTOOPHUEHTUPOBAHHBIX TEXHOJOTUH B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpPaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(DUKAIMU U YIPaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
o0Cy’>KWBaHHsI Ha TPAHCIIOPTE.

10. MexaHu3M cHUCTEMBI oOecreueHus TpeOyeMOoro KadecTBa IIPOIIECCOB
OKa3aHusi YCAYr B COOTBETCTBUU C MEXAYHApOJAHBIMU U HalMOHAJIbHBIMU
CTaHJapTaMU B TNIPOLIECCE OCBOCHMSI 3THUKHU, JCTETHKU OOCIYyKUBAHUS, STHKETA,
MOpaJli ¥ HPABCTBEHHOCTH, CTaHIApPTU3ALUU, CEPTUPUKALMU U yIOpaBICHUS
KayecTBOM B c(hepe CepBUCHOTO 0OCITYKUBAHUS HA TPAHCIIOPTE.

11. MexaHu3M OKa3aHUs yCIyr B COOTBETCTBUM C 3asBJICHHBIM Ka4€CTBOM B
NpOIECCe OCBOCHMS OSTHUKH, OJCTETUKU OOCTYXMUBaHUS, D3TUKETa, MOpaId U
HPaBCTBEHHOCTH, CTaHJApPTU3AlMU, CEPTU(PUKAIMU W YOPABICHUS KayeCTBOM B
cepe CepBUCHOIO 00CITY)KMBaHUS HA TPAHCIIOPTE.

12. MarepuanbHble pecypchl, 000pyJIOBaHHME IS OCYIIECTBICHHUS MpoIecca
cepBHca.

ok wn
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13. MeToasl mpoBeAEHUSI MEPErOBOPOB C KIMEHTAMH MO MNPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHU3M OIpPEAENICHHs] MPUYMH BO3HUKHOBEHMS MPETEH3UI B Ipouecce
OCBOCHHS 3THUKH, 3CTETUKH OOCIY>KMBaHMS, 3THKETa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CEepTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE.

14. Metoapl pa3pabOTKM W HUCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTMYECKHUX
IIPOLIECCOB.

15. Metoasl (opmMupoBaHHs U BHEIPEHUS KOPIOPATUBHBIX CTaHAAPTOB U
pETIaMEHTOB IPOLIECCOB 0OCITYKUBAaHUS TOTPEOUTENIEN HAa TPAHCIIOPTE.

16. MeToapl B3aUMOJEWUCTBHS C KIMEHTaMHM [0 OpraHM3aluu Mpolecca
oOciy’)kKMBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IPOLIECCE OCBOCHMUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHKETa, MOpaJM M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAUMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anus 0 peuerus Ha NPAKMUYECKUX 3aHAMUAX

Kaxxnas paGouas rpyria roTOBUT IPE3EHTALMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0J1€ 0011Iel TUCKYCCUH 000CHOBBIBAET HEOOXOJUMOCTb €I0 pealn3alluu:

[Ipennoxkure MeTOABI TMPOBEACHUS TEPETOBOPOB €  KIMEHTAMH IO
NPETEH3MOHHBIM CJIy4asiM W MEXaHHM3M OINpEJEeICHHUs] NPUYMH BO3HUKHOBEHHS
NPETEeH3UI B MPOIIECCe OCBOCHUS ITUKH, 3CTETUKH OOCITy>)KMBaHUS, STUKETa, MOPAJIU
U HPaBCTBEHHOCTH, CTaHJApTU3ALMU, CEpPTU(UKALMM U YIPaBICHUS KAuyeCTBOM C
y4ETOM peanu3aliiil OCHOB 3TUKeTa paOOTHHKA CepBHCa B CiIydae OTKa3a KJIUEHTa OT
o0cCiTy’)KMBaHMsI Ha IpUMeEpe KOHKPETHON OpraHu3aliuu.

Tema 13. IlpaBusia moBeeHUsI B 00IIECTBEHHBIX MECTaX

Ilepeuenv munoswix 60npocos 0 yCMHO20 ONpoca

1. OOGmue npaBuiia MOBEICHHUS B OOIIECTBEHHBIX MECTaX.

2. IlpaBuia nmoBeneHus Ha YIIHUIIE.

3. IlpaBmma moBeneHus B Marasune, kage.

4. IlpaBuna moBeneHHs B pecTOpaHe, TeaTpe, Mysee, Kiyoe.

IIpumepnvie memwvl coooweruil

1. OGmme npaBuiia MOBEACHUS B 00IIECTBEHHOM TPAHCTIOPTE.

2. llpaBuia moBeeHUs B TOPOJACKOM OOIIIECTBEHHOM TPAHCIIOPTE.

3. IlpaBuna moBeneHus B Moe3/€, B CaMOJIETe, HA TEIIJIOXO/IC.

4. CylHOCTH AEIOBBIX TPUEMOB.

5.  Mexanm3m obecriedeHus TpeOyeMoro KadecTBa MPOIIECCOB OKA3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMN U YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
oOCTy)KWBaHMsI HA TPAHCIIOPTE.

6. MexaHu3M cHCTeMbl oOecredueHus TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHWS YCIYT B COOTBETCTBHM C MEKIYHAPOJAHBIMH W HAIMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, JTHKETA,
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MOpall W HPABCTBEHHOCTH, CTaHAApTU3alMU, CEPTUPUKANUU U YHOpaBICHUSI
KauecTBOM B c(pepe cepBUCHOT0 OOCTYKUBAHUS Ha TPAHCIIOPTE.

7.  MexaHu3M OKa3aHUs YCIyT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKUA OOCTY)XKMBaHUS, OJTUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTH3AIMH, CEepTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHUS Ha TPAHCIIOPTE.

8. MarepuanbpHble pecypchl, 000pyAOBaHHE AJIsi OCYIIECTBICHHUS TpoIlecca
cepBuca.

9. MeToasl MpoBeAeHUS TEPErOBOPOB C KIUEHTAMU M0 MPETEH3MOHHBIM
CllydasiM U MEXaHU3M OTpeAeNICHUs] MPUINH BOSHUKHOBEHHUS MPETEH3HIA B MPOIECCe
OCBOCHHS JTHUKH, SCTETHKH OOCIYKHBaHHS, STHUKETA, MOPAId M HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTH(PHUKAIMU U YNPaBICHHUS Ka4eCTBOM B c(depe CEpBHCHOTO
00CITy>KMBaHMSI Ha TPAHCIIOPTE.

10.MeToasl pa3paOOTKM ¥ HCIIOJNIB30BAHUS THUIOBBIX TEXHOJOTHYECKHX
TPOIIECCOB.

11. Metoasl (GOPMUPOBAHUS W BHEJPCHHUS KOPIOPATUBHBIX CTAHIAPTOB |
perJIaMeHTOB MPOIIECCOB 00CTYKMBaHUS MTOTPEOUTENCH HAa TPAHCIIOPTE.

12. Metoapl B3aUMOJEHCTBUSI C KIMEHTAMHU [0 OpraHW3aluy Ipolecca
oOcimyXuBaHHsT TIOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B IPOIECCE OCBOCHHS
OTHKH, OCTETHKM OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHAApTH3AlUY, CepTH(GHUKAIMKA W YIpaBIEHUS KauecTBOM B cdepe CepBHUCHOTO
o0CITy>)KUBaHUSI HAa TPAHCIIOPTE.

Tunogvle cumyayuorHsie 3a0aHUs OISl peuleHUs Ha NPAKMUYeCKUX 3aAHAMUAX

Kaxnas pabodas rpyrmna roTOBUT NPE3EHTAIMIO CBOETO PEIIECHHS TPOOIEMBI U
B X0JIe 001IIel TUCKYyCCUU 0OOCHOBBIBAET HEOOXOAUMOCTD €T0 peaTu3aIliy:

[lpeanmoxxute  MeTomel  pa3pabOTKM W HUCIOJNB30BAaHHUS  TUIOBBIX
TEXHOJOTMYECKUX  MPOIECCOB €  YY4eTOM  peanu3anuu  Ou(POBHU3ALUN
JOKYMEHTOOOOpOTa  TPAaHCHOPTHBIX IEPEBO30OK Ha  MHpUMEpe  KOHKPETHON
OpTaHU3aIHH.

Tema 14. JlenmoBoil 3THKET W MNPOTOKOJI. OCOOEHHOCTH HUX MPOSBICHUS B
CEpPBHUCHOM JEATENBHOCTHU. /[€JI0BbIE BCTPEUN U MIEPETOBOPHI

llepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. TlonsTne, 0co6eHHOCTH U (YHKIUU JIETOBOTO ITUKETA.

2. JlenoBOM 3THKET U JISTOBOM IIPOTOKOJ.

3. JlenoBoii 3 TUKET B 00CTy>KUBAHHH.

4. VImumx 1e0BOro yenoBeka.

5. OcHoBHBIE (HOPMBI JETOBOTO OOIICHUS: JEIOBBIE COBEIIAHUS, AUCKYCCHH,
myOJTUYHBIC BBICTYTUICHUS.

6. [udpoBuzanus T0KyMEHTOOOOPOTA TPAHCTIOPTHBIX MEPEBO3OK.

IIpumeprvie memvi coobwerul

1. Cneuuduka aenosoro obmienus B chepe ceppuca. [lonstre u opranuzanms

JIEJIOBBIX BCTpEY.

79



2. TloaroToBka K JIEIOBBIM MEperoBopaM. MecTo U BpeMs JENOBBIX BCTpPeU H
MIEPETOBOPOB.

3. llpurnamenuss Ha JENOBbIE BCTPEYHM U TeEperoBopbl. DopMHUpoOBaHUE
JeNIeTalfy JIsl y9acTUsl B IEperoBopax.

4. Pa3paboTka mporpamMmbl BEACHHS MEPErOBOPOB. DTambl MEPETOBOPHOTO
mporiecca.

5. OO6mme mpaBuia MOBEACHHS Ha JEIOBBIX INeperoBopax. Mrorum nenoBbIx
BCTPEY M MEPETOBOPOB.

6. OcHOBHBIE OCOOEHHOCTH MEXKKYJIBTYPHOI'O pa3HOOOpa3us o01ecTBa

7.  Mexanusm oOecrieueHruss TpeOyeMoro KadecTBa IPOIECCOB OKa3aHUS
yCIyT, HAa OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHUH B MPOIECCE OCBOCHUS
OTHKH, OCTETUKH OOCITY)KMBaHUS, OTHKETa, MOpald W  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DUKAIMK ¥ YIPABJICHUS KaueCTBOM B c(epe CEpBHUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

8. MexaHm3m cucTeMbl oOecrnedeHuss TpeOyeMoro KadecTBa IPOIIECCOB
OKa3aHUS YCIYr B COOTBETCTBHM C MEXKIYHAPOJHBIMH ¥ HAIMOHATHHBIMU
CTaHJapTaMHd B TMIPOIECCE OCBOCHHUS OJTHUKH, ICTETHKU OOCITY>KHMBaHUWsS, JTUKETa,
MOpaJli W HPAaBCTBEHHOCTH, CTaHAApPTU3AIMU, CEPTUPUKAIUU ¢  YIpPaBICHUS
Ka4eCcTBOM B c()epe CepBUCHOTO 0OCTYKMBaHUS Ha TPAHCTIOPTE.

9.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
NpoIlecce OCBOCHUS OTHKH, OJCTETUKH OOCTYKMBaHUS, OSTHUKETa, MOpaId U
HPaBCTBEHHOCTH, CTaHIAPTH3AIMH, CEPTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI Ha TPAHCIIOPTE.

10.MatepuanbHbIe pecypchl, 00OpyIOBaHUE IJIsi OCYIISCTBIICHUS Ipollecca
cepBuca.

11. Metoapl TIPOBEICHHS TIEPETOBOPOB C KIMEHTAMH IO TMPETCH3MOHHBIM
CllydasiM U MEXaHU3M OIpeACIICHUS] IPUINH BOSHUKHOBEHUS MIPETEH3HIA B MPOIECCEe
OCBOCHHS 3THUKH, ACTCTHKH OOCITY)KWBaHHS, JTHUKETa, MOPAJd M HPABCTBCHHOCTH,
CTaHJAPTHU3AINH, CePTH(HUKAIMK M YNpaBICHHUS Ka4ecTBOM B cdepe CEepBHCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

12.Metoapl pa3pabOTKH ¥ WCIOJIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
MIPOLIECCOB.

13. Metonpl ¢dopMHUpOBaHUS M BHEAPEHUS KOPHOPATUBHBIX CTAHIAPTOB U
perjJamMeHToB IPOLECCOB 00CTYKMBAaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

14. Meronpl B3aMMOJEHCTBUS C KIMEHTAMU TI0 OpraHU3AIMH MpoIlecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTU(DUKAIMU W YIPABICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunosvie cumyayuoHuvie 3a0anus OJisl peuleHuss Ha NPAKMUYECKUX 3AHAMUIX

Kaxxnast pabodas rpyrimna roTOBUT TPE3EHTAIIMIO CBOETO PEIICHHS TPOOIEMBI U
B X07/i€ 001Iel JUCKYCCUU 0OOCHOBBIBAET HEOOXOIMMOCTD €TI0 pealn3alliu:

[Ipenmoxxure  MeTombpl  pa3pabOTKM M HCIOJNB30BAHUS  THITIOBBIX
TEXHOJIOTMUECKUX  MPOLECCOB €  y4eToM  peanu3aluu U pOBHU3AIUH
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JOKYMEHTOOOOpOTa  TPAHCHOPTHBIX  IEPEBO30OK HA  MpUMEPE  KOHKPETHOM
OpraHu3aluu.

Tema 15. DTuka CEpBUCHOM AECATEIBHOCTH HA TPAHCHOPTE, B TOM YHCIE B
chepe BO3AYLIHOTO TPaHCIIOPTa

llepeuens munosvix 60npocos 0si yCMHO20 ONpoca

1. MecTo PTHKH B CEpBHCHOMW NEATECIBHOCTH HAa TPAHCIIOPTE, B TOM YHCIIC B

cdepe BO3AYLIHOTO TPaHCIOPTA.

2. TlonstHe >THKH.

3. OTpaciu 3TUYECKOTO 3HAHUSI.

IIpumepnovle memol cooouerull

1. JlenoBasi 3TUKa CEPBUCHOM NEATEILHOCTH Ha TPAHCIOPTE, B TOM YHUCIIC B

cdepe BO3AYIIHOTO TPAaHCIOPTA.

2. TlpodeccnonanbHas 3THKa CEPBUCHOM JIEATEILHOCTH Ha TPAHCIIOPTE, B TOM

gucie B chepe BO3AYIIHOTO TPAHCTIOPTA.

3. HopmaTuBHas sTHKa.

4, Mexanu3m oOecrieueHus TpeOyeMoro KayecTBa IPOIECCOB OKa3aHUS
yCIIYT, Ha OCHOBE KIHMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTMH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHJapTU3AIMH, CEpTU(DHUKAIIMA W YIPaBICHUS KAadeCTBOM B cepe CEepBUCHOTO
o0CTy>KHBaHMSI HA TPAHCIIOPTE.

S. Mexanu3M cucteMbl obecreueHus TpeOyeMoro KadecTBa IPOLIECCOB
OKa3aHHUsS YCIYT B COOTBETCTBUM C MEXIYHAPOJIHBIMU U HAIMOHAJIBLHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS O3TUKH, ICTETHKU OOCITYyXUBaHUSA, ITHKETA,
MOpajqd W HPABCTBEHHOCTH, CTaHIAPTU3alUU, CEePpTUDUKALMU |  YIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCTY>KMBAHUS Ha TPAHCIIOPTE.

6. MexaHu3M OKa3aHus YCIyT B COOTBETCTBHU C 3asBIICHHBIM Kaue€CTBOM B
IpoIecCe OCBOCHHUS JTHKH, OCTETHKM OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CEpTU(DHUKAIMU U YIpaBICHUS KAa4eCTBOM B
chepe cepBHCHOTO 0OCITY)KMBaHHS Ha TPAHCIIOPTE.

7. MartepuanbHble pecypchl, 00OpyAOBaHHE IJisi OCYIISCTBJICHHUS TMpoIecca
cepBHca.

8. Meronpl mpoOBENEHUS TEPETOBOPOB C KIMEHTAMHU M0 MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIPECICHNs] MPUINH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS 3THUKH, ICTETUKH OOCTYKMBAHUS, JTHUKETa, MOPAId W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMN U YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W WCIONB30BAHUS THIIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

10. Metoasr (popmMupoBaHHsS W BHEIPEHHUS KOPIOPATHUBHBIX CTAHIAPTOB U
PETIIAaMEHTOB TIPOIIECCOB 0OCITY)KHBAHUS TTOTPEOUTENICH HAa TPAHCTIOPTE.

11. MeToasl B3aUMOJEWUCTBHSI C KIWEHTaMH II0 OpTaHHW3AIMU TIpoIecca
oOCIy)KMBaHMS TOTpeduTenaeld B cdepe rocrenpuuMcTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETAa, MOpPAJM H  HPABCTBEHHOCTH,

81



CTaHJAPTU3AINU, CEePTU(UKAIMK ¥ YIPaBICHUS KAaueCTBOM B c(epe CEpBHUCHOTO
00CITy>)KUBaHMsI HAa TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0aHUs 015 peulenus Ha NPAKMUYEcKUx 3aHAmusx

Kaxxgas paGodast rpymnma TOTOBUT MPE3EHTAIIUIO CBOETO PEIIECHUs MPOOIEMbI U
B X0/1e 001Iel JUCKYCCUH 00OCHOBBIBAET HEOOXOUMOCTh €TI0 PEeATU3aALNHN:

[IpennoxuTe METOABI TMPOBEACHHUS TEPErOBOPOB C  KIMEHTAMU  II0
NPETEH3UOHHBIM CIIy4asM W MEXaHU3M OIpeAeNeHUs] TMPUYMH BO3HUKHOBEHHS
MPETEeH3U B MPOIIECCEe OCBOSHUS ITUKHU, 3CTETHUKU OOCITY)KUBAaHUSA, ITHUKETa, MOpaJIU
¥ HPABCTBEHHOCTH, CTaHIAPTU3AINH, CEPTU(UKAINHM W YIPABICHUS KadyeCTBOM C
y4EeTOM peajn3aluy OCHOB dTHKeTa pabOTHHKA CepBUCa B ClIydyae OTKa3a KIMEHTa OT
o0CITy>)KMBaHHS Ha TPUMEPE KOHKPETHOHN OpraHu3aIny.

Tema 16. KauectBo, 0€30MacHOCTh YyCIyr U KyJIbTypa CEpPBUCHOM
NeSATeIbHOCTH Ha TPAHCIIOPTE, B TOM YKCIIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA

Ilepeuens munoswix 60npocos 0 YCMHO20 ONpoca

1. TIpobGnembl kadecTBa W 0OE30MACHOCTH YCJIYT B TMPAKTHKE COBPEMEHHOTO
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIE B chepe BO3AYITHOTO TPAHCIIOPTA.

2. TloHatne KadecTBa CEPBUCHOM JEATEILHOCTH HA TPAHCIIOPTE, B TOM YHUCTIE
B c(hepe BO3AyIIHOTO TPAHCTIOPTA.

3. YnopaBieHue KadecTBOM YCIYr, KOHTPOJIb CTaHIApPTOB M OE€30MacCHOCTU
oOCny>KMBaHMsSI Ha TpPAHCIOPTE, B TOM 4HCIe B cdepe BO3TYIIHOTO
TpaHCIIOPTA.

IIpumepnovle memol coodueHull

1. MarepuansHbie pecypchl, 00OpyAOBaHHE MJisi OCYHIECTBJICHHUS TIpolecca
cepBHca.

2. Metonpl TpoBeNEHUS TEPErOBOPOB C KIUEHTAMHU IO TPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITUKETA, MOPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

3. Meronpl pa3pabOTKM U HCMOJIB30BAHUS THIIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

4. Meroapl GOpMHpPOBAHUS W BHEAPECHHS] KOPIOPATUBHBIX CTAHIAPTOB H
PETJIAaMEHTOB MIPOIIECCOB 0OCITY )KHBaHUS TOTPEOUTENEH Ha TpaHCTIOPTE.

5. Meronpl B3aUMOJCHCTBUS C KJIMEHTAMU T0 OpraHW3allud Ipoiiecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CepTU(DHUKANMN U YIPaBICHUS KAadeCTBOM B cdepe CEepPBUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunosvie 3a0anus 05l Kpy2no2o cmona

Kpyrnbeiii cron oOpueHTHUpOBaH Ha MNPUOOpPETEHHWE 3HAHUM O KaudecTBe,
0€30MacCHOCTU YCAYT U KYJIbType CEPBUCHOM NEATEIbHOCTU HAa TPAHCIOPTE, B TOM
yucie B cepe BO3AYIIHOrO TpaHcHopTa. B paMkax ykazaHHOU oOlieil opueHTaluu
[JIABHBIM MOPOOJIEMHBIM BOIPOCOM KPYIJIOTO CTOJa OyJeT MpOLEecC CTaHOBJICHUS

82



MexaHu3Ma 0€30MacHOCTH YCIYT U Pa3BUTUSI KYJIbTYPbl CEPBUCHOMU JIESITEILHOCTH Ha
TpPaHCIIOPTE.

TeMbl OCHOBHBIX JTOKJIAJI0B (BBHICTYIUICHUN C Mpe3eHTauueu 10 15 MUHyT):

1. 1 Buasl 6e3omacHOCTH OOCHTY)XKMBaHMSI Ha TPAaHCIOPTE, B TOM YHUCIE B
chepe BO3AYILIHOTO TPAHCIIOPTA.

2. Kynbrypa cepBuca W CEpPBUCHOU JEATEILHOCTH Ha TPAaHCIOPTE, B TOM
yucie B chepe BO3AYIIHOTO TPAHCTIOPTA.

3. OcHOBHBIE OCOOEHHOCTU MEXKKYJIBTYPHOT'O pa3HOOOpa3us 00IIeCTRa.

VYyacTue B TUCKYCCUU, KPATKUE BBHICTYILJICHUS:

1. Mexanuzm oOecrnieueHus TpeOyeMoro KayecTBa IMPOIECCOB OKa3aHUS
yCJIYT, Ha OCHOBE KJIMEHTOOPHUEHTUPOBAHHBIX TEXHOJOTUN B TIpoIecce
OCBOCHUSI OTHUKH, OCTETUKH OOCIYXUBaHUS, OTUKETa, MOpAIU U
HPaBCTBEHHOCTH, CTaHAApTH3alUM, CepTUPUKALMK ¥  yIpaBICHUS
KaueCcTBOM B c(hepe CEepBUCHOTO 0OCITY)KMBAHUS HA TPAHCIIOPTE.

2. MexaHu3M cHUCTeMBI oOecrieueHus: TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUsi YCIYyr B COOTBETCTBUHM C MEXJIYHAPOJHBIMH M HaAIMOHAJIbHBIMU
CTaHJapTaMHd B TIPOIIECCE OCBOCHHUS DJTHKH, ICTECTUKU OOCITY>KHWBAHUS, ITHKETA,
MOpaJIM M HPABCTBEHHOCTH, CTaHIApPTU3AIMU, CEepTUDHUKAIUM U yIpPaBICHUS
KaueCcTBOM B c(hepe CEepBUCHOTO 0OCITY)KMBaHUS HA TPAHCIIOPTE.

3. MexaHu3M OKa3aHHS YCIYT B COOTBETCTBUU C 3asBJICHHBIM Kaue€CTBOM B
IpoIecce OCBOCHUS ATHKU, OCTETHUKUM OOCIYy)XMBaHUS, OTHUKETa, MOpalud U
HPABCTBEHHOCTH, CTaHAAPTHU3AIMU, CEepTU(UKAIMU U YIpaBICHUS KAa4eCTBOM B
cdepe CepBUCHOIO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUsL O peuleHusi Ha NPAKMUYeCcKUx 3aHAMuUsIX

Kaxxnas paGodas rpyrmma roTOBUT MPE3EHTALMIO CBOETO PEIICHUS MPOOJIEMBI U
B XOJI¢ 00IIeH TUCKYCCHU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3allHH:

[Ipennoxkxure MeTOABI TMPOBEJAEHUS TIEPErOBOPOB C  KIMEHTaMH  TIO
NPETCH3UOHHBIM CIIy4asiM U MEXaHM3M OINpEJeICHHUs] NPUYUH BO3HUKHOBEHHS
NPETEeH3UIl B MPOIIECCE OCBOEHUS ITHKHU, ICTETUKH OOCITY>)KMBaHUS, DTUKETa, MOPAJIU
U HPaBCTBEHHOCTH, CTaHIapTHU3aIlMHU, CEpTU(DHUKAIMK U YNPaBICHUS KAueCTBOM C
Y4ETOM peann3allii OCHOB dTUKETa paOOTHUKA CEpBHCA B Clydae OTKa3a KIMEHTa OT
o0CIy>KMBaHMSI Ha PUMEPE KOHKPETHON OpraHU3aIiu.

Tema 17. Monenp kauecTBa yCclIyru

Ilepeuenb munogvlx 60nPOCo8 OJist YCMHO20 ONPOCA

1. UnrtepBasibHasi MOJEIb KaueCTBa yCIyTH.

2. Ilatp pa3pbIBOB, KOTOpPBIE SIBISIOTCA TMPUYNHOW HEYIOBIECTBOPEHHOCTH
KJIMEHTOB MPEIOCTABIISIEMBIMU yCIIyTaMHU.

3. PasppiB Mexay NOTPEOMTEIBCKUMH OXUJIAHUSIMH M WX BOCHPHUSATHEM
PYKOBOJCTBOM KOMIIaHUHU.

IIpumeprvie memvi coobwerul

1. Pa3peiB MexAy BOCHPUSITUEM PYKOBOACTBA MOTPEOUTENBCKUX OKUAAHUN U
TpaHchopMalueit 3Toro BOCIPUSITHUS.
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2. Pa3zppiB  Mexny crnenuPuUKamMsIMH  KadecTBa yCIyT MW KadeCTBOM
MPEIOCTABISAEMBIX YCIIYT.

3. PaszpriB MEXTY IPEIOCTaBICHUEM YCIyTH " BHEIITHUMU
WHOOPMAITMOHHBIMUA ~ CBSI3SIMH,  y4YacCTBYIONIUMH B  (OPMHPOBAHUU
peACTaBICHUS MOTPEOUTENEH O MOTydaeMOil UMHU yCIIyTe.

4. Pa3pplB MEXAy OXUIAHUSAMU TIOTPEOUTENed ¥ WX BOCHPHITHEM
TIOJTYYCHHBIX YCITYT..

5. OcHOBHBIE OCOOEHHOCTU MEXKYJIBTYPHOT'O pa3HO0Opa3usi 00IIeCTBa.

6. Mexanuzm oOecrieueHus TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
yCIIyT, Ha OCHOBE KIMEHTOOPHUCHTUPOBAHHBIX TEXHOJOTHW B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHJApTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS Ka4eCTBOM B c(depe CEepBHCHOTO
00CITy>KMBaHMSI Ha TPAHCIIOPTE.

7. MexaHu3M CHCTEMBI OOecreueHus TpeOyeMOro KadecTBa TPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHApPOJHBIMH U HAIMOHAJIbHBIMHU
CTaHJapTaMHd B MPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITY>XWBaHUS, DTHKETA,
MOpajd W HPABCTBEHHOCTH, CTAHJIAPTU3AINH, CEPTUPUKANMK | YIPaBICHUS
Ka4yeCTBOM B c(hepe CEPBUCHOTO OOCITYKUBAaHHUS HAa TPAHCIIOPTE.

8. MexaHu3M OKa3aHUs YCIyT B COOTBETCTBHU C 3asBJICHHBIM KaueCTBOM B
IPOIIECCe OCBOCHHUS JTHKH, OCTCTHKH OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHJAPTHU3AIMU, CEpTU(PHUKAIMU U YIpaBiIeHUS KadyeCTBOM B
cdepe CepBUCHOIO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

9. MarepuanbHble pecypcbl, 000OpyAOBaHHE IJisi OCYHIECTBJICHHUS TMpolecca
cepBHca.

10. MeToasl mpoBeJEHUSI TMEPErOBOPOB C KIMEHTAMH MO MPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHHU3M OIpPEJCICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UI B MpoIecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(DUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CITy>)KUBaHMS Ha TPAHCIIOPTE.

11. MeToapl pa3paOOTKM W HWCIIONB30BAHUS THUIOBBIX TEXHOJIOTHYECKHX
MIPOLIECCOB.

12. Metoasl (popmMupoBaHHMs W BHEIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 0OCTY)KMBAHUS TOTPEOUTENEH HAa TPAHCTIOPTE.

13. MeTonasl B3aUMOJEWUCTBHSI C KIMEHTaMH [0 OpTaHM3AIlMU Tpolecca
oOciy>)kuBaHMs TOTpeOUTENe B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMK U YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0anusi Ol peuleHus Ha NPaKmu4deCcKUx 3aHamusx

Kaxxnas paGodas rpyrmia roTOBUT IPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0JI¢ 00IIel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO peaTu3alliu:

[Ipenmoxkute METONBI MPOBEJACHUS TIEPETOBOPOB C  KIMEHTAMH  TIO
MPETCH3NOHHBIM CIydasM W MEXaHW3M ONPENEICHUS TPUYUH BO3HUKHOBCHUS
MPETCH3UHN B MPOIECCE OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHBaHUS, dTHUKETA, MOPAIIA
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U HPABCTBEHHOCTH, CTAHAApPTU3aLUHU, CEPTU(PUKALMU W YNPABICHUS KAue€CTBOM C
YYETOM peajn3aliy OCHOB 3TUKETa pa0OTHHUKA CEPBHCA B CIIy4ae OTKa3a KJIUEHTA OT
00Cy’KMBaHMSI Ha PUMEPE KOHKPETHOM OpraHu3aluu.

Tema 18. Tlokazarenu kadecTBa yciayr

llepeuens munosvix 60npocos 0si yCMHO20 ONpoca

1. Bupasl mokaszateneil kayecTBa Mo crnocoOy BbIpaKE€HUA (B HATypalbHBIX
eAMHUIaX, B CTOMMOCTHBIX €IMHHIIAX), IO OLIEHKE YpPOBHS KauecTBa (0a30Bble U
OTHOCUTENbHBIE), MO CTaAUM ONpeleTeHus: (MPOrHO3UpPYEMbIC, MPOEKTHBIE,
IPOM3BOJICTBEHHbIC, OJKCIUIyaTallMOHHBbIE TIOKAa3aTeiau), IO XapaKTepUu3yeMbIM
CBOICTBaM (€IMHUYHBIE 1 KOMIUIEKCHBIE).

2. Tloxazarenu (GyHKIHMOHATBHOTO Ha3HAYCHUS, SPrOHOMHYHOCTH,
NoKa3zaTeau  HAJSKHOCTH, HKOHOMHYECKHE UM  OJKOJOTMYECKHE  IOKa3aTellH,
nokasareiau 0e30MacHOCTH, MOKa3aTelld: CTeTUYeCKUe, CTaHAapTU3alui, TaTeHTHO-
IPaBOBBIE.

Ipumepnovle memol coobueruil

1. Crneuuduueckne  mokazaTeiad  KadecTBa  YCIYT: JIOCTYTHOCTb,
KOMMYHHUKa0€IbHOCTh, KOMIIETEHTHOCTh, JOBEPUTEIBHOCTb, OOXOAUTEIBHOCTD,
HaJIe)KHOCTh, OT3bIBUMBOCTb, 0€30MACHOCTb, OCA3aEMOCTb, IOHUMAHUE.

2. OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3usi 0011eCTBa.

3. Mexanu3m oOecriedyeHus TpeOyeMoro KadecTBa IMPOIIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHUWA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMs, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
o0CTy>KWBaHMsI Ha TPAHCIIOPTE.

4, Mexanu3M cucteMbl obecreueHus TpeOyeMOoro KauecTBa MPOIECCOB
OKa3aHMUsS YCIYIr B COOTBETCTBHM C MEXKIYHAPOJAHBIMU U HAlMOHAIbHBIMU
CTaHJapTaMU B TMPOIECCE OCBOCHHUS OSTHUKH, ICTETHKU OOCITYXHUBaHUSA, ITHKETA,
MOpaql W HPABCTBEHHOCTH, CTAaHIAPTU3alUU, CEePTUDUKANMK | YIpaBICHUS
KayecTBOM B chepe CEpBUCHOTO OOCITYKUBAaHUS HA TPAHCIIOPTE.

S. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IPOLIECCE OCBOCHMS OSTHUKH, OHCTETUKU OOCITYKUBAaHUS, O3TUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTU3alMH, CepTU(UKAIMU U YIOpPaBICHUS KAaueCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

6. MarepuanpHble pecypcbl, 000pyJOBaHUE IJs OCYLIECTBJICHUS Ipolecca
cepBHca.

/. Metoapl NpOBENEHUs IEPErOBOPOB C KIUMEHTAMU 10 IPETEH3MOHHBIM
CIIy4astM M MEXaHH3M OIPEEIICHHUs] PUYMH BO3HUKHOBEHMS MPETEH3UI B Ipouecce
OCBOEHHS 3THUKH, SCTETHKH OOCIYKMBaHUS, STHUKETa, MOPAaTUd M HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CEepTU(HUKALMN WU YIPaBICHUS KadyeCTBOM B c(epe CEepBUCHOIO
00CITy’KMBAaHMSI HA TPAHCIIOPTE.

8. Mertoasl pa3pabOTKM M HWCHOJIB30BAHUS THUIOBBIX TEXHOJIOTHUECKUX
IIPOLIECCOB.

9. Meronsl popmupoBaHHS W BHEAPEHUS KOPHOPATHUBHBIX CTAaHAAPTOB U
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perJamMeHToB IPOIIECCOB 00CTYKMBAaHUS MOTPEOUTENCH Ha TPAHCIIOPTE.

10. Mertoasl B3aUMOJICUCTBUSI C KIMEHTaMU [0 OpraHu3aluu Ipoiiecca
oOcimyXuBaHusT TOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHHUS
OTHKH, OCTETHUKH OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTU(GHUKAIMK U YIpaBICHUS KAa4eCTBOM B cepe CEepBHCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvie 3a0anus OJisl peulenust Ha NPAKMUYECKUX 3aHAMUAX

Kaxxgas pabodast rpynma TOTOBUT MPE3ESHTAIIUIO CBOETO PEIICHUS MPOOIEeMbI U
B X0/1€ 001Iel AUCKYCCHUH O0OOCHOBBIBAET HEOOXOAUMOCTh €TI0 peaanu3aluu:

[IpennoxuTe METOABI TMPOBEACHHUS TIEPETOBOPOB C  KIMEHTAMH  II0
NPETEH3MOHHBIM CIIydasM W MEXaHHW3M OIpeAeNeHUs] TMPUYMH BO3HUKHOBEHHS
NpPETEH3Ui B MPOIIECCE OCBOCHHSI dTHKH, SCTETHKU OOCITY>KUBaHUs, STUKETa, MOPAITU
M HPABCTBEHHOCTH, CTAHIAPTH3AlMU, CEPTUPUKAMU M YIPABICHHUS KauyeCTBOM C
YUETOM peann3aliiii OCHOB dTHKETa pPaOOTHHKA CEPBHCA B CIIy4ae OTKa3a KJIMEHTA OT
00CITy>)KMBaHHS Ha TPUMEPE KOHKPETHOH OpraHu3aIiy.

Tema 19. ®opMbI U METOABI OIIEHKU KaueCTBa yCIyT

llepeuens munoswix 60npocos 0 YCMHO20 ONpoca

1. Knaccudukaiuys BUJIOB U METOJOB OIEHKH IO HECKOJBbKUM TMpPHU3HAKAM,
YUHUTHIBAIONIUX CTPYKTYPY ITOr0 Tporecca M OCOOCHHOCTH NPUMEHEHHUS OICHKH
KayecTBa TOBapOB U YCIIYT.

2. OueHkM KadecTBa MO BHIOOPY CHUCTEMBI MOKa3aTeNeW WU 1O WX BUAY,
MO>KHO pa3AenuTh Ha AuddepeHnpoBaHHbIe, KOMIUIEKCHBIE U CMEILIaHHBIE. .

IIpumepnovle memol coobuyerull

1. Ormenka kadecTBa 1o TUNY U XapakTepy ACHCTBUMN: MPsIMbIE U KOCBEHHBIE.

2. Ormenka kadyecTBa MO CPEJICTBAM aHAIM3a U WU3MEPEHHs: JaOOPaTOPHBIM
METOJIOM, OpPTaHOJICNITUYECKUM METOJIOM, SKCHEPTHBIM METOJO0M, CMEIIaHHBIM
METOJIOM.

3. Ounenka kadyecTBa 1O (opMe BBIpAXKEHUS OICHKUA:  METPHUYECKHE,
OayuibHBIC U Oe3pa3MepHbIe (OTHOCHUTEILHBIC).

4. OcHOBHBIE 0OCOOCHHOCTH MEKKYIBTYPHOTO pa3HOOOpa3us 00IIecTBa.

o. Mexanu3m oOecriedeHus TpeOyemMoro KadecTBa IMPOIECCOB OKa3aHUS
yCJIYr, Ha OCHOBE KIHMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTUH B MPOLECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHMs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(DUKAIMU U YIPaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

6. MexaHnu3M CHCTeMBI oOecrieueHHus] TpeOyeMoro KadecTBa IPOIESCCOB
OKa3aHWs YCIYT B COOTBETCTBHH C MEXKIYHAPOJAHBIMU W HAIMOHAIBHBIMU
CTaHJapTaMU B TNIPOLIECCE OCBOCHMSI 3THUKHU, JCTETHKU OOCIYyKUBAHUS, STHKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUDUKAIMU W YyIpaBICHUS
KaueCcTBOM B c(pepe CEpBUCHOTO 0OCITYKMBaHUsI Ha TPAHCIIOPTE.

7. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asSBJICHHBIM Ka4eCTBOM B
MPOIIECCE€ OCBOCHUSI ATHUKH, OJCTETUKU OOCIYyKMUBaHMs, HTUKETA, MOpAIU U
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HPAaBCTBEHHOCTH, CTaHAApTH3AIMH, CEepTU(UKAIMA W YIOPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHHS HA TPAHCIIOPTE.

8. Marepuanbhbie pecypchl, 00OpyIOBaHUE IJs OCYIIECTBICHUS MpoIecca
cepBuca.

9. Meronbl TPOBEACHUS TEPETOBOPOB C KIMEHTAMH TO MPETEH3MOHHBIM
CllydasiM U MEXaHU3M OIpeAeNICHUs] MPUINH BOSHUKHOBEHHUS MPETEH3HI B MPOIECCe
OCBOCHHS JTHUKH, SCTETHKH OOCIY)KHBaHHS, dTUKETa, MOpAJd U HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEePTU(DUKAIMK ¥ YIPABICHUS KAaueCTBOM B c(epe CEpBHUCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

10. Meronbl pa3pabOTKM W HCIOJB30BAHHS THIIOBBIX TEXHOJIOTUYECKUX
IPOIIECCOB.

11. Metonsl (opmMupoBaHHS W BHEAPEHHUS KOPHOPATHBHBIX CTAHAAPTOB H
perJIamMeHTOB IPOIIECCOB 00CTYKUBaHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

12. Metonsl B3aMMOJACHCTBHA C KIMEHTAaMU TI0 OpTraHW3alud TpoIecca
oOcimyXuBaHHsT TIOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B IPOIECCE OCBOCHHS
OTHKH, OCTETHKHW OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTHU(HUKAIMU W YNpaBICHHUS KAa4eCTBOM B cdepe CEepBHCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

Tunoswvie cumyayuonnvle 3a0aHUs 018 peuerus Ha NPAKMUYeCKUX 3aHAMUsAX

Kaxxgas pabodast rpynma TOTOBHUT MPE3ESHTAIIUIO CBOETO PEIICHUS MTPOOIEMbI U
B X0J1e 00IIel TUCKYCCHH 000CHOBBIBAET HEOOXOJUMOCTh €T0 Pealn3allnu:

[lpemnoxuTe METOABI TMPOBEACHHUS TIEPETOBOPOB C  KIMCHTAMH  II0
NPEeTEH3MOHHBIM CIIydasM W MEXaHHW3M OIpeAeNeHUs] MPUYMH BO3HUKHOBEHHS
NpeTEH3UH B MPOIIECCe OCBOCHMSI dTHKH, SCTETHKU OOCITY)KUBaHUs, 3TUKETa, MOPAITH
M HPABCTBEHHOCTH, CTaHIAPTU3AINU, CEPTUPUKANMH W YIPABICHHUS KAUECTBOM C
YYETOM pean3aliiii OCHOB dTHKETa paOOTHHKA CEPBHCA B CIIy4ae OTKa3a KIMCHTA OT
o0CITy)KMBaHHS Ha TPUMEPE KOHKPETHOM OpraHu3aIiy.

Tema 20. MexayHapoJHble OpTraHHW3allMM 10 cTaHaapTusanuu. [IpaBoBbie
OCHOBBI JIEITEIIBHOCTH U OpraHu3anuonHas ctpykrypa MCO

llepeuenv munogvlx 60npoCco8 OJisk YCMHO20 ONpoca

1. EBpomneiickasi opraHu3anus [0 KayecTBy, EBpONEHCKUI KOMHUTET IO
cranpaptusanuu, CEHJIEK — EBponeiickast opranu3anus 1o CTaHAapTU3ALUU.

2. Konexkc cranmaproB 'ATT.

3. OcHogusbie nienu u 3anayu MCO.

4. Tlopsimok pa3pabOTKH MEXTYyHAPOIHBIX CTAH/IAPTOB.

IIpumepnvie memuvl cooouyerui

1. IlepcnextuBnbie 3agaun MCO. bazoseie ctangaptst UCO 9001 — NCO
9004.
OO6mu1ee pyKOBOJICTBO KaYE€CTBOM U DJIEMEHTHI CHCTEMBI KAUE€CTBA.

3. CraHmapTsl MOANEPKKHU, UX (PYHKITUHU U TICIIH.

4. Metonuueckue  pyKOBOJCTBA MO  MPAKTUYECKOMY  MPUMEHEHUIO
MEKIyHapOIHbIX CTaHJAPTOB.

5. Crangaptuzanus B CIIA u ctpanax 3anannoit EBpornbl.

no
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6. Mexanusm oOecniedeHus TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHCHTHPOBAHHBIX TEXHOJOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KHWBaHWS, OTHKETa, MOPaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEPTUDUKAIMKA W YIPABICHUS KAadeCTBOM B cepe CEepBHUCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

7. MexaHnu3m cucTeMbl oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB
OKa3aHMWsS YCIYI B COOTBETCTBHH C MEXIYHAPOJHBIMA U HAIMOHAJIbHBIMH
CTaHJapTaMHd B MPOIECCE OCBOCHHUS OSTHUKH, ICTCTHKU OOCITYXWUBaHUS, JTHKETA,
MOpaJli W HPABCTBEHHOCTH, CTaHJAPTU3ANMH, CEPTU(HUKAIMU W yIpaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO 0OCTYKUBAHUS HA TPAHCTIOPTE.

8.  MexaHu3M OKa3aHHs yCIYT B COOTBETCTBUU C 3asBJIICHHBIM Ka4eCTBOM B
IPOIIECCe OCBOCHHMS JTHKH, OCTCTHKH OOCITYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3aIlMH, CEpTU(HKAIMU M YIPaBICHUS KadyeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI Ha TPAHCIIOPTE.

9. MarepuanbHble pecypchl, 00OpPYJIOBaHHE ISl OCYIIECTBIICHHUS TpoIiecca
cepBuca.

10. MeToasl TPOBEIACHUS IEPETOBOPOB C KIMEHTAMH IO TMPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPECIICHHUS MPUYNH BO3HUKHOBECHHS TPETEH3UH B TpoIecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS Ka4eCTBOM B cdepe CcepBHCHOTO
oOCITy’)KMBaHHSI Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKM W WCIOJB30BAHHS THIIOBBIX TEXHOJOTHYCCKUX
IPOIIECCOB.

12. Metonsl (opMupoBaHHS W BHEAPEHUS KOPIOPATHBHBIX CTAaHAAPTOB H
pETIaMEeHTOB TPOIIECCOB 00CTYKUBAHUS TOTPEOUTENEH HA TPAHCTIOPTE.

13. Meronbl B3aWMOJCHCTBHS C KIHMEHTaMH TI0 OpTaHM3AIMH TIporecca
oOcITy>)kuBaHMs TOTpeOUTENeH B cdepe TOCTSNPUUMCTBA B IIPOIECCE OCBOCHUS
OTHKH, OCTETHKH OOCTY)XWBaHUS, OJTHKETa, MOpajld ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CePTU(HUKAIIMK W YIPABJICHUS KaueCTBOM B c(epe CEpBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

Tunosvie cumyayuonivie 3a0anus OJisk peutetust Ha NPAKMUYECKUX 3AHAMUSX

Kaxxmas pabodast rpyrmmma TOTOBHT MPE3ESHTAIIUIO CBOCTO PEIICHUS MPOOIEMBI U
B X0/1e 001Ie JUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €T0 peaTnu3alliu:

[Ipennmoxkxute METONBI TMPOBEJACHUS TEPETOBOPOB C  KIMEHTAMH  TI0
NPETEH3MOHHBIM CJIy94assM W MEXaHU3M OIpPEJACICHUS MPUYMH BO3HUKHOBCHUS
MPETEH3UHN B MPOIECCE OCBOEHUS ITHKH, 3CTETUKHU OOCITYy)KHBaHUS, dTUKETA, MOPAIIA
Y HPABCTBEHHOCTH, CTAHJAPTHU3AIMH, CEPTU(UKANNH W YIPABICHUS KAYECTBOM C
Y4eTOM peann3alii OCHOB dTHKeTa pPabOTHUKA CEpBHCA B CIIyd4ae OTKa3a KIMEHTa OT
o0CITy’)KMBaHHS Ha TPUMEPE KOHKPETHOM OpraHu3aIiy.

Tema 21. TeopeTndeckre OCHOBBI TEXHHUECKOTO PEryTUPOBAHUS
llepeuenv munoswvix 60npocos 05 YCMHo20 Onpoca

1. Mopenu TEXHUYECKOTO PEryIUPOBAHUS.

2. TexHuueckue periiaMeHThI: TOHITHE, TICJIN, BUTHI.

88



[IpennuceIBarOIMe TEXHUICCKUE PETIAMEHTHI.

OO6murue (Topu3oHTaNIbHBIC) TEXHUYECKUE PETIIAMEHTHI.

CTpyKTypa U comepKaHNe TEXHUIECKUX PETIaMEHTOB.

[Topsimok pa3paOOTKN TEXHUYECKUX PETIaMEHTOB.

l'ocynapcTBeHHBI KOHTPOJIb U HAA30p 3a COOJIOJCHHEM TpeOoBaHUM

TEXHUYECKUX PETJIAMECHTOB.

Mexanusm oOecnieueHus TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMECHTOOPHCHTHPOBAHHBIX TEXHOJOTHH B IIpoIecce
OCBOCHHS OJTHUKH, OCTETHKH OOCITYXUBaHUs, JOTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHAApTHU3aIlMU, CEePTUPUKAIMK W  YIpaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO OOCTYKUBaHUS HA TPAHCTIOPTE.

9.  Mexanu3m cuctembl oOecredeHuss TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHHs YCIYT B COOTBETCTBUHU C MEKIyHApOIHBIMH W HAIMOHAJIBHBIMHU
CTaHJapTaMUd B TIPOIECCE OCBOCHHS JTHKH, ICTCTUKU OOCITYyXKUBAHUSA,
ATUKETa, MOpPAJIM W HPAaBCTBEHHOCTH, CTaHIAApTHU3AIUH, CEPTUPUKAINH U
yIIPaBICHUS KayeCTBOM B cdepe CEpBHCHOIO OOCTY)KMBaHHMS Ha
TpaHCIIOpTe.

10. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHH C 3asBJICHHBIM KaueCTBOM B
IIPOIIECCe OCBOCHHMS 3THUKH, 3CTETUKH OOCITY»KHMBaHMS, STUKETa, MOPAJId U
HPABCTBEHHOCTH, CTaHIApTHU3allMH, CEePTUPUKANMK W  YIPaBICHUS
Ka4ecTBOM B c(hepe CEepBUCHOTO OOCTYKUBaHUS Ha TPAHCTIOPTE.

11.MarepuasibHbie pecypchl, 00OpyIOBaHUE IS OCYIISCTBICHUS IpoIecca
cepBuca.

12. Metoapl TPOBENEHUS IEPETOBOPOB C KIMEHTAMHU 10 MPETCH3MOHHBIM
CllydasiM ¥ MEXaHW3M OIpeJeICHHs] TPUYNH BO3HUKHOBEHUS MPETCH3UN B
IpOIIECCe OCBOCHUS ATHKH, ICTETHKU OOCITY)KHBAHHS, dTHKETa, MOPAIH H
HPaBCTBEHHOCTH, CTaHIApTU3allid, CepTUQUKANMH ¥  YIPaBICHUS
Ka4ecTBOM B c(epe CepBUCHOIO OOCTYKMBAHUS Ha TPAHCIIOPTE.

13.Metonpl pa3pabOTKM W HCIIOJIB30BAHHSI THIIOBBIX TEXHOJOTHYCCKUX

IPOIIECCOB.

14. Metonbl GhopMHpOBaHUS W BHEIAPECHHS] KOPIMOPATUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TIPOIIECCOB 00CTY )KHMBaHUS TTOTPEOUTENEH Ha TPAaHCTIOPTE.

15. MeTonbl B3aMMONIEWCTBHUS C KIMEHTAaMU [0 OpraHU3ald Ipolecca

oOcnmyKuBaHMsl TOTpeOuTeneir B cdepe TOCTeNPUHUMCTBA B IpOIECCe

OCBOCHHS OTHUKH, OCTETUKH OOCITYXMBaHUSA, OTUKETa, MOpald U

HPABCTBEHHOCTH, CTaHAApTHU3AIMH, CEePTUPUKANMK W  YIpaBICHUS

Ka4yecTBOM B c(hepe CEPBUCHOTO OOCTYKUBAHUS HA TPAHCIIOPTE.

No koW

©

Tewma 22. Crangaptuzaius B cepe yciyr
llepeuenv munogvlx 60npoCco8 OJisk YCMHO20 ONPoOca
[enu u mpuHUMIBI CTaHIAPTU3AUU.
CHUCTEMHOCTb CTaHIapTU3AIUU.

D¢ PeKTUBHOCTH CTaHIAPTU3AIUY.

OYHKINUU U 33]]a4U CTaHJAPTU3AINH.

e
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5. MeTtoabl cTangapTU3ALIUH.
IIpumepnovle memol cooouyeHutl
[TapameTpuueckasi CTaHIapTU3AIIHSL.
JIOKyMEHTBI TIO CTaHIapTU3AIINH.
Bunbr cranmapros.
Ob61epoccuiickue Ki1acCu(puKaTopshl.
Crangaptusanus yCiyr.

Mexanuzm oOecnieueHus TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMCHTOOPHUCHTUPOBAHHBIX TEXHOJOTUW B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHapTU3AIMH, CEPTU(DHUKAIMA W YIPABICHUS KAdeCTBOM B cepe CEepPBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

7. MexaHu3M CHCTEMBI OOecreueHus] TpeOyeMOoro KadecTBa IPOIEeCCOB
OKa3aHMWsS YCIYI B COOTBETCTBHM C MEXIAYHAPOJHBIMH W HAIMOHAIBHBIMU
CTaHJapTaMHd B MPOIECCE OCBOCHHUS O3THUKH, ICTCTHKU OOCITY>XWBaHUS, DTHKETA,
MOpajJd W HPABCTBEHHOCTH, CTAHJIAPTU3AlNH, CEPTUPUKANMK |  YIPaBICHUS
Ka4eCcTBOM B c(epe CEepBUCHOTO 0OCTYKUBAaHUS Ha TPAHCTIOPTE.

8. MexaHu3M OKa3aHUs YCIyr B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IPOIIECCe OCBOCHHUS JTHKH, OCTCTHKH OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHJIAPTH3aIlUH, CEpTU(HKAIMU M YIPaBICHUS KAa4eCTBOM B
cdepe CepBUCHOIO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

9. MarepuanbHble pecypcbl, 00OpyAOBaHHE IJisi OCYIIECTBIEHHUS Ipoliecca
cepBHca.

10. MeToasl mpoBeJEHUSI IMEPErOBOPOB C KIMEHTAMH MO MPETEH3HMOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpeesIeHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UI B Mpolecce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKANMK U YIPaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

11. Metoasl pa3paOOTKM W HUCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKHUX
IIPOIIECCOB.

12. Metoasl (popmMupoBaHHMsT M BHEIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB U
PETIIAaMEHTOB TIPOIIECCOB 00CTY)KMBAHUS TOTPEOUTENICH HAa TPAHCIIOPTE.

13. MeTonasl B3aUMOJEWUCTBHSI C KIMEHTAMH [0 OpTaHM3AIlMU Tpolecca
oOcCITy>)kKuBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHMs, OTHKETa, MOpPaJd H  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunosvie cumyayuoHuvie 3a0anus OJisl peulenusl Ha NPAKMUYECKUX 3AHAMUX

Kaxxnas paGodas rpyrmina roTOBUT IPE3EHTAIIMIO CBOETO PEIICHHS TTPOOIEMBI U
B X0J1¢ 00IIel JUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO PeaTu3aIliu:

[Ipenmoxkute METOABI MPOBEIACHUS TIEPETOBOPOB C  KIMEHTAMH  TI0
MPETCH3NOHHBIM CIydasM W MEXaHW3M ONpENETCHUS TNPUYUH BO3HUKHOBEHUS
MPETCH3UHN B MPOIECCE OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHBaHUS, dTHUKETA, MOPAIIA
U HPABCTBEHHOCTH, CTaHIAPTH3AIMU, CEPTU(DHUKAIMKA W YNPaABICHUS KAd4eCTBOM C
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YUETOM peaan3aliy OCHOB 3TUKETa pa0OTHHUKA CEPBHCA B CIy4ae OTKa3a KJIUEHTA OT
00Cy’KMBaHMSI Ha PUMEPE KOHKPETHOM OpraHu3aluu.

IIpuMepHbIii NepeyeHb TeM KOHTPOJbHBIX PA0O0T MO AMCHUIIHHE
«IIpodeccuoHaibHAS ITUKA, CTAHAAPTU3ALUSA, CePTUPUKALMA U yIIPABJICHUE

CoNok~LNE

10

CCpBHUCA,

KA4eCTBOM B CEPBUCHOM 00CJIY’KMBAHU M
2 kypc (4 cemecTp)

ConunanbHO-3KOHOMUYECKHE U JYyXOBHBIE MPEANOCHUIKU MOSBICHUS STHUKU.
Otuko-punocodcekue cucremsl Jpesueit Unnuu: 6paxmanusm, Oyaausm.
J>xkaiHU3M U Hora.

Ortuyeckue yuenus Jpesnero Kuras: gaocusm, KoHQYLHAHCTBO.
Oco0eHHOCTH aHTUYHON ATUKH.

OTUYECKUN PENSITUBU3M, SBJIEMOHU3M, PAllMOHAIIU3M.

DTHYecKoe yueHHe ApHUCTOTEIS.

DTUYeCKUe reZIOHU3M U aCKETU3M.

['enonu3m B 00CTyKUBaHUU.

OcreTuka 00CIyXUBaHUS B Tpollecce pa3pabOTKU TEXHOJOTUHU Mpoliecca
pa3BUTHUS CHUCTEMbl KIMEHTCKMX OTHOLIEHUH C Y4YEeTOM TpeOOBaHMIA

notpelutens B cpepe CepBUCHOrO 00CIIY>)KMBaHHsI Ha TPAHCIIOPTE.

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

XpuctuaHckas sTuka. Teoguies.

EcTtecTBeHHBIN 11 OOTOOTKPOBEHHBI HPABCTBEHHBIE 3AKOHBI.
I'ymanucTuyeckas 3Tuka 3noxu Bo3poxaeHus.
AHTpPONOIEHTPU3M U TYMaHH3M.

MopansHnas punocoduss HoBoro Bpemenu.

Teopust pa3yMHOr0 3rousma.

Otndeckoe yuenue U. Kanra.

ODTUYECKUN YTUITUTAPU3M.

DTHUKa MapKcu3Ma.

Otndeckoe yuenue @. Huie.

21. DTHdeckue  BO33pEHHs]  TPEJCTABUTEICH  PYCCKOM  PEIMTHO3HOMN
dunocodun.

22. OCHOBHBIC HAMPABIIECHUS B PA3BUTUHU ITHUYECKON MBICTH XX BeKa.

23. PensTuBUCTCKAs 3TUKA TOCTMOJICPHU3MA.

24. Kpusuc Mopai U HpaBCTBEHHOCTH.

25. HeoOxomuMoCTh Tiepexoa K TYMaHHUCTUYECKON ATHKE Oy IyIIero.

26. [IpoGemMbl OMOITUKH, TOIEPAHTHOCTH, COOTHOIIIEHUE YTUKU U OM3Heca.

27. IlonsiTne Mopanu W €€ CBsi3b C ApyruMHu (GopMaMH OOIIECTBEHHOTO
CO3HAHUSI.

28. CpoiicTBa Mopanu. MopaJlbHOE CO3HAHUE U MOpaJIbHAS MTPAKTHKA.
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IIpumepHbIii IepeYeHb TeM KOHTPOJIbHBIX PAa00T 10 JUCHHUILIUHE
«IIpodeccuonanbHast 3ITUKA, CTAHJAAPTU3ALNSA, CEPTUPUKALUA U YIIPABJICHHE
KAa4eCTBOM B CEPBHCHOM 00CJIY’KMBAHH M
3 kypc (5 cemecTp)

Oco6eHHOCTH AeI0BOro O0IIeHHs pa0OTHHKA CEPBUCA C KITUEHTOM.
[IpaBuia KOPIOPAaTUBHOTO OOIICHHUS B KOJUIEKTHUBE MPEANPHUATHS CEPBUCA.
[TonsiTHe M BUABI KOH(DIUKTOB B OpraHU3AIIHH.
XKanoObl 1 KOHPIMKTHI ¢ KIMEHTaMU: IPUYUHBI U CIIOCOOBI pa3peleHus.
[TpuHIUTIBEI paOOTHI C KOHGIMKTHBIMHU KJIUCHTAMHU.
[TpodrmakTrika KOHOIUKTOB B OOCTY)KUBAHUH HA TPAHCTIOPTE.
Otuka 6u3Heca B cpepe cepuca.
OO1IKe MPUHITUTIBI PUHSATHS STUYHBIX JACIOBBIX PEIICHHM.
DTHKa KOHKYPEHIIMHU U JIeJIOBOTO ApTHEPCTBA.
0. DTuKa u conmanbHas OTBETCTBEHHOCTh CIEIUAINCTA B cepe cepBuca.
1. DTHyeckue TpaauIMi POCCUNUCKHUX TTPEANPUHUMATEIICH.
2. [TonsiTHEe, OCHOBHBIC IPHHITUIBI U (DYHKIIMH KOPIIOPATHBHOM STHUKH.

13. MopabHO-TICUXOJIOTHYSCKHUH KJIMMaT B OpraHU3aIlNH.

14. DTuyeckue HOPMBI KOPIOPATUBHOTO TOBEJACHUS W OOLICHUS MEXKIY
COTPYJAHUKAMH OpPTaHU3aINH CEPBHCA.

15. Tlokazarenu HEOIArOMPHUATHOTO COCTOSIHUS KOPIIOPATHUBHOM ATHUKH U HX
npoduiakThKa. ITUKA CITY>KeOHON Kaphephl.

16. My»x4mnHa ¥ >KeHIMHA — MpaBuiia oOILIEHUs U MTOBEJeHUs Ha padoTe.

17. Ilytu 1 MeTo/bl BIUSHUS HA TPYJOBYIO 3TUKY U MOPaJh MO JYMHEHHBIX.

18. TloHATHE KOPIIOPATUBHON KYJIBTYpPHI U €€ 3HAUCHHE.

19. DnemeHTHl KOPIOPATUBHON KYJIBTYphI. THUIIBI KOPIOPATUBHBIX KYJIBTYP.

20. BiustHue  KOpIOpaTHBHOM  KYJIBTYpPhl Ha Ka4eCTBO  OOCITYKHBaHHS
KJIMEHTOB Ha TPAHCIIOPTE.

21. TlonsiTe 1 0COOEHHOCTH ACIOBBIX MHUCEM. BHUIbI 1€IOBBIX MHCEM.

22. Gupmennble OnaHkd. PexBU3UTHI AenoBbIX muceM. OCHOBHBIE MpaBHIIA
BEJICHUS JIEJIOBOM NEPEIHUCKH.

23. OcOOEHHOCTH JEJIOBOM TEPENMUCKH C HCIIOJIb30BAaHUEM DJIECKTPOHHOU
MOYTHI.

24. TlpaBuna moBeAeHUsT HA TPa3THUYHOM Mepornpustuu. llpurnamenue B
TOCTH WJIM Ha MPa3IHUK. BU3UT B roCTH.

25. IlpaBua Bpy4deHHs U pueMa MBEToB U moaapkoB. HoBocense. CBann0a.

26. Jllear poxnenus. Tpaypubrii atukeT. CepBupoBka ctona. [Ipubopsli, ux
Ha3HAYCHWE W TIPABWIIa OOPAIEHUS C HUMU.

27. «S3p1x iprbopoBy. [logaya 6:1r0a K CTOITY: MOCIENOBATEIHLHOCTD, TIPABHIIA
MO/IauM, COUYETAEMOCTh OJF0/T M HamUTKOB. OO0IMe TPaBUIIa MMOBEICHHUS 32 CTOJIOM.

28. KymbTypa el pa3IudHbIX TPOYKTOB: CaJaThl, CYIIbI, MSICO M MTHIIA, phIOa
1 MOPEMpPOAYKThI, OBOIIU U (PPYKTHI, Xj1€0, Macio, celp, ropsune Omtona. Hanutku:
KyJbTypa ynoTpeOIeHusl.

HBRBPBOWOoONOoOGOR~LODNE
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29. OcoOeHHOCTH BeJEHUs JEJIO0BbIX TeNePOHHBIX pa3roBopoB. IloaroroBka k
JI€JIOBOMY 3BOHKY.

30. OTBet Ha nenoBOM TenePOHHBIN 3BOHOK. ABTOOTBETUHK.

31. [lonsiTue U Ha3HAYEHUE BU3UTHBIX KApTOUEK. BUAbl BU3UTHBIX KapTOUEK.
BusuTHbIe KapTOUKK OpraHU3alii cepBHca.

32. OOMeH BH3UTHBIMU KapTOYKaMU. ITUKET OOpallleHHs C BHU3UTHBIMU
KapTOYKaMHU.

33. [lonstue ynpapnenyeckoi 3TUKU. OCHOBHBIE (PYHKIIUU YTIPABICHUS.

34. Ctunmu  pyKOBOJCTBA. OJTUYECKUE HOPMBI CIIY>)KEOHOTO  IMOBEJIEHUS
PYKOBOJIUTENS B OTHOILLIEHUSAX C MMOJAYUHEHHBIMU, IPEICTABUTEISIMUA BHEIIHEW CPEIbI:
KOHKYPEHTaMH, MOCTAaBUIMKAMH, OOIIECTBEHHOCTBIO U TIP.

35. Haubonee pacrpocTpaHeHHbIE OMMOKUA 3TUUYECKOTO CBOMCTBA B MOBEACHUU
PYKOBOJIUTETIS.

36. [lonsiTue, >BOMIIOIMS U HPABCTBEHHAs OCHOBA ATUKeTa. Buabl u GpyHKUIUU
ATUKETA.

37. CooTHOIIIEHUE ITUKU U ATUKETA. [[pUHIIMIIBI COBPEMEHHOTO ATHKETA.

38. DtukeT B mpodeccuoHaTbHOM IeATeTbHOCTH pA0OTHUKOB CEphl YCIIYT.

39. TlonsaTue u GyHKIUU JETOBBIX COBEIIaHMM. BUIBI AETOBBIX COBEIAHUM.

40. IIpoBenenue nenoBoro copenlanus. [IoHsATHE U BUBI TPE3CHTALIUA.

41. IloaroToBKa K Mpe3eHTAIIMU B OpraHu3aluu ceppuca. [IpaBua noseneHus
Ha Mpe3eHTaIHH.

42. OcoOeHHOoCcTH  MyONMYHOro  BbICTyIJIeHMs.  OCHOBHBIE  IIpaBHJIA
yOJINYHOTO BBICTYIIJICHUS.

IIpumepHbIi MepeYeHb BONPOCOB K IK3aMEHY JJIS IPOBEACHUS MPOMEKYTOYHOM
arrecTauum no Aucuuiuvinde «IlpogeccuonanbHas 3TMKA, CTAaHAAPTH3ALUSA,
cepTU(UKAIUA U YIIPABJIeHUE KAYeCTBOM B CEPBHCHOM 00CTYyKMBAHNHU»

(4 cemecTp)

1. TlonsiTue u mpeaMeT 3TUKU. Mopajib U HDaBCTBEHHOCTb.

2. Teopermyeckas, HOpMaTWBHAas W TPHUKIAAHAS OSTHKA. MeECTO STHUKH B
CHUCTEME T'YMAaHUTAPHOTO 3HAHMUS.

3. OcHOBHBIE JTHYECKHME KaTeropuu. «YecTb», «IOIT», «COBECTHY,
«OTBETCTBEHHOCTHY» - BAKHEHININE KaTeTOpUH NMpodecCHOHATBHONW STUKH PaOOTHHKA
cepBuca.

4. OCHOBBI OCYHIIECTBIICHUSI TOWCKA, KPUTUYECKOTO aHaJIM3a M CHUHTE3a
uH(bOpMAaIH, MPUMEHEHHSI CHCTEMHOTO TTOIX0/1a JJIS PEIICHUS TTOCTABICHHBIX 3a/1a4
B TMpOLECCE H3YYCHUsI OSTUKHU, OICTETUKU OOCIYyXUBaHMS, ITHUKETA, MOpalUd H
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEePTHUPUKANMKA W YNPaBICHHUS KAa4eCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

5. OCHOBBI OCYHIECTBJICHUSI COLIMAIIBHOTO B3aUMOJECHCTBUS M pealid3aluu
CBOEH pOJM B KOMaHAE B MPOILIECCE H3YUEHHS] STUKH, ICTETUKU OOCTY>KMBaHUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AIMHU, CEPTUPUKALIMKI U YIIPABICHUS
KauecTBOM B c(pepe CEpBUCHOTO OOCITYKUBaHUS HA TPAHCIIOPTE
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6. OcCHOBBI BOCHpHUATHS MEXKKYJIBTYPHOIO pa3HooOpa3us oOmecTsa B
COIMATbHO-UCTOPUUECKOM, ATUYECKOM M (PUIOCOPCKOM KOHTEKCTaX B Mpoliecce
W3YYCHUS DTHKH, ICTCTHKUA OOCITY)KMBaHHS, HTHUKETA, MOPATd M HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEPTUDUKAIMKA W YIPABICHUS KAadeCTBOM B cepe CEepBHUCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

7. OCHOBBI YIIpaBJICHUS CBOMM BPEMEHEM, BBICTPAMBAHUS W peaTU3alUA
TPACKTOPUM CaMOPA3BHUTHUS HA OCHOBE IPHUHIIUIIOB 00pa3OBaHHS B TEUCHHE BCEU
KU3HUA B TIPOIECCE M3YYCHHS dTUKH, ICTCTHKH OOCTY)KWBAaHHSI, dTUKETA, MOPAIH U
HPABCTBEHHOCTH, CTAaHIAPTH3allMH, CEePTH(PUKANNKA W YIPaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHMS Ha TPAHCIIOPTE.

8. OcHoBBI 0OecnieueHus: TpeOyeMoro KauecTBa MpoIeCCOB OKa3aHUsl YCIYT B
NPOIECCe OCBOCHUS OTHKH, OCTECTHUKHA OOCIYy)XMBaHUS, OTHUKETa, MOpad U
HPABCTBEHHOCTH, CTaHIAPTH3aIlMH, CEpTU(HKAIMU M YIPaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHUS Ha TPAHCIIOPTE.

9. OcHoBbl oOOecricucHUs (OPMUPOBAHKMS M BHEIPEHUS KOPIIOPATHUBHBIX
CTaHJAPTOB U  PETJaMEHTOB IIPOIECCOB  OOCHY)XMBaHHS TIOTpPEOUTENEH W
COOTBETCTBHSI CTaHAApTaM KadeCcTBa B TIPOIECCE M3YYCHUS OTUKH, OCTCTHKHU
oOCITy)KMBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHIapTH3aIlUH,
cepTuUKalMA W YNPaBICHUS KA4eCTBOM B cepe CEpBHCHOrO OOCTY)KHWBAaHHS Ha
TpPaHCIIOPTE.

10. ConnanbHO-?KOHOMUYECKHE U AYXOBHBIC MPEANOCHUIKY MOSBICHUS ITHKH.

11. Dtuko-punocodckue cucremsl [peBueit Muauu: 6paxmManusm, Oyaau3Mm.

12. Jl>xaiiHU3M U Hora.

13. Dtuueckue yuenus [pesnero Kuras: gaocusm, KoHGYIIHAHCTBO.

14. OcoOeHHOCTH aHTUYHOM ITHKH.

15. DTruyeckuii peasTUBU3M, SBAECMOHU3M, PAITUOHATIU3M.

16. I'emoHn3M B 00CTYKUBAHUHU.

17. Dcretrka oOCIy>KMBaHUS B TIpoliecce pa3paOdOTKH TEXHOJIOTHHU Iporiecca
CepBHCa, PAa3BUTHS CHUCTEMBI KIMEHTCKUX OTHOIICHHUWA C Yy4eToM TpeOoBaHUM
noTpedurens B chepe CepBUCHOTO 0OCTY)KMBAaHUS Ha TPAHCIIOPTE.

18. EctecTBeHHBII 1 OOTOOTKPOBEHHBIN HPABCTBEHHBIE 3aKOHBI.

19. Otudeckne  BO33pEHUS  MPEJACTABUTEICH  PYCCKOM  PEIMTHO3HOMN
dunocodumn.

20. OcHOBHBIC HAMPABIECHUS B PA3BUTHH 3THUECKOM MBICTH XX BeKa.

21. PensTuBUCTCKAs 3TUKA TOCTMOJICPHU3MA.

22. Kpusuc Mopaiu U HpaBCTBEHHOCTH.

23. HeoOXxomMMOCTh Tiepexoia K TYMaHUCTHYECKON ITUKE Oy IyIIIero.

24. TIpo6iemMbl OMOITUKH, TOJIEPAHTHOCTH, COOTHOIIIEHUE YTHUKU U OM3Heca.

25. [lonsiTie Mopanu W €€ CBsI3b C ApyruMu (QopMaMu OOIIECTBEHHOTO
CO3HAHUSI.

26. CoticTBa Mopanu. MopaJlbHOE CO3HAHUE U MOpaJTbHAS MTPAKTHKA.

27. MopanbHbIe IPUHITUTIEI, HOPMBI, [ICHHOCTHU U UCAJTBI.

28. VcTopryeckoe pa3BUTHE MOPAIIH.
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29. IlpoeccuonanpHas 3THKa KaK CBOJ HPABCTBEHHBIX TpeOOBaHUIA,
ONpEENSIIONINX OTHOLIEHNE YEeJIOBEKA K CBOEMY NMPOPECCUOHATIBHOMY JI0NATY.

30. Muoroo0pa3ue nmpodeccruoHaIbHbIX 3TUK U UX BHYTPEHHEE €IUHCTBO.

31. TeopeTuyeckuii © HOPMAaTUBHBIM YPOBHU MPO(HECCUOHATBHON STUKH.

32. Oyukiuu npodecCUOHATBHON ATUKH.

33. DBomtonus TpodeccCuoHaTbHON ITUKH.

34. OTHOILIEHHE K TPYAY HA Pa3HbIX UCTOPUUYECKHUX dTanax.

35. [lonstue, BuAbl U GyHKIMH NMPOPECCUOHATBHBIX 3TUUECKUX KOJEKCOB.

36. [IpodeccronanbHble 3TUUECKHE KOJIEKCHI B cpepe cepBrca U TypU3Ma.

37. IIpodeccronanbHbie COCIOBUS U OOLIECTBO.

38. IlonsaTue u ’BoIONIUS MpodecCuoHaIn3Ma.

39. [IpodeccronanpHas coBecTh U TPO(HECCUOHATBHBIN JTOIT.

40. HpascTBeHHas KynbTypa npodeccruonania.

41. MecTo 3TUUECKOT0 KoJieKca B PO ECCUH.

42. IlpodeccuoHanbHO-HPABCTBEHHBIE MPEACTABICHUS, YOSXKICHHUS U YyBCTBA
B CTPYKTYpE HPAaBCTBEHHOTO CO3HAHUS CIEIUAIKCTA 10 CEPBUCY.

43. TIpo6nembl KynbTUBUPOBaHUS MTpodeccruonanu3mMa B Poccun.

44, Mexanu3zMm oOecriedeHus TpeOyeMoro KaudecTBa IIPOIIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHMH B MPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

45. OcHOBHBIE 0COOEHHOCTH MEKKYJIBTYPHOTO pa3Hoo0pa3us 00IIecTBa.

46. Mexanu3M cucCTeMbl o0ecriedeHusi TpeOyeMbIX KayecTBO IPOIIECCOB
OKa3aHHUs YCIYT B COOTBETCTBUM C MEXIYHApPOJIHBIMU U HAIMOHAJIBLHBIMU
CTaHJapTaMUd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, ITHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAaHIAPTU3alUU, CEePTUDUKANMK |  YIpaBICHUS
KayeCTBOM B c(hepe CEpBUCHOTO OOCITYKUBAHMS HA TPAHCIIOPTE .

47. MexanusM (pOpMUPOBAHUS OKa3aHUS YCIYT B COOTBETCTBUU C 3asIBJICHHBIM
KayeCTBOM. MEXaHU3MBbI OKa3aHUS YCIYT B COOTBETCTBUU C 3asIBIIEHHBIM KauyeCTBOM B
IPOLIECCE OCBOCHMS OSTHUKH, OCTETUKU OOCITYKUBAaHUS, STUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAapTU3alMH, CepTU(UKALMU U YIOPABICHUS KAaueCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

48. MatepuanbHble pecypchl, 00OpyIOBaHUE IJIsl OCYLIECTBJICHUS Ipolecca
cepBHca.

49. MeToapl MPOBEACHUS TMEPETOBOPOB C KIMEHTAMH MO MPETEH3UOHHBIM
CITydasiM.

50. Mexanu3Mm omnpenenaeHusi TPUYUH BO3ZHUKHOBEHHUS MPETEH3UH B MpoIecce
OCBOEHHS 3THUKH, SCTETHKH OOCIYKMBaHUS, STHUKETa, MOPAaTUd M HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CEepPTU(UKAIMM U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
00CITy’KMBAaHMSI HA TPAHCIIOPTE.

51. Metoasl pa3pabOTKU W  HCIOJB30BAHUS THIOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.

95



52. Metonbl (OpMHUpPOBaHUS M BHEAPEHUS KOPHOPATUBHBIX CTAHIAPTOB HU
pErjiaMeHTOB IPOLECCOB 00CTyKMBaHUSI TOTPEOUTENIEH HAa TPAaHCIOPTE.

53. MeTonbl B3aMMOJACHCTBUS € KJIMEHTAMHM [0 OpraHM3allud Mpolecca
oOcnyKuBaHMsI TOTpeOuTenel B cdepe TOoCTENPUUMCTBA B MPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CIy>KMBaHMSI HA TPAHCIIOPTE.

54. HpaBcTBeHHas KYyJbTYypa npodeccruoHana Kak MMOHUMAaHUE
npodeccruoHanoM TpeOoBaHUN O€30MacHOro0 OOCIYKMBaHUSA, OXpaHbl Tpylna U
TEXHUKW O€30MaCHOCTH 3alllUThl OT TEXHOC(EepHbIX (PAKTOPOB HA TpaHCHOPTE
NPUMEHUTENBHO K chepe cepBuca Ha TPAHCIIOPTE.

55. 3HaHME TOJIOKEHUI HOPMATHUBHO-NPABOBBIX AKTOB, PEryJIHUPYIOMINX
OXpaHy TpyJa U TEXHUKY O€30MaCHOCTH B TOM YHUCIIE Ha MPEANPUATHUIX CEpBHUCA B
cdepe TpaHCIOpTa Kak MPOsBICHHE HPABCTBEHHOU KYJIBTYphI podeccroHania.

IIpuMepHBIi NepeYyeHb BONPOCOB K IK3aMeHY JJIA NPOBeACHUS NPOMEKYTOYHOU
arrectanuu no gucuumiinbe «IlpogeccnonanbHas ITUKA, CTAaHAAPTU3ALMSA,
cepTH(UKALUA U YIIPABJICHHE KAYeCTBOM B CEPBHCHOM 00CTYyKMBAHNHU»

(5 cemectp)

1. TloHsaThe u mpeaMeT STUKU. Mopallb U HpaBCTBEHHOCTb.

2. Teoperuveckasi, HOpMaTWUBHAsT W TpPUKIAJHAs JTHKA. MeECTO 3THKH B
cUCTeMe TYMaHUTApHOTO 3HAHMSI.

3. OcHOBHBIE OJTHUYECKHE KaTeropud. «YecTb», <«JI0NT», «COBECTHY,
«OTBETCTBEHHOCTB» - BaXHEHIIINE KaTErOPUH MPOPECCHOHAIBHON 3THKH paOOTHUKA
cepBuca.

4. OCHOBBI OCYIICCTBIICHUS TIOMCKa, KPUTHYECKOI'O aHallM3a W CHHTE3a
MHPOPMAIIH, TPUMEHEHHUS CUCTEMHOTO MTOAX0/1a JUIS PEIICHHUS TOCTABICHHBIX 3a/1a4
B TIpOIECCE W3YYCHHS OTHUKH, JCTETUKH OOCTYKMBaHHS, OSTHUKETa, MOpald U
HPaBCTBCHHOCTH, CTaHIAPTH3AIMK, CEPTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

5. OCHOBBI OCYIIECTBJICHUS COIHMAJIHHOTO B3aWMOJCHCTBHS W peau3aIuu
CBOCH pOJIM B KOMaHJIE B TPOIECCe M3YUYCHHS ITHKH, 3CTETHKH OOCTYKUBaHUS,
ATHKETa, MOPAJU U HPaBCTBEHHOCTH, CTaHIAPTH3AINH, CEPTH(DHUKAIINH U YIIPABICHUS
Ka4yeCTBOM B c(hepe CepBUCHOTO 0OCITY)KUBAHUS HA TPAHCIIOPTE.

6. OCHOBBI BOCHPHSITHS MEXKYJIBTYPHOTO pa3HOOOpasus oOIecTBa B
COLMAIbHO-UCTOPHYECKOM, 3THICCKOM U (UIOCOPCKOM KOHTEKCTax B IPOIECcce
U3YYCHUS ITHKHU, ICTETHKU OOCTYKMBaHHS, 3TUKETa, MOPAJM ¥ HPABCTBEHHOCTH,
CTaHJAPTHU3AINH, CEPTU(HUKAIIMK W YIPABJICHUS KaueCTBOM B c(epe CEpBHUCHOTO
oOCTy)KWBaHMsI HA TPAHCIIOPTE.

7. OCHOBBI YIIpPaBJICHUS CBOMM BpPEMEHEM, BBICTPAMBAHHS W peaTH3aIUH
TPACKTOPUHM CAMOPA3BUTHS HAa OCHOBE IMPHUHITUIIOB OOpa30BaHWs B TEUYCHHE BCEH
KM3HU B TIPOIECCE M3YYCHHS DTHKH, ICTCTHKH OOCITY)KWBaHWS, ITUKETA, MOPAIU U
HPAaBCTBCHHOCTH, CTaHIApPTH3AIlMH, CEePTU(HUKAIMA W YIPABICHUS KAa4eCTBOM B
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chepe cepBUCHOTO 00CITYy>)KMBaHUs HA TPAHCIIOPTE.

8. OcHoOBBI 0OecnieueHUs TpeOyeMOoro KauecTBa MpoleccoB OKa3aHMsl YCIyT B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKA OOCTYKUBaHWSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTH3allMH, CEePTHPUKANNKA W YIpaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHUS HA TPAHCIIOPTE.

9. OcHoBbl oOecrnieueHus (OPMUPOBAHMS U BHEIPEHUS KOPIOPATHUBHBIX
CTaHJApPTOB W PETJIAMEHTOB TMPOIECCOB  OOCTY)KMBAHHS TOTpeOUTENeH U
COOTBETCTBHSI CTaHAApTaM KadecTBa B TIPOIECCE WM3YYCHUS OTUKH, ACTCTHKHU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJIApTU3AIIHH,
cepTuUKalMA W YNPaBICHUS KAYeCTBOM B cepe CEpBHCHOTO OOCTY)KHMBAaHHS Ha
TpaHCIIOpTe.

10. CoruanbHO-9KOHOMUYECKHE U JYXOBHBIC MPEAOCHUIKY TMOSBICHUS dTHKH.

11. Dtuko-dunocodckue cucremsl [IpeBuein Muauu: 6paxmanusm, Oyaau3m.

12. JI>xaiftHU3M U Hora.

13. Otuueckue yuenus [peBnero Kuras: qaocusm, KoHQYIIHAHCTBO.

14. Dcretuka 0oOCIYy)XKMBaHUS B IMpollecce pa3pabOTKU TEXHOJOTHH Mpoliecca
CepBHCa, PAa3BUTHS CHUCTEMbI KIMEHTCKUX OTHOIICHHWW C Yy4YeTOM TpeOOBaHUH
notpedurens B chepe CepBUCHOTO 0OCTYKMBAaHUS HA TPAHCTIOPTE.

15. Dtudeckue  BO33peHUS ~ MPEJACTABUTEIEH  PYCCKOM  PEIUTHO3HOMN
dunocodumn.

16. ITpoGmeMbl OMOITUKH, TOJICPAHTHOCTH, COOTHOIIIEHNE ITUKHU U OU3HEca.

17. Tlonatue Mopaiu U €€ CBA3b C JAPYyruMu (opmamMu OOUIECTBEHHOTO
CO3HAHUSI.

18. CpoiicTBa Mopasiu. MopanbHOE CO3HaHHE U MOpaibHas PAKTHKA.

19. MopanbHbie TPUHIUITBI, HOPMBI, IEHHOCTH U HI€AJTBI.

20. Penurnosnas, HaTypaIMCTHYCCKAS (9BOJTIOITMOHUCTCKAS),
COIIMOJIOTUYECKasl KOHIICTIIIMY MPOUCXOKIACHUS MOPATIH.

21. UcTtopuyeckoe pa3BUTHE MOPAJIH.

22. [IpodeccronanbpHas d3THKa KaK CBOJI HPABCTBEHHBIX TPEOOBaHUI,
OTIPEISIISIIONINX OTHOIIIEHHE YeI0BEeKa K CBOeMY MpoheCCUOHATBLHOMY JONTY.

23. Muoroo0Opa3ue npoecCUOHAIBHBIX 3TUK U UX BHYTPEHHEE €TUHCTBO.

24. TeopeTn4eckuii 1 HOPMATUBHBIA YPOBHU MPOPECCUOHATBHON ITHKH.

25. OyHKIMN npodheccuoHaTbHOM STUKH.

26. [TonsiTre, BUABI U QYHKIUU MTPO(PECCHOHATBHBIX STHYECKUX KOJIEKCOB.

27. IIpodeccroHanbHBIC ATHYECKUE KOJEKCHI B chepe cepBHca U TypU3Ma.

28. TonsiTre u 3BOTIONNS PO ECCHOHATHUZMA.

29. TlpodheccronanpHasi COBECTh U IPODHECCHOHATBHBIN JTOJT.

30. HpaBcTBeHHas KynbTypa npodeccuonana.

31. MecTo 3THYEeCKOTO KOJIeKca B MPOQECCUu.

32. [IpoeccronanbHO-HPABCTBEHHBIE TIPEICTABIICHUS, YOCIKICHUS W TyBCTBA
B CTPYKTYpE HPABCTBEHHOTO CO3HAHUS CIIEIIUATIUCTA TI0 CEPBUCY.

33. MeTonpl cTaHAapTU3aNKMK YCIYT. BBeneHre B cepTuuKaImro.

34. Cepruduxamus cuctem kadectsa. Hopmsl B chepe ycmyr.
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35. [IpuHIUIBI CTaHJapTHU3ALUH. ITpuHIUIIBL KOpIIOPaTUBHOU
OTBETCTBEHHOCTH B C(Pepe yCIIyT.

36. Kareropun cranmaptoB. Buabl cTaHgapToB U KOPIOPATHUBHOM
OTBETCTBEHHOCTH B c(pepe yciyr.

37. MopanbHble HOPMBI U IPUHIUIIBI B OOCTY>KUBAHUH.

38. OTBETCTBEHHOCTh PaOOTHHKA CEpBHCA MEPe]] KIUEHTOM.

39. MopanbHbIil 00JUK pabOTHHKA CEpPBUCA.

40. IToBenenue pabOTHUKA CEPBUCA B CIOKHBIX 3TUYECKUX CUTYALHIX.

41. TloHnsiTHe W MOKa3aTeIn KauecTBa 00CITyKUBAHUS.

42. MexxayHapoiHbIe CTaHAApThI KayecTBa 00CTyKUBaHUSI.

43. TloHsiTHE U COCTABIIAIONINE YCTETUKU OOCTYKUBAHMUS.

44. T1paBuna oQpopMiIeHUSI KOHTAKTHON 30HBI.

45. KomMmyHUKaTHBHAs KyJIbTypa paOOTHHKA CepBHCA.

46. DTUYecKre AacmeKThl YMEHUsl ChylmaTh M ToBOpUTh. TpeboBanus,
NpebsBIsIeMble K peUr paOOTHUKOB CepBHCA.

47. IlpueMbl, HampaBJICHHbIE HA pa3BUTHE KOMMYHHUKATHBHBIX HABBIKOB
paboTHuKOB cepBuca. [Ipuembl npodeccnoHaNbHOTO CIYIIAHUS .

48. Ilonsitue u GyHKIUU TPOPECCUOHATBHOTO MTOBEICHUS.

49. O6mme TpeboBaHus K Mpo(EcCCHOHATHPHOMY IOBEACHUIO pPabOTHUKA
KOHTAKTHOM 30HBI HAa Pa3IUYHbBIX dTarax o0CIy>KUBaHMUS.

50. Ycranosnenue >PGHEeKTUBHOTO KOHTAaKTa M JOBEPUTEIBHBIX OTHOIIECHUN
MeX 1y paOOTHUKOB KOHTAKTHOM 30HBI M KJIHEHTOM.

51. llonsitue u yukuu aenoBoro o6meHus. OCHOBHbIE (OPMBI J1€JIOBOTO
oO01eHus.

52. IlpodunakTuka KOHMIUKTOB B 0OCTY)KUBAaHUU HA TPAHCIIOPTE.

53. OcoOeHHOCTH [IeJIOBOM TMEPENUCKU C HCIOJIb30BAaHUEM DJICKTPOHHOU
TIOYTHI.

54. IlpaBuna moBeneHWs Ha TPa3gHUYHOM Mepornpusituu. llpurnamenue B
rOCTH WJIM Ha Mpa3IHUK. BU3UT B rocTH.

55. [IpaBumna BpyueHus u mprema 1BeToB U nmojaapkoB. HoBocense. Cann0a.

56. llens poxnaenus. Tpaypubiii stuker. CepBupoBka ctona. [IpubGopsi, ux
Ha3HA4YeHHE U IpaBUjIa OOPAILEHUS C HUMHU.

57. «SI3p1k ipubopoBy. Ilogava 6101 K CTOMY: MOCIEA0BATEIbHOCTD, IpaBUia
M0JIa4M, COYE€TaeMOCTh 0JIt0]1 M HaMUTKOB. O0IIMe MpaBuiia MOBEICHUS 33 CTOJIOM.

58. KynbTypa ezpl pa3inuHbIX IPOAYKTOB: CalaThl, CyIbl, MACO U NTHLIA, pblOa
¥ MOPENpPOAYKTHI, OBOIIK U (PYKTHI, X1€0, Macio, celp, ropsyue Oxroxa. Hamurku:
KyJbTypa ynoTpeOaeHusl.

59. IlonsiTue ynpasieHueckoil 3Tuku. OCHOBHBIE (DYHKIIUU YIIPABICHHUS.

60. Ctunmu  pyKOBOJCTBA. OTHYECKHE HOPMBI CIY)KEOHOTO TOBEICHUS
PYKOBOJUTENS B OTHOLLIEHUSAX C IMOJAYNHEHHBIMU, IPEICTABUTEISIMUA BHEIIHEW CPEIbL:
KOHKYpPEHTaMu, OCTaBIIMKaMH, OOLIECTBEHHOCTBIO U TIP.

61. Hanbonee pacnpocTpaHeHHBIE OIMMOKH STHYSCKOTO CBOWCTBA B MOBEJACHUHT
PYKOBOJIUTETS.
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62. IlonsiThe, BOJIIOIMS U HPABCTBEHHAs! OCHOBA 3TUKETa. Buabl U pyHKUUU
ATUKETA.

63. CooTHOIIEHUE ATUKU U ITUKETA. [[pUHITUTIEI COBPEMEHHOTO STHUKETA.

64. [IpueMbl TNpeooJieHUs] CcTpecca MNpU BBICTYIUICHUU TEepe]] IMIUPOKOUN
ayIUTOpHUEH. DTHKET NPUBETCTBUSA. [[pUBETCTBHE KIIMEHTA B OpTraHU3aIlii CEPBHCA.

65. [IpaBwia npeacTaBiaeHus Ipu 3HaKOMcTBe. OOpaleHue, nepexo1 Ha «ThD».
Benenue 6ecenpl. OO1ICHNE C HEMPUSATHBIMU JTIOJIbMH.

66. OTukeT npomanus. ITUKET pabOTHUKA CepBHCa B CiIydyae OTKa3a KJIMEHTa
OT OOCITYKMBaHUS.

67. OcoOeHHOCTH JEeNOBOr0 OOIIEHHS M OTUKETa Y pa3HbIX HapOJIOB.
TonepanTHOCTh U ee rpanuibl. OOIMKE MpaBUia MEXKYJIbTYPHOW KOMMYHUKAITUU U
JI€JI0BOTO OOIICHMUS.

68. OcoOeHHOCTH JE€TOBOTO OOIIEHUST C HEMEIKUMH, aMEpPUKaAHCKUMH,
STMIOHCKMMH, KHUTAHCKUMH JICJIOBBIMU IapTHEpAMH, MPEACTABUTCIIIMH  CTpaH
bmmxuero Boctoka.

69. O0mue mpaBuia TOBeACHUS B 0OImIeCTBEHHBIX MecTax. [IpaBuiia
noBeieHus Ha yiune. [IpaBwia noBeaeHus: B Marasune, kage.

70. [IpaBwiia moBeneHUsI B pecTOpaHe, TeaTpe, Mysee, kiyode. O0mue mpaBuia
MOBEJICHUS B OOIIECTBEHHOM TpaHcropTe. I[IpaBuia moBeneHUST B TOPOJCKOM
o0I1IeCTBEHHOM TpaHcnopTe (aBTOOyce, TpaMBae, TpoJuieOyce, METPOIIOJIUTEHE).
Oco0OeHHOCTH TOe3KM B MaplIpyTHOM TakcHu. [IpaBuia moBeneHust B 1moesne, B
camoJieTe, Ha TeTIOXO0/Ie.

71. CymHOCTb JeN0oBbIX NMpHUeMOB. [lenoBbie U cBeTCKHE mpuemMbl. JIHEBHbIE U
BEUYEPHUE MTPUEMBI.

72. JlenoBble pHEMBI C PaccaiKoi 3a cTOJIOM U 0e3 Hee. 3aBTpak, JlaH4, 00e,
oben-Oyder, OpaHd4, YyXKHH, «OOKaja IIAMIIAHCKOTO», KOKTEWJb, a-lisa (QypIierT,
xypoukc. [IpaBuna moBeeHUs HA PA3TMUHBIX JEIOBBIX MMPUEMaX.

73. IlonsaTre, 0COOEHHOCTH M (PYHKIIMH JIETOBOTO ATUKETA. [[eT0BOM ATUKET U
JIEJIOBOM MPOTOKOJ. J[eI0BOM ATHKET B 00CITYKUBAHHUU.

74. Umumx  nenoBoro denoBeka. OCHOBHBIE (DOPMBI JIETTOBOTO OOIICHUS:
JICTIOBBIE COBEIIAHUS, TUCKYCCUH, TyOJIUYHBIC BBHICTYTIIICHUS.

75. Cniennduka nenoBoro oobmenus B chepe cepBuca. [lonstue u opranusanus
nenoBbIX BeTped. [loAroToBka K AENOBBIM meperoBopaM. MecTo M BpeMs JENIOBBIX
BCTpPEY U NIEPETOBOPOB.

76. [lpurnamenuss Ha JAENOBbIE BCTpEYHM U TeperoBopbl. DopmupoBaHue
JIeNeTaluu ISl y9acTHsI B TIEPETrOBOpax.

77. Pa3paboTka mporpaMMbl BEACHHS IEPErOBOPOB. JTambl TMEPETOBOPHOTO
nporecca.

78. O6mme mpaBwiia MOBEACHHUS Ha JEIOBBIX MEperoBopax. UTorm memoBbIX
BCTpPEY U NIEPETOBOPOB.

79. Mexaam3mbl obecrieueHrss TpeOyeMoro KadecTBa TPOIECCOB OKa3aHUs
YCIIyT, HA OCHOBE KJIMEHTOOPHECHTHPOBAHHBIX TEXHOJOTHHA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpPAJId ©  HPABCTBEHHOCTH,
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CTaHJApTU3AINH, CEPTUDUKAIMA W YIPaBICHUS KAadeCTBOM B cepe CEepBHUCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

80. OcHOBHBIE OCOOEHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpa3us 00IIecTBa.

81. Ilpo6Gyiembl kauecTBa U 0€30MACHOCTH YCIYT B MPAKTUKE COBPEMEHHOIO
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIE B c(hepe BO3AYIIHOTO TPAHCTIOPTA.

82. [lonsTHe KadecTBa CEPBUCHOW ACATEIBHOCTH HA TPAHCIIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCIIOPTA.

83. YnpaBiieHHue KaueCTBOM YCJIYT, KOHTPOJb CTaHJIapTOB M 0€30MacHOCTH
oOCy)KWBaHMsI HA TPAHCIIOPTE, B TOM YHCIIE B c(hepe BO3AYIITHOTO TPAHCIIOPTA.

84. Buansl 6e30macHOCTH OOCITY)KHMBaHUS Ha TPAHCIOPTE, B TOM YHCIIE B
cdepe BO3AYITHOTO TPAHCIIOPTA.

85. MuTepBanbHas MOJIeNb KauecTBa yCIYTH.

86. I1aTh pa3pbIBOB, KOTOPBIC SIBJISIOTCS NMPHUYMHON HEYIOBICTBOPCHHOCTH
KJIUEHTOB TPEIOCTABISIEMBIMH YCITYTaMHU.

87. Bunpl moka3aresicii kKauecTBa 1Mo Croco0y BBIpaKEeHHS (B HaTypalbHBIX
CAMHMIIAX, B CTOMMOCTHBIX €IWHUIAX), TI0 OIICHKE YpOBHS KadecTBa (0a30BBIC W
OTHOCHUTENIbHBIC), 10 CTAaaUU OMpeAcsieHUus (MPOTHO3UPYEMbIC, TPOCKTHEIC,
IIPOW3BOJICTBCHHBIC, OSKCIUTyaTal[MOHHBIC IIOKA3aTelu), II0 XapaKTEPHU3yeMbIM
CBOMCTBaM (CJIMHUYHBIC 1 KOMIUICKCHBIC).

88. Ilokazarenu  (GYyHKIIMOHAIBHOTO  Ha3HAY€HUS, JPTrOHOMUYHOCTH,
NoKa3aTeau HaJEeKHOCTH, DSKOHOMUYECKHME M OKOJOTMYECKHE ToKa3aTes,
nokaszatenu  0e30MacHOCTH, [OKa3aTelld: JACTETUYECKHe, CTaHAapTU3alluH,
NaTEeHTHO-TIPaBOBBIE.

89. Cnenmduyeckne  mokaszaTelid  KadyecTBa  YCIOyr:  JIOCTYIHOCTb,
KOMMYHUKa0€IbHOCTh, KOMIETEHTHOCTb, JIOBEPUTEIBHOCTh, OOXOIUTEIHHOCTD,
HaJIe)KHOCTh, OT3BIBUMBOCTD, O€30MACHOCTb, OCA3aEMOCTh, TIOHUMAHUE.

90. Knmaccudukanuys BUIOB U METOJOB OLICHKH M0 HECKOJBKUM IPU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY ATOTO MPOIlEcCCa U OCOOEHHOCTH MPUMEHEHUS OIEHKH
KayecTBa TOBaPOB U YCIIYT.

91. Onenku KauecTBa MO BBHIOOPY CHUCTEMBI MOKa3aTeleld WM MO UX BHUIY,
MOXXHO pasfenuTh Ha auddepeHIupoBaHHbIe, KOMIUIEKCHBIE W CMEIIIaHHBIE.
Orenka KavecTBa 1Mo TUITY U XapakTepy ACHCTBUINA: MPSIMbIe U KOCBEHHBIE.

92. EBporelickasi opranu3aius MO KadecTBy, EBpOMEHCKHil KOMHTET IO
crangaptuzaun, CEHJIEK — EBpomeiickas opranuzanus Mo CTaHIapTU3ALUU.
Konekce cranmaptoB 'ATT. OcuoBnbie nenu u 3agaun MCO. [opsgok pazpaboTku
MEXIYHAPOIHBIX CTaHIaPTOB.

93. IlepcnexktuBnbie 3amaun UCO. baszoseie ctangapter UCO 9001 — UCO
9004.

94. Monenu TeXHUYECKOTO PETYINPOBAHMUS.

95. TexHUUYECKHE PETIIAMEHTHI: TIOHITHE, TICJIN, BUTBI.

96. [IpeanuceIBaronIUe TEXHUYECKUE pEerIaMeHThI. Oo6mue
(rOpU30HTANIbHBIC) TEXHUYECKHUE PETIaMEHTBHI.

97. CtpykTypa u coepKaHNe TEXHUISCKUX PETIAMEHTOB.

98. OCHOBBI rOCYTApCTBEHHOMN CUCTEMBI CTaHIapTH3AIUH.
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99. llenu ¥ NPUHUMUIIBI CTAHIAPTU3ALINH.

100. CucremHocTb cTaHgapTU3auu. D)PEKTUBHOCTH CTAaHAAPTUZALIHU.

101. ®yskuuu u 3agaun cranaaptuzaunu. UadopmanmonHas GpyHKUuUA.

102. Meronb! ctanaaptuzauuu. [lapamerpuueckas cTaHIapTH3ALMA.

103. JIoKyMeHTBI IO CTaHJApPTU3ALUH.

104. Bunasl ctangaptoB. CTaHIapT HA MPOAYKIIUIO.

105. OG6uepoccuiickue Ki1acCuPpUKaTOPHI.

106. Cranpaptuzaius yciyr.

107. MexaHusMm cuUCTeMbl oOOecreueHus TpeOyeMbIX KauyecTBO IPOIIECCOB
OKa3aHMUs YCIYr B COOTBETCTBUM C MEXAYHApPOJHbBIMU U HalMOHAJIbHBIMU
CTaHJapTaMU B TMpPOIECCE OCBOCHUS 3TUKH, ACTETHKU OOCITYyKUBaHUSA, ITHKETA,
MOpajdd U HPABCTBEHHOCTH, CTAaHJIAPTU3aLUM, CEePTUPUKALMM U YIpaBiIeHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKMBAaHUS HA TPAHCIIOPTE.

108. Mexanuzm (QopMUpOBaHMS OKa3aHHWS YCIYr B COOTBETCTBUU C
3asIBJICHHBIM Kau€CTBOM.

109. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asBJIEHHBIM Kaue€CTBOM B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIApPTU3AlMU, CEepTU(UKAMU U YIOpaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITYy)KMBaHMS HA TPAHCIIOPTE.

110. MarepuasibHbie pecypchl, 000pyAOBaHHE ISl OCYIIECTBICHUS Tpolecca
cepBHca.

111. Meronbl NpoBeACHUS TIEPETOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM
CITyJasiM.

112. MexaHu3sM omnpenesieHuss TMPUYMH BO3HUKHOBEHHUS TPETEH3UH B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)KMBaHUS, OSTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CEpTU(DUKAIMU U YIOpaBICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

113. Meroapl pa3pabOTKM M HCMHOJIB30BAHUS TUIOBBIX TEXHOJOTUYECKUX
IIPOIIECCOB.

114. Metonpl (opMHUpOBaHMS W BHEAPCHHS KOPIIOPATUBHBIX CTaHIApTOB
MPOLIECCOB 00CTYKMBaHUs MOTPeOUTENIECH Ha TPAHCIIOPTE.

115. Meronst (opmMupoBaHHs W BHEAPEHUS PETIAMEHTOB TPOIECCOB
o0CIy>KWBaHMsI IOTPEOUTENEH HA TPAHCIIOPTE.

116. Meronpl B3aUMOJEHCTBHUS C KIMEHTaAMM [0 OpraHU3alUH Ipolecca
oOcnmyKuBaHMsI TOTpeOuTenel B cdepe TOCTENPUUMCTBA B TPOIECCE OCBOCHUS
ATHKH, SCTETHKU OOCIY)XHBAaHMSA, ITHKETa, MOPAJU M HPABCTBEHHOCTH B cdepe
CEPBUCHOT0 OOCITYKMBaHUs Ha TPAHCIIOPTE.

117. Metonpl B3aMMOJICHCTBHS C KJIMEHTaMH II0 OpraHM3alMu Mpoliecca
oOcnmy>KMBaHHsI TOTpeOuTENne B cdepe TOCTEMPUUMCTBA B IPOIECCE OCBOCHUS
CTaHJAPTU3ALNU, CEepPTU(UKAIMM U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
00cITy>KUBaHMs HA TPAHCIIOPTE.

118. [udposuzamus TOKYMEHTOO00POTa TPAHCTIOPTHBIX TIEPEBO3OK.

119. VYmpamneHdeckass dTHKa B OCBOCHHHM TpoeccroHamoM TpeOoBaHUMN
0e30MmacHOro O0CTYKUBaHUSA, OXPaHbl TPyJa U TEXHUKUA O€30MACHOCTH 3aIllUTHI OT
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TeXHOC(EpHBbIX (HAKTOPOB Ha TPAHCHIOPTE NPUMEHUTENIBHO K cdepe cepBHca Ha
TPaHCIOPTE.

120. HopMaTuBHO-TIpaBOBBIE aKThl, PETYJIHMPYIOLIMX OXpaHy Tpyda U
TEXHUKY 0€30IacCHOCTH B TOM YHCII€ Ha IPEANPUATUAX cepBUca B cepe TpaHcHopTa
B paMKax yNpaBJIe€HYECKON ITHKHU.

TunoBble npakTHYecKHe 3a1aHUS 1JIsl IPOBeJAEHUSI TPOMEKYTOUHOM
arrecTanuu (3k3amena) no aucuunianne «Ilpodeccuonanbuas 3THKA,
CTAaHAAPTU3AUA, cepTUPUKAIUSA U yIIPABJIeHHEe Ka4eCTBOM B
cepBUCHOM o0cay:kuBannm» (4 u 5 cemecTp)

1. OxapakTepu3ylTe ajiropuT™M ITOMCKAa, KPUTHYECKOTO aHali3a M CHHTE3a
UH(pOPMAIUH, TPUMEHEHHS CHCTEMHOTO MOAX0/1a /IS PEIICHUsS TOCTABICHHBIX 3a/1a4
B IPOIECCe CTaHIAPTHU3AIMU, CePTHU(HKAIMK M YIPaBICHUS KadyeCTBOM B cdepe
CEPBHCHOTO OOCIY)KMBAaHHS Ha TPAHCIOPTE C HCIOJIb30BAHMEM IIPABHII JTHKH,
3CTETUKH 00CITY)KUBaHUsA, ITUKETA, MOPAIH U HPABCTBEHHOCTH.

2. OxapakTepu3yiTe dTalbl BOCIHPHIATHS MEXKKYJIbTYPHOI'O pa3sHOOOpas3us
00IIIeCTBa B COLMAIBLHO-UCTOPUIECKOM, ITHUYECKOM M (PHUI0COPCKOM KOHTEKCTaX B
nporiecce YIpaBJIeHHs KadyecTBOM B cdepe CEepBUCHOrO OOCITy)KMBaHUS Ha
TPAHCIIOPTE C HMCIOJIb30BAHUEM IPABHII dTHUKH, 3CTETHKHA OOCIY)KHBAHHS, ITHKETA,
MOpaJIi ¥ HPaBCTBEHHOCTH.

3. OxapakTepu3ylTe 3Tallbl YIIPAaBICHHUS CBOMM BPEMEHEM, BBHICTPAWBaHUSA U
peann3anuyd TPAeKTOPHH CaMOPa3BUTHsS HAa OCHOBE IMPHHIIUIIOB O0pa3oBaHUS U C
IpUMEHEHUEM HOPM CTaHIapPTH3AlUH, CepTH(GHUKAIIMK M YIPABJICHHUS KaueCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHS Ha TPAHCIIOPTE.

4. Oxapakrepu3yiTe 3Tambl 0OeCIeueHUsT TPeOyeMOro KadecTBa IMPOIIECCOB
OKa3aHUsi yCAyr C MPHMEHEHHEM HOPM CTaHAapTH3aAIlUH, CEepTUOHUKALUUN U
yIpaBieHHsS Ka4eCTBOM B cdepe CEepPBHCHOrO OOCIYKHBaHHUS Ha TPAHCIOPTE C
YUYETOM IMPABUII STUKU U 3CTETUKU OOCTYKUBAHHSL.

5. Oxapakrepu3yiiTe »dTambl O00€CIIEYCHHS BHEAPCHHUS KOPIIOPATHBHBIX
CTaHJApTOB W PErJIAMEHTOB IMPOIECCOB  OOCTY)KHMBAHHS IOTpeOUTENCH U
COOTBETCTBHsI CTaHJIAapTaM KayecTBa B cdepe CEPBHCHOIO OOCIYy)XMBaHUS Ha
TPAHCIOPTE C MPUMEHEHHEM HOPM 3THKHU M 3CTCTHKH OO0CIY)KUBAHHS.

6. OxapakTepu3yiiTe MeXaHH3M OOeCIeUYeHHs TpeOyeMoro KadyecTBa
IPOIIECCOB OKa3aHMs YCIYr, Ha OCHOBE KIMECHTOOPHECHTHPOBAHHBIX TEXHOJIOTHH B
MPOLIECCE OCBOCHHUS OTHKH, OSCTCTUKH OOCIY)KHBaHHS, OSTUKETa, MOpad U
HPABCTBEHHOCTH, CTAaHIAPTH3alMH, CCPTH(PHUKALMKA W YIpaBICHUS KadyeCTBOM B
cdepe CepBUCHOrO 00CITy)KMBaHUS HA TPAHCIIOPTE.

7. OxapakTepu3yiTe OCHOBHbBIC OCOOCHHOCTH MEXKKYJIBTYPHOI'O Pa3HOOOpa3us
o0111eCTBA.

8. OxapakTepusyiiTe MEXaHH3M CHCTEMBbI 00€CIeUCHHUs TPeOYyeMbIX KaueCTBO
IIPOLIECCOB OKa3aHHUs YCIAYr B COOTBETCTBHH C MEKIYHAPOIHBIMUA M HAIHOHAIBHBIMU
CTaHJapTaMHd B MPOIECCE OCBOCHHUS OJTHUKH, ICTCTHKU OOCITYy>KHBaHHS, DTHKETa,
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MOpalldi W HPABCTBEHHOCTH, CTaHAAPTU3AINMH, CEpTU(UKAIMN W yIpaBICHUS
Ka4ueCTBOM B cpepe CEpBUCHOTO OOCITYKMBAHUS HA TPAHCIIOPTE

9. Oxapaktepusyiite MexaHuU3M (OPMHUPOBAHUS OKa3aHUS YCIAYyr B
COOTBETCTBHH C 3asIBIICHHBIM Kau€CTBOM.

10. OxapakTepu3yiiTe MeEXaHHW3M OKa3aHUA YCJIYIr B COOTBETCTBUU C
3asgBIIEHHBIM KAa4€CTBOM B TMIPOIECCE OCBOCHHUS 3THUKH, ICTETUKH OOCITYKHBAHHS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHIAPTU3AIINN, CEPTUPUKAIIMHA B YIIPABICHUS
KaueCTBOM B c(pepe CepBUCHOTO OOCITYKMBaHUS Ha TPAHCIIOPTE

11. OxapakTepusyiiTe MaTepHalbHBIE pECypChl, O00OpydOBaHHE IS
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

12. OxapakTepu3yiTe METOABI MPOBEACHUS TMEPETOBOPOB C KIMEHTAMH IO
NIPETCH3UOHHBIM CITy4asiM.

13. Oxapakrepu3yiiTe MEXaHH3M OIpEJICIICHUs TPUYUH BO3SHUKHOBECHHUSI
NpPeTEeH3Ui B MPOIIECCe OCBOCHHSI dTHKH, SCTETHKU OOCITY>KUBaHUs, dTUKETa, MOPAIU
¥ HPaBCTBECHHOCTH, CTaHIApTHU3aIlMH, CEPTU(HMKAIMA W YIpaBJICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE

14. OxapakrepusyiiTe MeToAbl pa3pabOTKM ¥ WCIOIH30BAHHS THITOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

15. Oxapaktepusyiite MeTOJIbl (POPMUPOBAHKS W BHEAPCHUS KOPIIOPATHBHBIX
CTaHJAPTOB W PETJaMEHTOB TPOIECCOB OOCITy)KMBaHUsA TMOTpeOuTeNnell Ha
TpaHCIIOPTE.

16. Oxapaktepusyite METOAbl B3aUMOJIEHCTBUSA C KIMEHTaMU MO0 OpraHu3aluu
nporecca OOCTy)XKUBaHUS TMOTpeOuTene B cdepe TrocTenpuUMCTBa B TMPOIECCE
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

10 MeToauyeckue PpeKOMEHIANUM I OO0YyYAIOIIMXCA MO0 OCBOEHHIO
AUCHUTTHHBI

[Ipuctynas B 4 cemectpe K u3ydeHutro aucruiuinabl «IIpodeccuonanbhas
ATUKA, CTaHAApTU3alMs, CepTU(UKAIUS U YIpaBICHHE KAYECTBOM B CEPBUCHOM
o0CTy>KUBaHHM»Y», OOydYaromemMycss HEOOXOIMMO BHHMATEIbHO O3HAKOMHTBCS C
TEMAaTUYECKUM TUTAHOM 3aHSITHM W CHUCKOM PEKOMEHIIOBAaHHON JUTEPATYPHI.
OOyuaromeMycsi CiaeayeT ysICHUThb, YTO YPOBEHb W TIIYOMHA YCBOCHHS JHUCIUTUTHHBI
3aBHUCST OT €ro aKTUBHOW U CHCTEMATHYECKON pabOTHI Ha JICKITUSAX U MPAKTUYECKUX
3aHATHSIX. B 2TOM mporecce Ba)XHOE 3HAYCHUE WMEET CaMOCTOATENbHAas padora,
HaIpaBJICHHAs HA BOBJICYCHHE O0YYAIONMIETOCS B CAMOCTOSITEIHHYIO TTO3HABATEIHLHYIO
JESTENBHOCTh C  TeNbI0  (OPMUPOBAHUS  CAMOCTOSATEIHLHOCTH  MBIIUICHUS,
CIOCOOHOCTEH K MPOPECCHOHATBHOMY CaMOPa3BUTHIO, CAMOCOBEPIIICHCTBOBAHUIO U
caMopeanu3aiiid B COBPEMEHHBIX YCIOBUSX COIMAIIBHO-IKOHOMUYECKOTO PAa3BHUTHS.
Nzyuenne  mucummmuabl  «lIpodeccuonanmpHas ~ 3TWKa,  CTaHIapTU3AIMS,
cepruukanys © YIOpaBICHWE KA4eCTBOM B CEPBUCHOM  OOCITY)KHBAaHHUH
MPOJIOJDKAETCS B 5 ceMecTpe, M 4YacTh CAaMOCTOSITENBHOW pPaOOTBI OTBOJIUTCS
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oOyyaromiemMycsi Ha BBITIOJIHEHUE KypcoBOM pabothl (1. 5.7), TeMbl KOTOpOU
nepeurcieHsl B 1. 9.3. B nHauane 5 cemectpa oOydwarouiuiicss BBIOMpPAET TEMY
KypCOBOM paboOThl, COTIJIACOBBIBAET €€ C TMpernojaBaresieM M TMPUCTYMaeT K
CaMOCTOSITEJIbHOMY BBITIOJTHEHUIO, @ TakKXK€ IOCEIIaeT KOHCYJbTAIlUU, KOTOPHIC
npenojaBaTesb MPOBOJAUT OJWH pa3 B HEAENI0. 3aluTa KypcoBOM pabOThI
IIPOBOJIMTCS B KOHIIE 5 CEMECTPA U OLIEHUBAETCS COTJIACHO II. 9.5.

Bxognoit koHTposib B ¢OpMe yCTHOTO OMpoca MpernojaBareiib MPOBOIUT B
Hayaje u3ydeHuss TeM Ne 1 mo BompocaM AMCIUIUIMH, Ha KOTOPBIX Oazupyercs
mucuuiuinaa - «[IpodeccronanbHas 3TUKA, CTaHAApTU3aIUs, CcepTUdUKAIUSI U
yIpaBjIeHHE KaYSCTBOM B CEPBUCHOM 00CTykuBaHuu» (1. 2 u 1. 9.4).

OCHOBHBIMU BUJAMU ayJUTOPHOM pabOThI OOYYAIOUIUXCS B JIByX CEMECTpax
SBJISIIOTCSL JISKIIMM M TpakThudeckue 3aHsatus (m. 5.2, 5.3, 5.4). B xome nexuuu
pernoiaBaTelb U3JaraeT U pa3bsCHAECT OCHOBHBIC, HAaMOOJIee CIIOKHBIC MOHSATHS, a
TaK)K€ COOTBETCTBYIOIIUE TCOPETUUECKUE U MPAKTUUECKUE MPOOIEMBI, aeT 3aJIaHus
U PEKOMEHJAIUU JUISl TPAKTUYECKUX 3aHSATUM, a TaKXKE yKa3aHUsS IO BBIMOJHECHHIO
00y4YaroIMMCs CaMOCTOSTEIHLHOM PaOOTHI.

3aauaMu JIEKIIUN SABISAIOTCS

— O3HaKOMJICHHE OOydYaromuxcs ¢ IeIIMH, 33JadaMi  H  CTPYKTYPOW
mucuurmiiabl - «[IpodeccronanbHas 9TUKA, CTaHAApTU3AIMA, CepTUPUKALUI U
yIpaBJIeHUE KAYECTBOM B CEPBUCHOM OOCTY>KMBAaHUUY, €€ MECTOM B CUCTEME HAyK U
CBSI3SIMU C APYTMMH JTUCIUILTHHAMU;

— KpaTKoe, HO IO CYIIECTBY, H3JIO)KEHHE KOMIUIEKCA OCHOBHBIX HAyYHBIX
HOHSITHM, MTOAX0A0B, METOAOB, MPUHIIUIIOB JAHHOU THUCHIMUILTUHBI,

— KpaTKOe U3JI0KEHHEe HaumOoJiee CYIIECTBEHHBIX IOJIOKEHUHN, PaCKpBITHE
0COOEHHO CIIO’KHBIX, aKTyaJIbHBIX BOIIPOCOB, OCBEIIEHUE JUCKYCCHOHHBIX MPOOIIeM;

— OTNpEJICICHNE TEPCHEKTUBHBIX HANPABJICHUM JalbHEHWIIEro pa3BUTHUS
HAYYHOTO 3HAaHUS B 00J1aCTH SKOHOMUKH.

3HauYMMBIM (PaKTOPOM TOJHOIIEHHON U IJIOJIOTBOPHON pabOThl 00yYaromerocs
Ha JIEKINH SBJISETCS KyIbTypa BelleHUs KOHcnekTa. [[puHIunuaisHo HEBEPHBIM, HO
MOJIYYUBIIMM B HAlle BpeMs JOCTaTOYHO MIMPOKOE PACIPOCTPAHEHUE, SBISETCS
OTHOIIICHHE K JICKIINHU KaK K «JIUKTaHTY», KOTOPBI 00YyJaroNIuiicss MOXKET aKKypaTHO
MW JIOCIOBHO 3amucarh. Ciymias JeKIUi0, HEOOXOAUMO HAYYHTHCS BBIACHATH WU
(buKcHpOBaTH €€ KII0UYEBbIE MOMEHTHI, 3aIMICHIBAs KX 00JIee YETKO U BBIJEISAS KAKUM-
1100 cnocoOoM U3 OOIIEro TeKCTa.

[lone3Ho mNpPUMEHATH KaKylO-TMOO yAOOHYIO CHCTEMY COKpalleHUH W
YCJIOBHBIX OOO3HAY€HUM (M3 M3BECTHBIX WM BbIPAOOTAHHBIX CaMOCTOSITEIBHO,
HampuMep, MEHEKMEHT 0003Hauath Oonbinoir OykBoit M). Ilpumenenwe Takou
CUCTEMBbl TMOMOXKET 3HAYUTEIBHO YCKOPHUTH MpoIecC 3amucu Jekuuu. KoHcmekt
JEKIUUA TIPEANMOYTHTEIBHO MHUCATh B OJHOW TETPaj, a HE HA OTACNBHBIX JINCTKAX,
KOTOpPbIE€ MMOTOM MOTYT 3aTepsAThCs. PEKOMEHyeTcsl B KOHCIEKTE JIEKIUH OCTaBIATh
CBOOOJHBICE MECTa WM IOJisA, HAmpUMep, IS TOro, 4ToObl Oblla BO3MOXKHOCTH
3amucu HeoOXoauMOM nH(popMaIu TIpu padboTe HAJl MaTepUalaMH JICKIUH.

[Ipy BeneHWMM KOHCHEKTAa JIEKUMU HEOOXOAMMO YETKO (PUKCUPOBATH
pyOpHKanuio MaTepuaia — pasrpaHUYCHHUE pa3JiesioB, TEM, BOIPOCOB, maparpadoB u

104



T. . O0s3aTeNBHO CIIEYET JeNIaTh CHEIUalbHbIE MTOMETKH, HampuMmep, B Clydasx,
KOrJa Kakoe-TuOo OmpelelieHHe, TOJIOKEHHE, BBIBOJ OCTAINCh HESICHBIMU,
COMHUTENbHbIMU. MHorma oOywaromuiicss He yCHeBaeT 3amucaTh BaXHYIO
nH(popMaiuio B KOHCTEKT. Torga HeoOX0AUMO C/IeNIaTh COOTBETCTBYIOIINE TOMETKH
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJIHUTH ATy HHGOPMAIUIO B JaTbHEHIIIEM.

KauecTBeHHO clenaHHBIM KOHCHEKT JICKIMM TIOMOXKET oOydJaromemycs B
MpoIIeCCe CAMOCTOSATENIbHON pa0OThI U MPH MOATOTOBKE K Cllaue 3a4eTa U YK3aMeHa.

[Ipaktuueckue 3anstuss 1o gucuuruinHe «lIpodeccronanbHas 3THKA,
CTaHJapTu3anus, cepTudUKanus U yIOpaBlI€HUE KAa4eCTBOM B  CEPBUCHOM
00CITy>)KUBaHUM» TIPOBOJIATCSI B COOTBETCTBUU ¢ M. 5.4. Llenu npakTuuecKux 3aHsTUMN:
3aKpEenuTh TEOPETUUYECKUE 3HAHUS, MOJYyYCHHBbIC OOydYarolnuMcsl Ha JICKIUSX U B
pe3yibTaTe  CaMOCTOSATENBbHOIO  M3Y4YEHHUSI  COOTBETCTBYIOIIMX  pa3JieiioB
PEKOMEHYeMOM JUTepaTyphl; MPUOOPECTH HayaldbHbIE NPAKTUUYECKUE YMEHUS U
HABBIKM TPUMEHEHHUSI METOJIOB M HWHCTPYMEHTOB MCCJIEIOBAHUS SKOHOMHUUYECKUX
SIBJICHUH, O CTIOCO0ax M CPEJICTBAX PEIICHHSI YKOHOMUYECKHUX MPOOIeM.

Tembl mpakTrueckux 3aHsATUN (M. 5.4) 3apaHee COOOIMIAIOTCS 00YyYarOIIUMCS
JUIL TOTO, 4YTOOBI OHM HMEJIH BO3MOXXHOCTH TOJATOTOBUTHCS W MpopadoTaTh
COOTBETCTBYIOIIUE TEOPETHYECKUE BOIPOCH IUCHUIUIMHBL. B Hayame Kaxaoro
MIPAKTUYECKOTO 3aHATHUS MMPENoaBaTellb:

— KpaTKoO JIOBOJUT A0 OOYyYaromuXxcsl MEeJIM W 3aJaud 3aHsaTus, oOparnas ux
BHUMaHUE Ha HauboJiee CI0KHBIE BOMPOCHI 10 U3y4aeMOi TeME;

— IPOBOAMWT YCTHBIA OMpOC OOyYAIOIIMXCA, B XOJE KOTOPOTO TaKkXKe
00CYXXTal0TCs IMCKYCCHOHHBIE BOIIPOCHI.

Ha mpaktuyeckux 3aHATHAX OOydYaromiuecs MPeACTaBIAIOT CaMOCTOSTEIHHO
MOJICOTOBJICHHBIE COOOINEHMS, B TOM 4YHCI€ B BHUJE Mpe3eHTAlUi, KOTOpbIE
BeITONIHAIOTCT B MS  PowerPoint, KOHCHEKTHPYIOT HOBYIO HMH(POpPMAIHIO U
o0cyxnarT 3Tu cooOmieHus. [IpernogaBaTens B 3TOM MPOIIECCE MOXKET BHICTYIAThH B
PO KOHCYJbTaHTa WM Mozeparopa. OOywaroniuecss pemaloT MnpoOIeMsl,
BO3HHMKAIOIINE B KOHKPETHON CUTYallMU B MPOLECCE POBEACHUS KPYTrIoro ctoja (Ii.
9.6). ITlocie Toro kKak Kaxkjaas MOATrPYINa MPEIJIOKUAT CBOM BapUaHT PEIICHUS
mpoOIeMbl, HAYMHAETCS IUCKYCCHS, B XOJ€ KOTOpOH HEOOXOIMMO J10Ka3aTh €ro
HUCTUHHOCTb.

[Io wroram nexkuMM M NOPAKTUYECKUX 3AHITUU NPENOAABATEIb BBICTABISACT
MOJIy4eHHbIE oOOydJaromumcsi Oamiel, cormacao n. 9.1 m m. 9.2. OtcyrcTBue
oOydJaromerocsi Ha 3aHATUAX WU €r0 HEAKTUBHOE YYacTHE B HHUX MOXKET OBITh
KOMIIEHCUPOBAHO CAMOCTOSITEIbHBIM BBIIOJIHEHUEM JOMOJHUTENbHBIX 3aJlaHhil U
MpEACTaBICHUEM UX HA MPOBEPKY MPENOJABATENI0 B YCTAHOBICHHBIE UM CPOKH.

B coBpemMeHHBIX YCIOBUSX mepes OOydalomuMHUCS CTOUT Ba)KHAs 3ajada —
HAy4YUThCS paboTath ¢ MaccuBaMu wuHpopManuu. OOydaromuMmcs HEOOXOINMO
pa3BuBaTh B ceOe CIMOCOOHOCTh H TOTPEOHOCTH HCIOIB30BATH JOCTYITHBIC
MH()OPMAIIMOHHBIE BO3MOKHOCTH W PECYpPChl [JIi MOKMCKAa HOBOTO 3HAHHUS U €ro
pacripoctpaneHusi. OOyyarmuMmcsi HEOOXOAMMO HAY4YUThCS YIPABISATh CBOEH
HCCIIEIOBATEIBCKON M MO3HABATEIbHON JIESITEIBHOCTRIO B cCUCTEME «UH(pOpMaLus —
3HaHue — uH(opMauus». llpexne Bcero, Mg JIOCTUXKEHUS JTOW 1IEJHU, B BYy3€

105



OpraHu3yeTcsl camMoCTosTeNbHas pabora oOydaromuxcsa. Kpome toro, coBpemeHHoe
oOydyeHHe TMpeAnojaraer, 4Yro CYLIECTBEHHYI0 YacTb BPEMEHHM B OCBOCHUH
JUCHUIUIMHBL OOYYaIOMIMIICS TPOBOAUT CAMOCTOSTENBHO. IIpUHATO cUMTaTh, YTO
TaKOM METOJ OOydeHHs JOJDKEH CIOCOOCTBOBaThH TBOPYECKOMY OBJIAJCHUIO
00Oy4YaromMUMHCs CHEUATbHBIMUA 3HAHUSIMU U HABBIKaMHU.

CamocTtosaTenbHass paboTta oOydaromierocss BechMa MHOrooOpasHa U
coaepkarenbHa. OHa BKIIOYACT CICAYIONINE BUJIbI 3aHATHH (T1. 5.6):

—  CaMOCTOSITENIbHBIM MOUCK, aHajdu3 MH(OpMaK U MpopadboTKa y4yeOHOIo
Martepuana;

— MOATOTOBKY K YCTHOMY OIpocCy (II€peueHb TUMOBBIX BOIPOCOB JJIsl YCTHOT'O
ompoca B 11. 9.6);

— TMOATOTOBKY COOOIIEHUH (MPUMEPHBIN NIepeYeHb TeM COOOIIEeHUH B 11. 9.6);

— MOATOTOBKY K TECTUPOBAHUIO (TUIOBBIE TECTOBBIC 3aJjaHus B 11. 9.6);

— TMOATOTOBKA K KPYIJIOMY CTOJNy (TUIOBBIE 331aHUS B I1. 9.6);

— TOJTrOTOBKA K PEIICHUIO 3a71a4 (TUTIOBBIC 3a7aHus B 11. 9.6);

— TMOATOTOBKY K BBIIOJHEHUIO CHUTYallMOHHBIX 3aJaHuil (TpUMEpHBIH
nepeveHb 3a1aHui B 11. 9.6);

—  BBITIOJIHEHUE KypCOBOM paboThI (TeMbl KypcoBOM paboThI B 11. 9.3).

CucTeMaTUYHOCTh 3aHSATUH MPE/IoJiaraeT paBHOMEPHOE, B COOTBETCTBUU C IIII.
5.2, 5.4 u 5.6, pactipenenenue oobema pabOThl B TEYEHUE BCETO MPEITYCMOTPEHHOTO
y4eOHBIM IUTAHOM CpoKa oBJaaeHus gucuuiuinHoi «lIpodeccuonanbHas »TUKA,
CTaHAapTu3alus, cepTUdUKAKMs ¢  YIPaBICHHE KAaueCTBOM B  CEPBUCHOM
oOcimykuBaHuM». TakoW TOAXOH TMO3BoOJsieT u30exkaTh JAeduluTa BpEMEHH,
NEPErpy30K, CIEMIKH WU T. . B 3aBEPIIAIOIIMA IMEPUOJ H3YYEHUS JAUCIHUIUIMHBIL.
[locnenoBaTenbHOCTh PabOTHl O3HAYAET MPEEMCTBEHHOCTh W JIOTUKY B OBJIQJIEHUU
sHaHusiMu 1o auctmmuinHe  «[IpodeccuonanvhHas  9THMKa,  cTaHIapTH3aALUA,
cepruuKanys W yNpaBlIeHHWE KAdueCTBOM B CEPBUCHOM OOCTy>KMBaHHW». JlaHHBIN
NPUHIMIT W3HAYAIBHO 3aJI0KEH B Y4eOHOM IUIaHE IMPHU OIpPEACNICHUHd OYepeTHOCTH
U3YYCHHsS] JUCHMIUIMH. AHAJOTHYHBIA TOAXOJ TNPUMEHSETCS TpU ONpeeIeHUU
MOCIICIOBATEIBHOCTH B U3YYEHUU TEM JTUCIHUILIAHBI.

3aBepIIaoUM 3TaloOM CaMOCTOATEIbHOM paboThl SBISETCS MOArOTOBKA K
clade 5K3aMEeHa B YETBEPTOM CEMECTpe, K 3allluTe KypcoBOM padOThl M claade
9K3aMEHa B IIITOM CEMECTPE, NMPEATOIArarolIie HHTETPALUI0 U CUCTEMATU3aLUI0 BCEX
MOJIYYEHHBIX NPH H3YYEHUU IUCUUIUIMHBL. [IpyMeEpHBI nepedyeHb BOIPOCOB IS
3ayeTa no aucuuiuinbe «llpodeccronanbHas 3TUKa, CTaHIAPTU3ALMS, CePTUDUKAIIHS
U yIOpaBieHHE KayeCTBOM B CEPBHUCHOM OOCIy)KMBaHMW» TpUBeAeH B 1. 9.6.
OrneHouHas mKama JJisg KypcoBo paboTel omucana B 1. 9.5. [lpumepHblii mepedeHb
BOMPOCOB g 9K3ameHa 1o aucuuiuimHe  «lIpodeccumonanbHas — STHKa,
CTaHJapTHU3alMs, cepTuUKalus ¢  yOpaBlIeHHE KayeCTBOM B  CEPBUCHOM
oOCIy)XKMBaHMM», a TakKe THUIOBbIE 3aJaud W 33JaHHud JUISI JK3aMEHa TaKxkKe
npuBeACHBI B 11. 9.6.

PaGouwass nmnporpamma 1o gucuumiuHe — «lIpodeccronanbHas — 3THKA,
CTaHJapTu3auus, cepTudUKanus U YIOpPaBICHHE KAayeCTBOM B CEPBUCHOM
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