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1 Ilesn ocBOEHHA TUCIUTLIMHbBI

Lensmu ocBOoeHUs TUCHUILTUHBI «CepBUCHAS NEATEIBHOCTh Ha TPAHCIIOPTE)
ABISIOTCS: TMPUOOpPETeHHWE 3HAaHMW B O0JAacTH CEPBUCHOM  JESTENbHOCTH;
dopMupoBaHHE YMEHHs pelIaTh TEOPETHUECKHEe W MPAKTHYECKHE 3aJaddl B
CEpBHUCHOM  NIEATENBHOCTH; CTAHOBJICHHE HABBHIKOB B  MPOQECCHOHATHHON
AesITeNFHOCTH B c(hepe cepBrca Ha BO3AYIIHOM TPAHCIIOPTE.

Coznanue cucTeMbl 3HAHMM O CEpBHUCHOM NEATEIbHOCTH, ycCiyrax, gopmax
oOCIy)KWBaHMsI, IPUHIMIAX (OPMUPOBAHUS HOBBIX YCIYI' C y4ETOM WHHOBAIUH B
TEXHUKE, TEXHOJOTHHU, COIHMAIbHO-DKOHOMHYECKOW cdepe U Ha BO3AYINTHOM
TpaHCIIOpTe.

3amauaMy OCBOCHUS JTUCITUIUTUHBI SIBIISFOTCS

- (opmupoBanre 'y oOywarommxcs  TOPEACTaBIEHUS O  CEPBUCHOU
JESITeTbHOCTH, MECTE CEpPBHUCA B JKU3HEICATEIHBHOCTH YEIOBEKa,

- 3HAKOMCTBO OOyYaloIUXCSs C TEXHOJOTHUSMHU TMpoIlecca cepBUca U
OCOOCHHOCTH KJIMEHTCKUX OTHOIIEHWH C y4eToM TpeOOBaHMU TOTpeOUTEeNsT Ha
TPaHCIIOPTE, B TOM YHCJIE B C)epe BO3AYITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYyYalOMMXCsS C OCHOBaMH JWBEPCH(HKAIIMN CEPBUCHOM
JCATEIPHOCTA B COOTBETCTBUM C  OTHOKYJIBTYPHBIMH, HWCTOPUYECKHUMH H
PEIIMTHO3HBIMU TPAJAWIHUSIMH Ha TPAHCIIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TPAHCIIOPTA;

- 3HAKOMCTBO  OOyYalOUIUXCsi C  TICHUXOJOTMYECKUMH  OCOOEHHOCTSIMU
noTpeOuTeNs B MPOIECCe CEPBUCHOM AEATENBHOCTU HAa TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3AYLIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYaromMXCA C MEXaHHU3MOM palbOThl B KOHTaKTHOM 30HE C
noTpeduTeNieM, C METOJIMKOW KOHCYJIbTHPOBAHUS, COTJIACOBAHMS BUIA, (HOPMBI H
npolecca cepBrca Ha TPAHCIIOPTE, B TOM YHUCIIE B chepe BO3AYIITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYalOIIUXCsl C METOJaMH TMOKMCKA, KPUTUYECKOTO aHaln3a U
cuHTe3a MHPOpMAIMK B TPOLIECCE OpraHU3allUd CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNnel Ha TPAaHCTIOPTE, B TOM Yucie B chepe BO3AYIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO OOYYaIOIIUXCSI C MEXaHU3MOM CHCTEMHOr0 TIOJAXOAa st
pelleHus TOCTaBICHHBIX 3a7ad B  IPOLIECCE OpTraHu3allid  CEPBUCHOTO
oOcy>KUBaHMs TOTPEOUTENEeH HA TPAHCIIOPTE, B TOM 4HUCie B cpepe BO3MYIIHOTO
TPAHCTIOPTA,

- 3HAKOMCTBO OOYYaroIMXcsl ¢ METOJaMH MPUMEHEHHUsI CUCTEMHOTO M0/1X0/1a
JUTSL pPENICHHs] TOCTABJICHHBIX 3aJad B TMPOIECCe OpraHu3alii CEePBUCHOTO
oOcimyXHBaHMs OTpeOuTEeNe Ha TPAHCIOPTE, B TOM YHUCIE B cepe BO3TYIIHOTO
TPAaHCTIOPTA,

- 3HAKOMCTBO OOYyYalOUIMXCSd C METOJAaMHU OCYIIECTBICHHUS COILMATIBHOTO
B3aMMOJICUCTBUS M peajM3allii CBOCH PO B KOMaHAE B MPOLECCE OpraHU3aliu
CEpPBUCHOIO OOCITY)KHUBaHUS MOTPEOUTENEN Ha TpaHCIOPTE, B TOM 4ucie B cdepe
BO3YIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO OOYYaroMMXCsl ¢ METOAaMH OIPEEIICHUs U pealn3alun CBOeH
poIM B KOMaHJAE B TMPOIECCe OpraHu3aldd CEPBUCHOTO  OOCITYKHBaHHS

noTpeduTeseil Ha TpaHCIOPTE, B TOM 4YKciie B cepe BO3AYIIHOTO TPAHCIIOPTA,
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- 3HAKOMCTBO OOYYalOmMXCS C MeToAaMHu 0O0OecledeHus COLUATbHOTO
B3aWIMOJICHCTBHSI B TPOIECCE  OpraHMW3aIllid  CEPBUCHOTO  OOCITYXKUBaHUS
noTpeduTeNneil Ha TPaHCIOPTE, B TOM YHCIe B chepe BO3AYITHOTO TPAHCIIOPTA,;

- 3HAKOMCTBO OOYYalOIIMXCSA C METOJaMH BOCIPHUSITHS MEXKYJIHTYPHOTO
pa3HooOpa3usi o0IecTBa B  COIMAIBLHO - HMCTOPUYECKOM, OSTUYECKOM H
¢unocopckoM KOHTEKCTaX B MPOIIECCE OPTaHM3AIMH CEPBUCHOTO OOCITY>KHWBaHUS
notpeOuTeNnel Ha TPaHCIIOPTE, B TOM YHKCJIE B cepe BO3AYITHOTO TPAHCIIOPTA,;

- 3HAKOMCTBO OOYyYalOMIMXCA C METoJAaMH TPUMEHEHHS OCOOEHHOCTEH
MEXKYIbTYPHOT'O pa3HoOoOpa3usi 0OIIeCTBa B MPOLIECCE OpPraHU3allii CEPBUCHOTO
oOcmyXuBaHHsI IOTpeOUTENe Ha TPAHCTIOPTE, B TOM YHUCIE B cepe BO3TYITHOTO
TPaHCIIOPTa,

- 3HAKOMCTBO OOYyYaloOlUXCs C METOJaMU PEIICHUS TPOU3BOJCTBEHHBIX
KOH(JIMKTOB C Y4ETOM O0COOEHHOCTEH MEKKYJIBTYPHOTO pasHOOOpa3usi 00IIecTBa B
IpoIecce OpraHU3aIMHA CEPBUCHOTO 0OCITYKMBaHUS MOTPEOUTENIel HAa TPaHCIIOPTE,
B TOM YHCIIE B Cepe BO3YITHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOy4Yaromuxcs C METOJaMU CO3JaHus W TOICPKKH
0€30MacCHBIX YCIOBUH IKM3HEIACATEIILHOCTH, B TOM YHCJIE HPH BO3HUKHOBECHUM
Ype3BbIUAMHBIX CHUTYaIlUi B MPOIECCE OpPraHU3alMH CEPBUCHOTO OOCTY)KWBAHHS
norpeOuTeNel Ha TPAHCIIOPTE, B TOM YHCJIE B Cepe BO3AYITHOTO TPAHCIIOPTA,;

- 3HAKOMCTBO OOy4Yaroniuxcss C METOJaMH CO3JaHUS W  IOJJICpKaHHUSI
0e30MacHbIX YCIOBUM KU3HEICATEIBHOCTH, B TOM YHCIE NPU BO3HUKHOBEHUU
Ype3BbIUAMHBIX CUTyallUld B MPOIECCE OpraHU3allud CEPBUCHOTO OOCTY>KMBAHHS
notpeduTenel Ha TpPaHCIIOPTE, B TOM Yucie B cepe BO3AYIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO OOy4YaroMIMXCSd C HaBBIKAMH CO3JIaHUA U TOJJIEPKKHU
0e30macHbIX YCJIOBUM  OOCTY>KMBaHMsS MAcCCAXUPOB, B TOM YHCIE TMIpH
BO3HMKHOBEHUHM YPE3BBIUAWHBIX CHUTYAllMi B MPOIECCE OPraHU3alli CEPBHCHOTO
o0cITy>)KuBaHMs MOTPEOUTECH HAa TpaHCIOPTE, B TOM 4YHCIIE B cpepe BO3IYIIHOTO
TPAaHCIIOPTA,

- 3HAKOMCTBO oOyyJarommxcs C METOIaMH MpPUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX  TEXHOJOTHH B  CEPBUCHOW  NIEATEIBHOCTH  Ha
TPAHCTIOPTE B YCJOBHUSAX B3aUMOJACHCTBUA C TOTPEOUTENSIMH, B TOM YHCIE
UHTEPHET-TIPOJIBIDKCHHSI  YCIYyr B TIPOILIECCE  OpPraHM3alliid  CEPBHCHOTO
oOcy>KUBaHMs TTOTPEOUTENEeH HAa TPAHCIIOPTE, B TOM 4HUCie B cpepe BO3MYIIHOTO
TPAHCTIOPTA,

- 3HAKOMCTBO OOYYaIOIIUXCS C METOJIaMH Y4acTHs B pa3pabOTKe CHUCTEMBI
KJIMEHTCKUX OTHOIICHWH W OpPTaHM3aIluu TpoIecca OOCITyKUBaHUS MOTpeOUTENeH
Ha OCHOBE NMPUMEHEHHUS 3aKOHOJATENBHBIX aKTOB M IPABOBBIX HOPM B MpOIIECCe
OpraHu3allid CEPBUCHOTO OOCTY)KMBAHHUS TMOTPEOUTENC Ha TpaHCIOPTE, B TOM
quciie B cpepe BO3AYIIHOTO TPAHCIIOPTA;

- 3HAKOMCTBO OOYYaIOIIMXCA C METOJAMH YYacTHS B COBEPIICHCTBOBAHHH
CUCTEMBI KJIMEHTCKUX OTHOIIEHWW B CEPBUCHOW JCATEIHHOCTH HA TPAHCIIOPTE C
WCITOJIb30BAaHUEM HMHTEPHET-TEXHOJOTUH B TMPOIECCE OpPraHU3AIHNH CEPBUCHOTO
o0clly>)kKuBaHMs MOTPEOUTENEH HA TpaHCHOPTE, B TOM 4Huciie B cpepe BO3IYIIHOTO
TPAHCTIOPTA,



- 3HAKOMCTBO OOYy4YalOlUXCA C METOJAaMHU BIQJCHUS TEOPETUUECCKUMHU
3HAHUSMM M TMPAKTUYECKUMHU TpUEMaMH YIPaBICHHUS TpoeKkTaMu B cdepe
oOCIy’KMBaHMsI B  IPOLECCE  OpraHu3alMd  CEPBHCHOIO  OOCITYKHMBaHMUS
noTpeduTeNel Ha TpaHCIIOPTE, B TOM YHUCIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO  OOy4YaroIIuxcsi C METOJaMH  yIpPaBJICHUS TYpPUCTCKO-
PEKpPEallUOHHBIMU  MPOEKTAMHM, METOJbl  IUJIAHUPOBAaHUS W MOHUTOPHHT
NEeSTENbHOCTH CEPBUCHOM KOMIIAHMM B cdepe TpaHCIopTa B MpoLEcce
OpraHU3aIlid CEPBUCHOTO OOCIYXKMBaHUSI MOTPEOUTENEH Ha TpaHCIOPTE, B TOM
quclie B cpepe BO3AYIIHOTO TPAaHCIIOPTa,;

- 3HAKOMCTBO OOYYaronIuxcsi ¢ METoJIaMHi BbIOOpa MaTepuaIbHBIX PECYPCOB,
o0OpyAOBaHUs ISl OCYIIECTBJIEHUS MpoOliecca CEpPBUCA, MEXaHU3M IPOBEICHUS
MIEPErOBOPOB C KIMEHTAMH IO MPETEH3UOHHBIM CIy4asiM U ONPEAECICHUS] NPUUUH
BO3HMKHOBEHUSI TIPETEH3UI B MPOIECCEe OPraHU3alMi CEPBUCHOTO OOCTYKHMBaHUS
notpeduTeNeld Ha TpPaHCIOPTE, B TOM Yucie B cepe BO3AYIIHOTO TPAHCIIOPTA,

- 3HAKOMCTBO O0OY4YarouIuxcsi ¢ METOJAaMH pPa3pabOTKU M HMCIOJIb30BAHUS
TUTIOBBIX TEXHOJIOTHYECKUX TMPOIIECCOB, METOAbl (OPMUPOBAHUS M BHEAPCHUS
KOPIOPATHBHBIX  CTaHAAPTOB M  PETJIaMEHTOB  TPOIECCOB  OOCITYy>KUBaHUS
noTpeOuTeneld Ha TPaHCIOPTE, METOJbl B3aUMOJICHCTBHS C KJIHMEHTAMU I10
OopraHu3aluu Ipoiiecca o0CIyKUBaHUs noTpedureneit B chepe rocTenpruuMcTBa B
Ipolecce OpraHu3aliy CEPBUCHOIO 00CTYKUBAHUS MOTpeOUTENeH Ha TPAHCTIOPTE,
B TOM 4HcJje B cepe BO3AYIIHOTO TPAHCIIOPTA,;

- 3HAKOMCTBO ~ OOydJarommxcs ¢  TpeOOBaHUSIMU  MPOU3BOACTBEHHOM
TUCIUIUIMHBI, TPaBWJI 1O OXpaHE TpyAa M TOXKapHOW OE30MacCHOCTH TMpHU
OCYILIECTBIICHUM TEXHOJOIMYECKOrO0 IMpouecca B MPOLECCE OpraHu3aluu
CEPBUCHOTO OOCIY)KMBaHUA MOTPEeOUTENEeH HAa TpaHCIOPTE, B TOM 4uCie B cepe
BO3JIYLTHOTO TPAHCIIOPTAa,;

- 3HAKOMCTBO OOy4YaloIIUXCS C METoJaMu BbIOOpa OpraHu3aIlMOHHBIX
pemieHut Uit QOPMUPOBAHMS ~ CEPBUCHOM  CHCTEMBl  OOCITYXHBaHUA C
UCIIOJIb30BAHMEM  METOJOB OpPraHU3allid M YOPaBICHUS UMYLIECTBEHHBIM
a’pOIOPTOBBIM KOMIUIEKCOM U aKTHBAMU CEPBUCHBIX MPEINPUATHII HA TPAHCIIOPTE
B TIpOlleCC€ OpraHu3aliid CEPBUCHOTO OOCTY)KMBaHHMS TOTpeOUTENel Ha
TPAHCTIOPTE, B TOM YHUCIe B cepe BO3AYITHOTO TPAHCIIOPTA,

- 3HAKOMCTBO o0y4Jarommxcs C METOIaMU OCYILIECTBJICHHUS
OpraHW3allMOHHOTO  OOCHYXMBaHWsS  AaBHAIIMOHHOW  HMHPPACTPYKTYpHl U
OpraHW3allMOHHOTO O00ECTeUeHUus TPOoIEecca CEePBUCHOTO OOCIY)XHBaHUS B
a’poOmNopTy W Ha OOPTY BO3YIIHOTO CyJHA B IMPOIIECCE OPTaHU3alUU CEPBHCHOTO
oOcmy>KUBaHMs TTOTPEOUTENEeH HA TPAHCTIIOPTE, B TOM YHUCIe B chpepe BO3MYITHOTO
TPAHCHOPTA,

- CTAHOBJICHUE HaBBIKOB  ITPAKTUYECKOTO MIPUMEHEHHUS 0a30BbIX
TEOPETUYECKUX 3HAHUM B IMPOLECCEe M3YUYEHUs] AUCHMUIUIMHBI U WX NPUMEHEHHS B
npo¢eCCUOHANIBHOU JIESITEIbHOCTH B c(hepe BO3AYIIHOI'0 TPAHCTIOPTA.

HNucuunnuaa «CepBUCHAsE JAESATEIBHONM Ha TpaHCIOPTE» O0ecleunBacT

MOArOTOBKY BBIITYCKHHKA K CEPBUCHOMY M OPraHU3allMOHHO-YIIPABICHYECKOMY THUITY
3a/1a4 Mpo(eCcCUOHAIBHON JIESITEIbHOCTH.



2 MecTto mucumiuinebl B ctpykrype OITIOII BO

Hucuunnnaa «CepBUCHAs JEATENBHOCTh HAa TPAHCIOPTE» MPEICTABISICT
co00i JUCHMIUIUHY, OTHOCAIIYIOCS K 4YacTH, (OpMUPYEMOW y4YaCTHHUKAMU
oOpazoBaTenbHbIX OTHOIIEeHUH biioka b1 nucnumiunasl (Moaynn).

Huctunnnaa «CepBUCHas NEATETBHOCTh HAa TPAaHCIOpPTE» Oaszupyercs Ha
pe3ynbTaTax OOydYeHUs, MOJYYCHHBIX MPU H3yYCHUH TUCHUILTUH: «CepBUCOIOTHS
(«Beenmenue B mpodeccuro»)», «Ceppucosiorusi («CepBHUCOIIOTUS M OpTaHU3AIMS
oOciry)kuBaHusI»)», «PexiaamMa U cBS3M ¢ OOLIECTBEHHOCTHIO B cepe cepBuca Ha
TpaHcropTe», «VHTErpupoBaHHbIE KOMMYHHKAIMM W  KOMMYHUKAIIMOHHBIN
MEHEJPKMEHT B c(hepe cepBHCay.

Huctunnuaa «CepBHCHas JAESITEIBHOCTh HAa  TPAHCIOPTE»  SBISIETCS
oOecrneunBaromel sl CIEeAYIMUX AUCHUILINH: «HIyCTpus rocTenpuuMcTBa B
cdepe Tpancnopta», «IIpodeccuonanbHas STHKA, CTAHAAPTH3AIMS, CePTHPUKAIMS U
yIpaBJICHHE KadyeCTBOM B CEPBUCHOM OOCTyXuBaHWUU», «OpraHu3amnus CepBHCa B
a’poIOPTy U Ha BO3AYIIHOM CyTHE», « TeXHUYecKrne cpeicTBa MPEeANPUsITHI cepBUca
Ha BO3JYUIHOM TpaHCHopTe», «VIHHOBAIMOHHBIE TEXHUYECKHUE CPEICTBA B
CEpBHUCHOM O0CITY>)KMBaHHH MACCAXUPOB B TPAHCTIOPTHOH cheper.

JucturuinHa usyvaercs Ha 2 kypee (3 u 4 cemecTpsl).

3 Komnerenuuu odyuyaruerocs, (popmMupyembie B pe3yibTaTe 0CBOEHHS
AUCHUTTHHBI

[Ipouiecc ocBoenus AUCHUILUIUHBI «CepBUCHAS AESTEIBHOCTh Ha TPAHCIIOPTE)
HanpaBJIeH Ha (POPMUPOBAHUE CIECTYIONINX KOMIIETSHIIH:

Kon Pe3ynpTaT 00ydeHUs: HAMMEHOBAHUE KOMITCTCHITNN; HHIUKATOPBI
KOMITCTCHITUH KOMIIETCHIIUH
Cnoco0eH OCylIecTBJISATh MOUCK, KPUTHYECKUIN aHAIM3 H
YK-1 CHMHTe3 HH(POPMALUHM, NPUMEHATHb CHUCTEMHbIN NOAXOX A
peleHnsi NOCTABJEHHbIX 3a1a4
Wy Brnageer merogamMu moucka, KPUTHYECKOTO aHAIM3a W CHHTE3a
uH(bOpMAIIH
) Binageer MexaHU3MOM CHCTEMHOTO TMOJAXOAa JJIsi peIICHUs
W vk MOCTABIICHHBIX 33724
3 Brnagete HaBbIKAaMM NPUMEHEHUS CUCTEMHOIO MOAXOAa JJIs
Nyt pellleHus MOCTaBJIECHHBIX 3a7a4
VK-3 Cnoco0eH oCylmecTBJSATh COLHMAJIbBHOE B3auMMOJelCcCTBHE W
peasiu30BbIBATH CBOIO POJIb B KOMAaH 1€
WThvics Bnaneer 5 METOIaMH ocymevCTBneHHﬂ COILIMAJIHOTO
B3aMMOJICHCTBUS U pEATM3aIliH CBOCH POJIM B KOMAH/IE
UM 2yks YMeeT onpenensaTh U peaau30BbIBaTh CBOIO POJIb B KOMAH/IE
N 3yk3 BnaneTs HaBBIKAMU 00€CTICUEHHS COIMAIBHOIO B3aUMOICHCTBHS




Kon
KOMIICTCHIINNU

PGSYJIBT&T O6y‘—I€HI/I$IZ HaNMMCHOBAHUEC KOMIICTCHIINN,; NHAWUKATOPHI
KOMIICTCHIIMU

YK-5

Cnoco0eH BOCHIPMHMMATB MEKKYJAbTYPHOE pa3HooOpasue
odmecTsa B COHMAJBHO- HCTOPHYECKOM, JITHYECKOM H
(punocopckomM KOHTEKCTAX

U yis

Brageer mMeTomaMu BOCHIPHATHS MEXKYJIBTYPHOTO Pa3zHOOOpa3us
o0mecTBa B CONHMAIbHO - HCTOPUYECKOM, OTHYECKOM H
bunocoPpckoM KOHTEKCTaX

U1 %yks

YMeeT mpUMeHSTh OCOOCHHOCTH MEKKYJIbTYPHOTO pa3HOOOpa3us
o01ecTBa

U 3yiks

Brnaneer HaBbikaMu pelieHUs] MPOU3BOACTBEHHBIX KOH(JIMKTOB ¢
Y4€TOM 0COOEHHOCTEH MEKKYJIbTYPHOI'O pa3HOOOpa3us oO1IecTBa

YK-8

Cnoco0eH co3paBaTh U NMOJAEPKUBATH B NMOBCEAHEBHOM KM3HU
U B NpPo(hecCHOHATIBLHOM JesITeJIbHOCTH 0e30macHble YCJI0BUS
JKU3HEAEATEJIbHOCTH IJI1 COXpPaHEHHs1 NPHPOIHON Cpebl,
o0ecrnevyeHusi yCTOWYMBOIr0 pa3sBUTHsI 001IeCTBA, B TOM YHCJE
NMpH yrpo3e U BO3HMKHOBEHHM YPE3BHIYAMHBLIX CUTYallUl W
BOCHHBIX KOH(JIMKTOB

U yis

Brnageer Metogamu co3anus U MOJJEPKKU O0€30IMaCHBIX yCIOBUM
KUZHEAECATEIbHOCTH, B TOM 4YHUCJIE€ TPH BO3HUKHOBEHUU
YpE3BbIYANHBIX CUTYALIUN

U %yis

0e30macHbIe
npu

YMeer co3maBaTh W MOAJEPKUBATH
KU3ZHENEATEIbHOCTH, B TOM  4YHUCIE
Ype3BbIUAMHBIX CUTYallUl HA TPAHCTIOPTE

YCJII0BUA
BO3HHMKHOBCHHUN

U 3yks

Brnaneer HaBbIKaM# CO3/IaHUA U MOANEPKKHA O€30MACHBIX YCIOBUMA
o0CITy’>KMBaHMs TACCAXUPOB, B TOM YHUCJIE MPU BO3ZHUKHOBECHUU
YpE3BbIYANHBIX CUTYALIUN

IIK-1

Cnocob0en Kk pa3pa0oTke M COBEPIICHCTBOBAHHIO CHCTEMbI
KJIMEHTCKMX OTHOLIEHMH C y4eTOM TpeOOBaHMU MOTpeOHTeNs
opraHusanuii cdepsl cepBHca HA TPAHCHOPTE B YCJIOBHIX
B3aMMO/JEICTBUA ¢ MOTPeOMTEAsIMH, B TOM YHCJe HUHTePHeT-
NPOABUKEHHUS YCJIYI, OPraHU3aUMH Mpouecca 00CayKUBAHUS
norpeduTe/iedi Ha OCHOBe NPHMEHEHHUS 3aKOHOJATEJIbHBIX
aKTOB M NIPAaBOBBIX HOPM

U k-

[IprMeHseT KIMEHTOOPUEHTUPOBAHHBIE TEXHOJIOTUU B CEPBUCHOMU
JNEATENIbHOCTA Ha TPAHCIOPTE B YCIOBHUSX B3aUMOICUCTBHUS C
NOTPEOUTENISIMH, B TOM YUCJIE HHTEPHET-TIPOIBIKEHUS YCIIYT

U1 %mica

YyactByer B pa3pabOTKe CHCTEMBbI KIMCHTCKHUX OTHOIICHUU W
OpraHu3aluu mpoliiecca 0O0CITyKUBaHUS MOTPEOUTENEH Ha OCHOBE
MPUMEHEHHS 3aKOHOIATENIbHBIX aKTOB U MTPABOBBIX HOPM

N3k

YyactByeT B  COBEpPUICHCTBOBAHMM  CHUCTEMBI  KJIMEHTCKHX
OTHOIIEHWA B CEPBUCHOW JEATEIBHOCTH HA TPAHCHOPTE C
VICTIOJIb30BAHUEM UHTEPHET-TEXHOJIOT UM
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Kon
KOMIICTCHIINNU

PGSYJIBT&T O6y‘—I€HI/I$IZ HaNMMCHOBAHUEC KOMIICTCHIINN,; NHAWUKATOPHI
KOMIICTCHIIMU

K-2

Cnoco0eH K OCyLIeCTBJICHUIO AESTEJbHOCTH IO YNPABJICHHUIO
npoekramMm B cdepe cepBHca € Y4eTOM 3aNpocoB
norpeduresei " c HCII0/1b30BaHUEM
KJINEHTOOPHEHTHPOBAHHBIX TEXHOJIOTH I

N k-2

Brmaneer TeopeTMYeCKMMM  3HAaHUSMM M IPAKTHYECKUMU
npreMaMu YIpaBJeHUs IPOeKTaMu B chepe 00cTyKUuBaHUS

N1 %nk-2

[IpuMeHsieT METOnBl YINPABICHUS TYPUCTCKO-PEKPEAMOHHBIMU
IPOEKTaMH, METO/IbI IJIAHUPOBAHUS U MOHUTOPHUHT JESTEIBHOCTH
CEpBHUCHOI KOMMAaHUM B cepe TpaHCIopTa

MK-3

Cnocoben k pa3padoTke TeXHOJOIMH MpoLecca CepBHCa,
o0ecrieyeHN0 (POPMUPOBAHUS M BHEAPEHUS] KOPNOPATHBHBIX
CTAHJAAPTOB MW PperiaMeHTOB IMpoLeccoB  00C/Iy:KHBaHUS
norpeouTesieli M  OpraHu3aluM  Mpouecca  yJay4dllleHUs
Ka4eCcTBA OKA3aHUSl TPAHCHOPTHBIX YCJIYT

N ks

Broibupaer  marepuanbHble  pecypchl,  00OpyJdoBaHUE IS
OCYIIECTBJICHHs TIpoIlecca CEpBUCA, MPOBOJUT TEPETOBOPHI C
KJIMEHTaMH TI0 TPETEH3UOHHBIM CJIy4asiM M OTpeJeNsieT MPUUHUHbI
BO3HHUKHOBEHUS MTPETCH3UMN

U1 %nics

[IpumeHsieT MeToABsl pa3padOTKH W HCIIOJIB30BAHUS THITOBBIX
TEXHOJIOTUYECKUX  TIPOIECCOB, METONBl  (OPMHUPOBAHUSA H
BHEJPEHUS  KOPIIOPATUBHBIX  CTaHAApPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITY)KHBaHHS TIOTPEOUTENCH Ha TPAHCIIOPTE, METOIBI
B3aWMOJICUCTBHS C KJIMEGHTAMU TI0 OpraHM3allH Ipolecca
o0cITy)kuBaHMs TOTpeduTeNel B chepe rocTenpPUUMCTBA

N33

YuuteiBaeT TpeOOBaHUS  NPOMU3BOJCTBECHHOM  UCIUILUIMHBI,
npaBuja IO OXpaHe TpyJda M TOXKApHOW Oe30MacHOCTH TMpHU
OCYIIIECTBJICHUN TE€XHOJOTHYECKOTO Mpoliecca

IIK-4

Cnoco0eH oCymiecTBJSATh OPraHU3ANUOHHOE olecreyeHue
npouecca CepBHCHOI0 O00CHYy:KMBaHHMS, IUVIAHUPOBaHHE W
MOHUTOPHMHI  [IeITeJIbLHOCTH CEPBHCHON KOMIAHUM B
TPAHCIIOPTHOM c(epe U opranu3zauuu cpepbl roCTENPUUMCTBA
HAa TpaHCIOpPTe, MNPUHUMAThL pelleHuss 00 YyINpaBJIeHUH
TYPUCTCKO-PEKPEANMOHHBIMH TNPOEKTAMHU, OPraHU3AUUH U
YIPaBJICHUM TPAHCIOPTHOM HHQPACTPYKTYpOil, B TOM 4YHCJ]Ie
HMYIIECTBOM 23PONOPTOBOr0 KOMILIEKCA

U rikc4

[IpouzBoautr  BBIOOp  OpPraHM3alMOHHBIX  pEIICHUH [
dbopMHUpOBaHUS  CEPBHCHOW  CHCTEMBI  OOCTY)KHBAaHHS  C
UCIIOJIb30BAHUEM  METOAOB  OpPraHu3alMd W YIPaBICHUS
MMYIIECTBEHHBIM  a3pOIMOPTOBBIM KOMILUIEKCOM M  aKTUBAMU
CEPBHUCHBIX NPEAIPUATUI HA TPAHCIIOPTE

IK-5

Cnoco0eH OpPraHu3OBbIBATH M NPOBOAUTH MaPKETHHIOBBIil
aHAJIM3  MNOTPeOHOCTH B CEPBHCHBIX  yCJAYrax mpH
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Kon Pe3ynbTaT 00ydeHuUsi: HAMMEHOBAHUE KOMITIETECHIIUN; UHIUKATOPbI
KOMIICTCHIIUN KOMIETCHIIUU

IKCIIyaTAllUM BO3AYWIHBIX CYyA0B U 00bEKTOB aABMAIMOHHOM
HH(QPACTPYKTYpbl, NPH  OPraHM3alMH,  BbINOJHEHHUH,
o0ecnmeyeHMH W OOCJIYKMBAHUM I10JIETOB BO3AYILIHBIX CYy/J10B,
BO3AYUIHBIX IEPEBO30K U ABUALIMOHHBIX padoT

Cnoco0GeH  OCYHIIECTBIATh OPraHU3alMOHHOE  0O0CITYKHBaHUE
aBUAIIMOHHOW MHPPACTPYKTYPhI U OPraHU3aIMOHHOE 00ecTieUeHUE
npolecca CEPBUCHOTO OOCIyKMBaHUS B a’ponopTy U Ha Oopry
BO3/YIIHOTO CyAHA

N1 %nks

3HaTh:

- METOABI IOMCKA, KPUTHYECKOrO aHajiW3a M CHHTe3a HWHGPOpMAaluu B
IpoIeCCe OPraHU3alMK CEPBUCHOTO OOCITYKHBAHMS OTPEOUTENICH Ha TPAHCIIOPTE, B
ToM umcie B cdepe BosaymHoro TpaHcnopta (MJIlyk.1); MeXaHU3M CHCTEMHOIO
MOJX0/a JJIsl PEIICHUs MMOCTABIICHHBIX 33a/1ad B MPOLIECCE OpraHU3aI[ii CEPBHCHOIO
o0CTy)KMBaHMs TOTPeOUTENIe HA TPAaHCIOPTE, B TOM 4YHcie B chepe BO3AYIIHOTO
tpancnopta (M%yk-1); MeTOabl NMPUMEHEHUS CHUCTEMHOIO MOJAXOAA Ul pEIIeHUs
MOCTaBJICHHBIX 3aja4 B IMPOIECCe OpraHM3allMi CEPBUCHOTO OOCTYKHBAHUS
NoTpeOuTeNel Ha TpaHCIOpPTe, B TOM 4uCiIe B cdepe BO3AYIIHOIO TpaHCIOPTa
(U] Pyk);

— METOJbl OCYIIECTBJICHUS COLMAIBHOTO B3aUMOICHCTBUS M pealn3alluu
CBOCH poOJM B KOMaHIE B TMPOIECCE OpPraHM3allid CEPBHCHOTO OOCITY)KHBaHUS
NoTpeOuTeNel Ha TpaHCIOpTe, B TOM 4HCiIe B cdepe BO3AYIIHOIO TpaHCIOPTa
(U0tyk-3); MeTombI ONpe/eIeHus U Pealu3alii CBOEH POl B KOMaHJE B MPOIIECCE
OpraHu3allii CEPBUCHOTO OOCTY)XKMBaHUS TOTpeOHWTENCH Ha TPAHCIOPTE, B TOM
uyhucne B cdepe BozaymHoro Tpancrmopta (MJ%yk3); MeTonbl obecreueHus
COITHAJILHOT'O B3aMMOJICHCTBHS B IIPOIIECCE OPraHU3aIluN CEPBUCHOTIO O0CITY)KHBaHUS
HoTpeOuTeNel Ha TpaHCIOpPTe, B TOM 4ucie B cdepe BO3AYIIHOIO TpaHCIOPTa
(U] Pyk-3);

— METOABl BOCHPHATHS MEKKYJIBTYPHOTO pa3HooOpa3usi oOmecTBa B
COLIMATIBHO - UCTOPHYECKOM, ITHYECKOM U (MIOCOPCKOM KOHTEKCTaX B IMPOIECCE
OpPTraHM3alMA CEPBUCHOTO OOCTY)XUBAaHUS TOTPEOHTENCH HA TpPaHCIOPTE, B TOM
uucie B chepe BosmymHoro tpancnopra (Ulyks); MeTomel npuMeHeHHs
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3HOOOpasus 0O0IIecTBa B MPOIECCE OpraHU3aIuu
CEPBHCHOTO OOCTY)KHUBaHUs MMOTPEOUTENIC HAa TpaHCIOPTE, B TOM 4HCiIe B chepe
Bo3aymHoro Tpancrnopra (MI%yks); MeTOAbl pelleHHs IPOU3BOACTBEHHBIX
KOH(IMKTOB C YY4E€TOM OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3HOOOpasus oOIIecTBa B
MPOIECCEe OPTaHMU3AIMH CEPBUCHOTO OOCTY)KUBAHUS MOTPEOUTENICH HA TPAHCIIOPTE, B
ToM uucie B cepe Bo3aymHoro tpancrnopta (U1 3yk.s);

—  METOJBI CO3/IaHus U HOJITICPKKH 0e30IacHbIX YCIIOBUH
KU3HEICATEILHOCTH, B TOM YHCJI€ NMPH BO3HUKHOBEHUH YPE3BBIYANHBIX CHUTYAIMi B
MPOIECCEe OPTaHMU3AIMH CEPBUCHOTO O0CITY)KUBAHUS MOTPEOUTENICH HA TPAHCIIOPTE, B
ToM uucie B cdepe BosmymHoro Tpancmopra (Ulyis); MeTomel cosmanus u



noJJiepKaHusl OE30MACHBIX YCIOBUH KHU3HEACITEIBHOCTH, B TOM YHCJIE TpU
BO3HUKHOBEHUHU YPE3BBIYANHBIX CUTYallMii B TPOIIECCE OPTraHU3aldd CEPBUCHOTO
oOCITy>)XKMBaHHs TOTpeOUTENed HAa TPAaHCIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
tpancnopra (U/l%yk-s); HaBBIKAMHU CO3JaHHMSA M IOMNEPKKM OE30MACHBIX YCIOBHM
00CITy)KWBaHMsI TIACCAXMPOB, B TOM YHCJE TPH BO3HUKHOBCHHH YPE3BBIYAHHBIX
CUTyaIlii B TpOIlECCe OpraHU3aIllMU CEPBHCHOTO OOCTYXHBaHHs TOTpeOWTeNnel Ha
TPaHCIIOPTE, B TOM 4ucie B cepe Bo3aymHoro Tpancnopra (U 13yk.s);

— METOABl TPHUMCHCHUS KJIMEHTOOPUCHTUPOBAHHBIX ~ TEXHOJIOTHMH B
CEpBHUCHOM JIEATEIHHOCTH Ha TPAHCIOPTE B YCIOBHUSAX B3aUMOJCHCTBUS C
noTpeOuTeNsIMi, B TOM YHCJIE WHTEPHET-TIPOJABIDKEHUS YCAYyr B MpOIecce
OpTraHM3allMd CEPBUCHOTO OOCTY)XKMBaHUS TOTpeOWTENe Ha TpPaHCIOPTE, B TOM
uncne B cdepe BozmymHoro tpancnopta (MI'nk.1); MeTomsl yyacTus B pa3spaboTKe
CHUCTeMBbl KJIMEHTCKMX OTHOIIEHWH M OpraHu3alUu Mporecca OOCTyKUBaHUS
notpeOuTeNneld Ha OCHOBE MPUMEHEHHUs 3aKOHOJATeIbHBIX aKTOB M TIPABOBBIX HOPM B
IpoIlecce OPTaHM3aIUN CEPBUCHOTO OOCITYKHBAHHS TOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM uucie B cdepe BosmymHoro Tpancrnopta (M%mik1); MeTomsl ydacTus B
COBCPIIEHCTBOBAHUH CHCTEMBI KIIMEHTCKMX OTHOIIECHUH B CEPBUCHOM JCATCIBHOCTH
Ha TPAHCTIOPTE C HWCIIOJIB30BAHMEM MHTEPHET-TEXHOJIOTHIA B TMPOIECCE OpraHU3aIluu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpEeOUTENIell Ha TpaHCTOPTE, B TOM ducie B cdepe
Bo3ymHoro Tpancnopra (M13mk-1);

— METOAbl BIAJCHUS TEOPETUYECKUMHU 3HAHUSIMU U  TMPAKTUYECKUMHU
npueMaMu yIpaBJieHusi TMpoekTamMu B cdepe oOcmyKuBaHHS B TIpoliecce
OpraHu3allid CEPBUCHOTO OOCIy)XKMBaHUSI TMOTpeOUTENe Ha TpaHCIOPTEe, B TOM
uncie B cdepe BozaymHoro Tpancnopra (M1 k.2); METOABI yIpaBlIeHHs TypPHCTCKO-
PEKPEAIMOHHBIMUA MTPOEKTAMH, METO/Ibl TUIAHUPOBAHUS 1 MOHUTOPUHT JEATEILHOCTH
CEpPBHUCHOW KOMIAHUU B cdepe TpaHCIOpPTa B IMPOIECCE OpraHU3allud CEPBHCHOTO
o0cCITy>)KuBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
tpancnopTa (M1%mk-2);

— MeToabl  BbIOOpa  MaTepuaibHBIX  PECYpCcOB, O00OpYyTOBaHUS IS
OCYIICCTBJIICHHsSI TIpOllecCa CEpBUCA, MEXaHU3M TMPOBEACHUS TIEPETOBOPOB C
KIIMEHTAMU T0 MPETECH3MOHHBIM CIIy4asiM W OINPEACIICHHUsS] MPUYUH BO3HUKHOBEHUS
IPETEeH3UH B MPOLECCe OpraHU3alli CEPBUCHOTO OOCTYKMBaHUS MOTpeOuTeNel Ha
TpaHcHopTe, B ToM uucie B cdepe BosmymHoro tpancnopra (MI'nk-3); MeTomsl
pa3pabOTKM M WCIIOJIB30BAHUS THUIOBBIX TEXHOJOTUYECKUX TPOIECCOB, METOIBI
dbopMupoBaHUST ¥ BHEIPEHHUS KOPIMOPATUBHBIX CTAHJAPTOB M  PETJIAMEHTOB
MPOIIECCOB OOCITYKMBaHUS MOTpeOUTENEeH HA TPAHCTIOPTE, METOBI B3aMMOIECHCTBUS
C KIMEHTAaMHU [0 OpraHU3alMH Tpolecca OOCTyKHBaHHS TOTpeduTenei B cdepe
TOCTENIPUMMCTBA B MPOIECCE  OpPraHW3allid  CEPBUCHOTO  OOCITY)KMBaHUS
notpebuTeneil Ha TpaHCHOPTE, B TOM 4HMcie B cdepe BO3AYUIHOIO TpPaHCIOpTa
(U1%nx-3); TpebOBaHKs MPOM3BOACTBEHHON AUCIMILIMHBL, IPABUI O OXpaHe TPyaa U
MOKapHOH O€30MacHOCTH TPU OCYIIECTBICHWH TEXHOJIOTHYECKOro Ipolecca B
MPOIIeCcCe OPTaHU3aIlii CEPBUCHOTO OOCITY)KMBAaHUS TOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM umcie B chepe Bo3aymHoro Tpancrnopra (M13mks);

— METOABl BBIOOpAa OPraHW3alMOHHBIX pemieHud s (popmMupoBaHHS

CepBHCHOfI CHCTCMBI O6CJ'IY)KI/IBaHI/I$I C HCIIOJIB30BAHHECM MCTOJOB OpraHu3allii H
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VIPABJICHUS] UMYIIECTBEHHBIM a3POIOPTOBBIM KOMIUIEKCOM M aKTHBAMH CEPBHCHBIX
MPEANPUATANA HA TPAHCIIOPTE B MPOIECCE OPTAaHMU3AIUU CEPBUCHOTO OOCITYKHUBAHUS
notpebuTeneid Ha TpaHCHOPTE, B TOM 4ucie B cdepe BO3AYNIHOTO TpPaHCIOpTa
(M rik-4);

— METOJIbl OCYIIECTBIICHUS OPTaHU3aAIMOHHOTO OOCITY)KUBAaHUS aBUAIMOHHOM
UHOPACTPYKTYpPhl ¥ OPraHU3alMOHHOTO OOCCIEYECHHMs] TPOIecca CEPBHCHOTO
OOCITy)XMBaHHsI B ad’poOmoOpTy W Ha OOpTy BO3AYHNIHOTO CyAHA B MpoIecce
OpraHu3allid CEePBHUCHOTO OOCIYy)KMBaHUS IOTpPEOUTEICH Ha TpaHCIOPTE, B TOM
gmcie B cdhepe BozaymHoro Tpancnopta (M1%mk-s);

Ywmers:

- TPUMEHATH METOJNBI TIOMCKA, KPUTHUYECKOTO aHalM3a W CHHTE3a
uHPOpMAIIMK B TIPOIIECCE OPTaHMU3AIlMU CEPBHCHOTO OOCITY)KHUBaHHS TOTpPEOUTENCH
Ha TpaHcOopre, B ToM umcie B cgepe BozaymHoro tpancnopra (M[Ilyk);
NPUMCHATh MEXaHH3M CHCTEMHOTO IOAXOJa JUIS PEIICHHS TOCTaBJICHHBIX 3a/1ad B
IpoIlecce OPTaHM3aINN CEPBUCHOTO OOCITYKHBAHHS TTOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM umcie B cdepe BozgymHoro TpaHcnopta (MJ%yk1); HPUMEHATh METOJbI
NPUMEHEHHUS CHCTEMHOI'O T0JIX0Jia JUIS PEIICHUs TOCTaBJICHHBIX 3aJlad B Ipoliecce
OpraHu3allid CEPBHUCHOTO OOCITYy)KMBaHUS IMOTPEOUTEICH Ha TpaHCIOPTE, B TOM
umcie B cdepe BozaymHoro Tpancnopta (M13yk-1);

— TPUMEHATH METOJBI OCYIICCTBICHHS COIMAJIBLHOTO B3aMMOJICHCTBHS |
pealM3alnid CBOEH pOMM B KOMAaHJE B TPOIECCe OpraHu3alud CEePBUCHOTO
oOCITy)XKMBaHHs TIOTpeOUTENIel HA TPAaHCIOPTE, B TOM 4YHCIe B chepe BO3AYIIHOTO
tpancnopra (M1yk.3); IpEMEHATH METO/IBI ONPE/EICHUS U PEATU3alMi CBOEH PO
B KOMaH/I¢ B IPOIECCe OPTaHM3AIMH CEPBHCHOTO OOCTY)KMBAHUS MOTpEOUTENEH Ha
TpaHCIIOpTe, B TOM 4mcie B cdepe BosaymHoro tpancnopra (M%yk.s); IpUMEHATE
METOJbI OOECIICUCHHUsSI COIMAIBHOTO B3aWMOJCHCTBUS B IPOIIECCE OpraHU3aIluu
CEpPBUCHOT'O0 OOCITY)XKHMBaHUS MOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
Bo31ymHoro Tpancrnopra (M13yk3);

— TPUMEHATH METOABl BOCHIPHUATHS  MEXKKYJIBTYpHOTO  pa3HOOOpa3ms
o0IecTBa B COIMATILHO - HCTOPUYECKOM, ITHUESCKOM U (HHII0COPCKOM KOHTEKCTaX B
MpoIIecce OPraHu3aIlii CEPBUCHOTO OOCITY>KMBaHUS TOTPEOUTENEH HA TPAHCTIOPTE, B
ToM umciae B cdepe Bozmymmuoro Ttpancnopra (U'yks); HIpUMEHATH METOMBI
MPUMEHEHUSI 0COOCHHOCTEH MEXKKYJIbTYPHOTO pazHooOpasus 0oOIIecTBa B MPOIECCe
OpraHu3allid CEPBUCHOTO OOCIy)XKMBaHUSI TMOTpeOUTENIeH Ha TpaHCIOPTE, B TOM
uncne B cpepe BozaymHoro tpancrnopta (MI%yk.s); IPUMEHATH METOABI PEIICHHS
MPOU3BOJICTBEHHBIX KOH(JIMKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pazHooOpasusi 0o0IIecTBa B MPOIECCE OPTAHM3AIMU CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNneil Ha TPAHCIOPTE, B TOM dYHcie B chepe BO3AYITHOTO TPAHCIOPTA
(U] Pyks);

— TPUMEHSATH METONBl CO3MaHWsI W TOMJIEPKKH O€30MaCHBIX YCIOBHIMA
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MPOIIeCcCe OPTaHU3aIlii CEPBUCHOTO OOCITY)KMBAaHUS TOTPEOUTENCH Ha TPAHCTIOPTE, B
ToM umcie B cdepe BosaymHoro tpancmopra (MIlyk.s); NpUMEHATH METOHBI
CO3JaHUS U TOJJICPXKAHUS 0€30IAaCHBIX YCIOBHH KU3HEAEATEILHOCTH, B TOM YHCIIC

NPU BO3HMKHOBEHWH 4YPE3BbIYAWHBIX CHUTyallUd B TMPOLECCE OpraHu3aluu
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CEpPBUCHOTO OOCIY>XMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4Yucie B cdepe
Bo3aymHoro tpancnopra (U%yks); IPUMEHATh HABBIKM CO3JAHMS M IOAJEPKKH
0€30MacHbBIX YCIOBUM 00CTYKUBAHUS MACCAKUPOB, B TOM YUCIIE P BO3SHUKHOBEHUU
Ype3BbIYAMHBIX CUTyalldid B MPOIIECCE OpPraHU3alldd CEPBUCHOTO OOCTYKHBaHUS
noTpeduTenied Ha TpaHCHOpPTE, B TOM 4YHCiIE€ B cdepe BO3IYIIHOTO TpaHCIOpTa
(M Pyks);

— MPUMEHSTh METOAbl IPUMEHECHUS KIMEHTOOPUEHTUPOBAHHBIX TEXHOIOTUM
B CEPBUCHOM JIESITEJIBHOCTH Ha TPAHCHOPTE B YCIOBHUSAX B3aUMOJCUCTBUS C
MOTpeOUTENIIMU, B TOM YHCJIE HWHTEPHET-IPOJBIKEHUS YCIYyr B Mpolecce
OpraHu3aIlii CEPBUCHOTO OOCTY)KHMBaHUS NOTpeOuTeNneld Ha TpaHCHOpPTE, B TOM
uucie B chepe Bozaymuoro Tpancnopta (MJIlmk1); npuMeHATh MeTOaBl yyacTHs B
pa3pabOTKe CHCTEMbl KJIMEHTCKMX OTHOIICHWM ¢ OpraHu3aluu Ipoiiecca
oOcy>)kuBaHMsI MOTPEOUTENICH Ha OCHOBE NMPUMEHEHUS 3aKOHOJIATEIbHBIX AKTOB U
IpPaBOBBIX HOPM B  TMPOIECCE OpraHu3alud  CEPBUCHOTO  OOCTYKMBaHUS
noTpeOuTeneld Ha TPAHCIOPTE, B TOM 4HCIEe B cdepe BO3AYIIHOTO TPaHCIOPTA
(M1%nk-1); OPUMEHSTH METO/IbI y4acTHs B COBEPLICHCTBOBAHUHI CHCTEMbI KIIMEHTCKHX
OTHOILIEHUH B CEPBUCHOW JEATETLHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
WHTEPHET-TEXHOJIOTUH B TPOIECCEe OPraHW3allMi CEPBUCHOTO OOCITY>KUBAHUS
noTpeOuTeneld Ha TPAHCIOPTE, B TOM 4HCIEe B cdepe BO3AYIIHOTO TPaHCIOPTa
(M Prk);

— TMPUMEHSATH  METOJAbl  BIAJCHUS  TEOPETHMUYECKHMMH  3HAHUSIMU |
NPAKTUYECKUMU TpUEeMaMH YIpaBieHHUs NpoeKkTaMu B cdepe oO0CIyKUBaHUS B
Ipolecce OpraHu3alui CEPBUCHOTO OOCITYKMBaHUA NOTpEeOUTENe Ha TPAHCTIOPTE, B
ToM unucie B cdepe BosaymHoro tpancrnopta (U lnk.2); nmpEMeHATH MeTOmBI
YIPaBIEHUS TYPUCTCKO-PEKPEAMOHHBIMU MPOEKTaMH, METOJbl TUIAHUPOBAHUSA H
MOHHUTOPHUHT JESITEIILHOCTH CEPBUCHON KOMITAaHMH B cpepe TpaHCIopTa B IMpoliecce
OpraHu3allid CEPBUCHOTO OOCIYy)XKMBaHUSI TMOTpeOUTE]IeH Ha TpaHCIOPTEe, B TOM
gmcie B cdepe BozaymHoro Tpancnopta (M1%mk-2);

— TPUMEHSTh METOJIbI BHIOOpAa MaTEepUATBHBIX PECYPCOB, 000PYIOBAHUS IS
OCYIICCTBJIICHHsSI TIpOllecca CEpBUCA, MEXaHU3M TMPOBEACHUS TIEPETOBOPOB C
KJIIMEHTAMU IO MPETEH3UOHHBIM ClIy4asiM M ONpPEACIICHUS MPUYUH BO3HUKHOBEHUS
MPETEH3UN B MPOIIECCE OPraHU3allMid CEPBUCHOTO OOCTYKMBaHHS MOTpeOuTeneil Ha
TpaHcHoOpTe, B ToM umcie B chepe BosmymHoro tpancrnopra (U1 nk.s); mpuMeHsaTH
METO/Ibl Pa3pabOTKW W MCIHOJIB30BAHMS THIOBBIX TEXHOJOTHYECKHX IMPOIIECCOB,
MeTobl (POPMHUPOBAHUS M BHEAPEHHUS KOPIMOPATUBHBIX CTAaHAAPTOB U PETIAMEHTOB
MPOIIECCOB OOCITY)XKMBAaHHUS TOTPEOUTENIC Ha TPAHCIOPTE, MPUMEHSATH METOIbI
B3aUMOJICHCTBUSl € KIMEHTaMU [0 OpraHu3allud Mpouecca OOCITyKHUBaHUS
notpebuteneid B chepe TOCTENPUUMCTBA B TMPOIECCE OPraHU3allMd CEPBUCHOTO
oOCcy)KWBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM YHUCiIE B chepe BO3TYIIHOTO
tpancnopta (M/1°mk-3); MpUMEHATH TpeOOBaHUS MPOM3BOJICTBEHHON THCIUIIIMHEL
MpaBUJl MO OXpaHE TpyAa U TMOXKapHOM O€30MacHOCTH TMpPU OCYUIECTBICHUU
TEXHOJIOTUYECKOT0 MPOIEcca B MPOILIECCE OPraHU3AIMU CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeNiel Ha TpaHCHOPTE, B TOM 4YHcie B cdepe BO3AYUIHOTO TpaHCIOpTa

(U1 3nk-3);
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— TPUMEHATH  METOABI  BhIOOpPAa  OpPraHW3alMOHHBIX  PEHICHWH IS
dbopMHUpOBaHUST CEPBUCHON CUCTEMBI OOCITYXKHUBaHHUS C HCIOJIB30BAHUEM METOJ0B
OpraHW3alid W VYIOPABJICHUS WMYIIECTBEHHBIM adpPOMOPTOBBIM KOMILJIEKCOM U
aKTUBaMH CEPBHCHBIX NPEANPHUATANA Ha TPaAHCIOPTE B TMPOIECCE OPTaHHU3AIUU
CEpPBUCHOTO OOCITY)XKHMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4YuCie B cdepe
Bo3ymHoro Tpancnopra (M/1%nx-4);

— TPUMEHATH METOIbI OCYIICCTBICHHS OPTaHWU3AIIMOHHOTO OOCITYXKHUBaHUSI
aBUAIIMOHHOW WHMPACTPYKTYpPhl W OPTAaHHU3AIMOHHOTO oOOecleueHus Tmpolecca
CEPBUCHOTO OOCITY)KMBaHUS B adPOIOPTY U Ha OOPTY BO3IYIIIHOTO CYJHA B TIPOIECCE
OpraHu3allid CEPBHUCHOTO OOCITYy)KMBaHUS IMOTpPEOUTEICH Ha TpaHCIOPTE, B TOM
gmcie B cdhepe BozaymHoro Tpancnopta (M1%mk-s);

Bnaners:

- HaBBIKAMH TIPUMEHEHUSI METO/I0OB TIOMCKA, KPUTHYECKOTO aHAIN3a U CHHTE3a
nHPOpPMAIMK B TIPOIIECCEe OPTaHMU3AIlMU CEPBHCHOTO OOCITYKHUBAaHHS TOTPEOUTENCH
Ha TpaHCIOpTe, B TOM 4ucie B cdepe BozaymHoro tpancnopra (M1'yk.1); HaBbIkamu
NPUMCHEHUS MEXaHW3Ma CHCTEMHOTO TOJIX0JIa JIUIS PElICHHUs TOCTAaBJICHHBIX 3a71a4 B
IPOIIeCCe OPTaHU3aIuU CEPBUCHOTO OOCITY)KUBAaHUS TIOTPEOUTEIICH Ha TPAHCTIOPTE, B
ToM uucie B cepe Bo3aymHoro tpancrnopra (M/I%yk.1); HaBbIKAMH TPUMEHEHMS
METOJIOB CHUCTEMHOTO TIOJXO0Jia JUIsl PEIICHHUS TOCTaBJICHHBIX 3ajlad B TPOIECcCce
OpraHu3allid CEPBHUCHOTO OOCITYy)KMBaHUS IMOTPEOUTEICH Ha TpaHCIOPTE, B TOM
gmcie B cepe Bo3mymHoro tpancnopta (M 13yk.1);

— HaBbIKAMHM  TNPUMEHEHHUS  METOJIOB  OCYIIECTBJICHHUS  COI[MAIBHOIO
B3aMMOJICHCTBUSI U pealM3alliid CBOEH pOJIM B KOMaHE B MpOIECCe OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
Bo3aymHoro tpancnopra (M/Ilyk.3); HaBbIKaMK IIPUMEHEHHS METOJOB OIIPEEICHHUS
U peanu3allid CBOEH pOJM B KOMAaHAE B IMPOIECCE OPraHU3allMi CEPBHCHOTO
o0cCITy>)KuBaHHs TTOTPEOUTENICH Ha TPAHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
tpancnopra (M1%yk-3); HaBbIKAMH IPUMEHEHHS METOI0B 00ECIEeUEHHUs COLMAIBHOTO
B3aMMOJICUCTBUSI B TPOIECCE  OpraHU3allMd  CEPBUCHOTO  OOCIYy>KMBaHUS
notpeduTeneld Ha TpPaHCIOPTE, B TOM YHKCIE B cdepe BO3AYIIHOTO TpaHCHOpTa
(U] Pyk-3);

— HaBbIKAMH  TNPUMEHEHUS  METOJOB  BOCIPHUATHS  MEXKKYJIBTYPHOTO
pa3HoOOpa3us OOIECTBA B COMHMAIBHO - HCTOPUUYECKOM, 3THYECKOM U (HHII0COPCKOM
KOHTEKCTaX B IMPOIIECCEe OPTraHU3aIlK CEPBUCHOTO OOCITYKMBaHUSI MOTpEOUTENeH Ha
TpaHCHoOpTe, B TOM uucie B cdepe BozaymHuoro tpancnopra (U lyis); HaBbIKamu
MPUMEHEHUSI METOJIOB MPUMEHEHHUS OCOOCHHOCTEH MEKKYJIbTYPHOTO pa3HOOOpa3us
o0IecTBa B MPOIECCE OPTaHM3AIMU CEPBUCHOTO OOCITY)KHMBaHHs TOTpeOUTENel Ha
TpaHCIIOPTE, B TOM 4ucie B cepe BosaymHoro tpancrnopta (MJ%yk.s); HaBBIKAMHU
MPUMEHEHUS METOJOB PEIICHUS TMPOU3BOJCTBEHHBIX KOH(MIUKTOB C YYETOM
0COOEHHOCTEHW MEXKYJIbTYPHOTO pa3HOOOpa3usi 00IecTBa B MPOIECCe OpraHu3aluu
CEpPBUCHOTIO OOCIY)XKMBaHUSI MOTpeOUTeNie Ha TpaHCHOpTe, B TOM 4YuCie B cdepe
Bo3aymHoro tpancropra (U 3yks);

— HaBBIKAMH TPUMEHEHUS METOJIOB CO3JaHUS W TOJICPKKHA O€30MacHBIX
YCIIOBUM JKU3HEACSITCIIbHOCTH, B TOM YHCIIC NMPU BO3HUKHOBCHUHU YPE3BBIYAWHBIX

CUTyalluil B MpOLleCCe OpraHU3alid CEPBUCHOTO OOCIY>KMBaHUS MOTpeOUTeNeld Ha
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TPAHCIIOPTE, B TOM 4MCIe B cdepe BosaymHoro tpancrnopra (M]1lyk.s); HaBbIKaMu
NPUMEHEHUS METOJIOB  CO3JaHUsl M  NOJJEpKaHHd  O€30MacHbIX  YCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJIC NTPU BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENEH HA TPAHCIIOPTE, B
Tom umcne B cepe BozmymHoro tpancmopra (M[I%yk-s); HaBbIKaMH IIPUMEHEHMS
CO3JaHUsl U MOJAJEPKKU O€30MacHBIX YCIOBUM OOCITYKMBaHUS MacCaKUPOB, B TOM
qyclie MpU BO3HUKHOBEHHWU YPE3BbIYAWHBIX CHUTyalluid B MpOLECCEe OpraHU3aluu
CEpPBUCHOTO OOCIY)XKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpTe, B TOM dYuCie B cdepe
Bo3ymHoro Tpancropra (U 13yks);

— HaBBIKAMH TPUMCHEHUS KJIMEHTOOPUCHTUPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUSAX B3aUMOJCHUCTBUS C
NoTpeOUTeNIMH, B TOM YHCII€ HWHTEPHET-MPOJABIKEHHUS YCIYyr B Ipolecce
OpraHu3allid CEpPBUCHOIO OOCIIy)XKMBaHUS TOTpeOUTENIe Ha TpaHCIOPTE, B TOM
uncie B cepe Bo3aymuoro tpancnopra (M) x.1); HaBpIkaMy IPYMEHEHHS METOIOB
ydacTus B pa3pabOTKe CHUCTEMBbI KJIMEHTCKUX OTHOUICHUN WM OpraHu3aluu Ipoiiecca
oOcny>KMBaHMsI MOTpeOUTENe HAa OCHOBE MPUMEHEHUs 3aKOHOJATEIbHBIX aKTOB U
OPaBOBBIX HOPM B  TMPOIECCE OpraHu3allil  CEPBUCHOTO  OOCIYyKMBaHUS
norpebuTeneld Ha TpPaHCIOPTE, B TOM YHKCIE B cdepe BO3AYIIHOTO TpaHCHOpTa
(M%nk-1); HaBbIKAMU IIPUMEHEHHS METOJOB Y4YacTUS B COBEPLICHCTBOBAHUU
CUCTEMBbl KJIMEHTCKUX OTHOLIEHWW B CEPBUCHOW JEATENbHOCTH Ha TpaHCHOpTE C
UCIIOJIb30BAaHMEM HWHTEPHET-TEXHOJIOTHI B TIPOIECCE OpraHU3allMh CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENe Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
tpancnopTa (U1>nk-1);

— HaBbIKAMM MPUMEHEHHSI METOJIOB BIIAJICHUSI TEOPETUYECKUMU 3HAHUSMU U
NPAKTUYECKUMU TpUEeMaMH YIpaBieHHUs NpoeKkTaMu B cdepe oO0CIyKUBaHUS B
IpoIecce OPraHu3aIuu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENEH Ha TPAHCTIOPTE, B
ToM umcne B chepe BozmymHoro TpaHcnopra (MI'nk2); HaBbIKaMu ITPUMEHEHHS
METOJIOB  YIpPaBJICHUS  TYPUCTCKO-PEKPEAMOHHBIMH  TMPOEKTaMH,  METObI
IUIAHUPOBAHUSA M MOHUTOPUHT JCSTENIBHOCTH CEPBUCHON KOMIaHuWU B cdepe
TpPaHCTIOPTa B MPOIIECCE OPTaHU3AIMU CEPBUCHOIO OOCIY)KHBaHUSI MTOTPEOUTENEH Ha
TpaHCIIOpTE, B TOM 4ucie B cepe Bo3aymHoro Tpancnopta (M1%mk-2);

— HaBbIKAMHM TPUMEHEHHUS METOJOB BHIOOpAa MaTepUATBHBIX PECYPCOB,
0o0OpyIOBaHUS JJIsl OCYIIECTBJIEHUS IIpOIecca CEpBUCA, MEXaHWU3M IPOBEICHUS
MEPETOBOPOB C KIMEHTAMH IO MPETECH3UOHHBIM CIydasM W OMpEAeNICHUs TPUYUH
BO3HHKHOBEHUS IPETEH3UN B IPOLIECCE OPraHU3alMM CEPBUCHOIO OOCITYyKUBaHUS
notpebuteneil Ha TpaHCHOPTE, B TOM 4ucie B cdepe BO3AYHUIHOIO TpPaHCIOpTa
(U0 nk-3); HABBIKAMM MPUMEHEHUS METO0B Pa3pabOTKU U UCHONIB30BAHMS THIOBBIX
TEXHOJOTHYECKUX  MPOIECCOB,  METOABl  (OPMUPOBAHWS WU BHEJAPCHHUS
KOPIOPAaTUBHBIX  CTAaHJAAPTOB W  PETJIAMEHTOB  TPOIECCOB  OOCITYy)KHMBaHUS
MoTpeOuTeNei Ha TPAHCIIOPTE, HABBIKAMHU MPUMEHEHUS METOIOB B3aUMOJCHCTBUS C
KJIIMEHTAaMU TI0 OpraHu3aluu Impoiiecca oOCIyXUBaHUs ToTpeOuTteneid B cdepe
rOCTEIPUMMCTBA B  MPOILIECCE  OpraHU3allid  CEPBUCHOIO  OOCIYKMBaHUS
noTpeduTeNnel Ha TpaHCHOPTE, B TOM 4YHciIe B cdepe BO3AYLUIHOIO TPAHCIOPTA
(U1%nx-3); HaBBIKAMH HpPMMEHEHUs TPeOOBAHMI NPOMU3BOACTBEHHOHN JUCLHUIIIUHBL,

MpaBUJl IO OXpaHE TpyAa U TMOXKapHOM O€30MacHOCTH TMpPU OCYUIECTBICHUU
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TEXHOJIOTHYECKOr0 MpOoIlecca B MPOIECCe OPTaHU3AIMH CEPBUCHOTO OOCTYKHBAHUS
noTpeduTeseii Ha TPaHCIOPTE, B TOM 4YUCiIe B cdepe BO3AYIIHOTO TpaHCIOPTa
(U1 Pnk-3);

— HaBbIKAaMH NPUMEHEHUS METOJIOB BBIOOpA OPraHU3AIIMOHHBIX PEIICHUH IS
(GOpMHPOBaHUSI CEPBUCHON CHCTEMBI OOCITY)KMBaHUSI C HCIIOJIB30BAHUEM METOJIOB
OpraHu3allii W YIPABICHHUS WMYIICCTBEHHBIM a3pOMOPTOBBIM KOMIUIEKCOM H
aKTHBAMU CEPBUCHBIX MPEINPUATHN Ha TPAHCIOPTE B MPOIECCe OpPraHU3alUuu
CEpPBUCHOTO OOCIy)XKMBaHUsl MOTpeOUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcie B chepe
Bo3xymHOoro Tpancnopra (M1%mk4);

— HaBbIKAMHM TPHMEHEHHS METOJIOB OCYIICCTBICHHUS OPraHU3alMOHHOTO
00CITy)KUBaHMsI aBUAIIMOHHON MH(PACTPYKTYPhl U OPraHU3AI[MOHHOTO 00ECIeUCHUs
Hpoliecca CEPBUCHOTO OOCTYXKHBAHUS B a3POIMOPTY U HA OOPTY BO3IYIIHOTO CyJTHA B
MPOIIECCE OPTaHU3aIMKM CEPBUCHOTO OOCITY)KMBaHUs MOTPEOUTENEH HA TpaHCIIOPTE, B
TOM umciie B cepe Bo3aymHoro TpancnopTa (U1 %mks).

4 O0beM AUCHUILUIHHBI U BUbI Y4eOHOH padoThI

OO6mast TpyJ10€eMKOCTh AUCHUILINHBI cocTaBiseT 10 3aueTHbix enunwmil, 360
aKaJIEMUYECKUX YaCOB.

Bcero Kypc (cemectp)

HanmenoBanue Hacos |, kype (3 | 2 kype (4
CEMECTpP) | CEMECT))
OO6mas Tpy10€MKOCTh JUCIUTLTAHBI 360 180 180
KonrakTHas pabora: 29 14,5 14,5
JIEKLIUA 10 6 4
MPaKTUYECKUE 3aHATHS 10 6 4
CEMUHAPHI — — —

nabopaTopHbie pabOThI — — —

KypcoBasi paboTta (IIpOeKT) 4 — 4
CamocrosiTenbHast paboTa 00y4JaromuXCst 318 159 159
[IpomexyTouHast aTTecTanus 18 9 9

KOHTaKTHas paboTa 5 2,5 2,5

CaMOCTOATCIbHAasA pa60Ta 10 MMOAI'OTOBKEC
K 3K3aMCHaM

13 6,5 6,5
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5 Coaep:xanue TUCHUILIUHBI

5.1 CooTHeceHne TeM JUCHUILIMHBI U GOPMHUPYEeMbIX KOMIIeTeHIHii

a KomMmnierennuu D)
%)
S T D)
T == 2
o (5] = A
TeMbl TUCIMILUIHHBI g =5 2 TG
5 [T |?leR N eT|R B S B Z
° x| ¥ ¥ ¥ ¥ % g2EF |g-a
5 > BEEIBREE S U o °
5 &
= )
Tema 1. BBenenne B
nucuumuay. Oomue BK, JI, 13, YO,
moHsTHst ceppucHoit  |18,34/+ |+ [+ [+ |+ |+ |+ |+ I+ MPK. CPC C3,
JIESITEIIbHOCTH ’ Kp
Tema 2. Vcnyru u
KU3HEJCATCIIEHOCTh 113 YO,
JIoJIen B [1932|+ |+ [+ [+ [+ |+ |+ |+ |+ MPI’< Ci’ C C3,
TPaJIULMOHHBIX ’ Kp
coo0I1ecTBax
Tema 3. Ycayru wu
CepBHUCHAasI L 103 3(;(31
JIeSATCIHbHOCTD B |19,32(+ |+ |+ |+ |+ |+ |+ |+ |+ > )
HHIYCTPHAILHOM MPK, CPC | Kp
oOmecTBe
Tema 4. Pa3Butue
YCIAYT W CEPBUCHOM
NEeATeIIbHOCTH B
pOCCUCKOM YO,
TPAaHCIIOPTE, B TOM MPK, CPC Kp
quCIIe B chepe
BO3JIYIITHOTO

TpaHCcropTa
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2 Komnerenmmn %
% T D)
5 == 2 o
o o = — M
TeMbl AUCITUTUTHHBI 2 L ol alalol <o 5 = T 5
O 1 i 1 i ] 1 1 i 1 n S T
O M |Mi¢i¥i ¥ 2 2E |ga
5 P> BEEIBREE S b o °
5 5)
~ @)
Tema S.
CoBpeMeHHOE
CEpPBUCHOE
00111eCTBO:
0COOEHHOCTHU VO
CTaHOBJICHUSI u ’
MEePCIIEKTHBHI 19,32)+ |+ |+ |+ |+ |+ |+ [+ |+ MJ;I’{Hgi)C ?{3,
pa3BUTHUA Ha ’ p
TPAHCIIOPTE, B TOM
quCIie B chepe
BO3/yIIIHOTO
TpaHCIIopTa
Tema 6. Ycayra kak
IPOJIYKT CEPBUCHOM
NEeSATeTbHOCTH Ha 1113 Egg’
TpaHcropte, B Tom |18,34|+ [+ |+ |+ [+ |+ |+ |+ |+ MPI’C Ci’C )
yucie B cdepe ’ Kp
BO3JIYIITHOTO
TpaHCIIopTa
Tema 7. Ilcuxonorus
CEpBUCHOM
EeATEIbHOCTH Ha VO,
TPAHCTIOPTE, B TOM  |1835 4 |4 |4 |+ |+ |+ |+ |+ |+ | LT3 C3,
qyuclie B chepe ’ MPK, CPC | Kp
BO3/yIIHOTO
TpaHCTIOPTa
Tema 8. OTHKa
CEpBUCHOM
eITENbHOCTH Ha VO,
TPAHCTIOPTEe, B TOM  [1835/+ |+ |+ |+ |+ |+ |+ |+ |+ JL, 113, C3,
qucIe B cthepe ’ MPK, CPC | kp
BO3/yIITHOTO

TpaHcropTa
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2 Komnerenmmn )
3 2 < |
- £E 2g
Q 5 an)
TeMbl AUCITUTUTHHBI 2 L ol alalol <o § % Z QE
S e |wiw|w| e 2 22 |88
S P> EIEEEE S b o °
= O
~ @)
Tema 9. CepBucHas
NEeATETLHOCTD Ha
TPAHCIIOPTE, B TOM o)
guciie B cdepe
BO3IYILIHOTO bep 21,32+ |+ |+ |+ |+ [+ [+ |+ |+ MJP;I’{}_Igi)C ?{3,
TpaHCIIOPTa KaK P
COCTaBHasI 4acTh
SKOHOMHUKH
Tema 10. CepBuchas
NEeSATEIbHOCTD Ha
TPaHCIIOPTE, B TOM
yucie B cdepe YO,
BO3yIITHOI'O 2415/ + |+ |+ [+ |+ |+ |+ |+ |+ L, 113, C3,
TpaHCIIOpTa B MPK, CPC | kp
KOHTEKCTE  YCJIOBHUU
KU3HEIESITEITbHOCTH
monen
Tema 11.
Opranuzanus
00CITy)KUBaHUS YO,
notpeOuTenen HA s 954 |4 |+ [+ |+ |+ |+ |+ |+ JI, 113, C3,
TPaHCIOPTE, B TOM MPK, CPC | Kp
quCIIe B cthepe
BO3/yIIHOTO
TpaHCTIOPTa
Tema 12,
AnanranmoHHoO-
JTUHAMUYECKHE VO,
XapaKTePHCTHKH 2314+ |+ [+ |+ [+ |+ |+ |+ |+ JI, 113, C3,
CEpBUCHOU MPK, CPC | Kp
NEeSTeTbHOCTH Ha
TPaHCTIOPTE, B TOM
YHUCIie B chepe
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2 Komnerenmmn )
A
% T D)
5 =I= 2
o S = T M
TeMbl AUCHIUILTUHBI 2 = 2 D
E 4w wlodlalml | w S 8 o
Q 1 1 1 1 1 1 1 ] 1 m Q an) ql:)(
O M MMM 8 E o a
5 P> BEEIBREE S o o °
= S
2 o
BO3JIYIITHOTO
TpaHCIopTa
Tema 13. KauectBo,
0€30MacHOCTh YCIyT
u KyJbTypa
CEpPBHUCHOM YO,
ACATCIBbHOCTHU Ha 24’14 + |+ [+ [++ |+ |+ |+ |+ 'H’ H3’ C3>
TpaHCIIOPTE, B TOM MPK, CPC | Kp
quCIie B chepe
BO3JIYIITHOTO
TpaHCIopTa
Tema 14. Ilpoueccsl
yIpaBJICHUS,
OpraHu3aIuOHHas
CTPYKTYpa u
MIPOU3BOICTBEHHBIN VO
MEHEIKMEHT J1, 113, C3.
CepBUCHOTO 23,14+ |+ [+ [+ |+ |+ |+ |+ |+ MPK, CPC Kp’
NpEaNPUATHS Ha
TpaHCIOPTE, B TOM
quCIIe B cdepe
BO3JIYLITHOTO
TpaHCcIopTa
Tema 15.
Baxneiimue
Pa3HOBUHOCTH
COI[MATIBHOTO VO,
MEHEIKMEHTA Ha 24,14+ |+ [+ |+ [+ |+ |+ |+ |+ JI, 113, C3,
CEPBUCHOM MPK, CPC | Kp
NPEANPUI TN Ha

TPaHCIIOPTE, B TOM
YHUCIie B chepe
BO3JTYIITHOTO
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2 Komnerenmmn )
A
% T D)
) == 3
Q s 5 = g
TeMbl AUCITUTUTHHBI @ 5 = g o
o [T | RIRR Y RT |0 2 9 oo
O M MMM 8 E o a
5 P> BEEIBREE < O o °
= S
2 o
TpaHCIopTa
Tema 16. MapkeTuHr
U omnpesiesicHue
a(pdexTuBHOCTH
paboThl  CEPBUCHOIO YO,
NpEaNPUSTHUS HA (95 14|+ |+ |+ |+ |+ |+ |+ |+ |+ JI, 113, C3,
TpaHCIIOPTE, B TOM MPK, CPC | Kp
qucIie B chepe
BO3JIYIITHOTO
TpaHCIopTa
Kypcosas padora 4
Uroro no mucuumnnue | 342
[IpomexxyTounas
POMEREYT 18 3,9
aTTeCTaIusI
Bcero no nucnunimae 360
Cokpamenusi: JI — nexkuus, II3 - npakrtudeckue 3anstus, CPC -
camocTosiTebHas pabora oOydaromuxcsi, YO — ycrtabii ompoc, MPK — wmerton
pa3BuBarouieiica koomnepauun, C3 — curyauroHHoe 3aganue, BK — BxonHoi
KOHTpPOJb, Kp — KOHTpoNbHAs paboTa, D — HK3aMeH.
5.2 TeMbl AMCHUILIMHBI U BUABLI 3AaHATHI
HaumenoBaHne Tembl Bcero
J I3 |C JP |CPC |KP
JTVCITATITAHBI 4acoB
2 kypc (3 cemectp)
Tema 1. Beenenne B
A 068|066 — | — | 17 | — | 18,34
mucruiuiey. OO0IIIe TOHITHS
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HaumeHoBanue TeMbl
TUCIUATIITNHEI

113

JIP

CPC

KP

Bcero
qJacoB

CEPBUCHOM JEATEIbHOCTH

Tema 2. Yenyru U
JKUBHENEATEIILHOCTh JIOJEN B
TPaAUIIMOHHBIX COOOIIECTBAX

0,66

0,66

18

19,32

Tema 3. Ycnyru u cepBHUCHas
TSI TeIbHOCTD B
UHAYCTPUAIBHOM OOLIECTBE

0,66

0,66

18

19,32

Tema 4. PazButue yciayr u
CEPBUCHOM JEATEIIbBHOCTH B
poccUiiCKOM ~ OOILIecTBE  Ha
TPaHCIIOPTE, B TOM YHUCIE B
chepe BO3IyLIIHOT' O
TpaHCIIOpTa

0,68

0,66

17

18,34

Tema S. CoBpemeHHOE
CEpPBUCHOE 00111eCTBO:
0COOCHHOCTH CTAHOBJICHHS U
NEPCIEKTUBbI  Pa3BUTUS Ha
TPaHCIIOPTE, B TOM 4YHUCJE B
chepe BO3JIYIITHOTO
TpaHCIIOPTa

0,66

0,66

18

19,32

Tema 6. Ycmyra kak mpoayKT

CEpBUCHOM JEATEIbHOCTA Ha
TPaHCIIOPTE, B TOM YHCIE B
cthepe BO3JIYIITHOTO
TpaHCIIOpTa

0,68

0,66

17

18,34

Tema 1. [Tcuxonorus
CEpBUCHOM JEATEIBHOCTA Ha
TpPaHCIIOPTE, B TOM YHCJIC B
cthepe BO3JIYIITHOT O
TpaHCIIOpTa

0,66

0,69

17

18,35
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HaumeHoBanue TeMbl
TUCIUATIITNHEI

113

JIP

CPC

KP

Bcero
qJacoB

Tema 8. Otuka cepBUCHOH
JEeSATENbHOCTH Ha TPaHCIOPTE,
B TOM uucie B cdepe
BO3/YIIHOTO TPAHCIIOPTa

0,66

0,69

17

18,35

Tema 9. CepBucHas
JESITENIPHOCTh Ha TPaHCIIOPTE,
B TOM uucie B cdepe
BO3AYIITHOTO TPAHCIIOPTa Kak
COCTaBHAas 9YaCTh SKOHOMUKH

0,66

0,66

20

21,32

Uroro 3a 2 xypc (3 cemectp)

6

6

159

171

[IpomesxkyTouHas arrectanus B popMe sK3aMeHa

Bcero 3a 2 xypc (3 cemectp)

180

2 kypc (4 cemectp)

Tema 10. CepBucHas
NEeATEeIIbHOCTh Ha TPAHCIIOPTE,
B TOM u4ucie B cdepe
BO3JIYIIHOTO TpaHCIOpPTa B
KOHTEKCTE YCIIOBHM
JKU3HENIEITEILHOCTH TI0JEH

0,58

0,57

23

24,15

Tema 11. Opranuzanus
o0CITy>)KuBaHHS TOTpeOUTEICH
Ha TPAHCTIOPTE, B TOM YHCIIC B
cthepe BO3JIYIITHOTO
TpaHCTIOPTa

0,57

0,58

22

23,15

Tema 12. ApjanTtamuoHHO-
JTMHAMUYECKHE
XapaKTCPUCTUKA  CEPBUCHOM
JCATEILHOCTH Ha TPaHCIIOPTE,
B TOM umcie B cdepe
BO3IYIITHOTO TPaHCIIOPTa

0,57

0,57

22

23,14

21




HaumeHoBanue TeMbl
TUCIUATIITNHEI

I13

JIP

CPC

KP

Bcero
qJacoB

Tema 13. KauecTtBoO,
0e30MmacHOCTb yCIyr u
KYyJIbTypa CEpBUCHOU
JeSTEIbHOCTU Ha TPaHCIOpTE,
B TOM uucie B cdepe
BO3/yLIHOTO TPAHCIIOPTa

0,57

0,57

23

24,14

Tema 14.
yIIPaBIICHUS,
OpraHu3alMOHHAs CTPYKTypa
U IPOU3BOICTBCHHBIH
MEHE[KMEHT CEPBUCHOTO
NPEANPUITHS Ha TPAHCIIOPTE,
B TOM umcie B cdepe
BO3/yIIHOTO TPAHCIIOPTA

[Ipoueccor

0,57

0,57

22

23,14

Tema 15. Baxxneimme
Pa3HOBUIHOCTU COILMAIBHOTO
MEHEJDKMEHTa Ha CEePBUCHOM
NPEeANPUITAN Ha TPAHCIIOPTE,
B TOM umcie B cdepe
BO3JIYIITHOTO TPaHCIIOPTa

0,57

0,57

23

24,14

Tema 16. MapkeTunr wu
oTpeielICHHe
apdexTuBHOCTH paboThI
CEpBUCHOTO TMPEANPHUATUS Ha
TPaHCIIOPTE, B TOM 4YHUCJE B
cthepe BO3JIYIITHOTO
TpaHCTIOPTa

0,57

0,57

24

25,14

Kypcosas padota

Hroro 3a 2 xypc (4 cemectp)

4

4

159

171

[TpomesxyTouHas arrectanus B popMe dK3aMeHa

9

Bcero 3a 2 kypc (4 cemectp)

180

Hroro mo gucrmruinae

360

Coxkpamenusi: JI — nekuus,
caMoCTOsITeIbHAs paboTa oOydJarommxcs,
naboparopHsie pabotel, C — ceMHHapBI.

I13

22

- IIPAKTHYCCKHUC 3aHATHA,

KP

CPC

— KypcoBas pabora, JIP




5.3 Conep:kaHue QMCHUNINHBI

Tema 1. Beegenme B aucuumuiuHy. OOmmue NOHATHA CePBUCHOM
NesiTeJIbHOCTH

[Ipeamer, conpepxkanue aucuuIUiMHBL «CepBHCHasi JAESATEIBHOCTh Ha
TpaHcriopTe». OCHOBHBIE TEPMUHBI M  TOHATHS 1O  JAUCHUILIMHE  (AJIs
CaMOCTOSITEJILHOTO H3yudeHHs). MeToauueckue OCHOBBI U MEXKIUCHUILUIMHAPHBIN
XapakTep HAYyYHOI'O aHajiu3a CEPBUCHOM [ESITeNbHOCTU (VI CaMOCTOSTENIBHOIO
u3ydeHus). [1oaxoq K M3YYEHUIO CEpPBUCHOM JACSATEILHOCTH B paMKax «OOIIECTBa
noTpeOnaeHus» (s CaMOCTOSITEIBLHOTO u3y4deHHs). TeopeTnueckue OCHOBAHUS
aHajgu3a CEPBUCHOM  JEATENBHOCTH IMOCTUHAYCTpPUAIbHOTO  oOmiecTBa (s
caMOoCTOsITeIbHOTO M3yueHus ). Kimaccuduxaiuys yciayr ¥ CepBUCHOM JIEITEIIBHOCTH B
HAy4YHOM aHanu3e (Il CaMOCTOSITeIbHOTO  M3y4deHus). Buuabl cepBHUCHOM
NEATEeTLHOCTH (JIJI1 CAaMOCTOSITEILHOTO M3y4eHHs). TeXHoaorum mpoiecca cepBuca u
OCOOCHHOCTH KJIMEHTCKMX OTHOIICHUN C Yy4eToM TpeOoBaHUN NOTpeOUTENsT Ha
TPaHCIIOPTE, B TOM 4YUcCIie B cepe BO3AYIIHOTO TpaHCIOPTA (IJIsI CaMOCTOATEIIBHOTO
uzyuenus). [lcuxonornueckue OCOOCHHOCTH MOTPEOUTENST B MPOIECCE CEPBUCHOM
NEATeIbHOCTH Ha TPAHCIOPTE, B TOM 4Hucie B chepe BO3AYIIHOTO TpaHCIOpTa (AJis
CaMOCTOSITEILHOTO M3y4eHHs1). MeTo bl IONCKA, KPUTHYECKOTO aHaJIn3a U CHUHTE3a
uHbOpMAIMK B MPOLIECCE OPraHU3allMi CEPBHCHOIO OOCITYKHMBaHUS MOTpeOUTENeH
HAa TpaHCIOpTe, B TOM UYHcCIe B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOSITEJILHOTO H3y4YeHHus1). MexaHu3M CHUCTEMHOTO TMOAXOAa IS pelIeHUs
MOCTaBIICHHBIX 3a/lad B IIPOILIECCE OpPraHU3alMh CEPBUCHOTO OOCIYKHMBaHUS
notpeduTeNeld Ha TpaHCIOpPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOATENLHOTO HW3y4YeHHUs). MeToabl NPUMEHEHHUS CHUCTEMHOrO MOAXOAa s
pEIICHHs TTOCTABICHHBIX 3324 B MPOIECCE OPTaHU3AIMKA CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO  W3YYCHHS). Meronpl  OCYIIECTBJICHHS  COIMAIBHOTO
B3aMMOJICHCTBUSI U pealM3alliid CBOEH pOJIM B KOMAaHJE B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcle B chepe
BO3IYLIHOTO TPAHCHOPTA (JI1 CAMOCTOSITEILHOTO U3YUeHHUs). MeTobl onpeieeHUs
U peanu3alMi CBOEH pOJM B KOMaHAE B IMPOLIECCE OpraHU3alMd CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHCHOpTa (11 CAMOCTOATENIBHOTO U3YUEHHUsI). MeTo1bl 00ecTieYeHus1 COLUATIBHOTO
B3aUMOJICHCTBUS B  NpOLIECCE  OpraHU3alldd  CEPBUCHOTO  OOCIY>KMBaHUS
nmoTpeOuTeNei Ha TPAHCIIOPTE, B TOM YHuCie B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO  HW3y4deHMs)).  MeTonbl  BOCHPHUSITUS ~ MEXKYJIBTYPHOIO
pasHoOOpa3us OOIECTBA B COIHMAIBHO - HCTOPUYECKOM, STHYECKOM U (HHIIOCOPCKOM
KOHTEKCTax B MPOIECCE OPraHU3allMi CEPBUCHOTO OOCIYKMBAaHUS MOTPeOUTENE Ha
TPAHCIIOPTE, B TOM 4YKCIie B cepe BO3AYIIHOTO TPAaHCIOPTA (AJIsI CAMOCTOATEIIBHOTO
n3ydeHus). MeToabl MPUMEHEHUST OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3zHOOOpasus
oOliecTBa B MPOIECCEe OPraHU3allMi CEPBUCHOIO OOCIYKMBaHUS MOTpeOuTeneld Ha
TPAHCIIOPTE, B TOM 4Kclie B cepe BO3AYIIHOTO TpaHCIOPTA (sl CAMOCTOATEIIBHOIO

u3yueHus). MeTonbl pelieHusi MPOU3BOJACTBEHHBIX KOH(MIUKTOB C Yy4ETOM
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O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3HO00pa3us oOIIecTBa B MPOIECCE OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSl MOTpeOUTENed Ha TpaHCIOPTE, B TOM 4YHCIe B chepe
BO3JIYIIIHOI'O TpaHCHOpTa (ISl CaMOCTOSITENIBHOIO M3y4deHHs). MeTtoasl co3gaHus u
MOJJICPKKA OE30MAaCHBIX YCIOBHHA KU3HEACITENPHOCTH, B TOM UHCIE TMpH
BO3HUKHOBCHUHW YPE3BBIYAMHBIX CHUTyaIlMii B IPOIECCE OpPraHU3alldd CEPBHCHOTO
oOCny>KMBaHMsI TOTPEOUTENe HAa TPAHCIOPTE, B TOM 4HUCie B cdepe BO3IYIIHOIO
TpaHcopTa (151 CAMOCTOSITENILHOIO M3y4YeHus1). MeTOobl CO3aHusl U MOAepKaHUs
0€30MacHBIX YCIOBUN KU3HENEATCILHOCTH, B TOM 4YHCJIC TPU BO3HHUKHOBEHUH
Ype3BBIYAMHBIX CUTYyallMii B MPOILIECCE OpPraHM3allMd CEePBHUCHOTO OOCITYKHWBaHUS
notpeduTeNield Ha TpaHCHOPTE, B TOM 4HUCie B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4yeHHs). MeToapl co3JaHusi U MOAJAEPKKUA Oe30MacHbIX
YCIOBUW  OOCTY)KMBAaHHSI TAacCaAXUPOB, B TOM YHCIE TMPU BO3HUKHOBCHHUH
Ype3BBIYAMHBIX CUTYyallMid B MPOILIECCE OpPraHM3aIMd CEPBUCHOTO OOCITY>KWBaHUS
notpeduTeNield Ha TpaHCHOPTE, B TOM 4HUCie B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITCJILHOTO HW3Y4CeHHS). METOJbl NMPUMEHEHUS KJIMCHTOOPHUECHTHPOBAHHBIX
TEXHOJIOTUA B  CEPBUCHOW  JIEATEIBHOCTH HA TPAHCIOPTE B  YCIOBHSIX
B3aMMO/JICHCTBHS C MOTPEOUTEIISIMU, B TOM YHCJIC MHTCPHET-MIPOABUKCHUS YCIyT B
npolecce OpraHu3aluu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENE Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TpaHCIOPTa (MJsi CAMOCTOSITENIBHOTO U3YYEHHS).
MeTonbl y4acTHsl B pa3pabOTKE CHUCTEMbI KIIMEHTCKHUX OTHOIICHWNW W OpraHW3alluy
nporecca 00CIyKMBaHUsI MOTpeOUTeNeld Ha OCHOBE MPUMEHEHHS 3aKOHOJATEIbHBIX
aKTOB M TPABOBBIX HOPM B IIPOIIECCE OPraHU3aIMM CEPBUCHOTO OOCITYKHUBaHUS
notpeduTeNeld Ha TpaHCIOPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHs). MeTonbl y4JacThsi B COBEPIICHCTBOBAHUHU CHCTEMBI
KJIUEHTCKUX OTHOUIEHWH B CEPBUCHOM JEATEILHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHMEM HWHTEPHET-TEXHOJIOTHI B TIPOIECCE OpraHU3alud CEPBUCHOTO
o0cCITy>)KuBaHHs TTOTPEOUTENICH Ha TPAHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
TpaHcmopTa (A7 CaMOCTOSITENIBHOTO — M3Yy4YeHus).  MeTonbl  BiIaJeHUS
TEOPETUYECKUMHU 3HAHUSAMU M MPAKTUUECKUMU MPUEMaMH YIIPABJICHUS MPOCKTAMU B
chepe oOCTy)KMBaHUS B TIPOIIECCE OPraHM3allUd CEPBUCHOTO OOCITY)KUBAHUS
MoTpeduTeNei Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HM3y4eHHs). MeToNbl ympaBieHHs TYPUCTCKO-PEKpEalMOHHBIMU
MPOEKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEITEIBHOCTH CEPBUCHOM
KOMIIAaHUA B cdepe TpaHCIOpTa B TPOIECCE OpraHU3aAlMH  CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENCH Ha TPAHCIOPTE, B TOM 4HuCie B chepe BO3MYIIHOTO
TpaHCHopTa (i1 CaMOCTOATENIBHOIO M3yuyeHus). MeToabl BbIOOpa MaTepUaibHbBIX
pecypcoB, 00OpYyIOBaHMS JJsI OCYIIECTBICHHUS IIpollecca CepBHCA, MEXaHU3M
MIPOBEJICHUS TIEPETOBOPOB C KIMEHTAMU 10 TIPETEH3UOHHBIM CITy4YasiM U OTIPEICTICHUS
NPUYMH BO3HUKHOBEHHUS TPETEH3WH B TIPOIECCEe OPTaHM3aIllid CEPBHUCHOTO
oOcmy)KMBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM YHUCiIE B chepe BO3IYIIHOTO
TpaHcropTa (I  CaMOCTOSATENIBHOrO  HM3ydeHusi). Metoasl pa3paboTKu U
WCITOJIb30BAHUSI TUTIOBBIX TEXHOJOTUYECKHUX IPOIECCOB, METOMBI (hOPMHUPOBAHUS U
BHEJIPCHUSI KOPITOPATUBHBIX CTAHIAPTOB U PETJIAMEHTOB TPOIECCOB OOCITYKHUBAHUS
notpeburteneii Ha TpaHcnopte (MJIE CaMOCTOATENBHOrO H3y4deHHs). MeTojbl

B3aI/IMOI[CI\/'ICTBI/I$I C KIHMCHTaMM IIO OpraHu3aluu IIponecca 06CJ'Iy>I(I/IBaHI/I$I
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norpeduteneil B chepe TroCTENpUUMCTBA B MPOLIECCE OpPraHU3alUU CEPBUCHOIO
o0CIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIOPTE, B TOM 4HUCie B cepe BO3IYIIHOIO
TpaHcnopTa (IJIE CaMOCTOATENbHOTO H3ydeHMs). TpeGoBaHUs NPOU3BOJICTBEHHOU
OUCUUIUIMHBI, MPaBWJI MO OXpaHe Tpyla M TMOXapHOH O€30MacHOCTU MpH
OCYIIECTBJICHHH TEXHOJIOTMYECKOTO MpoIlecca B MPOLECCE OPraHu3aliid CEPBUCHOTO
oOCny>KMBaHMsI TOTPEOUTENe HAa TPAHCIOPTE, B TOM 4HUCie B cdepe BO3IYIIHOIO
TpaHcnopTa (AJ11 CaMOCTOSITEIBHOTO U3yueHUs). MeTo/bl BIOOpa OpraHnu3allMOHHbIX
pemieHuit 11 (GOPMHUPOBAHUS  CEPBUCHOM  CHUCTEMBI  OOCHYKMBAHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allMid M YIpaBiICHUS  UMYIIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAaMHU CEPBUCHBIX MPEANPUATUN HA TPAHCIIOPTE B
npolecce OpraHu3aluu CEPBUCHOTO 00OCITYKMBAaHUS OTpEOUTENEeH Ha TPAHCTIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPaHCIOPTa (s CAMOCTOSITENIBHOTO U3YYECHHS).
Meronbl  OCYHIECTBIEHUS  OPraHM3AallMOHHOTO  OOCIY)XKMBaHUS  aBUAI[MOHHOU
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOecredyeHHus MpolLecca CEpBUCHOIO
oOCNy’>KMBaHMsSI B ad’pomopTy W Ha OOpTy BO3AYIIHOTO CyIHAa B Tpolecce
OpraHu3allid CEpPBUCHOIO OOCIIYy)KMBaHUSI TOTpeOUTENe Ha TpaHCIOPTEe, B TOM
yrcse B cepe BO3AYIIHOTO TPAHCIOPTA ()1 CAMOCTOSATEIILHOTO U3YUCHUSI).

Tema 2. Ycayru W KU3HeAEATEJbHOCTh JIKOJell B TPaJauMIUOHHBIX
coodmecTBax

ConuanbHbple MPEANOCHUIKA BO3HUKHOBEHHMS M Pa3BUTUS  CEPBUCHOM
nesitenbHOCTU. JuddepeHnuanus 3aHITUR U COLMAIBHBIX poJied B MEPBOOBITHON
KyJIbTYpe U apXahyecKuxX CcooOIIecTBaxX (AJii CaMOCTOSITENIBHOTO H3Y4EHHS).
3apokJIeHre U pa3BUTHE YCIYT B 00IIECTBAX APEBHETO MUpa (11 CAMOCTOSTENILHOTO
U3ydyeHus). YCIyrM B CpEIHEBEKOBOM oOmiectBe 3amagHoi EBpombr  (ams
CaMOCTOATENIHHOTO U3y4eHus). OCHOBBI AMBEPCUPUKAIIMN CEPBUCHON JEATEIHHOCTU
B COOTBETCTBUU C OTHOKYJIBTYPHBIMH, HCTOPHYECKUMU H  PEIUTHO3HBIMU
TpPaIULUAMH HAa TPAHCIOPTE, B TOM 4ucie B cdepe BO3AYIIHOrO TpaHcmopTa (s
CaMOCTOSITEJILHOTO M3y4eHHUs). MeTOobl MOUCKa, KPUTHUECKOTO aHallM3a U CHUHTE3a
uH(OpMaIMK B TMPOIECCE OPTaHU3AIMH CEPBHUCHOTO OOCTY)KMBaHHs MOTpeOHUTENCH
HAa TpaHCIOpPTe, B TOM Yuciae B cdepe BO3AYIIHOTO TpaHcmopra (s
CaMOCTOSITEJILHOTO U3Yy4YeHHUsA). MexaHu3M CHCTEMHOIO NOAXOAa [Jsi PEIICHUs
MOCTaBJIECHHBIX 33J]a4 B TMPOLECCE OpPraHu3alud CEPBUCHOTO OOCITYKHBAHUS
noTpeduTeNei Ha TPAHCIIOPTE, B TOM 4HuCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4Y€HHUs). MeTonbl NPUMEHEHUsS CUCTEMHOrO IOJAX0Ja MJIs
pelIeHrs MOCTABIEHHBIX 3a7a4 B MPOIIECCE OPTaHU3AIMKU CEPBUCHOTO OOCTYKUBAaHUS
MoTpeOuTeNe Ha TPAHCIIOPTE, B TOM YHuCie B chepe BO3MYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO  HM3Y4EHUSs). Meroasl  OCYIIECTBIEHHUS  COLMAIBHOTO
B3aMMOJICHCTBUSl M pealM3allid CBOEH pOJIM B KOMAaHJE B MPOLIECCE OpPTraHU3aliU
CEpPBUCHOTO OOCITY)XMBaHUSI TOTpeOHWTENel Ha TpPaHCIOPTE, B TOM 4mcie B chepe
BO3JIYIIHOTO TPaHCHOPTA (JI1 CAMOCTOSITEILHOTO U3yUueHus ). MeTobl onpeieeHus
W pealu3ali CBOEH pOJM B KOMaHJAE B IMPOILIECCE OpraHU3alMud CEPBUCHOIO
o0cIly>)kKuBaHMsI MTOTPEOUTENC HA TPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
TpaHcropTa (AJi1 CaMOCTOSITEILHOTO U3ydeHus1). MeToabl 00ecrieueHus ColMalbHOTO

B3aUMOJICUCTBUS B  NPOLIECCE  OpraHU3aldd  CEPBUCHOTO  OOCITY>KMBaHUS
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NnoTpeduTeNel Ha TPAHCIIOPTE, B TOM 4HuCie B cepe BO3AYIIHOTO TpaHcHopTa (ass
CaMOCTOSITEIFHOTO ~ HM3y4eHHUs).  MeToAsl  BOCHPUATHA  MEXKKYJIBTYPHOTO
pa3zHooOpa3us 00111eCTBA B COLIMATIBHO - HICTOPUYECKOM, STUYECKOM U (PUI0CO(CKOM
KOHTEKCTaX B MPOIECCe OpPraHU3allii CEPBUCHOTO OOCITYKMBaHUA MOTpeOUTENCH Ha
TPAHCIOPTE, B TOM YHCIIE B cepe BO3AYIIHOTO TpaHCHIOpTa (151 CAMOCTOSITEIBHOTO
u3ydeHus). MeToasl MPUMEHEHHS OCOOEHHOCTEH MEXKYIbTypHOTO pPa3HOOOpasus
oO1IecTBa B MPOLIECCE OpPraHMU3alMid CEPBUCHOTO OOCITYyXUBaHUS MOTpeOUTENned Ha
TPAHCIOPTE, B TOM YHCJIE€ B cepe BO3AYLIHOTO TpaHCIOpTa (151 CAMOCTOSITEIBHOTO
u3ydeHus). MeTonbl pelmieHHs TPOU3BOACTBEHHBIX KOH(MJIMKTOB C y4ETOM
0COOEHHOCTEN MEKKYJbTYPHOI'O pa3HO0Opa3usi o01ecTBa B MPOIeccCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4YHclie B chepe
BO3IYIITHOTO TpaHCHOpPTa (AJII CaMOCTOSITEIFHOTO M3YYeHHUs1). MeTOonbl CO3JaHus U
HOJACPXKKH O€30MacHBIX YCIOBUW JKM3HENEATEIHHOCTH, B TOM 4YHCIE TIpU
BO3HMKHOBCHUHM YPE3BBIYAMHBIX CHTYAIlMii B MPOIECCE OpraHU3aIllMd CEPBHCHOTO
oOCny>KMBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM 4HUCiIe B chepe BO3IYIIHOTO
TpaHCIopTa (ISl CAaMOCTOSITEILHOTO M3y4deHUs). MeTO bl CO3aHus W TOIeP KaHUs
0€30MacHBIX YCJIOBHHA IKU3HEJCATCILHOCTH, B TOM 4YHCIE TpPU BO3HUKHOBEHUU
YpEe3BBIYAMHBIX CUTYyallMid B MPOIIECCE OPraHM3AIMH CEPBUCHOTO OOCITYKWBaHUS
notpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETTLHOTO H3y4YeHHs). METONIbl CO3/IaHusl W TIOJACPKKH OE30MMacHbBIX
yCIOBUM OOCIYXHMBaHHs [AcCa)kKUpoB, B TOM YHCJIE€ NpU BO3HUKHOBEHUU
Ype3BbIYAMHBIX CUTyallud B IpOLIECCE€ OpPraHM3allMd CEPBUCHOIO OOCITYKHMBaHUS
notpeOuTeseld Ha TPAHCIOPTE, B TOM 4HUCIE B cpepe BO3AYIIHOIO TpaHcropTa (s
CaMOCTOSITEJILHOTO M3y4yeHHs). MeToJbl MPUMEHEHUS KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJIOTUH B  CEPBUCHOM  J€ATENbHOCTH HA TPAHCHOpPTE B  YCIOBHSX
B3aUMOJIEUCTBUS C MOTPEOUTENSIMU, B TOM YHUCIIE UHTEPHET-NPOJBUKEHUS YCIyT B
IpoIlecce OPTaHU3alUN CEPBUCHOTO OOCITYKUBaHUsI IOTpeOUTENEH Ha TPaHCIIOPTE, B
TOM 4ucCle B cepe BO3AYIIHOIO TpaHCIOpTa (AJII CAMOCTOSATENIBHOIO HU3YUYEHMS).
Metoapl yuacTust B pa3pabOTKE CUCTEMbl KJIMEHTCKHUX OTHOUIEHWM W OpraHu3aluu
npoliecca o0CIyKUBaHUs MOTpeOUTENEeH Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX
aKTOB U TPABOBBIX HOPM B IPOIIECCE OpPraHU3alMM CEPBUCHOIO OOCITYKUBaHUS
noTpeduTesnei Ha TpaHCIOpPTe, B TOM YHMCIE B cepe BO3AYLUIHOrO TpaHCIopTa (IJis
CaMOCTOSITETILHOTO H3YYEHHs). METOAbl ydacTUsl B COBEPLUICHCTBOBAHUU CHUCTEMBbI
KJIMEHTCKUX OTHOIIEHWH B CEPBUCHON JEATEJIBHOCTH HA TPAHCIOPTE C
HCIIOJIb30BAaHUEM HMHTEPHET-TEXHOJOTM B TMpoliecce OpraHu3alld CEpPBHUCHOIO
oOcCiTy>)kKMBaHMsI MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcmopTta  (MIsI ~ CaMOCTOSITENIBHOTO — M3y4yeHus).  MeToasl  BajJeHUsA
TEOPETHUUECKUMHU 3HAHUSAMU U MPAKTUUYECKUMH MIPHUEMaMH yIpPaBICHHs MPOCKTaAMU B
chepe oOcTyKMBaHUS B TMPOILECCE OPraHU3alMU CEPBUCHOTO OOCITYKHBaHHS
noTpeduTeNnei Ha TpaHCIOpPTE, B TOM YUCIE B cepe BO3AYLUIHOTO TpaHCHIOpTa (AJis
CaMOCTOSITETIFPHOTO W3Y4YEHHs). MeTOAbl YHpaBleHUS TYPHCTCKO-PEKpEeallnOHHBIMU
MPOEKTaMHU, METOJAbl IUIAHUPOBAHUS W MOHUTOPUHT JESATEIBHOCTH CEPBUCHON
KOMOaHuu B cdepe TpaHCHOpTa B TMPOLECCE OpPraHMU3alud  CEPBHCHOTO
o0clTy>)KuBaHMsI MTOTPEOUTENIC HA TpPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO

TpaHcropTa (IJi1 CaMOCTOSATENIBHOrO u3yueHus). MeToabl BbIOOpa MaTepUalibHBIX
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pecypcoB, 000pyIOBaHUs JJI OCYIIECTBICHMS IMpOLIECCa CEPBUCA, MEXaHU3M
MPOBECHHSI IEPETOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM CIIy4asM U OTpPEeIICHuUs
OpUYUH BO3HUKHOBEHHUS TMPETEH3WH B TMpoIecce OpraHu3alidd  CEePBHUCHOTO
oOCIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (AJI1  CaMOCTOSITENBHOIO — M3y4eHHs). MeToasl  pa3paboTku U
MCTIOJIb30BAaHUS THIOBBIX TEXHOJIOTHUECKHUX IMPOIECCOB, METOABI (hOPMUPOBAHUS U
BHEJPEHUSI KOPIMOPATUBHBIX CTAaHAAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKMBaHUS
notpeburtenei Ha TpaHcmopTe (MJIE CaMOCTOATENBHOrO HU3y4eHHs). MeTossl
B3aMMOJIEUCTBHSL C KJIMEHTaMH [0 OpraHu3aluyd I[polecca 00CITyKUBaHUS
norpebuteneid B cdepe TOCTENPUUMCTBA B IMPOILIECCE OPraHU3alUU CEPBUCHOTO
oOCny>KMBaHMsI OTpEOUTENe Ha TPAHCIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
TpaHcnopTa (IJIE CaMOCTOATENbHOTO H3ydeHus). TpeGoBaHUS NPOU3BOJICTBEHHOU
IUCIMIUIMHBI, TPaBWI TI0 OXpaHe Tpyda U TMOXApHOW OE30MacHOCTH TIpH
OCYIIECTBJICHHHM TEXHOJIOTMYECKOTO MpoIlecca B MPOIECCE OPraHu3alui CEPBUCHOTO
oOCny>KMBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM 4HUCiIe B chepe BO3IYIIHOTO
TpaHcnopTa (AJ1 CaMOCTOSITEIbHOTO U3yueHUs ). MeToibl BIOOpa OpraHnu3allMOHHbIX
pemieHudt st GOPMHpPOBAHHMS ~ CEPBUCHOH  CHCTEMBI  OOCITYXKHBAHHUS  C
UCTIOJh30BAaHMEM  METOJIOB OpTaHM3allMM W YIPaBICHUS  MMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX MPEINPHUITANA HAa TPAHCTIOPTE B
npolecce OpraHu3aluu CEPBUCHOTO OOCITYKMBAaHUA NOTPEOUTENEH Ha TPAHCTIOPTE, B
TOM 4uCle B cepe BO3AYILIHOIO TPaHCIOpTa (AJI1 CAMOCTOSATENBHOIO HU3YUYEHMS).
MeToapl  OCYIIECTBIEHUS  OPraHM3allMOHHOTO  OOCIY)KMBAaHMS  aBHALIMOHHOU
UHPPACTPYKTYpbl U OpPraHMU3allMOHHOTO OOECHeYeHHus Ipolecca CEPBUCHOTO
oOCiIy’)KMBaHMsI B a’poNopTy M Ha OOpTy BO3AYLUIHOIO CyJHAa B IpoLecce
OpPraHM3allUd CEPBUCHOIO OOCIYXMBAaHUS MNOTpeOUTENEed Ha TpPaHCIOpPTE, B TOM
qucie B cepe BO3AYLIHOTO TPAHCIOPTA (AJ11 CAMOCTOSITEIbHOTO U3yUEHUs).

Tema 3. VYeayru u cepBuCHAasi [JeSITeJILHOCTb B HMHAYCTPHAJIBHOM
oomecrBe

ConuanbHO-93KOHOMUYECKass XapaKTEPUCTHKAa COBPEMEHHOTO  OOIIeCTBa.
Ycayru B COBpeMEHHOM O0IIeCTBEe (11 CaMOCTOSITEIHHOTO W3Y4YEeHHs). YCIYTH B
WHYyCTPUAIBHOM MPOU3BOJACTBE (AJIsI CaMOCTOSITEILHOIO U3y4yeHus). BrausiHue
WHIYyCTPUAIBHOTO  MPOMU3BOJCTBA  HAa  CEPBUCHYIO  JIE€ATENBHOCTh  (AJId
CaMOCTOSITEILHOTO U3y4yeHus1). CepBUCHAS JEATEIBHOCTDh B PA3BUBAIOLIMXCS CTPAHAX
(na camocTosiTenbHOrO M3ydeHwus). CepBUCHAsA AESATEIBHOCTh B Pa3BUBAIOIIMXCS
CTpaHax B cdepe BO3AYNIHOTO TpaHCIOpTa (I CaMOCTOSTEIHHOTO HW3YYCHHS).
Mertoapl MOUCKA, KPUTHYECKOTO aHaldu3a M CUHTE3a HMHpOpManuu B Mpolecce
OpraHu3alMyd CEPBUCHOTO OOCIYKHBaHUS NOTpeOUTENeld Ha TpaHCHOpPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpPaHCIOPTa (ISl CaMOCTOSITENIBHOTO W3YYCHUS).
MexaHu3M CUCTEMHOIO MOJXO0Ja JJIsl PELICHUs] MOCTABICHHBIX 3a/lad B Mpoliecce
OpraHu3alMi CEPBUCHOTO OOCTYy>KMBaHUs NOTpeOuTeNned Ha TpaHCHOpPTE, B TOM
yuciae B cdepe BO3AYIIHONO TpaHCHopTa ([JIsI CaMOCTOATENIBHOIO H3Yy4eHUs).
Metoapl IpUMEHEHUsSI CUCTEMHOr0 MOAXOJa JUIsl PEIIeHUs! MOCTAaBJICHHBIX 3a/lay B
MIPOIIECCe OPraHU3alMU CEPBUCHOTO 0OCITYKUBaHUS MOTpeOUTeNel Ha TPAHCIIOPTE, B

TOM uuciie B cepe BO3AYIUIHOTO TpaHCHopTa (IJIsi CaMOCTOSITENIbHOTO HM3Y4ECHHUS).
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MeTonbl OCYHIECTBIEHHUS COLMAIBHOIO B3aMMOJEHCTBUSA M peau3allid CBOEH pOJIH
B KOMaHj/ieé B MPOILIECCE OpraHU3allii CEPBUCHOTO OOCIYKMBaHUS MOTpeOUTENed Ha
TPaHCIOPTE, B TOM YHCIIE€ B cpepe BO3AYIIHOTO TpaHCHIOpTa (151 CAMOCTOSITEIBHOT'O
u3ydeHus). MeTosibl onpeaenaeHus U peaau3ali CBOe poju B KOMaHJE B IpoLecce
OpraHu3aIlMd CEPBUCHOTO OOCTY)KHBaHUs TOTpeOuTeNneld Ha TpaHCHOpTe, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEeHUS).
Metoasl obOecriedeHUs COLMAIIBHOTO B3aUMOJEHCTBUS B TIPOLIECCE OpPraHU3alUU
CEpPBUCHOTO OOCIY)XKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpTe, B TOM dYuCie B cdepe
BO3JIYIITHOTO TpaHCHOpTa (i1 CAMOCTOSITEILHOTO M3Yy4YeHUs). MeToabl BOCTIPUSTHUS
MEXKYJIbTYPHOTO pa3HOoOpa3usi oOmiecTBa B COLUAIbHO - HCTOPUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B IMPOLIECCE OPraHU3alid CEPBHUCHOTO
oOcCny’>KMBaHMsI TOTpEOUTENEe Ha TPAHCIOPTE, B TOM 4ucie B chepe BO3IYIIHOTO
TpaHcmopTa (IS  CaMOCTOSITETLHOTO — W3y4yeHwus). MeTroasl  IpUMEHEHUs
0COOEHHOCTEW MEKKYJIbTYPHOIO pa3HO0Opa3usi o01ecTBa B MPOIecce OpraHu3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3JIYIITHOTO TpaHCHOpTa (ISl CaMOCTOSITEILHOTO W3ydeHHUs). MeToabl pelieHus
MPOU3BOJCTBEHHBIX KOH(MDIUKTOB C YyYETOM OCOOCHHOCTEM MEXKYJIBTYPHOTO
pazHooOpasusi o0IiecTBa B MPOIECCE OPraHU3alMU CEPBUCHOTO OOCITYKUBaHUS
notpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4deHHUs). MeToabl COo3MaHusl W TOIJCPKKH OE30MacCHBIX
YCIIOBUN KU3ZHENEATENbHOCTH, B TOM YHCIE MPH BO3HUKHOBEHHMH YPE3BBIYAWHBIX
CUTYyalluii B MPOIECCE OPraHU3alMKU CEPBHCHOIO OOCITYXHBaHUSA MOTpeOUTeNnel Ha
TPAHCIIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TpaHCIIOPTa (/151 CAMOCTOSITEIBHOTO
u3ydyeHus). MeToasl  co3maHMs M TOAJEpKaHHS ~— O€30MacHBIX  yCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTYallud B
IpoIecce OPraHu3aIuu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENEH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TPaHCIOPTa (MJsi CAMOCTOSITENIBHOTO W3YYCHHS).
MeTtonbl co3aHus U TTOAJIEPKKH 0€30IaCHBIX YCIOBUN OOCTYKHBAaHUS TTACCAXKUPOB,
B TOM 4YHCIIE TpPH BO3HMKHOBEHHH UPE3BBIYAWHBIX CHUTyalldid B TMpolecce
OpraHu3allid CEPBUCHOTO OOCIYy)XMBaHUSI TMOTpeOUTE]eH Ha TpaHCIOPTEe, B TOM
gyuciie B cdepe BO3AYIIHOTO TpaHCIOpPTa (ISl CaMOCTOSITENIBHOTO W3YYCHUS).
Metonbpl TPUMEHEHHST  KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTUM B CEPBUCHOU
NEATEIbHOCTU Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJIEHCTBUS C OTPEOUTENIMH, B TOM
YUCJI€ WHTEPHET-NPOJABUKEHUS YCIyr B IMPOILECCE OpraHu3alli CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENECH Ha TPAHCIOPTE, B TOM 4HUCiIe B chepe BO3MYIIHOTO
TpaHcnopTa (AJisI CaMOCTOSITEIbHOTO M3y4yeHHUs). MeTolbl ydacTusi B pa3paboTKe
CUCTEMbl KIMEHTCKMX OTHOUIEHWA M OpraHu3aluu [polecca OO0CITyKUBaHUS
noTpeduTeNeil Ha OCHOBE MTPUMEHEHHUS 3aKOHOIATEIbHBIX aKTOB M TIPABOBBIX HOPM B
MPOIIECCe OPraHU3alMKU CEPBUCHOTO OOCITYKMBaHUS NOTpeOUTENe HAa TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3MYIIHOTO TPAaHCIOPTA (MJII CAMOCTOSITEIIBHOTO W3YYCHWS ).
Metoasl yyacThss B COBEPLICHCTBOBAHWM CHUCTEMbl KIHMEHTCKUX OTHOIICHUN B
CEpPBUCHOM JIESITEIBHOCTH HA TPAHCIIOPTE C MCIOJIb30BAHUEM MHTEPHET-TEXHOJIOTUM
B IIpOliecCce OpraHu3aluyd CEPBUCHOTO 0OCITYKMBAaHUSI IOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM uuciie B chepe BO3AYIIHOTO TPaHCHOPTA (i1 CAaMOCTOSITEILHOTO M3YUECHHUS).

MGTOI[BI BJIIaACHHUA TCOPCTHUYCCKHMMMH 3HAHUAMH M IIPAKTHYCCKHMMHU IIPpHUCMaMH
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VIOpaBJICHUS TIpoeKTaMu B cdepe OoOCITyXMBaHUS B TIPOIECCE OpTaHU3AIHNH
CEpPBUCHOTIO OOCITY>XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4Yucie B cdepe
BO3JIYIITHOTO TPAHCIIOPTA (711 CAMOCTOSITEIBHOTO M3Y4CHHs). METOIbI yIpaBICHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TTPOCKTAMHU, METOJbI TUIAHUPOBAHUS W MOHHUTOPHHT
JESATEIHPHOCTH CEPBUCHON KOMIAHUU B c(epe TPaHCIIOPTa B MPOIECCE OpraHU3alluu
CEpPBUCHOTO OOCITY)XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4YuCie B cdepe
BO3YIIHOTO TpaHCIOpTa (TSI CaMOCTOSITENILHOTO H3y4deHus). MeToasl BeiOOpa
MaTepuaIbHBIX PECYpPCOB, OOOpPYIOBaHUS HJsl OCYIIECTBICHHUS TpoIlecca CepBHCa,
MEXaHU3M IPOBEACHUS TEPETOBOPOB C KIUEHTAMH TI0 MPETCH3WOHHBIM CIIydasM H
ONpeJeCHUs] TPUYMH BO3HUKHOBCHHS TMPETEH3WHW B TMPOIECCE OpraHu3alluu
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENel Ha TpaHCHOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TpaHCHOpTa (I CAaMOCTOSATEILHOTO U3Y4YCHHS ). METOIbI pa3paboOTKU U
MCIIOJIb30BaHMUS THUIOBBIX TEXHOJOTHYCCKUX TPOIECCOB, METOJBI (POPMHUPOBAHUS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAaHIAAPTOB M PETVIAMEHTOB IPOIECCOB OOCITYKHMBAHUS
norpeOuTeneld Ha TpaHCHOpPTEe (VIS CaMOCTOSITEILHOTO M3ydeHHs). MeTomabl
B3aMMOJICHCTBHS C KJIMCHTaMH II0 OpraHW3allid Ipolecca OO0CITy)KMBaHUS
norpebuteneld B cdepe TOCTENPUHUMCTBA B TIPOIECCE OPraHU3AIMU CEPBHCHOTO
oOCITy)KMBaHHs TOTPeOUTENIed HA TPAHCIOPTE, B TOM 4YHCIE B chepe BO3MYIIHOTO
TpaHcopTa (I CaMOCTOSATEIBHOTO H3y4eHHs). TpeOoBaHUS MPOU3BOJICTBECHHOU
JTUCIUIUIMHBI, TPaBWJI 10 OXpaHe TpyJda M IMOXapHOH O0€30MacHOCTH TpH
OCYIIIECTBICHUH TEXHOJIOTHYECKOTO TPOIIecca B MPOIECCE OpTaHU3AIMHA CEPBUCHOTO
oOCITy)XKMBaHHs TIOTpeOUTENIel HA TPAaHCIOPTE, B TOM 4YHCIe B chepe BO3AYIIHOTO
TpaHCIopTa (I CAaMOCTOSTEILHOTO U3yUeHHs). MeToabl BEIOOpa OpraHu3alliOHHbBIX
pemieHudt st GOPMHPOBAHHMS ~ CEPBUCHOH  CHCTEMBI  OOCIYXKHBaHHS  C
UCTIOJh30BAaHHEM  METOJIOB OpTaHM3AlMM W YIPaBICHUS  HMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX NPEINPHUITAN HA TPAHCIIOPTE B
IpoIecce OPTaHU3AINN CEPBUCHOTO OOCITYKHBAHHS TTOTPEOUTENICH Ha TPAHCIIOPTE, B
TOM YHUCJIe B cdepe BO3AYIIHOTO TPAaHCIOpTa (A1 CAMOCTOSTEIBHOTO H3YUCHHS).
MeToasl  OCYIIECTBIICHUS  OPTaHHM3AIMOHHOTO  OOCIY)KMBAaHHS  aBHAIIMOHHOW
UHPPACTPYKTYPBl W OPraHHU3AIMOHHOTO OOECIEYEHHUs IMpoIecca CEPBUCHOTO
OoOCTy)KMBaHMsSI B ad’pomopTy W Ha OOpPTy BO3AYIIHOTO CyIHAa B TIpolecce
OpraHu3allid CEPBUCHOTO OOCIy)XMBaHUSI TOTpeOUTENIeH Ha TpaHCIOPTE, B TOM
quclie B cepe BO3AYIIHOTO TPAHCIIOPTA (ISl CAMOCTOSITEIHHOTO H3YUICHHUS ).

Tema 4. PazBuTHe yCIAyr M CEePBHCHON [AeATEJLHOCTH B POCCHIHCKOM
o0uIecTBe HA TPAHCIIOPTE, B TOM YHcJIe B cepe BO3AYUIHOI0 TPAHCIIOPTA

OObexTuBHBIE (HaKTOPBI PAa3BUTHS XO35SHUCTBOBaHUA U yciayr B Poccun. Ponb
FOCYJAapCTBEHHBIX MEXAaHU3MOB B Ppa3BUTHUM yCIYr (ISl CaMOCTOSATEIBbHOIO
n3yueHus ). Posib rocynapCcTBEHHBIX MEXAaHU3MOB B PA3BUTHUH YCIYT HA TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3MYIIHOTO TPaHCIOPTa (MJI1 CAMOCTOSITEIBHOTO W3YYCHWS ).
OTeyecTBEHHBIE YCIYTM Ha TpaHCIOPTE, B TOM 4HCIE€ B c(epe BO3AYIIHOTO
TpaHCIIOpPTa: OT TPAJULUOHHBIX (OPM K COBPEMEHHBIM (JJi1 CAMOCTOSATEIBHOIO
U3y4yeHHUsi). YPOBEHb JKU3HU HaceleHusi u cdepa OOCTyKUBaHUS B COBETCKUU M
MMOCTCOBETCKUN NEpPHOJbl (IJI1 CaMOCTOSITEILHOTO Hu3yuyeHus). Meroasl MOHUCKa,

KPUTUYECKOTO aHajiu3a U CHUHTe3a UH(popMamuum B TMpolecce OpraHu3aluu
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CEpPBUCHOTO OOCIY>XMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4Yucie B cdepe
BO3JYIIHOIO  TpaHcmopTa (IIsl  CaMOCTOATEIBHOTO  W3y4yeHus). MexaHusm
CHUCTEMHOI'0 TOAXOJa JJIsl PelIeHUs MOCTABJICHHBIX 3a/lay B MPOIIECCE OpraHU3alUU
CEpPBUCHOTIO OOCITY>XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4Yucie B cdepe
BO3JIYIITHOTO TpaHCIOPTa (11 CaMOCTOSTEIBHOTO U3ydeHUs ). MeTo bl IpUMEHEHUS
CHUCTEMHOT0 TOAXO0Ja JJIsl pelIeHUs MOCTaBJIEHHBIX 3a/lay B MPOIIECCE OpraHU3alUU
CEpPBUCHOTIO OOCITY)XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4YHuCiIe B cdepe
BO3JYIIHOIO  TpaHCIOpTa (I  CaMOCTOATENbHOIO  M3yudeHHus). Meromsl
OCYIIECTBJICHHS] COLIMAJIBHOTO B3aUMOJICHCTBUS UM pealu3allii CBOEH poJid B
KOMaHJIe B MpOIECCe OpPraHu3alMi CEPBUCHOTO OOCIyKMBaHUS MOTpeOUTENe Ha
TpPaHCIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TpaHCIOpTa (151 CAMOCTOSITEIbHOT'O
u3ydeHus). MeTo bl onpeenieHus U peajau3ali CBOe poju B KOMaHJE B Ipolecce
OpraHU3allid CEPBUCHOTO OOCTY)KHMBaHUs TNOTpeOuTeNneld Ha TpaHCHOpPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (IUIsi CaMOCTOSITENIBHOIO U3Y4YEeHUS).
Metoasl obOecriedeHUs] COLMAIIBHOTO B3aWMOJEHCTBHSI B TIPOILIECCE OpraHU3alUM
CEpPBUCHOTO OOCIY)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hclie B cdepe
BO3JIYIITHOTO TPaHCHOPTa (JJI1 CaMOCTOSITEILHOTO M3y4YeHUs). MeToabl BOCTIPUSATHUS
MEXKYJIbTYPHOTO pa3HOOoOpa3usi oO0miecTBa B COIHUAIBHO - HUCTOPUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B IMPOLIECCE OPraHU3alid CEPBHUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM 4HUCie B chepe BO3IYIIHOTO
TpaHcmopTa  (AJiE  CaMOCTOSITENIBHOTO — M3ydeHus). Meroasl  MpUMEHEHUs
0COOEHHOCTEH MEKKYJIbTYPHOIO pa3HO0Opa3usi o0IecTBa B MPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4Hcie B chepe
BO3YIIHOTO TpaHCIOpTa (AJIE CaMOCTOSITENIbHOTO W3y4deHHs). MeToabl pelieHus
IIPOU3BOJICTBEHHBIX KOH(MDIUKTOB C y4e€TOM OCOOEHHOCTEH MEXKYIbTYpHOTO
pasHooOpa3usi oO0IIecTBa B IMPOIIECCE OpraHU3aIlMd CEPBUCHOTO OOCITY)KMBaHUS
notpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HW3y4YeHHs). MeTonbl co37JaHusi U TOAAEPKKHA Oe30IMacHBIX
YCIIOBUN KU3ZHENEATCILHOCTH, B TOM YHWCIE MPH BO3HUKHOBEHHMH YPE3BBIYANHBIX
CUTYyalluii B TPOIECCE OPraHU3AIMKU CEPBUCHOTO OOCITYXHBaHUSA MOTpeOUTENel Ha
TPAHCTIOPTE, B TOM YHCJIE B cpepe BO3AYITHOTO TPAHCTIOPTA (711 CAMOCTOSITEIIBHOTO
u3yueHus). Meroabsl co3gaHus M NOAAEpKaHUS  O€30MacHbIX  YCIIOBHIA
KU3HEJEATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYAIlUH B
MpoIIecce OPraHu3aIlii CEPBUCHOTO OOCITY>KMBAaHUS TTOTPEOUTENEH HA TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TPaHCIOPTa (JJIs CAMOCTOSITENIBHOTO W3YYCHHS ).
Mertozasl co3aHus U MOJJIEPAKKHA O€30MaCHBIX YCIOBUU 00CIYKUBAaHHUS MMaCCaKUPOB,
B TOM 4YHCJI€ TIpM BO3HUKHOBEHWU YPE3BBIYAWHBIX CHUTyalliii B MpoIiecce
OpraHu3alMyd CEPBUCHOTO OOCIYKHBaHUS NOTpeOUTENeld Ha TpaHCHOpPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpPaHCIOPTa (ISl CaMOCTOSITENIBHOTO W3YYCHUS).
Metonbpl TPUMEHEHHST  KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHUM B CEPBUCHOU
JESITETPHOCTH HA TPAHCIIOPTE B YCIOBUSIX B3aMMOJICHCTBUS C MMOTPEOUTEISIMHU, B TOM
YUCJ€ WHTEPHET-MPOJABUKEHUS YCIYr B TMPOIECCEe OpraHu3alru CEPBUCHOIO
o0cIly>)kKuBaHMsI MTOTPEOUTENC HA TPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
TpaHcropTa (ISl CaMOCTOATENbHOTO HU3yueHus). MeTroabl yyacTus B pa3paboTke

CHUCTEMBbl KJIHMEHTCKUX OTHOIICHUH U opraHu3anyu IIponecca O6CJ'Iy>I(I/IBaHI/I$I
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noTpeduTeNeil Ha OCHOBE MPUMEHEHHUS 3aKOHOAATENbHBIX aKTOB U IPABOBBIX HOPM B
MpoLIECCe OPraHU3alMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENEH HA TPAHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPAaHCIOPTA (s CAMOCTOSITENIBHOIO U3YYEHMS).
MeToapl ydacTHsi B COBEPIICHCTBOBAHWU CHUCTEMBl KIHMEHTCKHUX OTHOIICHHW B
CEPBUCHON JI€ATEIHOCTH Ha TPAHCIIOPTE C MCIOJb30BAHMEM MHTEPHET-TEXHOJOTUN
B MPOLIECCE OPraHU3alMKU CEPBUCHOTO 0OCIYKMBaHUs OTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJie B cepe BO3AYIIHOIO TpaHCHopTa (AJi1 CaMOCTOSTENbHOTO U3YUYECHHUS).
Metonpl BIajCHUS TEOPETUYCCKUMH 3HAHUSAMH M TPAKTHYCCKUMHU TPUEMaMHU
yhOpaBjieHuss mpoektamMu B cdepe oOcayKuBaHHS B TIPOILIECCE OpraHU3alUU
CEpPBUCHOTO OOCIy)XMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcie B chepe
BO3/YILIHOTO TpaHCHOpTa (sl CAMOCTOSITEJIBHOIO M3y4eHHs). MeTOo bl yrpaBiIeHuUs
TYPUCTCKO-PEKPEAIIMOHHBIMUA TIPOSKTAaMH, METOJIbI TUTAHUPOBAHUS W MOHHTOPHHT
NeSTENBHOCTU CEPBUCHOM KOMIAHUU B cepe TpaHCIOPTa B MPOILECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4YHcie B chepe
BO3JIYIITHOTO TpaHCHOpTa (IJI1 CaMOCTOSATENLHOrO H3ydeHus). Meroasl BbIOOpa
MaTEpHUAIIbHBIX PECYpPCOB, OOOpPYAOBAHMS HJisi OCYIIECTBICHMS IpoIlecca CEepBHCA,
MEXaHHM3M MPOBEICHHS MEPErOBOPOB C KIMEHTAMH MO MPETCH3MOHHBIM CIydasM U
ONpeJeieHUs] TMPUYMH BO3HUKHOBEHHSI TMPETEH3U B TMpOLlecCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3/YIIHOTO TpaHCHopTa (AJIsI CaMOCTOSITEILHOTO U3ydeHus1). MeTo bl pa3paboTKu u
UCIIOJIb30BaHUS TUIMOBBIX TEXHOJOTHYECKUX MPOIECCOB, METOJbI (POPMUPOBAHUS U
BHEJIPEHMs] KOPIOPATUBHBIX CTAHIAAPTOB M PEIrVIAMEHTOB IPOIECCOB OOCITYKHUBAHUS
norpebuTened Ha TpaHCHOpTe (AJIE CaMOCTOATENBLHOTO M3ydeHus). MeTomsl
B3aMMOJIEUCTBUS C KJIMEHTaMH [0 OpraHu3aluyd T[polecca 00CITyKHUBaHUS
norpebuteneid B cdepe TOCTENPUUMCTBA B IPOIIECCE OPraHU3alMd CEPBHUCHOTO
o0cCITy>)KuBaHMs TTOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa (IJIT CaMOCTOATENBHOTO H3y4eHwus). TpeGoBaHUS MPOU3BOJICTBEHHOU
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpylda M TMOXKapHOW O€30MacHOCTH MpHU
OCYIIECTBJICHHH TEXHOJIOTMYECKOTO MPOIlecca B MPOIECCE OPraHU3aIii CEPBUCHOTO
o0CITy>)KuBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcnopTa (AJi1 CaMOCTOSITEILHOTO U3y4eHUs1). MeTobl BbIOOpa OpraHU3alMOHHBIX
pemieHudt 11 GOPMHUpPOBAHMUS ~ CEPBUCHOM  CHUCTEMBl  OOCIYXHBaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHW3alud W YIPaBICHUS  MMYIECTBECHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTUBAMHU CEPBUCHBIX MPEINPHUATAN HA TPAHCIIOPTE B
IIPOLIECCEe OPraHU3alMK CEPBUCHOTO OOCTYKUBAHUS MOTpEOUTENCH HA TPAHCIIOPTE, B
TOM 4uCle B cdepe BO3AYIIHOTO TPAaHCIOpPTa (AJII CAMOCTOSATENBHOIO HU3YUYCHHS).
MeToapl  OCYIIECTBICHUS  OPraHM3AIMOHHOTO  OOCIY)XMBAaHHMS  aBHALIMOHHOU
UHQPACTPYKTYphl W OPraHU3alMOHHOTO OOecledYeHHus Mpolecca CEPBUCHOTO
oOCITy)KMBaHHMsI B a’poONoOpTy M Ha OOpTy BO3AYLUIHOIO CyJHAa B Ipolecce
OpraHM3allud CEPBUCHOIO OOCTYXMBaHUS MOTpeOUTENe Ha TpPaHCIOpPTE, B TOM
yucie B cpepe BO3AyIIHOTO TpaHCHOPTa (JJ1s1 CAMOCTOSTEILHOTO U3YUCHUS ).

Tema 5. CoBpeMeHHOe CEpPBUCHOE 001IeCTBO: 0COOEHHOCTH CTAHOBJIEHUS
U MEePCNeKTUBbI Pa3BUTHS HA TPaHCNOPTe, B TOM 4HcJe B cepe BO3AyLIHOIO

TPaHCNOPTA
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V3MeHeHue poiu CepBUCHON NEATEIHLHOCTH B COBPEMEHHOM SKOHOMUYECKOM
U OOIIECTBEHHOM pa3BUTHU. MHTeHCH(HUKAINST MEXTyHapOTHOTO OOMEHA yCIIyraMu
Ha TpaHCIOpTe, B TOM 4uciae B cdepe BO3AYIIHOrO TpaHcmopra (A
CaMOCTOSITETTLHOTO M3y4YeHHs). DKOHOMUYECKUE U COLMATbHBIE acTeKThl CEPBUCHOMN
JESTeNTPHOCTH Ha TPAHCIOPTE, B TOM 4HCIe B cdepe BO3AYIIHOTO TpPaHCIOpTa
COBPEMEHHOTO TUMa (I CaMOCTOATENbHOTO mM3y4deHus). COBpeMEHHBIE CYOBEKTHI
CEpBHUCHOI JAESITENbHOCTH Ha TPAHCIOPTE, B TOM YHWCIEe B cdepe BO3AYIIHOTO
TpaHcmopTa (I  CaMOCTOATENBHOTO  M3Yy4eHHs). VI3MeHeHue  KpHUTepHeB
7 (HEeKTUBHOCTH CEPBHCHON NESATEIBHOCTH HAa TPAHCIOPTE, B TOM dHcCie B cdepe
BO3AYIIHOTO TpaHCIOPTa (ISl CaMOCTOSITeTbHOTO u3ydeHus). OCOOEHHOCTH U
NEPCIIEKTUBEl PAa3BUTHSI CEPBUCHOW JEATENLHOCTH Ha TPAHCHOPTE, B TOM YHCIIE
cdepe BO3AYNIHOTO TPAHCIOPTa B COBPEMEHHOH Poccum (st caMOCTOSTEIHHOTO
u3ydeHusi). MeToapl TOWCKA, KPUTHYECKOTO aHajW3a M CHHTE3a WHGPOpMAaIuu B
IpoIlecce OPTaHM3alUU CEPBUCHOTO OOCITYKHBAHHS IOTPEOUTENEH Ha TPAHCTIOPTE, B
TOM 4HUCJIe B cepe BO3AYIIHOTO TPaHCIOpTa (A1 CAMOCTOSTEIBHOTO H3YUYCHHS).
MexaHu3M CHUCTEMHOTO TOAXOJAa JJIs PEHICHHsS TMOCTaBJICHHBIX 3a1ad B TpoIecce
OpPTaHM3alMd CEPBUCHOTO OOCTY)XMBAaHUS MOTpPEOWTENC Ha TpPaHCIOPTE, B TOM
grcie B cdepe BO3AYIIHOTO TpaHCIOpPTa (IS CaMOCTOSTEIBHOTO H3YUYCHHUS).
MeToapl IPUMEHEHHST CHCTEMHOTO TOAXO0Ma JUIsl PEIICHHS IMOCTABICHHBIX 3a7ad B
IpoIlecce OPTaHM3aIUN CEPBUCHOTO OOCITYKHBAHHS IOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM YHUCJIe B cdepe BO3AYIIHOTO TPaHCIOpTa (AT CAMOCTOSTEIBHOTO H3YUCHHS).
MeToaBl OCYIIECTBIICHUST COIIMATEHOTO B3aUMOJICHCTBUS U PEalM3alliid CBOCH poJiH
B KOMaH/Ie B IPOIECCe OPTaHM3AIMN CEPBHCHOTO OOCTY)KUBAHUS MOTpEOUTENEH Ha
TPaHCIIOPTE, B TOM YHKCIIE B chepe BO3MYNTHOTO TpaHCTIOPTA (IJIs1 CaMOCTOSTEIIHBHOTO
n3ydeHus). MeToapl ONpeeNIeHNs] ¥ pean3allii CBOSH poJii B KOMaH/IE B MpoIiecce
OpPTraHM3alMA CEPBUCHOTO OOCTY)XKWUBAaHUS TOTpPEOWTENC Ha TpPaHCIOPTE, B TOM
qrcie B cdepe BO3AYIIHOTO TpaHCIOpPTa (IS CaMOCTOSTEIBHOTO H3YUYCHHUS).
MeTtonsl obecrieueHHs] CONMAIBHOTO B3aMMOJICHCTBHSI B TPOIECCE OPTaHU3AINH
CEpPBUCHOT'O OOCITY)XKHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIe B cdepe
BO3IYIITHOTO TPAHCTIOPTA (ISl CAMOCTOSITEIbHOTO U3Y4eHHUs1). METOIbI BOCIIPUSTHS
MEXKYJIbTYpHOTO pa3HoOoOpa3ust oOlecTBa B COLUAIBHO - HCTOPUUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHu3alld CEpPBHUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENECH Ha TPAHCIOPTE, B TOM 4HUCiIE B chepe BO3MYIIHOTO
TpaHcmopTa (11  CAaMOCTOATEIBHOrO  M3y4deHHs). MeToasl  MpUMEHEHHUs
0COOEHHOCTEHW MEXKYJIbTYPHOTO pa3HOOOpasus oOIIecTBa B MPOLECCe OpraHUu3aluu
CEepBUCHOT0 OOCTY>KMBaHUS MOTpeOUTENel Ha TpaHCHOpTE, B TOM 4ucie B cdepe
BO3YLIHOTO TpaHCHoOpTa (Vi1 CaMOCTOSITENIbHOTO H3Yy4YeHHs). METoAbl pelieHus
MPOU3BOACTBEHHBIX KOH(PIUKTOB C YYE€TOM OCOOEHHOCTEH MEXKKYJIbTYPHOTO
pa3zHooOpa3ust oOIecTBa B MPOLIECCE OPraHU3allid CEPBUCHOTO OOCITY>KHWBaHUS
noTpeduTeNnei Ha TpaHCIOpPTE, B TOM YUCIE B cepe BO3AYLUIHOTO TpaHCHIOpTa (AJis
CaMOCTOSITETILHOTO M3y4YeHHs). MeToabl CO3/aHusl W TOJACPKKH Oe30MacHBIX
YCIOBUH JKM3HENEATEIbHOCTH, B TOM YHCIE TPU BO3HUKHOBEHUH YPE3BBIYAWHBIX
CUTyaIlil B MpoIlecce OpraHU3allMi CEPBHCHOTO OOCITY)XKMBaHMS MOTpeOuTENeld Ha
TpaHCIIOPTE, B TOM YHCJIEe B cepe BO3IYIIHOTO TPAHCIOPTA (AJII CAaMOCTOSITEILHOTO

u3yueHus). Meroabl  co3gaHuUd M MOJJEpKaHUsT ~ O€30MacHbIX  YCIIOBHIA
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KU3ZHEJEATEIbHOCTH, B TOM YHCII€ NIPU BOZHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLIECCe OPraHU3alMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENEH HA TPAHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPAaHCIOPTA (s CAMOCTOSITENIBHOIO U3YYEHMS).
MeTtonbl co3aHus U MOAJIEPKKU 0€30MaCHBIX YCIOBUN OOCITYKMBAHUS MACCAXKUPOB,
B TOM YHCJIE€ IMpU BO3HUKHOBEHHMU YPE3BbIYAWHBIX CHUTyallMii B Mpolecce
OpraHu3allid CEpPBUCHOIO OOCIy)KMBaHUSl TOTpeOUTENIe Ha TpaHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHopTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEeHUS).
Metonsl TPUMEHEHHUs  KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM B CEPBUCHOU
JEeSTENbHOCTU HA TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MOTPEOUTENSIMHU, B TOM
YlClie WHTEPHET-MPOABUKEHUS YCIyr B TPOLECCEe OpraHUu3allud CEPBUCHOIO
oOcCny>KMBaHMsI TOTpEOUTENe Ha TPAHCIOPTE, B TOM 4uCie B chepe BO3IYIIHOIO
TpaHcnopTa ([JI1 CaMOCTOSITENBHOIO M3y4eHHs). MeToasl y4yacTusi B pa3palboTke
CUCTEMBbl KJIMEHTCKMX OTHOIICHWM M OpraHu3aluu Impolecca O0O0CITyKUBaHUS
notpeduTesield Ha OCHOBE MPUMEHEHUS 3aKOHOIATENbHBIX aKTOB U MPAaBOBBIX HOPM B
npolecce OpraHu3aluu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENEH Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TPaHCHIOPTa (MJIsi CAMOCTOSITENIBHOTO U3YYEHHS).
Meronbl yyacTusi B COBEpIICHCTBOBAaHMU CHUCTEMbl KIMEHTCKUX OTHOLIECHUW B
CEPBHUCHON JI€ATEILHOCTH HAa TPAHCIIOPTE C MCIOJb30BAHUEM HHTEPHET-TEXHOJOTUM
B MPOIIECCE OPraHU3AIMKU CEPBUCHOTO 0OCITY>XKMBaHUSI MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJIe B cpepe BO3AYUIHOTO TPAHCIOPTA (IJ1 CAaMOCTOSITEIbHOTO M3YUEHHUS).
Metonpl BiIafeHUS TEOPETUYECKUMH 3HAHUAMH M TPAKTUYECKUMHU TpPUEMaMU
yIpaBlieHUus TMpoekTaMu B cdepe oOCHyKUBaHUS B TMpOIECCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4Hcie B chepe
BO3/YIIHOTO TpaHCHOpTa (IJIs1 CAMOCTOSITEIBHOTO M3y4eHUsI). MeTObl yIpaBiIeHUs
TYPUCTCKO-PEKPEAIMOHHBIMA TMPOEKTAMHU, METOJbl TUIAHUPOBAHWS W MOHHUTOPHUHT
JESITENHbHOCTH CEPBUCHOM KOMIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCITY)KHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
BO3/YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSITEIBHOTO H3y4deHHus). MeTonsl BBIOOpa
MaTEpHUAIIbHBIX PECYpPCOB, OOOPYAOBAaHUS MJisi OCYIIECTBICHHS IpoIlecca CEepBHCA,
MEXaHHM3M TPOBEICHUS MEPErOBOPOB C KIMEHTAMH IO MPETCH3MOHHBIM CIy4asiM U
ONpEENeHNs] IPUYUH BO3HUKHOBEHMS IPETEH3UW B IIPOLIECCE OpraHU3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3JYLIHOTO TPAHCTOPTA (11 CAaMOCTOSATENIBHOIO U3Yy4YeHHUs ). MeToibl pa3paboTKu U
MCIIOJIb30BAaHUSI TUIOBBIX TEXHOJIOIMUYECKHUX IMPOILIECCOB, METOABI (POPMUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIAMEHTOB IMPOIECCOB OOCITYKMBAHUS
notpebuteneid Ha TpaHCHOpPTE (11 CaMOCTOSTENBHOTO U3y4eHHus). MeToasl
B3aUMOJICHCTBUS € KJIMEHTaMU [0 OpraHu3allid Mpouecca OOCITyKMUBaHUS
norpebuteneil B cdepe TrocTeNpUUMCTBA B MPOIECCE OPTraHM3alUd CEPBHUCHOTO
oOcCiTy>)XKMBaHMsI MOTpeOuTeNeld Ha TPAaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (ISl CAMOCTOATENIbHOTO H3y4yeHus). TpeOoBaHUS MNPOW3BOACTBEHHOU
JUCUUIUIMHBI, MpaBUJI MO OXpaHEe TpyAa U TMOXKapHOM Oe30MacHOCTU TpHU
OCYIIECTBJICHUH TEXHOJIOTMYECKOTr0 MpOIecca B MPOLECCE OPraHU3alMi CEPBUCHOIO
o0cIly>)kKuBaHMsI MTOTPEOUTENC HA TPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
TpaHcropTa (AJis1 CAMOCTOSITEILHOTO U3y4eHus1). MeTo bl BbIOOpa OpraHU3alMOHHBIX

pemieHudt 11 GOPMHUPOBAHUS  CEPBUCHOM  CHUCTEMBI  OOCIY)KUBAaHHS  C
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WCIIOJIb30BAaHUEM  METOJIOB  OpraHW3alud W YIPaBICHUS  WMYIIECTBCHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTUBAaMHU CEPBUCHBIX MPEINPUATAN HA TPAHCIIOPTE B
MPOIECCEe OPTaHU3AIMH CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE, B
TOM 4Hucje B cepe BO3IYIIHOTO TpaHCHOpTa (IJIs CaMOCTOSITEIIBHOTO HM3YYCHHUS).
MeTonbl  OCYIIECTBICHUS  OPTraHU3AalMOHHOTO  OOCIY)XKUBaHWS  aBUAI[MOHHOU
UHOPACTPYKTYpPhl ¥ OPraHU3alMOHHOTO OOCCIEYECHHMs] TPOIecca CEPBHCHOTO
OOCITy)XMBaHHSI B adpoOmMOpPTy W Ha OOpTy BO3AYHNIHOIO CyJHA B Mpolecce
OpraHu3allid CEePBHUCHOTO OOCIYy)KMBaHUS IOTpPEOUTEICH Ha TpaHCIOPTE, B TOM
gucie B chepe BO3AyIIHOTO TpaHCTIOpTa (711 CAMOCTOSTETLHOTO U3YUCHUS ).

Tema 6. Ycayra kak mpoayKT CepBHUCHOM /1eITeJIbHOCTH HA TPaHCIOPTe,
B TOM 4mcJie B cpepe BO3AYUIHOTO TPAHCIIOPTA

[IpenoctaBnenue yciyr Ha TPaHCIOPTE, B TOM 4uciie B chepe BO3MYITHOTO
TpaHCIOpPTa KakK MPOJAYKT CEPBUCHOM JAesTeabHOCTH. JlyXoBHbIE yciyru (miis
CaMOCTOSITEILHOTO M3y4eHUs1). JINUHbIC YCIyTH (711 CaMOCTOSITEIHHOTO U3YUCHHS ).
ConumanbHple yCIyrd (I CaMOCTOATENIBHOTO H3ydeHus). DakTophl, BIUSAIONIME Ha
dbopmMupoBaHue yCIyr Ha TPAHCIIOPTE, B TOM YHUCJE B chpepe BO3TYIIHOTO TPAHCTIOPTA
(1711 caMOCTOSITENIBHOTO HW3Yy4YeHHUs). MeToNbl TOMCKa, KPUTHYECKOr'0 aHajau3a |
cuHTe3a wuH}OpMamMK B TIPOIECCEe OPraHW3allMk CEPBUCHOTO OOCTYKMBAHUS
noTpeduTenel Ha TPaHCIIOPTE, B TOM YHUCJE B cdepe BO3AYIIHOTO TpaHCIopTa (aJis
CaMOCTOSITEJILHOTO H3y4YeHUs1). MexaHu3M CHUCTEMHOTO TMOAXOAa IS peIlIeHUs
MOCTABIICHHBIX 3a/lad B IIPOILIECCE OpraHU3alMh CEPBUCHOTO OOCIYKHUBaHUS
notpeduTeNeld Ha TpaHCIOPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HW3y4yeHHUsi). MeToabl NPUMEHEHHUS CHUCTEMHOrO MOAXO0Aa s
pEIIeHHs TTOCTABJICHHBIX 3324 B MPOIECCE OPTraHU3aIMKU CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNneld Ha TpaHCIOpPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO  W3YYCHHS). Meronbl  OCYIIECTBJICHHS  COIMAIBHOTO
B3aMMOJICHCTBUSI U pealn3allid CBOEH pOJIM B KOMAaHJE B MPOIECCE OpraHU3aluu
CEpPBUCHOT'O OOCITY)XKHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIe B cdepe
BO3/YIIHOTO TPAHCIIOPTA (M1 CAMOCTOSITEIHLHOTO U3y4ueHUs1). MeToibl onpeneneHus
U peanu3alMy CBOEH poOJM B KOMaHAE B MPOLIECCE OpraHU3alMd CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHCHOpTa (11 CAMOCTOATENIBHOTO U3YUEHHUsI). MeTo1bl 00ecTiedeHus1 COUATIbHOTO
B3aUMOJICMCTBUS B  NPOLIECCE  OpPraHU3aldd  CEPBUCHOTO  OOCITY>KMBaHUS
noTpeduTeNei Ha TPAHCIIOPTE, B TOM 4HuCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO  HW3y4yeHHs).  MeTonbl  BOCHPHUSITHS ~ MEXKYJIBTYPHOIO
pasHoOOpa3us OOIIECTBA B COIMAIBHO - HCTOPUUYECKOM, STHUYECKOM U (HHIIOCOPCKOM
KOHTEKCTax B MPOIECCE OPraHU3allMi CEPBUCHOTO OOCIYKMBAaHUS MOTpeOUTENE Ha
TPAHCTIOPTE, B TOM YHCJIEC B cpepe BO3AYITHOTO TPAHCTIOPTA (711 CAMOCTOSITEIIBHOTO
nM3y4deHus). MeTojbl MPUMEHEHUSI OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3zHOOOpasus
oOl1iecTBa B MPOIECCEe OPraHU3allMM CEPBUCHOIO OOCTYKMBaHUS MOTpeOuTenel Ha
TPAHCIIOPTE, B TOM 4YKCIie B cepe BO3AYIIHOTO TPAaHCIOPTA (AJIsI CAMOCTOATEIIBHOTO
u3yueHus). MeTolbl pelieHusi MPOU3BOJACTBEHHBIX KOH(MIUKTOB C  Yy4ETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us o0IIecTBa B MPOIECCE OpraHU3aIuu

CEpPBUCHOTO OOCIYXXMBaHUSI MOTpeOUTeNie Ha TpaHCHoOpTe, B TOM 4YHUCiIe B cdepe
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BO3JIYIIIHOI'O TpaHCHOpTa (ISl CAaMOCTOSITENIBHOIO M3y4deHHs). MeTtoasl co3gaHus u
MOAJIEP)KKM  O€30MacHBIX YCIOBUM KM3HEIAEATEIBHOCTH, B TOM YHCIE TpH
BO3HUKHOBEHUHM YPE3BbIYANHBIX CHUTyallMii B MpPOLIECCE OpPraHU3alUu CEPBHCHOIO
oOCIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (sl CAMOCTOSITENILHOIO U3y4YeHus1). MeTOopl CO3aHusl U MOAepKaHUs
0e30MacHbIX YCIOBUM KU3ZHENEATEIbHOCTH, B TOM 4YHUCJIE€ NpPU BO3HHUKHOBEHUHU
Ype3BbIUAWHBIX CHUTyallMd B MPOIECCE OpraHU3allid CEPBUCHOIO OOCIYKUBaHUS
noTpeduTeNeil Ha TPAHCIIOPTE, B TOM 4uCie B cepe BO3AYIIHOTO TpaHcHopTa (ass
CaMOCTOSITEJILHOTO HM3Yy4yeHHs). MeToabl co3JaHusi U MOAAEPKKUA Oe30MacHbIX
yCIOBUM  OOCHYXKMBAaHMSI MACCaXUPOB, B TOM YHCIE TMpPU BO3HUKHOBEHUU
Ype3BbIUAMHBIX CHUTyalldd B MPOIECCE OpraHU3allid CEPBUCHOIO OOCIYKUBaHUS
notpeduTeNield Ha TpaHCHOPTE, B TOM 4HUCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3y4eHHs1). MeToabl MPUMEHEHUS KIMEHTOOPUCHTHUPOBAHHBIX
TEXHOJOTUW B  CEPBUCHOM  JESATENIBHOCTM HA  TPAHCIOPTE B  YCIOBHSX
B3aUMOJICHCTBHS C MOTPEOUTEISIMUA, B TOM YHCJIE MHTEPHET-TIPOJABUKEHUS YCIYT B
Ipolecce OpraHu3aluu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENE Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TPaHCIOPTa (MJsi CAMOCTOSITENIBHOTO U3YYEHHS).
Metoasl y4acTusi B pa3pabOTKe CUCTEMbl KJIMEHTCKUX OTHOIIEHUH U OpraHU3alluH
nporecca 00CIyKMBaHUsI MOTpeOUTeNeld Ha OCHOBE MPUMEHEHHS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOIIECCE OPraHU3alMi CEPBUCHOTO OOCIYKHBaHUS
notpeduTeNeld Ha TpaHCIOpPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHs). MeTonbl y4acThsi B COBEPIICHCTBOBAHUU CHCTEMBI
KJIUEHTCKUX OTHOUIEHWH B CEPBUCHOM JEATEILHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHMEM HWHTEPHET-TEXHOJIOTHI B TIPOIECCE OpraHU3alluh CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEeOUTENe Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
TpaHcmopTa  (AJsE  CaMOCTOSITENIBHOTO — M3Yy4YeHHus).  MeTonpl  BiIaJCHUS
TEOPETUYECKUMHU 3HAHUSIMU U MPAKTUUECKUMU MPUEMaMH YIPABJICHUS NMPOCKTAMU B
chepe oOCTy)KMBaHUS B TIPOIIECCE OPraHM3aAllMd CEPBUCHOTO OOCITYKUBAHUS
noTpeduTeNnell Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHs). MeTolbl ympaBieHHs] TYPUCTCKO-PEKpEallMOHHBIMU
MPOEKTaMH, METOJbl IUIAHUPOBAHUS W MOHUTOPUHT JIEATEIBHOCTH CEPBUCHOM
KOMIIAaHUA B cdepe TpaHCIOpTa B TPOIECCEe OpraHU3aAlMH CEPBHCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENECH Ha TPAHCIOPTE, B TOM 4HUCiIE B chepe BO3MYIIHOTO
TpaHCIoOpTa (IJi1 CaMOCTOATENBHOrO M3y4yeHus). MeToabl BbIOOpa MaTepUalibHBIX
pecypcoB, 00OpYIOBaHMS JJIsi OCYIIECTBICHHUS IIpolLlecca CepBHCA, MEXaHU3M
MIPOBEEHUS MEPETOBOPOB C KIIMEHTAMU MO MPETEH3UOHHBIM CIIy4asiM U ONPEIEICHUS
MPUYMH BO3HUKHOBEHMS TPETEH3UW B TMPOIECCE OpraHU3alud CEPBUCHOIO
oOcCiTy>)XKMBaHMs MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcmopTa (VIS CaMOCTOATENBHOTO  M3ydeHus)). Mertoasl pa3paboOTKu U
MCITOJIb30BAHUSI TUTIOBBIX TEXHOJOTUYECKHUX IPOIECCOB, METOMBI (hOPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHIAPTOB M PETJIAMEHTOB TPOIECCOB OOCITYKHUBAHUS
notpedurtenei Ha TpaHcnopte (AJIE CaMOCTOATENBHOrO H3y4deHHs). MeTossl
B3aMMOJICUCTBHSI C KJIMGHTAMH [0 OpraHW3alud Tporecca OOCITyKHUBaHUS
norpeduteneil B cepe TroCTeNpUUMCTBA B IPOLIECCE OpPraHU3alUU CEPBHUCHOIO

o0cITy>)KuBaHMsI MTOTPEOUTENIC HA TpPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
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TpaHcnopTa (IJIE CaMOCTOATENbHOTO H3ydeHMs). TpeOoBaHUS NPOU3BOJCTBEHHOU
OUCUUIUIMHBI, MPaBWJI MO OXpaHe Tpyla M TMOXapHOH O€30MacHOCTU TMpH
OCYIIECTBJICHUH TEXHOJIOTMYECKOTO MpOIecca B MPOLECCE OPraHU3alMi CEPBUCHOIO
oOCIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (A1 CaMOCTOSITENIBHOTO U3yueHUs). MeTobl BIOOpa OpraHu3allMOHHBIX
pemieHuit s GOPMHUPOBAHUS  CEPBUCHOM  CHCTEMBl  OOCHYKMBAaHHS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allMd M YIpaBlICHUS  UMYIIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMHU CEPBUCHBIX MPEANPUATUN HA TPAHCIIOPTE B
MpoLIECCe OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPaHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPaHCIOPTa (s CAMOCTOSITENIBHOTO U3YYEHHS).
Metonbl  OCYHIECTBICHUS  OPraHM3AallMOHHOTO  OOCIY)KMBaHUS  aBUAI[MOHHOU
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOecrledyeHHus MpolLecca CEpBUCHOIO
oOCny’>KMBaHMsSI B ad’pomopTy M Ha OOpTy BO3AYLIHOTO CyJIHAa B THpolecce
OpraHu3allid CEpPBUCHOIO OOCIIy)XMBaHUSl TMOTpeOUTENIe Ha TpaHCIOPTE, B TOM
quciie B cepe BO3AYIIHOTO TPAHCIIOPTA (ISl CAMOCTOSITEILHOTO U3YUECHHUS ).

Tema 7. Ilcuxonorusi cepBUCHOI AesITEJIbHOCTH HA TPAHCNOPTE, B TOM
yucie B cpepe BO3TYUIHOI0 TPAHCIOPTA

B3aumooTHOIIEHHsT crenuaiiucTa MO CEepBUCY W KIMEHTa B Mpollecce
OCYIIIECTBJICHHSI CEPBUCHOW JIEIATEIHLHOCTH HAa TPAHCIOPTE, B TOM YHUCIE B cdepe
BO3/YIIHOTO TpaHcmopTa. lIcuxonornyeckne acneKThl CEPBUCHOM JIESITENIbHOCTH Ha
TPAHCIIOPTE, B TOM YHCJIE€ B cpepe BO3AYIITHOTO TpaHCIIOPTa (/151 CAaMOCTOSITEIBHOT'O
u3ydyeHus). EIWHCTBO ASTHUKM M TICUXOJIOTMM B CEPBUCHON JESTENBHOCTH Ha
TPAHCIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TPaHCIIOPTa (/151 CAMOCTOSITEIbHOTO
nuzydenusi). [loHsATHE KOMMYHUKATHBHOM KOMIIETEHTHOCTH Ha TPAHCIOPTE, B TOM
guciie B cdepe BO3AYIIHOTO TpaHCHopTa (IUIsl CaMOCTOSATEILHOTO M3ydeHus ). THrmbl
norpebuTenel (KIMEHTOB) HA TPAHCIOPTE, B TOM uucie B cdepe BO3IYIIHOTO
TpPaHCIIOPTAa W B3aUMOJCHCTBHE C HHUMH (Vi1 CaMOCTOSITEIBHOIO HW3Y4YCHUS).
[HudpoBass MOOMIIBHOCTh HACENEHHS (IJI1 CAMOCTOSITENIbHOTO M3Y4YeHUs). MeTobl
MOKMCKA, KPUTHUYECKOTO aHaju3a W CHUHTEe3a MH(OpMaIuu B MPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcle B chepe
BO3JIYIIIHOTO  TpaHCHoOpTa (IUIsl  CaMOCTOATEIBHOTO  HW3y4yeHHus). MexaHusm
CUCTEMHOTO TIOJIXO/Ia JIJIsi PEIICHHS MOCTABJICHHBIX 3a7a4 B MPOIIECCE OpraHu3aIlluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3IYIIIHOTO TpaHCHOPTa (IJs1 CAaMOCTOSTENLHOTO U3Y4YeHUs). MeTOo bl MPUMEHEHUS
CHUCTEMHOTO TIOJIXO0/Ia JIJISl PEIICHHsI TTIOCTABJICHHBIX 3a7]a4 B MPOIIECCE OpPTaHU3AIUN
CEpPBUCHOTO OOCITY)XMBaHUSI TOTpeOHWTENel Ha TPaHCIOPTE, B TOM 4mcie B chepe
BO3JYIIHOTO  TpPAHCIOpTa (I  CaMOCTOSTENBHOTO  WM3ydeHHs). MeTomsl
OCYIICCTBJICHHS] COIMAILHOTO B3aUMOJICHCTBUS W peaTU3alliil CBOCH PO B
KOMaHJI¢ B TPOIECCE OPTaHM3AIMU CEPBUCHOTO OOCIYXMBAaHUS TMOTpeOUTENeH Ha
TPaHCTIOPTE, B TOM YHUCJIE B chepe BO3MYITHOTO TPAHCIIOPTA (711 CAMOCTOSITEIIBHOTO
u3ydeHus). MeTobl ompe/ielIieHUs] U peau3aliy CBOSH PO B KOMaHJe B TIpoIiecce
OpraHu3allid CEPBHUCHOTO OOCIYy)KMBaHUSI TMOTpeOWUTENIeH Ha TpaHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOINO TpaHcmopTa ([Jisi CaMOCTOATENIBHOIO H3Yy4eHUs).

MGTOIH)I oOecrieueHus COIIMaJIbHOI'O BSaHMOﬂeﬁCTBHH B IIpoHeCcCc OpraHu3anunu
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CEpPBUCHOTO OOCIY>XMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4Yucie B cdepe
BO3IYIITHOTO TPAHCIIOPTA (IJI1 CAaMOCTOSTEIHHOTO M3Y4YeHUS ). MEeTOMbl BOCTIPUSATHUS
MEXKYJIbTYpHOTO pa3HooOpa3ust OOIIecTBa B  COIHUAIBHO - HCTOPUYECKOM,
ATHYECKOM U (GUIOCOPCKOM KOHTEKCTaX B TMPOIECCE OpraHU3allid CEPBHUCHOTO
oOCITy )KMBaHHs TOTpPeOUTENeld HAa TPAaHCIOPTE, B TOM dYHCIE B cdepe BO3AYIIHOTO
TpaHcopTa (M1 CaMOCTOSITEIIBHOTO — HM3ydeHHs). MeToasl  NMPUMEHEHUs
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO0Opa3us oOIIecTBa B MPOIECCe OpraHU3aluu
CEpPBUCHOTO OOCIY)XKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpTe, B TOM dYuCie B cdepe
BO3JIYIIIHOTO TPAHCIOPTa (TSI CaMOCTOSITEIBHOTO HW3y4deHHs). MeToapl pemeHus
NIPOU3BOJICTBEHHBIX KOH(DJIUKTOB C yY4E€TOM OCOOCHHOCTEH MEKKYIbTYPHOTO
pa3HooOpasusi 00IIecTBa B MPOIECCE OpraHU3allid CEPBUCHOTO OOCITY)KHWBaHUS
notpeOuTenel Ha TPaHCIIOPTE, B TOM YHUCIE B cepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITCJILHOTO HW3Yy4eHHs). METObl CO3JaHusl W MOJJACPKKHA Oe30IMacHBIX
YCIIOBUN KU3HEICATCILHOCTH, B TOM YHCJE MPH BO3HUKHOBCHHHM YPE3BBIYAHHBIX
CUTYaIlMii B TpOIlECCe OpraHU3aIlMi CEPBHCHOTO OOCITY)KMBAaHHS TOTpeOUTENel Ha
TPaHCIIOPTE, B TOM YHKCIIE B chepe BO3MYNTHOTO TpaHCTIOPTA (71 CaMOCTOSTEIIHBHOTO
U3ydeHHs). MeToAasl  CO3MaHMsl W TOJJCPKaHHWS  OC30IacHBIX  YCIIOBHH
KU3HEJCATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBCHUHU YPE3BBIYAWHBIX CHTYaIlUl B
IpoIlecce OPTaHM3aIUN CEPBUCHOTO OOCITYKHBAHHS IOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4HUCJIEe B cdepe BO3AYIIHOTO TPaHCIOpTa (A1 CAMOCTOSTEIBHOTO HM3YUYCHHS).
MeTtonbl co31aHus U TTOAJIEPKKU 0€30IaCHBIX YCIOBUN O0CTYKUBAHUS TTACCAXKUPOB,
B TOM 4YHCIIe TpPH BO3HUKHOBEHHHM UPE3BBIYAWHBIX CHUTyalldid B Tmpolecce
OpraHu3allid CEPBUCHOTO OOCIy)XKMBaHUSI TMOTpeOUTENe Ha TpaHCIOPTEe, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (ISl CaMOCTOSITENIBHOTO U3Y4YEeHUS).
Metonbl TpUMEHEHUsT  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHA B CEPBUCHOMU
JESTEHbHOCTH HA TPAHCIIOPTE B YCIOBUSAX B3aMMOJECHCTBUS C MOTPEOUTEISIMHU, B TOM
YHClie WHTEPHET-MPOABUKEHUS YCIYr B TPOIECCE OpraHU3allMd CEPBUCHOTO
o0CITy>)KUBaHMs TOTPEOUTENICH Ha TPAHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOTO HM3Yy4eHHs). MeToasl y4acTusi B pa3paboTKe
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aliy Tpolecca O0O0CITyKHUBaHUS
noTpeduTeNeil Ha OCHOBE MPUMEHEHUS 3aKOHOIATEIbHBIX aKTOB U TIPABOBBIX HOPM B
MpoIIecce OPraHu3aIlii CEPBUCHOTO OOCITY>KMBAaHUS TTOTPEOUTENEH HA TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TPaHCIOPTa (I CAMOCTOSITENIBHOTO W3YYCHHS ).
Metonpl ydacTusi B COBEpIICHCTBOBAHWU CHUCTEMbl KIMEHTCKMX OTHOLICHUW B
CEPBHUCHON NIEATEFHOCTH HAa TPAHCIIOPTE C MCIOJIb30BAHUEM MHTEPHET-TEXHOJOTUMN
B MPOIIECCE OPTaHU3AIMK CEPBUCHOTO OOCITY)KMBaHUS TIOTpEOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHcCJie B cepe BO3AYIIHOTO TpaHCHOpTa (AJII CaMOCTOSITEIHHOTO U3YYCHHS ).
Metonpl BiIajeHUS TEOPETUYCCKUMH 3HAHUAMH M TPAKTHYCCKUMHU TMPUEMaAMHU
yOpaBlIeHUS TpoeKTamMu B cdepe oOCITyXHBaHUS B TPOIECCE OpraHU3AIMNH
CEpPBUCHOTO OOCITY)XMBaHUSI TOTpeOHWTENel Ha TpPaHCIOPTE, B TOM 4mcie B chepe
BO3JIYIITHOTO TPAHCIIOPTA (11 CAMOCTOSITEIBHOTO M3YYCHWHsI). METOBI yIpaBICHUS
TYPUCTCKO-PEKPEAITMOHHBIMHA TTPOCKTAMHU, METOJIbI TIAHUPOBAHUS W MOHHUTOPHUHT
TESITENPHOCTH CEPBUCHON KOMIAHUHU B c(epe TpaHCIOPTa B MPOIECCE OpraHU3aluN
CEpPBUCHOTIO OOCIYXXMBaHUSI MOTpeOUTeNIe Ha TpaHCHOpTe, B TOM 4YuCie B cdepe

BO3AYIIHOTO TpaHcmopTa (IsI CaMOCTOSITEILHOrO0 H3y4deHHs). MeTonpl BbIOOpa
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MaTepuaIbHBIX PECYpPCOB, OOOPYIOBAaHUS HJsl OCYIIECTBICHHUSI TpOIlecca CEpBHCaA,
MEXaHW3M IPOBEICHUSI MEPETOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM CIIy4asM U
ONpeAeNeHUs] TPUYMH BO3HUKHOBEHHMS TMPETEH3MH B TMPOIECCe OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTENeld Ha TpaHCIOpPTE, B TOM 4HCIEe B chepe
BO3/YIITHOTO TPAHCTIOPTA (I CAMOCTOATEIBHOTO H3ydeHHs ). MeTo bl pa3paboTKu U
MCTIOJIb30BAaHUS THIOBBIX TEXHOJIOTHUECKHUX IMPOIECCOB, METOABI (hOPMUPOBAHUS U
BHEJPEHUSI KOPIMOPATUBHBIX CTAaHAAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKMBaHUS
notpeburtenei Ha TpaHcmopTe (MJIE CaMOCTOATENBHOrO HU3y4eHHs). MeTossl
B3aMMOJACHCTBHS C KIMEHTaMH TI0 OpraHM3alMHu Mpolecca 00CTyKHUBaHUS
norpebuteneld B cdepe TOCTENPUMMCTBA B TIPOIECCE OPTraHU3AIMU CEPBHCHOTO
oOCITy)KMBaHHs TOTpeOUTENIeld HA TPAaHCIOPTE, B TOM 4YHCIe B chepe BO3AYIIHOTO
TpaHcmopTa (AJIT CaMOCTOATEIBHOTO W3y4eHus). TpeGoBaHHs MPOM3BOJCTBEHHON
IUCIMIUIMHBI, TPaBWJI TI0 OXpaHe Tpyda U TMOXApHOW OE30MacHOCTH TIpH
OCYIIIECTBICHUH TEXHOJIOTMUYECKOTO MPOIlecca B MPOIECCe OPTaHU3AIMHA CEPBUCHOTO
oOCITy)KMBaHHs TOTpPeOUTENIel HA TPAHCIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
TpaHCIopTa (1 CAaMOCTOSTEILHOTO U3yUeHHs). MeTobl BEIOOpa OpraHu3alliOHHbBIX
pemieHudt st GOPMHpPOBAHHMS ~ CEPBUCHOH  CHCTEMBI  OOCITYXKHBAHHUS  C
UCTIOJh30BAaHMEM  METOJIOB OpTaHM3allMM W YIPaBICHUS  MMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX MPEINPHUITANA HAa TPAHCTIOPTE B
IpoIlecce OPTaHM3aIUN CEPBUCHOTO OOCITYKHBAHHS IOTPEOUTENCH Ha TPAHCIIOPTE, B
TOM 4YHcie B cdepe BO3AYIIHOTO TpaHCIOpPTa (IS CAMOCTOSITETIBHOTO W3YYeHHUS).
MeTtoabl  OCYIIECTBJICHUS  OPTraHU3AI[IOHHOTO  OOCIY)KMBaHHS ~ aBUAIMOHHOM
MHQPACTPYKTYpbl M OpPraHM3alMOHHOTO O0ECledYeHuss MpoIrecca CEepBUCHOTO
oOCITy’)KMBaHHsSI B ad’polopTy W Ha OOpTy BO3AYIIHOTO CyAHAa B Ipoliecce
OpraHu3alil CEPBUCHOTO OOCTY)XMBaHUS TOTpeOHTENeld Ha TPaHCIOPTE, B TOM
qucie B cepe BO3AYIIHOTO TPAHCIIOPTA (IJIs1 CAMOCTOSATEILHOTO N3YUEHUS).

Tema 8. ITUKaA cepBUCHON /1eATEJILHOCTH HA TPAHCIOPTE, B TOM 4HCJIEe B
cepe BO3AyNIHOr0 TPAHCIIOPTA

MecTo ATHUKM B CEPBUCHOM NEATETLHOCTH HA TPAHCIOpPTE, B TOM YHCIE B
cdepe Bo3aymHOTO TpaHcnopTa. [ToHsTHE ITHKHU (711 CAMOCTOSTEIPHOTO H3YUCHUSA ).
OTtpacnu 3TUYECKOTO 3HAHUSA (AJISI CaMOCTOSITENIBHOTO M3yueHus). JlenoBas »THKa
CEpPBUCHOW JESITEIBHOCTH HA TPAHCIOPTE, B TOM dHcle B cdepe BO3AYIIHOTO
TpaHcmopTa (mnsi  caMmocTosiTenbHOTO u3yueHus). llpodeccrmonanpHass dTHKa
CEPBUCHOW JESATEIBHOCTH HA TPAHCIOPTE, B TOM dHcIe B cdepe BO3IYIIHOTO
TpaHcmopTa (ISl CaMOCTOATENbHOrO u3yueHus). HopmaTuBHas dtuka (s
CaMOCTOSITEIbHOTO M3y4eHus1). MUK [eI0BOro 4eroBeKa Ha TPaHCIOPTE, B TOM
grciie B chepe BO3AYIIHOTO TpaHCTOpTa (1T CaMOCTOSITENIBHOTO M3Y4YeHHs ). DTUKA
U JTUKET WH()OPMAIMOHHOTO CEpBHCAa HA TPAHCIOPTE, B TOM dYHCiIe B cdepe
BO3AYIIHOTO TpaHCHOpTa (I CaMOCTOSITENIbHOTO u3yuyeHus). [lpobnema 3amuTh
MH(pOpMalIMM Ha CEPBUCHBIX MPEANPUATHSAX HA TPAHCIOPTE, B TOM uucie B cdepe
BO3IYIIHOTO  TpaHcmopta (mist  caMocTosiTeIbHOro  u3ydeHusi).  [lonsrtue
MH()OPMALIMOHHOW KYJIbTYpPhl Ha CEPBUCHBIX MPEANPUSTUSAX HA TPAHCIOPTE, B TOM
yucie B cepe BO3AYIIHOTO TpaHCIoOpTa (151 CAaMOCTOSTEIIBHOTO U3yUeHHUs ). DTHKO-

KYyJbTYPOJOTUYECKHE MPEANOCHIIKA Pa3BUTHUSI CEPBUCHOIO OM3HECA HAa TPAaHCHOPTE,
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B TOM uucie B cdepe BO3AYIIHOro TpaHcmopTta B Poccun (Ayi1 caMOCTOSITENBHOIO
u3ydyeHus1). Meroabl MOUCKA, KPUTUYECKOIO aHalIM3a M CUHTE3a MH(OpManuu B
MpOLIECCEe OPraHU3alMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENEH HA TPAHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPaHCIOPTA (s CAMOCTOSITENBHOIO U3YYEHMS).
MexaHu3M CUCTEMHOrO MOAXOJa JJisi PEUIeHUs TMOCTaBJIEHHBIX 3aJlady B IpoIecce
OpraHu3allid CEpPBUCHOIO OOCIy)KMBaHUSl TOTpeOUTENIe Ha TpaHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHopTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEeHUS).
Metonbl TpUMEHEHUSI CUCTEMHOTO MOAXO0Ja JJisl PEIICHHs] MOCTAaBIEHHBIX 3a/1ay B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPAaHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPaHCIOPTa (s CAMOCTOSITENIBHOTO U3YYEHHS).
MeToibl OCYIIECTBICHHUS COIMAIIBHOIO B3aUMOJEHCTBUS U peaju3allid CBOEH poJin
B KOMaHJIe B IPOIIECCE OpraHU3allUd CEPBUCHOTO OOCITYKMBAHUS MOTpeOUTenel Ha
TPaHCIOPTE, B TOM YHCJIE€ B cepe BO3AYIIHOTO TpaHCHIOpTa (151 CAMOCTOSITEIbHOT'O
u3ydeHus). MeTo bl onpeeneHus U peaanu3ali CBOei poju B KOMaHJE B Ipolecce
OpraHu3allid CEpPBUCHOIO OOCIy)XMBaHUSI TMOTpeOUTENIe Ha TpaHCIOpPTEe, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHOpTa (ISl CaMOCTOSITENIBHOTO U3Y4YEeHUS).
Mertonpl obecrieueHrs COLMAIBLHOTO B3aMMOJICUCTBHUS B IMPOIIECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3/YIIHOTO TPAHCIOPTa (JIJI1 CAMOCTOSITEIbHOIO M3y4deHHs). MeToibl BOCTIPUSTHUS
MEXKYJIbTYPHOTO pa3HooOpa3usi oOmiecTBa B COIHUAIBHO - HUCTOPUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B IMPOLIECCE OPTraHM3alid CEPBHUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENe Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
TpaHcmopTa  (AJiE  CaMOCTOSITENIBHOTO — M3ydeHus). Meroabl  NMpUMEHEHUs
0COOEHHOCTEH MEXKYJIbTYPHOTO pa3HO0Opa3usi 00IecTBa B MPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3/YIIHOTO TpaHCIOPTa (AJIT CaMOCTOSITENIbHOTO W3y4deHHs). MeToabl pelieHus
IIPOU3BOJICTBEHHBIX KOH(DIUKTOB C y4E€TOM OCOOEHHOCTEH MEXKYJIbTYpHOTO
pasHooOpa3usi oO0IIecTBa B MPOIIECCE OpraHU3aIlid CEPBUCHOTO OOCITY)KUBaHUS
noTpeduTeNnell Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HW3Yy4eHHs). MeTonbl co37JaHusi U TOAAEPKKUA Oe30IMacCHBIX
YCJIOBUN XKU3HEAEATEIbHOCTH, B TOM YKCJIE€ IPU BO3ZHHUKHOBEHUU YpPE3BbIYAWHBIX
CUTyallil B Mpollecce OpraHU3allii CEPBHCHOTO OOCITY)XKMBaHMs MOTpeOuTeNel Ha
TPaHCIIOPTE, B TOM 4YHUCIE B c(hepe BO3AYUTHOrO TpaHCHOPTa (11 CaMOCTOSATEIBHOTO
u3ydeHus). MeToapl  co3maHMs M NOAJEpKAaHMSA ~— O€30IacHBIX  YCIOBHMA
KU3ZHEAEATEIbHOCTH, B TOM YHUCJIE NMPU BOSHUKHOBEHUU UPE3BBbIUYAWHBIX CUTyallul B
IIPOLIECCE OPraHU3aLMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPAHCIIOPTE, B
TOM 4uCle B cdepe BO3AYIIHOTO TPAaHCIOpTa (AJII CAMOCTOSATENBHOIO HU3YUYCHHS).
MeTtonbl co3aHus U MOAJIEPKKU O€30IaCHBIX YCIOBUN OOCITYKMBAaHHS NTACCAXKUPOB,
B TOM 4YHCJI€ MpU BO3HUKHOBEHUM YpPE3BbIYAWHBIX CHUTyallMii B TIpoliecce
OpraHu3allid CEPBUCHOIO OOCIIy>)KMBaHUS IOTpPEOUTENEH Ha TpPaHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHOINO TpaHCHopTa (JJIsi CaMOCTOATENIBHOIO H3Yy4eHUs).
Metonbpl TPUMEHEHHS  KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHUM B CEPBUCHOU
NEATEeIbHOCTU Ha TPAHCIOPTE B YCIOBUSIX B3aUMOJCHCTBUS C MOTPEOUTENIMH, B TOM
YUCJIE WHTEPHET-NPOABUKEHUS YCIyr B IPOLECCE OpraHU3alld CEPBUCHOIO

o0cITy>)KuBaHMsI MTOTPEOUTENIC HA TpPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
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TpaHcnopTa (A1 CaMOCTOSITENBHOIO M3y4eHMs). MeToapl y4yacTusi B pa3palboTke
CUCTEMBl KJIMEHTCKMX OTHOIICHWM M OpraHu3aluu Impouecca O00CITyKUBaHUS
noTpeduTeNeil Ha OCHOBE MPUMEHEHUS 3aKOHOAATENbHBIX aKTOB U IPABOBBIX HOPM B
MpOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPAHCIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TPaHCHOPTa (s CAMOCTOSITENBHOTO U3YYEHHS).
MeToapl ydacTHsi B COBEPIICHCTBOBAHWU CHUCTEMBl KIMEHTCKHMX OTHOIICHHW B
CEPBUCHON JI€ATENLHOCTH HAa TPAHCIIOPTE C MCIOJb30BAHMEM MHTEPHET-TEXHOJOTUM
B MPOLIECCE OPraHU3alMKU CEPBUCHOTO 0OCIYKMUBaHUs OTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJie B cepe BO3AYIIHOIO TpaHCHopTa (AJi1 CaMOCTOSTENbHOTO U3YUECHHUS).
Metonpl BIaACHUS TEOPETUYCCKUMHM 3HAHUSAMH M TPAKTHYCCKUMHU TPUEMaMHU
yIpaBlieHUss MpoekTaMu B cdepe oOCTyKMBaHMS B TMpoOIlEcCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4YHcie B chepe
BO3/YIIHOTO TpaHCHOpTa (IJ1s1 CAMOCTOSITEJIbBHOTO M3y4eHHs). MeTOo bl yrpaBiIeHuUs
TYPUCTCKO-PEKPEAIIMOHHBIMUA TIPOSKTAaMH, METOJIbI TUIAHUPOBAHUS W MOHHUTOPHHT
NESTENHLHOCTH CEPBUCHON KOMIAHUU B cepe TpaHCIOpTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3JIYIITHOTO TpaHCHOpTa (IJI1 CaMOCTOSATEIBLHOrO H3ydeHus). Meroasl BbIOOpa
MaTEpHUAIIbHBIX PECYpPCOB, OOOPYAOBAHMS MJisi OCYIIECTBJICHMS IpoIlecca CEepBHCA,
MEXaHHM3M MPOBEICHHS MEPErOBOPOB C KIMEHTAMH MO MPETCH3MOHHBIM CIydasM U
ONpeJeIeHUs] TPUYMH BO3HUKHOBEHHSI TMPETEH3U B TMPOLIECCe OpraHu3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4Hcie B chepe
BO3/YIIHOTO TpaHCHopTa (AJII CaMOCTOSITEILHOTO U3ydeHus1). MeTo bl pa3paboTKu U
UCIIOJIb30BaHUS THUIOBBIX TEXHOJOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMs] KOPIOPATUBHBIX CTAHIAAPTOB M PEIrIAMEHTOB IPOIECCOB OOCITYKHUBAHUS
norpebuTened Ha TpaHcHopTe (AJIE CaMOCTOATENBHOTO H3y4deHus). MeTomsl
B3aMMOJICUCTBUS C KJIMEHTaMH [0 OpraHu3aluyd T[polecca 00CIyKHUBaHUS
norpebuteneid B cdepe TOCTEIPUUMCTBA B IMPOIIECCE OPraHU3allMd CEPBHUCHOTO
o0CITy>)KUBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa (IJII CaMOCTOATENBHOTO H3y4eHwus). TpeGoBaHUS MPOU3BOJICTBEHHOU
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpyla M TMOXKapHOW O0€30MacHOCTH MpHU
OCYIIECTBJIEHUH TEXHOJIOTMYECKOTO MPOLEcca B MPOLECCE OPraHU3alMi CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHcnopTa (AJi1 CaMOCTOSITEILHOTO U3ydeHUs1). MeTobl BbIOOpa OpraHU3allMOHHBIX
pemieHudt 11 GOpPMHUpPOBAHHUS ~ CEPBUCHOM  CHUCTEMBI  OOCIYXHBaHHUS  C
UCIIOJIb30BAaHUEM  METOJIOB  OpraHW3alui W YIPaBICHUS  MMYIECTBEHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTUBAMHU CEPBUCHBIX MPEINPHUATAN HA TPAHCIIOPTE B
IIPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPAHCIIOPTE, B
TOM 4uCle B cdepe BO3AYIIHOTO TPAaHCIOpTa (AJI1 CAMOCTOSATENBHOIO HU3YUYCHHS).
MeToapl  OCYIIECTBIEHUS  OPraHM3AIMOHHOTO  OOCIY)XMBAaHHMA  aBHALIMOHHOU
UHQPACTPYKTYphl W OPraHU3alMOHHOTO OOEeCledYeHHus Mpolecca CEPBUCHOTO
oOclly>)kMBaHMsI B a’pomnopTy M Ha OOpPTy BO3AYIIHOIO CyJIHa B Mpoliecce
OpTraHM3allMyd CEPBUCHOTO OOCTYXMBaHUS MOTpeOUTENe Ha TPaHCIOPTE, B TOM
yucie B cpepe BO3AyIIHOTO TpaHCHOPTa (151 CAMOCTOSTEILHOTO U3YUCHUS).
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Tema 9. CepBucHas JesiTeIbHOCTh HAa TPAHCIIOPTE, B TOM 4HcJje B cepe
BO3/YLIHOT0 TPAHCMOPTA KAK COCTABHASI YACTh IKOHOMHKH

DKOHOMHYECKasi CYIIHOCTh CEPBUCHOW JEATEIbHOCTH. OKOHOMHYECKas
CYIIHOCTh CEpPBUCHOW JEATEIPHOCTH Ha TpPaHCIOpPTE, B TOM 4Yucie B cdepe
BO3AYIIHOTO TpaHCIoOpTa (I  caMoCTOosATeNbHOro  u3ydeHusi). CepBHCHas
JeSTeNbHOCTh HA TPAHCIOPTE, B TOM 4YHCIE B cepe BO3AYIIHOTO TPaHCIOPTa B
CTPYKTYpE  XO3SMCTBEHHOHM TMpPAaKTUKA (11 CaMOCTOSITENIbHOTO — W3YYCHHS).
CepBucHasi AesITENbHOCTh HAa TPAHCIOPTE, B TOM YHWCIEe B cdepe BO3AYIIHOTO
TpaHCIOpPTa Kak CIOCO0 YJOBJIETBOPEHMS OOIIECTBEHHBIX NOTpeOHOCTEH (s
camocTosiTenbHOr0 n3ydeHus). CepBHCHAs NEATEIBHOCTh Ha TPAHCIOPTE, B TOM
yucnie B cdepe BO3AYNIHOIO TpaHCHOpPTa Kak Qopma  yJOBIECTBOPCHUS
OOIIIECTBEHHBIX MOTPEOHOCTEN (I CAMOCTOSTEILHOTO U3y4deHus1). MeTo bl MoucKa,
KPUTUYECKOTO aHalM3a W CHHTe3a WH(POpMAIMK B TMpOIECcCe OpraHu3alun
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3AYIIHOTO  TpaHCIOpTa (A7  CaMOCTOSITENIFHOTO — HW3ydeHUs). MexaHu3M
CHUCTEMHOTO TIOJIXOJa /ISl PEIeHHUs] MMOCTABICHHBIX 3a]]a4 B MPOIECCEe OpraHU3alluu
CEpBHUCHOTO OOCTY)KMBaHUsS TMOTpEeOUTENIe Ha TpaHCIOPTE, B TOM duCie B cdepe
BO3IYIITHOTO TPAHCIOPTA (IJIsI CAMOCTOATEIBHOTO U3YYCHHs). MeToabl IPUMEHEHUS
CHUCTEMHOTO TIOJIXOJa /ISl PEIIeHHUs MMOCTABICHHBIX 3a7]a4 B MPOIECCEe OpraHU3aIluu
CEpBHUCHOTO OOCTY)KMBaHUS MOTpeOUTENIel Ha TpaHCIOPTE, B TOM duCie B cdepe
BO3JYIIHOTO  TpaHcmopTa (sl  CaMOCTOATENBbHOTO  M3ydeHHus). Meromsl
OCYIIECTBJIICHHS] COLIMAJILHOTO B3aUMOJICHCTBUS W peau3alliil CBOEW poOJId B
KOMaHJIe B MpOIIECCe OpPraHu3allMi CEPBUCHOTO OOCIYKMBaHUs MOTpeOUTENe Ha
TPAHCIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TPaHCIIOPTa (/151 CAMOCTOSITEIbHOTO
u3ydeHus). MeTo bl onpeeieHus U peaju3alii CBOei poju B KOMaHJE B IIpoliecce
OpraHu3allid CEPBUCHOTO OOCIYy)XKMBaHUS TOTpeOUTE]e Ha TpaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHOpTa (ISl CaMOCTOSITENIBHOTO U3YYECHUS).
Metonpl obecrieueHrs COLMAIBLHOTO B3aMMOJICWCTBHUS B MPOIIECCE OpraHU3alluu
CEpPBUCHOT'O OOCITY)XKHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIe B cdepe
BO3/YIIHOTO TPAHCIOPTA (IIJI1 CAMOCTOSITEILHOTO M3y4eHHs). MeToIbl BOCTIPUSTHUS
MEXKYJIbTYpHOTO pa3HoOoOpa3usi oOlecTBa B COLUAIBHO - HCTOPUUYECKOM,
ATUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE OpraHu3alld CEpPBHUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENECH Ha TPAHCIOPTE, B TOM 4HUCiIE B chepe BO3MYIIHOTO
TpaHcmopTa (11  CaMOCTOATEIBHOrO  M3y4deHHs). MeToasl  MpUMEHEHHUs
0COOEHHOCTEM MEXKYJIbTYPHOTO pa3HOOOpasus oOIiecTBa B MPOIECCe OpraHU3aluu
CEepBUCHOT0 OOCTY>KMBaHUS MOTpeOUTENel Ha TpaHCHOpTE, B TOM 4ucie B cdepe
BO3YLIHOTO TpaHCHoOpTa (Vi1 CaMOCTOSITENIbHOTO H3Yy4YeHHs). METoAbl pelieHus
MPOU3BOACTBEHHBIX KOH(JIMUKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYPHOIO
pa3zHooOpa3ust oOIecTBa B MPOLIECCE OPraHU3allid CEPBUCHOTO OOCITY>KHWBaHUS
noTpeduTeNnei Ha TpaHCIOpPTE, B TOM YUCIE B cepe BO3AYLUIHOTO TpaHCHIOpTa (AJis
CaMOCTOSITETILHOTO M3y4YeHHs). MeToabl CO3/aHusl W TOJACPKKH Oe30MacHBIX
YCIOBUH JKM3HENEATEIHbHOCTH, B TOM YHCIE TMPU BO3HUKHOBEHUH YPE3BBIYAWHBIX
CUTyaIlil B MpoIlecce OpraHU3allMi CEPBHCHOTO OOCITY)XKMBaHMS MOTpeOuTENeld Ha
TpaHCIIOPTE, B TOM YHCJIEe B cepe BO3IYIIHOTO TPAHCIOPTA (AJII CAaMOCTOSITEILHOTO

u3yueHus). Meroabl  co3gaHuUs W MOJJEpKaHUsT — O€30MacHbIX  YCIIOBHIA
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KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ NIPU BOZHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLIECCe OPraHU3alMU CEPBUCHOIO OOCITYKMBAaHUS NOTPEOUTENEH HA TPAHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPAaHCIOPTA (s CAMOCTOSITENIBHOIO U3YYEHMS).
MeTtonbl co3aHus U MOAJIEPKKU O0€30MaCHbIX YCIOBUNA OOCTYKMBAHUS MACCAXKUPOB,
B TOM YHCJIE€ IMpU BO3HUKHOBEHHMU YPE3BbIYAWHBIX CHUTyallMii B Mpolecce
OpraHu3allid CEpPBUCHOIO OOCIy)KMBaHUSl TOTpeOUTENIe Ha TpaHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHopTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEeHUS).
Metonpl IPUMEHEHHUs  KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM B CEPBUCHOU
JEeSTENbHOCTU HA TPAHCIIOPTE B YCIOBUSIX B3aUMOJEHCTBUS C MOTPEOUTENSIMHU, B TOM
YlClie WHTEPHET-MPOABUKEHUS YCIyr B TPOLECCEe OpraHUu3allud CEPBUCHOIO
oOCny>KMBaHMsI OTpEOUTENe Ha TPAHCIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
TpaHcrnopTa ([JI1 CaMOCTOSITENBHOIO HM3y4eHHs). MeToapl y4yacTusi B pa3palboTke
CUCTEMBbl KJIMEHTCKMX OTHOIICHWM M OpraHu3aluu Impolecca O0O0CITyKUBaHUS
notpeduTesield Ha OCHOBE MPUMEHEHUS 3aKOHOIATENbHBIX aKTOB U MPAaBOBBIX HOPM B
npolecce OpraHu3aluu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENe Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TPaHCHIOPTa (MJIsi CAMOCTOSITENIBHOTO U3YYEHHS).
Meronbl yyacTusi B COBEpIICHCTBOBAaHMU CHUCTEMbl KIMEHTCKUX OTHOLIECHUW B
CEPBHUCHON JI€ATEIbHOCTH Ha TPAHCIIOPTE C MCIOJb30BAHUEM HHTEPHET-TEXHOJOTUN
B MPOIIECCE OPraHU3AIMKU CEPBUCHOTO 00CITYXKMBaHUSI MOTPeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJIe B cpepe BO3AYUIHOTO TPAHCIOPTA (IJ1 CAaMOCTOSITEIbHOTO M3YUEHHUS).
Metonpl BiIafeHUS TEOPETUYECKUMH 3HAHUAMH M TPAKTUYECKUMHU TpPUEMaMU
yIpaBlieHUus TMpoekTaMu B cdepe oOCTyKUBaHHMS B TMpoIlecCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4Hcie B chepe
BO3/YIIHOTO TpaHCHOpTa (IJIs1 CAMOCTOSITEIBHOTO M3y4eHUsI). MeTObl yIpaBiIeHUs
TYPUCTCKO-PEKPEAIMOHHBIMA TMPOEKTAMHU, METOJbl TUIAHUPOBAHWS W MOHHUTOPHUHT
JESITEbHOCTU CEPBUCHOM KOMIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCITY)KHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
BO3/YIIHOTO TpaHCIOpPTa (ISl CaMOCTOSITEIBHOTO H3y4deHHus). MeTonsl BBIOOpa
MaTEpHUAIIbHBIX PECYpPCOB, OOOPYAOBAaHMS MJisi OCYIIECTBICHHS IpoIlecca CEepBHCA,
MEXaHW3M TPOBEICHUS MEPErOBOPOB C KIMEHTAMH IO MPETCH3MOHHBIM CIy4yasiM U
ONpEENeHNs] IPUYUH BO3HUKHOBEHMS IPETEH3UW B IIPOLIECCE OpraHU3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3JIYLIHOTO TPAHCTOPTA (11 CAaMOCTOSATENIBHOIO U3y4YeHus1). MeToibl pa3paboTKu 1
MCIIOJIb30BAaHUSI TUIOBBIX TEXHOJIOIMUYECKHUX IMPOILIECCOB, METOABI (POPMUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIAMEHTOB IMPOIECCOB OOCITYKMBAHUS
notpebuTeneii Ha TpaHCHOpPTE (IS CaMOCTOSITENIbHOTO U3y4eHHs). MeTosl
B3aUMOJICHCTBUSl € KJIMEHTaMU [0 OpraHu3allid Mpouecca OOCITyKHUBaHUS
norpebuteneil B cdepe TrocTeNpUUMCTBA B MPOIECCE OPTraHM3alUd CEPBHUCHOTO
oOcCiTy>)XKMBaHMsI MOTpeOuTeNeld Ha TPAaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (ISl CaMOCTOSATENIBHOTO u3yuyeHus). TpeOoBaHUS MPOU3BOIACTBEHHOM
JUCUUIUIMHBI, MpaBUJI MO OXpaHEe TpyAa U TMOXKapHOM Oe30MacHOCTU TpHU
OCYIIECTBJICHUH TEXHOJIOTMYECKOTr0 MpOIecca B MPOLECCE OPraHU3alMi CEPBUCHOIO
o0cIly>)kKuBaHMsI MTOTPEOUTENC HA TPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
TpaHcropTa (AJis1 CAMOCTOSITEILHOTO U3ydeHus1). MeTo/ bl BEIOOpa OpraHU3allMOHHBIX

pemieHudt 11 GOPMHUPOBAHUS  CEPBUCHOM  CHUCTEMBI  OOCIY)KUBAaHHS  C
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WCIIOJIb30BAaHUEM  METOJIOB  OpraHW3alud W YIPaBICHUS  WMYIIECTBCHHBIM
a’pOMOPTOBHIM KOMILJIEKCOM M aKTUBAaMHU CEPBUCHBIX MPEINPUATAN HA TPAHCIIOPTE B
MPOIECCe OPTaHU3AIMHA CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENEH HA TPAHCIIOPTE, B
TOM 4Hucje B cepe BO3IYIIHOTO TpaHCHOpTa (IJIs CaMOCTOSITEIIBHOTO HM3YYCHHUS).
MeTonbl  OCYIIECTBICHUS  OPTraHU3AalMOHHOTO  OOCIY)XKUBaHWS  aBUAI[MOHHOU
UHOPACTPYKTYpPhl ¥ OPraHU3alMOHHOTO OOCCIEYECHHMs] TPOIecca CEPBHCHOTO
OOCITy)XMBaHHSI B adpoOmMOpPTy W Ha OOpTy BO3AYHNIHOIO CyJHA B Mpolecce
OpraHu3allid CEePBHUCHOTO OOCIYy)KMBaHUS IOTpPEOUTEICH Ha TpaHCIOPTE, B TOM
gucie B chepe BO3AyIIHOTO TpaHCTIOpTa (711 CAMOCTOSTETLHOTO U3YUCHUS ).

Tema 10. CepBucHasi AeATeJIbHOCTh HA TPaHCIOpPTE, B TOM 4YHcJe B
cepe BO3AYNIHOTO TPAHCHOPTAa B KOHTEKCTE YCJOBMil KHU3HEAEATEIHLHOCTH
Jroaen

3aBHCHMOCTH CEPBUCHOM JEATEILHOCTH HA TPAHCIIOPTE, B TOM YUCIE B cepe
BO3IYIITHOTO TPAHCIIOPTA OT TeorpaduuIecKuX, MOCEICHYSCKIX U JeMOrpapuIecKux
¢dakropoB. ['ocygapcTBEHHO-TIPABOBOE PETYIMPOBAHUE CEPBUCHOM NESITEILHOCTH Ha
TpaHCIIOPTE, B TOM 4YHCIe B cdepe BO3AYIIHOTO TpPAaHCIOpTAa W BBINOJHEHUE
rOCyJIJapCTBOM CEPBHUCHBIX (DYHKIMH (711 caMOCTOATEIhHOTO u3yueHus). CepBUCHas
JeSTeNLHOCTh HA TPAHCIOPTE, B TOM 4YHCIE B cepe BO3AYIIHOTO TPAHCIOPTA B
CTPYKTYpE COIMAIBLHBIX OTHOIIEHUH (711 CaMOCTOATENHHOTO M3yueHus). CepBuCHas
NEeSTENBHOCTh HA TPAHCIIOPTE, B TOM YHUCJE B c(epe BO3AYIIHOTO TPAaHCIOPTa Kak
4acTb KyJbTYPBl (IJIs1 CaMOCTOSATENbHOTro wu3ydeHus). OcoOeHHOCTH pa3pabOTKU
TEXHOJIOTUU TPOIECCa CepBHUCa Ha TPAHCIOPTE, B TOM YHCIE B cepe BO3IYIIHOTO
TpaHCIIOPTa B  KOHTEKCTE  YCJIOBHM  KU3HENEATEIbHOCTH  Jroaew  (mms
CaMOCTOSATEILHOTO Hu3y4yeHHus1). OcoOEHHOCTH pa3pabOTKM TEXHOJIOTHM Mpolecca
CepBHCa Ha TPAHCIOPTE, B TOM 4HKCJe B chepe BO3AYUIHOTO TPAHCIOPTA C YUETOM
TpeOoBaHUl mMOTpeOuTenss (A1 CaMOCTOSITENILHOTO W3y4yeHus). MeTonbl Towucka,
KPUTHYECKOTO aHalu3a W CHUHTe3a HHPOpMAIMM B TPOIECCEe OpraHu3aIlluu
CEpPBUCHOT'O OOCITY)XKHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIe B cdepe
BO3JYIIHOTO  TpaHCmopTa (I CaMOCTOSATEIBHOTO  W3y4deHus). MexaHusm
CUCTEMHOTO TIOJIXO/Ia JIJIsi PEIICHHs TTOCTABJICHHBIX 3a7a4 B MPOIIECCE OpraHu3alluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3JIYIIIHOTO TpaHCHOPTa (IJis1 CAaMOCTOSTENLHOTO U3Y4YeHUs). MeTO bl MPUMEHEHUS
CUCTEMHOTO TIOJIXO0/Ia JIJIsl PEIICHHs TTOCTABJICHHBIX 3a7a4 B MPOIIECCE OpraHu3alluu
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4Hcie B chepe
BO3JYIIHOTO  TPAHCIOpTa (I  CaMOCTOSTENBHOTO  HM3ydeHHs). MeToms
OCYIICCTBJICHHSI COIMAILHOTO B3aUMOJICHCTBUS W peaTM3alliil CBOCH PO B
KOMaHJIe¢ B TPOIIECCE OPTaHM3AIMU CEPBUCHOTO OOCIYXKMBAaHUSA TMOTpeOUTENeH Ha
TPAHCTIOPTE, B TOM YHCJIEC B cpepe BO3AYITHOTO TPAHCTIOPTA (711 CAMOCTOSITEIIBHOTO
n3ydeHus). MeToibl ompe/ielieHUs] U peaau3aiiy CBOSH POy B KOMaHJE B TIpoIiecce
OpraHu3allid CEPBUCHOTO OOCIYy)XMBaHUSI TMOTpeOUTENeH Ha TpaHCIOPTE, B TOM
yuciae B cdepe BO3AYIIHONO TpaHCHopTa ([JIsI CaMOCTOATENIBHOIO H3Yy4eHUs).
Metonpl obecreueHrss CONMAIBLHOTO B3aMMOJICUCTBHS B TPOIECCE OpPTraHU3aIllud
CEpPBUCHOTIO OOCIYXXMBaHUSI MOTpeOUTeNIe Ha TpaHCHOpTe, B TOM 4YuCie B cdepe

BO3AYIITHOTO TpaHCIOpTa (JUIsI CaMOCTOSTEILHOTO M3y4eHHs). MeTOo bl BOCTIPUATHS
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MEXKKYJIbTYPHOTO pa3HOOOpa3us oOO0mecTBa B COLMAIBHO - HCTOPUYECKOM,
ATUYECKOM M (DHI0CO)CKOM KOHTEKCTaX B MPOLECCE OpraHU3alUd CEPBUCHOTO
o0cIy>)kuBaHMsI TTOTPEOUTENCH HA TPaHCIOPTE, B TOM uuciie B chepe BO3AYIIHOTO
TpaHcmopTa  (AJIT  CaMOCTOSITENIBHOTO — HM3ydeHwWs). MeToapl  NMPUMEHEHUS
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO00pa3us oOIIecTBa B MPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCITY)XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4YuCie B cdepe
BO3JYIIHOTO TpaHCIOpTa (I CaMOCTOSITEILHOTO H3y4deHHs). MeToabl pelieHus
MIPOU3BOJICTBCHHBIX KOH(JIMKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIbTYPHOTO
pazHooOpa3usi oO0IIecTBa B MPOLIECCE OpraHU3alluud CEPBUCHOrO OOCITYKUBaHUS
noTpeduTenel Ha TpaHCIOPTE, B TOM 4HUCJE B cdepe BO3AYIIHOTO TpaHCIopTa (aJis
CaMOCTOSITEJILHOTO M3y4deHUusi). MeTonbl CcOo3MaHusi W TOIJCPKKU OEe30MacCHBIX
YCIIOBUW KU3HEICATCILHOCTH, B TOM YHCJE MPH BO3HUKHOBCHHHM YPE3BBIYAHHBIX
CUTyalluil B MpOLIECCe OpraHU3allid CEPBUCHOTO OOCTY>KHUBaHUs MOTpeOuTenel Ha
TpPaHCIOPTE, B TOM Uuciie B chepe BO3AYIIHOTO TpaHCIOpTa (AJIsI CaMOCTOATEIIBHOTO
U3ydeHHs). MeToAasl  CO3MaHMsl W TOJJCPKaHHMS  OC30IacHBIX  YCIIOBHH
KU3HEJICATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBCHUHU YPE3BBIYAWHBIX CHTYaIlUl B
IPOIIECCe OpPTaHU3alMKi CEPBUCHOTO OOCITY>KUBaHUS OTpeOUTENel Ha TPAHCIIOPTE, B
TOM 4Hucje B cepe BO3IYIIHOTO TpaHCHopTa (IJIs CaMOCTOSITEIIBHOTO HM3YYCHHUS).
Metobl co3/1aHUsI U TIOJIJICPKKHA OC30TMAaCHBIX YCIOBUM 00CITYKUBAaHHS MMaCCaKUPOB,
B TOM 4YHCJIC TIPH BO3HMKHOBCHUHU YPE3BBIYAWHBIX CHUTyalluid B IIpolecce
OpraHu3allid CEPBUCHOTO OOCIy)KMBaHUSI TMOTpeOUTENIe Ha TpaHCIOPTEe, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (ISl CaMOCTOSITENIBHOTO U3Y4YEeHUS).
Metonbl TpUMEHEHUsT  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHA B CEPBUCHOMU
JESITEIbHOCTH HA TPAHCIIOPTE B YCIOBHSIX B3aUMOJEHCTBUS C MOTPEOUTEISIMHU, B TOM
YHClie WHTEPHET-MPOABUKEHUS YCIyr B TPOIECCE OpraHu3alMd CEPBUCHOTO
o0cCITy>)KuBaHMs TTOTPEOUTENCH Ha TPaHCIIOPTE, B TOM 4Huciie B chepe BO3AYIIHOTO
TpaHcmopTa (711 CaMOCTOSITENBHOTO HM3Yy4eHHs). MeToasl y4dacTusi B pa3paboTKe
CUCTEMBbl KJIMEHTCKUX OTHOIICHWM M OpraHu3aliu Tpolecca O0O0CITyKHUBaHUS
notpeduTenell Ha OCHOBE MPUMEHEHUS 3aKOHOIATENbHBIX aKTOB U MPAaBOBBIX HOPM B
IpoIecce OPTaHu3aIuu CEPBUCHOTO OOCITYKMBAaHUA NOTPEOUTENEH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3AYIIHOTO TPaHCIOPTa (I CAMOCTOSITENIBHOTO W3YYCHHS ).
Metonpl ydacTusi B COBEPIICHCTBOBAHWU CHUCTEMbl KIMEHTCKMX OTHOLICHUW B
CEPBHUCHON NIEATELHOCTH Ha TPAHCIIOPTE C MCIOJIb30BAHUEM MHTEPHET-TEXHOJOTUN
B MPOIIECCE OPTraHU3AIMK CEPBUCHOTO OOCITYKMBaHUS TIOTpEOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHcCJie B cepe BO3AYIIHOTO TpaHCHOpTa (AJII CaMOCTOSITEIHHOTO U3YYCHHS ).
Metonpl BiIajeHUS TEOPETUYCCKUMH 3HAHUAMH M TPAKTUYCCKUMHU TMPUEMaAMHU
VIOpaBJIeHUS TpoeKTamMu B cdepe oOCITyXHBaHUS B TPOIECCE OpraHU3AINH
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOWTENel Ha TPaHCIOPTE, B TOM 4mcie B chepe
BO3JIYIITHOTO TPAHCIIOPTA (11 CAMOCTOSITEIBHOTO M3Y4CHHs). METObI yIpaBICHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TMPOCKTAMHU, METOJbI TUIAHUPOBAHWUS W MOHHUTOPHHT
JESITETPHOCTH CEPBUCHON KOMMIAHUU B c(epe TpaHCIOPTa B MPOIECCE OpraHU3aIllun
CEpPBUCHOTIO OOCIY)XKMBaHUSI MOTpeOUTeNie Ha TpaHCHOpTe, B TOM 4YuUCie B cdepe
BO3AYIIHOTO TpaHcmopTa (UIsI CaMOCTOSITEILHOIO0 H3y4deHHs). MeTonpl BbIOOpa
MaTepHATBHBIX PECYPCOB, OOOPYAOBAHUS IS OCYIISCTBICHHS IPOIECcCa CEpPBHCA,

MCXaHH3M IIPOBCACHUA IICPCIOBOPOB C KIIMCHTAMHU II0 IIPCTCH3MOHHBIM ClIy4dYasiM H
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ONpeAeNeHUs] TPUYMH BO3HUKHOBEHHS TMPETEH3MH B TMPOIECCEe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTENed Ha TpaHCIOPTE, B TOM 4YHcCIEe B chepe
BO3/YIIHOTO TPAHCTIOPTA (I CAMOCTOATEIBHOTO U3ydeHHs). MeTo bl pa3paboTKu U
MCTIOJIb30BAaHUSI THIOBBIX TEXHOJIOTHMUECKHUX MPOIECCOB, METOABI ()OPMUPOBAHUS U
BHEJPEHUSI KOPIMOPATUBHBIX CTAaHAAPTOB U PETJIAMEHTOB MPOIECCOB OOCITYKMBaHUS
notpeburtenei Ha TpaHcmopTe (MJIE CaMOCTOATENBbHOrO H3y4deHHs). MeTosl
B3aMMOJACHCTBHSI C KIMEHTaMH TI0 OpraHM3allHu TMpolecca 0O0CTyKUBaHUS
notpebureneii B cdepe TOoCTEMPHUUMCTBA B MPOIECCE OPTaHM3alUd CEPBHUCHOTO
oOCITy )XKMBaHHs TOTpeOUTENeld HAa TPAaHCIOPTE, B TOM 4YHCIEe B cdepe BO3AYIIHOTO
TpaHCTopTa (AJIT CaMOCTOATEIBHOTO W3y4eHHus). TpeGoBaHHs MPOU3BOJCTBEHHON
IUCIMIUIMHBI, TPaBWI TIO0 OXpaHe Tpyda U TMOXApHOW OE30MacHOCTH TIpH
OCYIIIECTBICHUH TEXHOJIOTHMUYECKOTO MPOIlecca B MPOIECCe OPTaHU3AIMHA CEPBUCHOTO
oOCITy )KMBaHHs TOTpPeOUTENeld HA TPAaHCIOPTE, B TOM 4YHCIe B chepe BO3AYIIHOTO
TpaHCIopTa (A1 CAaMOCTOSTEILHOTO U3yUeHHs1). MeToabl BEIOOpa OpraHu3allmOHHbBIX
pemieHud st (GOPMHPOBAHHMS ~ CEPBUCHOH  CHCTEMBI  OOCITYXHBaHHS  C
UCTIOJh30BAaHMEM  METOJOB OpTaHM3allMM W YIPaBICHUS  MMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMU CEPBUCHBIX MPEINPHUITANA HAa TPAHCTIOPTE B
IpoIecce OPTaHM3aIUN CEPBUCHOTO OOCITYKHBAHHS IOTPEOUTENCH Ha TPAHCTIOPTE, B
TOM 4HUCJIEe B cdepe BO3AYIIHOTO TPaHCIOpTa (A1 CAMOCTOSTEIBHOTO H3YUYCHHS).
MeToasl  OCYIIECTBIICHUS ~ OPTaHHM3AIMOHHOTO  OOCIY)KMBAaHHS  aBHAIIMOHHOW
MHQPACTPYKTYpbl M OpPraHM3alMOHHOTO OO0ECNeYeHUs Mpolecca CEepBUCHOTO
oOCITy’)KMBaHHSI B ad’polopTy W Ha OOpTy BO3AYIIHOTO CyAHAa B IpoIiecce
OpraHu3alii CEPBUCHOTO OOCTY)XMBaHUS TOTpeOHTENeld Ha TPaHCIOPTE, B TOM
qucie B cepe BO3AYIIHOTO TPAHCIIOPTA (IJIs1 CAMOCTOSATENIFHOTO N3YUEHUS).

Tema 11. Opranmnszauusi 00CayKUBAHUS NMOTPeOUTE/IEl HA TPAHCIIOPTE, B
TOM 4YHCJIe B chepe BO3TYUIHOT0 TPAHCIOPTA

Teopust opranuzanuu o0CIIy’)KUBaHUs Ha TPAHCIOPTE, B TOM 4ucie B chepe
BO3JYIIHOTO  TpaHcmopta.  Kareropuu — TOpennpusiTUi,  OCYIIECTBISIOMIMX
NpeloCTaBlICHUE YCIYr Ha TpPaHCIOPTE, B TOM 4YuciIe B cdepe BO3AYIIHOTO
TpaHcnopTa (AJIsI CaMOCTOSATENbHOrO M3ydeHus ). [IoHsATHS U oTpacieBast CTpyKTypa
cdepsl ycnyr (I caMOCTOSTEIBHOTO n3yueHus). [[oHATHS 0 MPOIyKTax CEpBUCHOMN
JCATSILHOCTA Ha TPAHCIIOPTE, B TOM 4YHCJE B chepe BO3AYIIHOTO TpaHcmopTa (s
caMocCTosITeIbHOrO u3ydyeHus). lIpouecc mpuHATUs pemieHuss notpeduteneM (s
CaMOCTOSITEIbHOTO M3ydyeHus). DakTophl, BIUSAIOMIME HA MPOLECC IPUHATUS
pelieHns B MPOIECCe CEPBUCHOM AESATEILHOCTH Ha TPAHCIIOPTE, B TOM 4Hclie B chepe
BO3YLIHOTO TPAHCIOPTA: UHAWBUYaTbHbIE, ICUXOJIOTMYECKUE U COLUAIbHbIE (AJIs
CaMOCTOSITEILHOTO U3ydeHus). I[Ipoiecc oco3HaHus MOTPEOHOCTH MOTpPeOUTEIEM Ha
TPAHCTIOPTE, B TOM YHCIIE B chepe BO3AYITHOTO TpaHCcTopTa. Bo3melicTBre KyIbTyph
Ha TIOBEJACHUE TOTPEOUTENss HAa TPAHCIOpPTE, B TOM 4HCIE B cepe BO3MYIIHOTO
TpaHcropTta (I CaMOCTOSATENBHOTO u3ydeHus). Cucrema IICHHOCTSH  (IIst
CaMOCTOSITEJILHOTO M3y4eHus1). BnusiHue cembH, penurud M oOpa3oBaHUsA Ha
MIPUHATHE PELICHUS TOTpeOUTesieM B Ipolecce 00CTyKUBaHUS HA TPAHCIIOPTE, B TOM
yuciae B cdepe BO3AYIIHOINO TpaHCmopTa ([Jisi CaMOCTOSTEIbHOIO W3Yy4eHUs).

Brnusinue STHHYECKON KyJnbTyphl Ha I[OBEJEHHE NOTpeOUuTeNss B Mpolecce
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oOCITy>)KMBaHHs Ha TPAHCIOPTE, B TOM YHCIie B cpepe BO3AYIIHOTO TpaHCIOpTa (st
CcaMOCTOATENbHOT0  M3yueHus). KynbTypa  KOpeHHOro  HaceineHus (i
CaMOCTOSITEILHOTO ~ M3y4YeHUs). Penuruo3nple W JTHHYECKWE Tpymmbl  (ams
CaMOCTOSAITENILHOTO U3y4eHus). JluBepcuduKauss CEpBUCHOM NESITEIbHOCTH B
COOTBETCTBHH C dTHOKYJIBTYPHBIMH, HCTOPHUYCCKUMHU U PEITUTHO3HBIMH TPATUITUIMHU
B Mpolecce OOCTY)KMBaHUS Ha TPAHCIOPTE, B TOM dHCIE B chepe BO3AYIIHOTO
TpaHcmopTa (AJI1 CaMOCTOSITENILHOTO HW3Yy4eHHs). METOIbl MOWCKA, KPUTHIECKOTO
aHamM3a W CcHUHTe3a UWHGOpPMalWMKW B TPOIECCe OpraHu3aldd  CEPBHCHOTO
oOCITy )XKMBaHHs TOTpeOUTENeld HAa TPAaHCIOPTE, B TOM 4YHCIEe B cdepe BO3AYIIHOTO
TpaHcmopTa (VI CaMOCTOSITENIFHOTO W3Y4YeHHs). MeEXaHW3M CHCTEMHOTO MOJIX0/a
JUIA  pelleHWs] TOCTaBJICHHBIX 3aJad B IMPOIECCE OpraHU3alMid CEPBHCHOTO
oOCITy)KMBaHHs TOTpeOUTENIeld HA TPAaHCMOPTE, B TOM 4YHcIe B chepe BO3AYIIHOTO
TpaHcropTa (711 CaMOCTOSATENBHOTO M3Y4YeHHs). MeTOIbI IPUMEHEHHUSI CUCTEMHOTO
MOJX0/1a JJIsl PEIICHHUsI MMOCTABICHHBIX 3a/lad B MPOIIECCE OpraHU3aI[Mi CEPBUCHOTO
oOCITy)KMBaHHs TOTpPeOUTENIel HA TPAHCIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
TpaHcropTa (AJST  CaMOCTOSITENIFHOTO — M3ydeHHs). METOIbl  OCYIIECTBIICHUS
COLIMATBPHOTO B3aUMOJICHCTBUS W pealli3allid CBOCH pOJM B KOMaHIE B TpoIiecce
OpPTraHM3alMd CEPBUCHOTO OOCTY)XMBAaHUS TOTpPEOWTENE Ha TpPaHCIOPTE, B TOM
grcie B cdepe BO3AYIIHOTO TpaHCIOpPTa (IS CaMOCTOSTEIBHOTO H3YUYCHHUS).
MeTonsl ompeneneHus W peaju3alli CBOCH pOJIM B KOMaHIE B TIpoIiecce
OpraHu3allid CEPBUCHOTO OOCIy)KMBaHUSI TMOTpeOUTENIe Ha TpaHCIOPTEe, B TOM
yuciie B cdepe BO3AYIIHOTO TpaHCHoOpTa (ISl CaMOCTOSITENIBHOTO U3Y4YEeHUS).
Meronbl obecrieueHrs COLMAIBLHOTO B3aUMOJICUCTBUS B IMPOIIECCE OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3/YIIHOTO TPAHCIOPTa (JIJI1 CAaMOCTOSITEILHOTO M3y4eHHs). MeToIbl BOCIIPUSTHUS
MEXKYJIbTYPHOTO pa3HooOpa3usi oO0IecTBa B COIUAIBHO - HUCTOPUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B TMPOILIECCE OPTraHU3alldd CEPBHUCHOTO
o0CITy>)KUBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa  (AJ1  CaMOCTOSITENIBHOTO — M3ydeHus). Meroasl  NMpUMEHEHUs
0COOCHHOCTEH MEXKYJIBTYPHOTO pPa3HOOOpa3us oOIIecTBa B MPOIECCe OpraHU3alluM
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcle B chepe
BO3/YLIHOTO TpaHCHopTa (i1 CaMOCTOSITENIbHOTO H3y4YeHHs). MeToabl pelieHus
MPOU3BOACTBEHHBIX KOH(IUKTOB C YYETOM OCOOEHHOCTEH MEXKKYJIBTYPHOTO
pa3zHoOOpa3ust oOIIecTBa B IPOLIECCE OPraHU3allid CEPBUCHOTO OOCITY>KHMBaHUS
noTpeduTesnei Ha TpaHCIOpPTE, B TOM YHMCIE B chepe BO3AYLUIHOrO TpaHCIopTa (AJis
CaMOCTOSITETILHOTO M3y4yeHHs). MeToabl CO3/aHusl W TOJACPKKH Oe30MacHbIX
YCIIOBUN >KU3HEACSITEIIbHOCTH, B TOM YHCIIC NMPU BO3HUKHOBCHUH YPE3BBIYAWHBIX
CUTyaIlil B MpoIlecce OpraHU3allii CEPBHCHOTO OOCITY)XMBaHMs MOTpeOuTeNeld Ha
TPaHCIIOPTE, B TOM YHUCIE B c(hepe BO3AYHUTHOrO TpaHCHOPTa (711 CaMOCTOSATEIBHOTO
u3ydeHus). Meroabpl CO3laHMA W TOJJEepKaHUs  O€30MacHBIX  YCIOBHM
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MpOIECCe OPTaHU3AIMH CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENCH HA TPAHCIIOPTE, B
TOM uuciie B cepe BO3AYIIHOTO TpaHCHoOpTa (IJsi CaMOCTOSITEIbHOTO HM3Y4EHHUS).
MeTop! cO31aHus U TOAEPIKKH O€30MAaCHBIX YCIOBUM 00CITY)KMBaHHS TACCAKUPOB,

B TOM 4YHCJIC IIpU BO3HHMKHOBCHHH I-IpCS‘.BI:I‘-IElI‘/'IHLIX CI/ITyaHI/Iﬁ B IIpomecce
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OpraHu3allid CEpPBUCHOIO OOCIy)KMBaHUSl TOTpeOUTENe Ha TpPaHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHoOpTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEHUS).
Metonsl IPUMEHEHHUS  KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM B CEPBUCHOU
NEeSATENbHOCTU HA TPAHCIIOPTE B YCIOBUSIX B3AUMOJEHCTBUS C MOTPEOUTENSIMU, B TOM
YHClI€ WHTEPHET-MPOABUKEHUS YCIyr B MPOLECCE OpraHUu3alld CEPBUCHOIO
oOCny>KMBaHMsI TOTPEOUTENE Ha TPAHCIOPTE, B TOM 4HUCiE B chepe BO3IYIIHOIO
TpaHcnopTa (AJI1 CaMOCTOSITENBHOIO HM3y4eHHs). MeToasl y4yacTusi B pa3palboTKe
CUCTEMBbl KJIMEHTCKMX OTHOIICHWM M OpraHu3aluu Impouecca 00CIyKUBaHUS
noTpeduTeneil Ha OCHOBE MPUMEHEHUS 3aKOHOAATENbHBIX aKTOB U IPaBOBBIX HOPM B
polecce OpraHu3aluu CEPBUCHOTO 00CITYKMBAaHUA OTpEOUTENEH Ha TPAHCTIOPTE, B
TOM 4Hclie B cepe BO3AYIIHOIO TPaHCHIOPTa (s CAMOCTOSITENIBHOTO U3YYEHMS).
Metoapl yuyacThsi B COBEPIICHCTBOBAHWM CHUCTEMBl KIMEHTCKUX OTHOIICHUN B
CEPBUCHON JI€ATENIHOCTH Ha TPAHCIIOPTE C MCIOJb30BAHMEM MHTEPHET-TEXHOJOTUM
B MPOIIECCEe OPraHU3aAIMKU CEPBUCHOTO 00CITYKMBaHUsI MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJIe B cpepe BO3AYUIHOTO TPAHCIOPTA (IJI1 CAaMOCTOSITEIbHOTO M3YUEHHUS).
Metoasl BhajeHUs TEOPETUUYECKUMU 3HAHUSAMU M TPAKTHUCCKUMH TPUEMaMHU
yIpaBiieHUss TMpoekTaMu B cdepe oOCTyKMBaHUS B TMpoOIlECCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3/YIIHOTO TpaHCHOpTa (151 CAMOCTOSITEJIBHOTO M3y4eHHsI). MeTO bl yIpaBiIeHUs
TYPUCTCKO-PEKPEAIMOHHBIMA TMPOEKTaAMHU, METOJbl TIJIAHUPOBAHUS U MOHUTOPHHT
NESITEIbHOCTU CEPBUCHOM KOMIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3/YIIHOTO TpaHCHOpTa (ISl CaMOCTOSITENBLHOIO H3y4deHHus). MeTonasl BbIOOpa
MaTEpHUAIIHBIX PECYpPCOB, OOOpPYAOBAaHUS MJisi OCYIIECTBICHHS IpoIlecca CepBHCA,
MEXaHM3M TPOBEICHHS MEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM CIydasM U
OTpEJICICHNs] TPUYMH BO3HUKHOBEHHS TMPETEH3UW B TMPOLIECCe OpraHu3aluu
CEpPBUCHOTO OOCITY)KHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
BO3/yIIHOTO TpaHCHoOpTa (AJI CaMOCTOSTEILHOTO U3Y4eHHs ). MeTO b pa3paboTKu U
MCIIOJIb30BaHMS TUMOBBIX TEXHOJOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHHsI KOPIOPATHUBHBIX CTAHIAAPTOB M PETVIAMEHTOB IPOIECCOB OOCITYKHUBAHUS
norpedureneil Ha TpaHCHOpPTE (11 CaMOCTOSITENILHOTO H3y4eHHs). MeTo/sl
B3aUMOJEHMCTBUS € KIMEHTAaMU [0 OpraHu3aldud Mpouecca OOCITyKMUBaHUS
notpebureneil B cdepe TrocTenpUUMCTBA B IPOIECCE OPraHU3aldd CEPBHUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHcropTa (AJI1 CaMOCTOATEIBHOIO H3y4eHHus). TpeGoBaHMsS MPOU3BOJCTBEHHON
JUCUUIUIMHBI, NpaBUJI MO OXpaHe TpyAa M TMOXKapHOM Oe30MacHOCTH NP
OCYIIECTBIEHHH TEXHOJIOTMYECKOTO MpOIecca B MPOLECCE OPraHU3alMi CEPBUCHOIO
oOcCiTy>)XKMBaHMs MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcropTa (AJis1 CaMOCTOSITEILHOTO U3y4eHUs1). MeTo bl BbIOOpa OpraHU3allMOHHBIX
pemeHuit s GOPMHUPOBAHUST  CEPBUCHOM  CHCTEMBI  OOCTY)KMBAaHHS  C
WCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allid U YIOPaBICHUS  UMYIIECTBEHHBIM
a’pOINOPTOBBIM KOMIIJIEKCOM U aKTUBAMU CEPBUCHBIX MPEANPUSTUN HA TPAHCIIOPTE B
IIPOLIECCE OPraHU3aLMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPAHCIIOPTE, B
TOM uuciie B cepe BO3AYUIHOTO TpaHCHoOpTa (IJIsi CaMOCTOSITEIbHOTO HM3Y4EHHUS).

MGTOIH)I OCYIICCTBJICHUA OpraHu3anrOHHOIrO0 06CJIy}KI/IBaHI/I$I aBHaHHOHHOﬁ
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UHOPACTPYKTYPHl ¥ OPraHU3alMOHHOTO OOECIEYEeHHs] TPoIecca CEPBHCHOTO
OOCITy)XKMBaHHSI B ad’poONOpPTy M Ha OOpTy BO3AYHNIHOTO CyJHA B Mpolecce
OpraHu3allid CEPBUCHOTO OOCIYy)KMBaHUS IMOTpeOUTEICH Ha TpaHCIOPTE, B TOM
yucie B chepe BO3AyIIHOTO TpaHCHOPTa (JJ1s1 CAMOCTOSITETLHOTO U3YUCHUS).
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Tema 12. AnantanyoHHO-IMHAMHMYECKHE XAPAKTEPUCTHKHU CEPBUCHOM
AesiTeJIbHOCTH HA TPAHCIIOPTE, B TOM 4HcJjie B cdepe BO3AYUIHOIO TPAHCIIOPTA

CepBucHas esTeNbHOCTh HA TPAHCIIOPTE, B TOM 4HUCJE B c(hepe BO3AYLIHOTO
TPAHCIIOPTa Kak IIPOLECC M €ro CBfA3b C DKOHOMHUYECKOM KOHBIOHKTYPOM.
Oco0OeHHOCTH Tpoliecca BHEAPEHMsS MHHOBALUMM B cepy yCIyr Ha TpaHCHOPTE, B
TOM 4YHUCJE€ Ha BO3JIYIIHOM TpaHCHOPTEe (IUIsI CaMOCTOSITEIbHOTO HW3YYEHHS).
VYropaBneHrue HOBOBBEJICHUSMM Ha TPAHCIOPTE, B TOM YHCIE Ha BO3IYIIHOM
TpaHCHOpTe (IJI1 CaMOCTOSATENLHOTO HW3yudeHus). IHHOBaMOHHBIA mMpolecc
CEpPBUCHOTO OOCIY>XKMBaHUSI Ha TPAHCIOPTE, B TOM 4HUcIe B cdepe BO3IYIIHOIO
TpaHcnopTa (ISl CaMOCTOSITENIbHOTO U3yueHus). JKM3HEHHBIM LMKI YCIyTH B
IpoLecce CEPBUCHOTO OOCHY>KMBAaHHMS Ha TpPAaHCIOPTE, B TOM 4YHUCIE B cdepe
BO3JYIIHOTO TPaHCIOpPTa U YYET €ro OCOOEHHOCTeW B MpeANpPUHUMATEIBCKOU
NEeSTENbHOCTH (11 camocTosiTenbHOro  u3yuyenus). Ilpouecc oOcmyxuBaHUs
notpeduTeNield Ha TpaHCHOPTE, B TOM 4HUCie B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO ~ M3ydeHus). Teopuss oOpraHuzanuu  oOcCHyx uBaHuA (s
CaMOCTOATENIbHOTO u3ydeHus ). [lonaTue “KOHTaKTHOM 30HBI” KaK chephl peaanu3alnuu
CEpPBUCHOW JESATENIbHOCTH Ha TPAaHCIOPTE, B TOM uucie B cdepe BO3IYIIHOTO
TpaHcnopTa (I CcaMOCTOATENbHOTO u3ydeHus). Dopmbl  oOcHyKMBaHHS Ha
TpPaHCIOPTE, B TOM YHCJI€ B cepe BO3AYLIHOTO TPAHCIOpPTa W TMOKa3aTellb 3aTpat
BpeMeHH ([JIs1 caMOoCTOsITeNbHOTO u3ydeHus). OcobeHHOCTH paboThl B KOHTAKTHOU
30HE€ C TMOTpeOuTeNneM Ha TPaAHCIOpTe, B TOM 4YHCIE B cdepe BO3IYIIHOTO
TpPaHCIIOPTa, KOHCYJIbTUPOBAHUE, COTIACOBaHUE BHUAA, (POPMBI M Tpolecca cepBHca
(7t caMOCTOSITENTBHOTO M3Yy4eHHs). MeTOoJbl TMOMCKA, KPUTUYECKOTO aHaau3a U
cuHTe3a HWH(OpMAIMU B TPOLECCE OpPraHU3alMH CEPBUCHOTO OOCITYKHUBaHUS
notpeduTeNeld Ha TpaHCIOpPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Y4YeHHUsA). MexaHu3M CHCTEMHOIO NOAXOAa [Jsi PELICHUS
MOCTABIICHHBIX 3a/lad B IIPOIIECCE OpPraHU3alMU CEPBUCHOTO OOCIYKHBaHUS
noTpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4Y€HHUs). MeTonbl NPUMEHEHUsS CUCTEMHOTO IOAXO0Ja MAJIs
pEIICHHS TIOCTABICHHBIX 3324 B MPOIECCE OPTaHU3AIMKA CEPBUCHOTO OOCITYKUBAHUS
notpeduTesnei Ha TpaHCIOpPTE, B TOM YHUCIE B chepe BO3AYLUIHOrO TpaHCIopTa (IJis
CaMOCTOSITEJIBHOTO ~ W3YYEHHS). MeTonbl  OCYIIECTBIEHHS  COLMAIBHOIO
B3aUMOJICHCTBYS U pealu3aldy CBOEH pOJIM B KOMAaHIE B IPOLECCE OpraHU3aluU
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3JYILIHOI'O TPAHCIOPTA (I CAMOCTOSITEBHOTO M3y4eHus1). MeTobl onpeneneHus
Y pealu3alMi CBOEH pPOJIM B KOMaHAE B IPOLIECCE OpraHu3alid CEPBHCHOIO
oOcCiTy>)kKMBaHMsI MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHCHOPTa (1711 CAMOCTOATENIBHOTO U3YUeHHUsI). MeTo 1bl 00ecriedeHus: COUATbHOTO
B3aMMOJICUCTBHSI B IPOLECCE  OpPraHU3allMd  CEPBHUCHOIO  OOCIYy>KMBaHUS
noTpeduTeNnei Ha TpaHCIOpPTE, B TOM YUCIE B cepe BO3AYLUIHOTO TpaHCHIOpTa (AJis
CaMOCTOSITEJILHOTO ~ M3y4deHHUs).  MeToapl  BOCHPHUSTHS ~ MEKKYJIBTYPHOI'O
pazHooOpa3usi 0OIIECTBA B COIMAIBHO - HCTOPUUYECKOM, 3TUUECKOM U (hrstocodhckom
KOHTEKCTaX B IIPOLIECCE OpPraHu3ali CEPBUCHOIO 00CITyKMBaHUSI OTpEOUTENIe Ha
TpaHCHOPTE, B TOM YHUCIIE B Cpepe BO3AYLIHOTO TPAHCHOPTA (151 CAMOCTOSITEIIBHOI'O

n3ydeHus). MeToabl MpUMEHEHUSI OCOOCHHOCTEH MEXKYJIbTYpPHOTO pa3zHOOOpasus
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oO1IecTBa B IMPOILIECCE OPraHU3alMU CEPBUCHOIO OOCIYKMBaHMs MOTpeOUTENel Ha
TPaHCIOPTE, B TOM YHCJIE€ B cpepe BO3AYLIHOTO TPpaHCIOPTa (151 CAMOCTOSITEIBHOTO
u3yueHus). MeTonbl pelieHusi MNPOU3BOJCTBEHHBIX KOH(MIUKTOB C Y4YETOM
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO00pa3us oOIIecTBa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XKMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcie B cdepe
BO3JIYIIHOT'O TpaHCHOPTa (IUIsl CAaMOCTOSITENIBHOIO M3ydeHHs). MeTtoabl co3gaHus u
MOAJIEPKKM  O€30MacHbIX YCJIOBUM KM3HEAEATEIBHOCTH, B TOM YHCIE TIpH
BO3HUKHOBEHUHU YPE3BbIYANHBIX CHUTyallMdi B MpPOLIECCE OpPraHU3alUdUd CEPBHCHOIO
oOCny>KMBaHMsI TOTpEOUTENe HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (ISl CAMOCTOSITENILHOTO M3y4YeHus ). MeTo bl CO31aHusl U MOAepKaHus
0e30MacHbIX YCIOBUM KU3ZHENEATEIbHOCTH, B TOM 4YHUCJIE€ MpPU BO3HMKHOBEHUU
Ype3BbIUAMHBIX CHUTyalldd B MPOIECCE OpraHU3allid CEPBUCHOIO OOCIYKUBaHUS
notpeduTeNield Ha TpaHCIOPTE, B TOM 4HUCIe B cepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4yeHHs). MeToapl co3JaHusi U MOAAEPKKUA Oe30MacHbIX
yCIOBUM  OOCHY)XKMBAaHMSI TMACCaAXUPOB, B TOM YHCIE TMPU BO3HUKHOBEHUU
Ype3BbIUYAMHBIX CHUTyalldd B MPOIECCE OpraHU3allid CEPBUCHOIO OOCIYKHUBaHUS
notpebuTeNeld Ha TpaHCIOPTE, B TOM YHUCIE B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHs1). MeToabl MPUMEHEHUS KIUEHTOOPUCHTHUPOBAHHBIX
TEXHOJOTUW B  CEPBUCHOM  JCSATENIBHOCTM HA  TPAHCIOPTE B  YCIOBHSX
B3aUMOJICHCTBHS C MOTPEOUTEISIMUA, B TOM YHCJIE MHTEPHET-TIPOJABUKEHUS YCIYT B
npolecce OpraHu3alui CEPBUCHOTO OOCITYKMBAaHUA NOTpEeOUTENe Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TpaHCIOPTa (IJIs CAMOCTOSITENIBHOTO W3YYEHHS).
Mertonbl yyacTusi B pa3paOOTKe CHUCTEMBbI KIMEHTCKHUX OTHOIICHWW W OpraHu3aluu
nporecca o0CIyKMBaHUsI MOTpeOUTeNeld Ha OCHOBE MPUMEHEHHS 3aKOHOJATEIbHBIX
aKTOB M TPABOBBIX HOPM B IIPOILIECCE OPraHU3aIlMU CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNneld Ha TpaHCIOpPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSATEIILHOTO HM3y4eHHs). MeTonbl y4acThsi B COBEPIICHCTBOBAHUHU CHCTEMBI
KJIUEHTCKUX OTHOIIEHWH B CEPBUCHOM JESATEIHHOCTH Ha TPAHCIOPTE C
UCIIOJIb30BAaHMEM HWHTEPHET-TEXHOJIOTHI B TIPOIECCE OpraHU3allMh CEPBUCHOTO
o0cCITy>)KuBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa (A7 CaMOCTOSITENIBHOTO — M3Yy4YeHHWs).  MeTonbl  BiIaJCHUS
TEOPETUYECKUMHU 3HAHUSIMHU U MPAKTHUYECKUMU TPUEMaMH YIIPABJICHUS MMPOCKTAMU B
chepe oOcCIyKMBaHUS B TMPOLIECCE OPraHMU3alMU CEPBUCHOIO OOCITYKHBaHUS
noTpeduTeNei Ha TPAHCIIOPTE, B TOM 4HuCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HM3y4eHHs). MeToNbl ympaBieHHs TYPUCTCKO-PEKpEallMOHHBIMU
MPOCKTaMH, METOJbl TUIAHUPOBAHUS W MOHUTOPUHT JIEITEIBHOCTH CEPBUCHOM
KOMIIaHUA B cdepe TpaHCIoOpTa B TPOIECCEe OpPraHU3AIMH CEPBHCHOTO
oOcCiTy>)XKMBaHMs MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHCHopTa (i1 CaMOCTOATENIBHOIO M3yuyeHus). MeToabl BbIOOpa MaTepUaibHBIX
pecypcoB, 00OpYyIOBaHMSA [JJsi OCYIIECTBIECHHUS IIpollecca CEepBHCA, MEXaHU3M
MIPOBEICHUS TIEPETOBOPOB C KIIMEHTAMU IO TIPETEH3MOHHBIM CITy4YasM U OTPEICTICHUS
NPUYMH BO3HUKHOBEHMS TPETEH3UW B TMPOIECCE OpraHU3alMd CEPBUCHOIO
o0cIly>)kKuBaHMsI MTOTPEOUTENC HA TPaHCIOPTE, B TOM uuciie B cdepe BO3AYIIHOIO
TpaHcriopTa (I  CAaMOCTOSATENIbHOrO  HM3ydeHusi). Metoasl pa3paboOTKu U

HCIIOJIB30BAHHA THUIIOBBIX TCXHOJJOIHYCCKHX IIPOHCCCOB, MCTOIBI (bOpMHpOBaHI/Iﬂ u
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BHEJIPEHUS] KOPIOPATUBHBIX CTAHAAPTOB U PEIVIAMEHTOB IPOLECCOB OOCITYKUBaHUS
norpeduTeseii Ha TpaHCHOpPTe (IS CaMOCTOSATENLHOTO W3Y4YeHHs). MeTobl
B3aMMOJICUCTBHUSL C KJIMEHTaMH [0 OpraHu3aluy Ipolecca 00CITyKUBaHUS
norpeduteneil B chepe TrocTeNpUUMCTBA B MPOLIECCE OpPraHU3alUUd CEPBUCHOTO
oOCny>KMBaHMsI TOTPEOUTENe HAa TPAHCIOPTE, B TOM 4HUCie B cdepe BO3IYIIHOIO
TpaHcnopTa (VI CaMOCTOATENbHOTO H3ydeHus). TpeGoBaHUS NPOU3BOJICTBEHHOU
OUCUUIUIMHBI, TPaBWJI MO OXpaHe Tpyla M TMOoXapHOM O€30MacHOCTU MpH
OCYIIECTBJICHHH TEXHOJIOTMYECKOTO MpoIlecca B MPOIECCE OPraHu3alii CEPBUCHOTO
oOCny>KMBaHMsI TOTpEOUTENe HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (AJ11 CaMOCTOSITEIbHOTO U3yueHus ). MeTobl BIOOpa OpraHu3allMOHHbIX
pemieHuit 1 (GOPMHUPOBAHUS  CEPBUCHOM  CHCTEMBI  OOCHYKMBAHHUS  C
UCIIOJIb30BAaHMEM  METOJIOB  OpraHU3allMM M YIPaBJICHUS  MMYIIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAaMHU CEPBUCHBIX MPEINPUATUN HA TPAHCIIOPTE B
Ipolecce OPraHu3alui CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENEeH Ha TPAHCTIOPTE, B
TOM 4YHclie B cdepe BO3AYIIHOIO TPaHCIOPTa (MJIsi CAMOCTOSITENIBHOTO U3YYEHHS).
Metonbl  OCYHIECTBICHUS  OPraHM3AallMOHHOTO  OOCIY)XKMBaHUS  aBUAI[MOHHOU
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOecredeHHus Mpolecca CEepBUCHOTO
oOCNy’>KMBaHMsSI B ad’pornopTy W Ha OOpTy BO3AYIIHOTO CyIHAa B Tpolecce
OpraHu3allid CEpPBUCHOIO OOCIIYy)KMBaHUSI TOTpeOUTENe Ha TpaHCIOpPTEe, B TOM
quclie B cepe BO3AYIIHOTO TPAHCIIOPTA (ISl CAMOCTOSITEILHOTO U3YUECHHUS ).

Tema 13. KauecTtBo, 0€30mMacHOCTh YCJAYIr M KYJbTypa CEepPBHUCHOM
NAeATeJIbHOCTH HA TPAHCIIOPTE, B TOM 4HcJjie B cdepe BO3AYUIHOIO TPAHCIIOPTA

[IpoGnembl kadecTBa W OE€30MACHOCTH YCIOYr B TMPAKTHKE COBPEMEHHOTO
cepBHCa Ha TPaHCIOPTE, B TOM 4Kciie B chepe BO3AyIIHOro TpaHcmopTa. [lonstue
KayecTBa CEPBUCHON JesATENBHOCTH HAa TpaHCIOpPTe, B TOM uucie B cdepe
BO3JYIIHOTO TpaHCIOpTa (AJI1 CaMOCTOSATEIBLHOTO W3y4YeHHUs). YTpaBleHUE
KayeCTBOM YCIyr, KOHTPOJb CTaHAAPTOB W 0OE30MaCHOCTH OOCIYXKMBaHUS Ha
TPAHCIIOPTE, B TOM YHCJIEe B cpepe BO3AYITHOTO TPAaHCIIOPTa (/151 CAMOCTOSITEIIBHOTO
u3ydenus). Bugpsl 0e30macHOCTH OOCTy>KMBaHHS Ha TPAHCIOPTE, B TOM YHCIE B
chepe BO3AYIIHOTO TpPaHCIOPTa (ISl caMOCTOSTENbHOrO wu3ydeHus). KymbTypa
CepBUCa W CEPBUCHOM JESATEILHOCTH Ha TpaHCIOpPTe, B TOM 4Hclie B cdepe
BO3IYIIHOTO TpaHcHopTa (AJIsI CaMOCTOSATENbHOIO HW3Yy4Y€HHs). YYET OCHOBHBIX
NICUXOJIOTUYECKUX  OCOOCHHOCTEW  MOTpeOuTesns B MpoOIEecce  CEpBUCHOU
JESTENHPHOCTH HA TPAHCIOPTE, B TOM YHCIIe B cepe BO3AYITHOTO TPAHCIOPTA M UX
BIIMSHUE HA BOCIPUSITHE KAadyeCTBAa YCIYr MNOTpeOuTeraeM (Il CaMOCTOSATEIbHOIO
u3yueHus). MeToapl MOMCKA, KPUTUUYECKOTO aHalIM3a W CUHTE3a HUHpOpMaluu B
MPOIIECCe OPraHU3alMKU CEPBUCHOTO 0OCITYKMBaHUS NOTpeOUTENe HAa TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3MYIIHOTO TPAaHCIOPTA (MJII CAMOCTOSITEIIBHOTO W3YYCHWS ).
MexaHu3M CUCTEMHOIO MOJXO0Ja JJIsl PELICHUs] MOCTABICHHBIX 3a/lad B MpoIlecce
OpraHU3alMi CEPBUCHOTO OOCIY>KMBaHUs NOTpeOuTeNned Ha TpaHCHOpPTE, B TOM
yuciae B cdepe BO3AYIIHONO TpaHCHopTa ([JIsI CaMOCTOATENIBHOIO H3Yy4eHUs).
Metoapl IpUMEHEHUsSI CUCTEMHOr0 MOAXOJa JUIsl PEIIeHUs! MOCTAaBJICHHBIX 3a/lay B
MIPOIIECCe OPraHU3alMU CEPBUCHOTO 0OCITYKUBaHUS MOTpeOUTeNeld HAa TPAHCIIOPTE, B

TOM uuciie B cepe BO3AYIUIHOTO TpaHCHopTa (IJIsi CaMOCTOSITENIbHOTO HM3Y4ECHHUS).
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MeTonbl OCYHIECTBIEHHUS COLMAIBHOIO B3aMMOJEHCTBUSA M peau3allid CBOEH pOJIH
B KOMaHj/ieé B MPOILIECCE OpraHU3allii CEPBUCHOTO OOCIYKMBaHUS MOTpeOUTENed Ha
TPAHCHIOPTE, B TOM YHCJIE B cpepe BO3AYIIHOTO TPaHCHIOPTa (151 CAMOCTOSITEIBHOT'O
u3ydeHus). MeTosibl onpeaenaeHus U peaau3ali CBOe poju B KOMaHJE B IpoLecce
OpraHu3aIlMd CEPBUCHOTO OOCTY)KHBaHUs TOTpeOuTeNneld Ha TpaHCHOpTe, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (ISl CaMOCTOSITENIBHOIO HU3Y4YEeHUS).
Metoansl obOecriedeHUs COLMAIIBHOTO B3aUMOJEHCTBHUS B TIPOLIECCE OpraHU3alUU
CEpPBUCHOTO OOCIY)XKHMBaHUSI MOTpeOUTENIe Ha TpaHCHOpTe, B TOM dYuCie B cdepe
BO3JIYIITHOTO TpaHCHOpTa (i1 CAMOCTOSITEILHOTO M3Yy4YeHUs). MeToabl BOCTIPUSTHUS
MEXKYJIbTYPHOTO pa3HOoOpa3usi oOmiecTBa B COLUAIBHO - HCTOPUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B IMPOLIECCE OPraHU3alid CEPBHUCHOTO
oOcCny’>KMBaHMsI TOTpEOUTENEe Ha TPAHCIOPTE, B TOM 4ucie B chepe BO3IYIIHOTO
TpaHcmopTa (IS  CaMOCTOSITETLHOTO — W3y4yeHwus). MeTroasl  IpUMEHEHUs
0COOEHHOCTE MEKKYJbTYPHOI'O pa3HO0Opa3usi o01ecTBa B MPOIeccCe OpraHu3aluu
CEpPBUCHOTO OOCIY)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcle B chepe
BO3JIYIITHOTO TpaHCHOpTa (ISl CaMOCTOSITEILHOTO W3ydeHHUs). MeToabl pelieHus
MPOU3BOJCTBEHHBIX KOH(MDIUKTOB C YyYETOM OCOOCHHOCTEH MEXKYJIBTYPHOTO
pazHooOpa3usi o0liecTBa B MPOIECCE OPraHU3alMU CEPBUCHOTO OOCITYKUBAaHUS
notpeduTeNneld Ha TpaHCIOPTE, B TOM YHUCIE B cdepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO M3Yy4deHHUs). MeToabl COo3MaHusl W TOIJCPKKH OE30MacCHBIX
YCIIOBUN KU3ZHENEATENbHOCTH, B TOM YHCIE MPH BO3HUKHOBEHHMH YPE3BBIYAWHBIX
CUTYyalluii B MPOIECCE OPraHU3alMKU CEPBHCHOIO OOCITYXHBaHUSA MOTpeOUTeNnel Ha
TPAHCIIOPTE, B TOM YHCJIE€ B cpepe BO3AYIIHOTO TpaHCIIOPTa (/151 CAMOCTOSITEIBHOTO
u3ydyeHus). MeToasl  co3maHMs M TOAJEpKaHHS ~— O€30MacHBIX  yCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTYallud B
IpoIecce OPraHu3aIuu CEPBUCHOTO OOCITYKMBAaHUA NOTpEOUTENEH Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOTO TPaHCIOPTa (MJsi CAMOCTOSITENIBHOTO W3YYCHHS).
MeTonbl co3aHus U TTOAJIEPKKH 0€30IaCHBIX YCIOBUN OOCTYKUBAHUS TTACCAKUPOB,
B TOM 4YHCIIE TpPH BO3HMKHOBEHHH UPE3BBIYAWHBIX CHUTyalldid B TMpolecce
OpraHu3allid CEPBUCHOTO OOCIYy)XMBaHUSI TMOTpeOUTE]eH Ha TpaHCIOPTEe, B TOM
gyuciie B cdepe BO3AYIIHOTO TpaHCIOpPTa (ISl CaMOCTOSITENIBHOTO W3YYCHUS).
Metonbpl TPUMEHEHHST  KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHUM B CEPBUCHOU
NEATEIbHOCTU Ha TPAHCIIOPTE B YCIOBUSIX B3aUMOJIEHCTBUS C OTPEOUTENIMH, B TOM
YUCJI€ WHTEPHET-NPOJABUKEHUS YCIyr B IMPOILECCE OpraHu3alli CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH Ha TPAHCIOPTE, B TOM 4HUCiIe B chepe BO3MYIIHOTO
TpaHcnopTa (AJisI CaMOCTOSITEILHOTO HM3y4yeHHUs). MeTolbl ydacTusi B pa3paboTKe
CUCTEMbl KIMEHTCKMX OTHOUIEHWA M OpraHu3aluu [polecca OO0CITyKUBaHUS
noTpeduTeNeil Ha OCHOBE MTPUMEHEHHUS 3aKOHOIATEIbHBIX aKTOB M TIPABOBBIX HOPM B
MPOIIECCe OPraHU3alMKU CEPBUCHOTO 0OCITYKMBaHUS NOTpeOUTeNe Ha TPAHCIIOPTE, B
TOM 4YHclie B chepe BO3MYIIHOTO TPAaHCIOPTA (MJII CAMOCTOSITEIIBHOTO W3YYCHWS ).
Metoasl yyacThss B COBEPLICHCTBOBAHWM CHUCTEMbl KIHMEHTCKUX OTHOIICHUN B
CEpPBUCHOM JIESITEIBHOCTH HA TPAHCIIOPTE C MCIOJIb30BAHUEM MHTEPHET-TEXHOJIOTUM
B MIPOLIeCCE OpPraHu3alUl CEPBUCHOTO 0OCITYKMBAaHUSI TOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM uuciie B chepe BO3AYIIHOTO TPaHCHOPTA (i1 CAaMOCTOSITEILHOTO M3YUECHHUS).

MGTOI[BI BJIIaACHHUA TCOPCTHUYCCKHMMMH 3HAHUAMH M IIPAKTHYCCKHMMHU IIPpHUCMaMH
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VIOpaBJICHUS TIpoeKTaMH B cdepe OoOCITyXHBaHUS B TIPOIECCE OpTaHU3AIMH
CEpPBUCHOTO OOCIY>XKMBaHUSI MOTpeOUTENIe Ha TpaHCHOpTe, B TOM 4YuCie B cdepe
BO3JIYIITHOTO TPAHCIIOPTA (711 CAMOCTOSITEIBHOTO M3Y4CHHs). METOIbI yIpaBICHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TTPOCKTAMHU, METOJbI TUIAHUPOBAHUS W MOHHUTOPHHT
JESATENHPHOCTH CEPBUCHON KOMIAHUU B c(epe TPAHCIIOPTA B MPOIECCE OpraHU3aIlluu
CEpPBUCHOTO OOCITY)XKMBaHUSI MOTpeOUTENIe Ha TpaHCHoOpTe, B TOM 4YuCie B cdepe
BO3YIIHOTO TpaHCIOpTa (TSI CaMOCTOSITENILHOTO H3y4deHus). MeToasl BeiOOpa
MaTepuaIbHBIX PECYpPCOB, OOOpPYIOBaHUS HJsl OCYIIECTBICHHUS TpoIlecca CepBHCa,
MEXaHU3M IPOBEACHUS TEPETOBOPOB C KIMEHTAMH IO MPETCH3UOHHBIM CIIydasM H
ONpeJeCHUs] TPUYMH BO3HUKHOBCHHS TMPETEH3WHW B TMPOIECCE OpraHu3alluu
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENel Ha TpaHCHOPTE, B TOM ducie B cdepe
BO3/YIIHOTO TpaHCHOpTa (I CAaMOCTOSATEILHOTO U3Y4YCHHS ). METOIbI pa3pabOTKH U
MCIIOJIb30BaHMUS THUIOBBIX TEXHOJOTHYCCKUX TPOIECCOB, METOJBI (POPMHUPOBAHUS U
BHEJIPCHMSI KOPIIOPATUBHBIX CTAaHIAAPTOB M PETVIAMEHTOB IPOIECCOB OOCITYKHMBAHUS
norpeOuTeneld Ha TpaHCHOpPTEe (VIS CaMOCTOSITEILHOTO M3ydeHHs). MeTomabl
B3aMMOJICHCTBHSI C KJIMCHTaMH [0 OpraHW3alliyd Ipolecca O0O0CITy)KMBaHUS
norpebuteneld B cdepe TOCTENPUHUMCTBA B TIPOIECCE OPraHU3AIMU CEPBHCHOTO
oOCITy)KMBaHHs TOTPeOUTENIed HA TPAHCIOPTE, B TOM 4YHCIE B chepe BO3MYIIHOTO
TpaHCcopTa (I CaMOCTOSATEIBHOTO H3y4eHHs). TpeOoBaHUS MPOU3BOJICTBECHHOU
JTUCIUIUIMHBI, TPaBWJI 10 OXpaHe TpyJda M IMOXapHOH O0€30MacHOCTH TpH
OCYIIIECTBICHUH TEXHOJIOTHYECKOTO TPOIIecca B MPOIECCE OpTaHU3AIMHA CEPBUCHOTO
oOCITy)XKMBaHHs TIOTpeOUTENIel HA TPAaHCIOPTE, B TOM 4YHCIe B chepe BO3AYIIHOTO
TpaHCIopTa (I CAaMOCTOSTEILHOTO U3yUeHHs). MeToabl BEIOOpa OpraHu3alliOHHBIX
pemieHudt st GOPMHPOBAHHMS ~ CEPBUCHOH  CHCTEMBI  OOCIYXKHBaHHS  C
UCTIOJh30BAaHHEM  METOJIOB OpTaHM3AlMM W YIPaBICHUS  HMYIICCTBCHHBIM
a’pOMOPTOBBIM KOMIUIEKCOM M aKTHBAMHU CEPBUCHBIX NPEINPHUITAN HA TPAHCIIOPTE B
IpoIecce OPTaHU3AINN CEPBUCHOTO OOCITYKHBAHHS TOTPEOUTENICH Ha TPAHCIIOPTE, B
TOM YHUCJIe B cdepe BO3AYIIHOTO TPAaHCIOpTa (A1 CAMOCTOSTEIBHOTO H3YUCHHS).
MeToasl  OCYIIECTBIICHUS  OPTaHHM3AIMOHHOTO  OOCIY)KMBAaHHS  aBHAIIMOHHOW
UHPPACTPYKTYPBl W OPraHHU3AIMOHHOTO OOECIEYEHHUs IMpoIecca CEPBUCHOTO
OoOCTy>KHBaHHSI B ad’pomopTy W Ha OOpTy BO3AYIIHOTO CyJHAa B TIpolecce
OpraHu3allid CEPBUCHOTO OOCIy)XMBaHUSI TOTpeOUTENIeH Ha TpaHCIOPTE, B TOM
quclie B cepe BO3AYIIHOTO TPAHCIIOPTA (ISl CAMOCTOSITEIHHOTO H3YUICHHUS ).

Tema 14. Ilpouecchl ynpaBjieHHSl, OPraHM3allHOHHASI CTPYKTypa H
NMPOU3BOJACTBEHHbII MEHEIKMEHT CEPBHCHOI0 MpeANpUsiTUs HA TPAHCIOpPTe, B
TOM 4HcJie B cepe BO3AYIIHOTO TPAHCIIOPTA

[IpennpusTvs, OKa3bIBAIOIIME YCIYTH HACEJICHHI0O Ha TPAHCIOPTE, B TOM
guciae B cdepe BO3AyMHOro TpaHcmopra. OCOOCHHOCTH OOMIEro yHpaBiICHUS
CEpPBHUCHBIM TMpPEANPUITHEM Ha TpPAHCIOPTE, B TOM YucCie B cdepe BO3AYIIHOTO
TpaHcmopTa (JIS CaMOCTOATENIBHOTO wu3ydeHus). DyHKIMM W 3a4a4d  OOIIETo
YIPaBJICHUS CEPBHUCHBIM TMPEANPUITHEM Ha TpaHCIOpPTE, B TOM 4YHuciIe B cdepe
BO3AYIITHOTO TPaHCIOpPTa (I CaMOCTOATENBHOTO H3ydeHus). OpraHu3zalioHHas
CTPYKTYpa CEpPBHCHOTO TMPEANPUITHS Ha TpaHCHOpTEe, B TOM 4HHCIE B cdepe

BO3JIYLIHOTO TpaHCHopTa (IJisl CaMOCTOSTeNIbHOTO n3yueHus). @opmbl opraHuzanuu
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CEPBUCHBIX MPEANPHUITHH HA TPAHCIOPTE, B TOM 4YHUCIE B cdepe BO3IYIIHOTO
TpaHCcToOpTa (A1 CaMOCTOSITEIBHOTO M3y4deHus). [[pon3BOACTBEHHBI MEHEIKMEHT
(mms caMOCTOSITENIBHOTO — H3Y4YEHHS). Oco0OEHHOCTH ~ MPOU3BOJICTBEHHOTO
MEHEKMEHTa Ha CEPBHCHOM MPEATNPUATAH Ha TPAHCIIOPTE, B TOM 4YHCIe B chepe
BO3YIIHOTO TpaHCHopTa (AJII CaMOCTOSITETLHOTO W3y4eHHUs). MeToIbl TOHCKa,
KPUTHYECKOTO aHajW3a W CHHTe3a WHQPOpMAIMM B TMPOIECcCce OpraHu3aluu
CEpPBUCHOTO OOCIy)XKMBaHUsI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hcie B cdepe
BO3AYIIHOTO  TpaHCHOpTa (A1  CaMOCTOSITENILHOTO — W3y4YeHHUs). MeXaHu3M
CHUCTEMHOTO TOJXOJa JJIsl PEIIeHHUs] MOCTABIEHHBIX 3a7a4 B MPOIECCEe OpraHU3aluu
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENeld Ha TpaHCIOPTE, B TOM ducie B cdepe
BO3/YIIIHOTO TPAHCIOPTa (711 CAMOCTOSATEILHOTO U3Y4YCHUS). MeTOo bl IPUMEHEHUS
CHUCTEMHOTO TIOJIXOJa /ISl PEIeHHs] MMOCTaBIEHHBIX 3aJ]a4 B MPOIECCEe OpraHU3aIluu
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENel Ha TpaHCTIOPTE, B TOM ducCie B cdepe
BO3JYIIHOTO  TpaHCmopTra (I  CaMOCTOSATEIBbHOTO  HM3ydeHHs). MeTomsl
OCYIIIECTBJICHHUSI COIMAIIBHOTO B3aWMOJICHCTBUS W peaju3alliil CBOEH poJid B
KOMaHJIe B TPOIECCEe OpPTraHU3allid CEPBHCHOTO OOCIY)KMBaHHSA TMOTpeOUTENeH Ha
TPaHCIIOPTE, B TOM YHUCIIE B chepe BO3MYNTHOTO TpaHCTIOPTA (71 CaMOCTOSATEIIHBHOTO
n3ydeHus). MeToapl ONpeIeNICHNs] M pean3allii CBOCH poJii B KOMaH/IE B MpoIiecce
OpraHW3allid CEPBHUCHOTO OOCITYy)KMBaHUS IMOTpPEOUTEICH Ha TpaHCIOPTE, B TOM
grcie B cdepe BO3AYIIHOTO TpaHCIOpPTa (IS CaMOCTOSTEIBHOTO H3YUYCHHUS).
Meronbl obecrieueHrs COLMAIBLHOTO B3aMMOJICUCTBUS B MPOIIECCE OpraHu3alvuu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3/YIIHOTO TPAHCIOPTa (JIJI1 CAaMOCTOSITEILHOIO M3y4eHHs). MeToIbl BOCIIPUSTHUS
MEXKYJIbTYPHOTO pa3HooOpa3usi oO0IIecTBa B COIMAIBHO - HUCTOPUUYECKOM,
ATUYECKOM M (UIOCOPCKOM KOHTEKCTaX B IMPOLIECCE OPTraHU3alMd CEPBHUCHOTO
o0cCITy>)KuBaHMs TTOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa  (AJi1  CaMOCTOSITENIBHOTO — M3ydeHus). Meroabl  MpUMEHEHUs
0COOCHHOCTEH MEXKYJIBTYPHOTO Pa3zHOOOpa3us oOIIecTBa B MPOIECCE OpraHU3aluM
CEpPBUCHOT'O OOCITY)XKHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIe B cdepe
BO3/YIIHOTO TpaHCIOPTa (AJIT CaMOCTOSITENIbHOTO W3y4deHHs). MeToabl pelieHus
MPOU3BOJICTBEHHBIX KOH(DJIUKTOB C YYETOM OCOOCHHOCTEH MEXKKYJIBTYPHOTO
pazHooOpasusi Oo0IIecTBa B MPOIECCE OPTaHHU3AIMU CEPBUCHOTO OOCITYKUBaHUS
noTpeduTeNeil Ha TPAHCIIOPTE, B TOM 4ucie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITETILHOTO HW3y4eHHs). MeTonbl co37JaHusi U TOAJNEPKKHA Oe30IMacCHBIX
YCIIOBUN >KU3HEACSITCIIbHOCTH, B TOM YHCIIC NMPU BO3HUKHOBEHUHU YPE3BBIYAWHBIX
CUTyalluii B TIPOIECCE OPTaHU3AIMH CEPBUCHOTO OOCITYXMUBaHUSA TOTpeOHWTENel Ha
TPAHCTIOPTE, B TOM YHCJIC B cpepe BO3AYITHOTO TPAHCTIOPTA (11 CAMOCTOSITEIIBHOTO
u3ydeHus1). MeToasl CO3MaHWsl W TOAJIEpKaHWS  O€30MacHBIX  yCIOBHMA
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBECHUHW YPE3BBIYAWHBIX CUTYAIlUH B
MPOIIeCcCe OPTaHM3aIMU CEPBUCHOTO OOCITYKMBAaHUS OTPEOUTENCH HA TPAHCTIOPTE, B
TOM uuciie B cepe BO3AYIIHOTO TpaHCHoOpTa (IJsi CaMOCTOSITENIbHOTO HM3Y4CHHUS).
MeTonbl co31aHus M TTOIEPKKH 0€30TaCHBIX YCIOBUN OOCTYKUBAaHHSI TTACCAXKUPOB,
B TOM 4YHCJI€ TIpH BO3HUKHOBEHWU YPE3BBIYAWHBIX CHUTyalliii B MpoIecce
OpraHu3allid CEPBUCHOTO OOCIYy)KMBaHUSI TMOTpeOUTENIeH Ha TpaHCIOPTE, B TOM

yuciae B cdepe BO3AYIIHONO TpaHCmopTa (JJisi CaMOCTOATENIBHOIO H3Yy4eHUs).
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Metonsl IPUMEHEHHUS  KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUM B CEPBUCHOU
NEeSATENbHOCTU HA TPAHCIIOPTE B YCIOBUSIX B3AUMOJEHCTBUS C MOTPEOUTENSIMHU, B TOM
YlCJI€ WHTEPHET-MPOABUKEHUS YCIYyr B TPOLECCE OpraHU3alMd CEPBUCHOIO
oOCIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIOPTE, B TOM 4HUCiE B cdepe BO3IYIIHOIO
TpaHcnopTa (AJI1 CaMOCTOSITENBHOIO M3y4eHHs). MeToapl y4yacTusi B pa3paldoTKe
CUCTEMBbl KJIMEHTCKMX OTHOIICHWH M OpraHu3aluu Impouecca O0O0CITyKHUBaHUS
noTpeduTeNneil Ha OCHOBE MPUMEHEHUS 3aKOHOAATENbHBIX aKTOB U IPABOBBIX HOPM B
MpOLIECCEe OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPaHCIOPTE, B
TOM 4Hclie B cepe BO3AYIIHOIO TPaHCHIOPTa (s CAMOCTOSITENIBHOTO U3YYEHHS).
Metonbl yyacTusi B COBEpUICHCTBOBAHMU CHUCTEMbl KIMEHTCKUX OTHOLIEHUH B
CEPBUCHON JI€ATENbHOCTH Ha TPAHCIIOPTE C MCIOJb30BAHMEM MHTEPHET-TEXHOJOTUM
B MPOIIECCEe OPraHU3aAlMKU CEPBUCHOTO 00CTYXKMBaHUSI MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCJIe B cpepe BO3AYLUIHOTO TPAHCHOPTa (A1 CaMOCTOSITEIbBHOTO H3YUEHHUS ).
Metonpl BiIafeHUS TEOPETUYECKUMM 3HAHUAMHM M TPAKTUUYECKUMHU TpPUEMaMU
yIpaBlieHUusT TMpoekTaMu B cdepe oOCTyKUBaHUS B TMpoOIlEcCCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4YHcle B chepe
BO3/YIIHOTO TpaHCHOpTa (151 CAMOCTOSITEJIBHOTO M3y4eHHsI). MeTO bl yIpaBiIeHUs
TYPUCTCKO-PEKPEAIMOHHBIMA TMPOEKTAMHU, METOJbl TUIAHUPOBAHUS W MOHUTOPHUHT
JESITEIbHOCTU CEPBUCHON KOMIAHUU B cepe TpaHCIOPTa B MPOIECCE OpraHU3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOpPTE, B TOM 4Hclie B chepe
BO3/YIIHOTO TpaHCHOpTa (ISl CaMOCTOSITENIBLHOIO H3y4deHHus). MeTonasl BbIOOpa
MaTEpHUAIIbHBIX PECYpPCOB, OOOpPYAOBAaHUS MJisi OCYIIECTBICHUS IpoIlecca CepBHCA,
MEXaHHM3M TPOBEICHHS MEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM CIydasM U
ONpeJeNieHHs] TPUYMH BO3HUKHOBEHHS TMPETEH3U B TPOLIECCe OpraHu3aluu
CEpPBUCHOTO OOCIy)XMBaHUSI MOTpeOHUTeNeld Ha TpaHCIOPTE, B TOM 4ucie B chepe
BO3/YIIHOTO TpaHCHOpTa (AJI1 CaMOCTOSTEILHOTO U3Y4eHHS ). MeTOoIbI pa3paboTKu U
MCIIOJIb30BaHMS TUMOBBIX TEXHOJOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMsI KOPIOPATHUBHBIX CTAHIAAPTOB M PETVIAMEHTOB IPOIECCOB OOCITYKHMBAHUS
norpebuTeneid Ha TpaHCHoOpTe (AJIE CaMOCTOATENBLHOTO W3ydeHus). MeTomsl
B3aMMOJICUCTBUS C KJIMEHTaMH [0 OpraHu3aluyd T[polecca 00CITyKHUBaHUS
norpedureneil B cdepe TrocTeNpUUMCTBA B IPOLECCE OPraHU3alldd CEPBHUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHcmopTa (AJI1 CaMOCTOATEIBHOIO H3ydeHHus). TpeGoBaHMsS MPOU3BOJCTBEHHON
OUCLUMIUIMHBI, MPAaBWJI IO OXpaHe Tpyla M IMOXapHOH O€30MacHOCTH IIpH
OCYIIECTBJIEHUH TEXHOJIOTMYECKOTO MPOIEcca B MPOLECCE OPraHU3alMi CEPBUCHOIO
oOcCiTy>)kKMBaHMsI MOTpeOuTeNeld Ha TPaHCIOPTE, B TOM 4YHCIE B cdepe BO3AYIIHOTO
TpaHcnopTa (AJis1 CaMOCTOSITEILHOTO U3y4eHUs1). MeTobl BbIOOpa OpraHU3allMOHHBIX
pemieHudt 111 (GOpPMHUpPOBAHMS ~ CEPBHUCHOM  CHUCTEMBI  OOCIYXHBaHHS  C
UCIIOJIb30BAHUEM  METOJIOB  OpraHM3allMd M YIPaBICHUS  UMYIIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTHBAMH CEPBHUCHBIX NPEANPUATUN HA TPAHCIIOPTE B
MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH Ha TPAHCIOPTE, B
TOM uuciie B cepe BO3AYIIHOTO TpaHCHoOpTa (IJsi CaMOCTOSITEIbHOTO HM3YYCHHUS).
Metonbl  OCYHIECTBJIEHMS  OPraHUM3AalMOHHOIO  OOCIY)KMBaHUS  aBUAIL[MOHHOU
UHPPACTPYKTYphl W OPraHU3aIlMOHHOTO OOECHeYeHUs] Mpolecca CEPBUCHOIO

oOclly’)kMBaHMsI B a’pornopTty M Ha OOpPTYy BO3AYIIHOIO CyJIHAa B Mpoliecce
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OpraHu3allid CEPBUCHOTO OOCIYy)XKMBaHUS IOTpeOUTEICH Ha TpaHCIOPTE, B TOM
yucie B chepe BO3AyIIHOTO TpaHCTIOpTa (7151 CAMOCTOSITEILHOTO U3YUCHUS).

Tema 15. BaxHeiiniue pa3HOBHIHOCTH COLMAIBLHOI0 MEHEI:KMEHTAa Ha
CEPBHCHOM MNpeINpPUSTHM HA TPAHCIOPTE, B TOM 4ucjie B cdepe BO3IYUIHOIO
TPaHCIOPTA

Hcnonp3oBaHne OCHOB COLMAIBHOTO MEHEIKMEHTa Ha CEPBUCHOM
NpEeANpUSTAN Ha TPAHCIOPTE, B TOM 4HCie B cdepe BO3AYIIHOIO TPAHCIOPTA.
MeHeKMEHT TIEpCOHAIa Ha CEPBUCHOM MPEANPUATUN HA TPAHCTIOPTE, B TOM UHUCIIE B
chepe BO3AYLIHOTO TpaHCHOPTa (I CaMOCTOSITENILHOTO M3ydeHwus). OCoOEHHOCTH
COIIMAILHOTO MEHE/PKMEHTa B 00CITy)KMBAaHHM Ha TPAHCIIOPTE, B TOM 4uciie B cepe
BO3JIYIITHOTO TpaHcmopTa (JIsI caMoCTOATENbHOr0 wu3ydeHus). OcoOEHHOCTH
MEHEPKMEHTA MepCoHalla Ha MPEANPUATUIX CEpPBUCA HA TPAHCIIOPTE, B TOM YHCJIE B
chepe BO3AYIIHOTO TPAHCIOPTa B PA3BUTBIX CTpaHax (sl CaMOCTOSITEIBLHOTO
u3yueHus). B3aumonelicTBue ¢ moTrpeOuTeNsIMH YCIyr Kak yrpaBjieHUYeCKas 3ajada
o0cITy>)kKMBaHMs Ha TPAHCIIOPTE, B TOM YKCJE B cepe BO3AYIIHOTO TpaHcmopTa (s
CaMOCTOSITEJIbHOTO M3Yy4YEeHHUs). 3aKOHOMEPHOCTH M TPHUHIIUIBI B3aUMOJICHUCTBUS
npeACTaBUTENCH MEHEKMEHTa C TMOTPEeOUTEIsIMH B TIpOIecCe OOCITY)KHMBAHUS Ha
TpPaHCIIOPTE, B TOM 4HUCIe B chepe BO3AYIIHOTO TpaHCTIOpTa (VIS CaMOCTOSATEIIBHOTO
u3ydeHus). Meroasl TMOMCKa, KPUTHYECKOTO aHaluW3a M CHUHTe3a WHpopMamuu B
Ipollecce OpPraHu3alMKi CEPBUCHOTO OOCITYKUBaHUS OTpeOUTeNel Ha TPaHCIIOPTE, B
TOM 4Hucje B cdepe BO3IYIIHOTO TpaHCIoOpTa (I CaMOCTOSITEIIBHOTO HM3YYCHHS).
MexaHu3M CHUCTEMHOTO MOJXOJa ISl PEIICHUs IMOCTaBICHHBIX 3a7ad B IPOIECCe
OpraHu3aIlid CEPBUCHOTO OOCTY)KMBaHUs TOTpeOuTeNneld Ha TpaHCHOpTe, B TOM
guciae B cdepe BO3AYIIHOIO TpaHCHopTa (IS CaMOCTOATEIBHOTO W3Yy4eHUs).
MeTonbl NPUMEHEHUS CUCTEMHOIO MOAXOJa JJIsl PEUICHUs] MOCTaBJICHHBIX 3a7ad B
IIpoIlecCe OpPraHU3alMKi CEPBUCHOTO OOCITYKUBaHUS TOTpeOUTENeH HA TPAHCIIOPTE, B
TOM 4Hucje B cdepe BO3IYIIHOTO TpaHCIOpTa (I CaMOCTOSITCIBHOTO HM3YYCHHS).
MeToapl OCYIIECTBIEHUS COLMAIBHOTO B3aUMOJICMCTBUS U peajv3alid CBOCU PO
B KOMaHJI¢ B IPOIECCE OpraHU3aIlMid CEPBUCHOTO OOCIYKMBaHHS MOTPEOUTEICH Ha
TPAHCIIOPTE, B TOM YHCIIC B cepe BO3AYIIHOTO TpaHCIOPTa (IJIsI CaMOCTOSTEIIBHOTO
n3y4deHus). MeTo bl ONpeiesIieHUs] U peain3aliy CBOeH poJii B KOMaHE B MpoIiecce
OpraHM3aIlid CEPBUCHOTO OOCITY)KMBaHHUS TOTpeOuTeNel Ha TpPaHCIOpPTE, B TOM
guciae B cdepe BO3AYIIHOIO TpaHCIopTa (IS CaMOCTOSTEIIBHOTO H3YYCHUS).
Metoasl obOecriedeHUs] COIMAIBHOTO B3aUMOJCHCTBHS B IIPOIIECCE OpPraHU3allUM
CEPBHUCHOTO OOCITY)KHMBaHUS TOTpeOHUTENIe Ha TpaHCIOpPTe, B TOM 4YHCIE B cdepe
BO3AYIITHOTO TpaHCMIOpTa (JIsI CaMOCTOSITEIbHOTO M3Y4YeHHs). MeTO bl BOCTIPUATHS
MEXKYJIbTYPHOTO pa3HOOoOpa3usi o0IiecTBa B  COIMAIBHO - HCTOPHUYECKOM,
THYCCKOM M (DHIOCO(DCKOM KOHTEKCTaX B TPOIECCE OpPraHU3aIllid CEPBHUCHOTO
o0CITy>)KUBaHHS TTOTPEOUTEIICH Ha TPAHCIIOPTE, B TOM YHCIe B chepe BO3AYIIHOTO
TpaHcmopTa (71 CaMOCTOSITEIbHOTO  M3y4deHHs). MeToabpl  IPUMEHEHUS
0COOEHHOCTEW MEXKYJIbTYPHOTO pazHOOOpa3us oOIIecTBAa B MPOIECCE OpraHU3aIuu
CEpPBUCHOTIO OOCIYXXMBaHUSI MOTpeOUTeNIe Ha TpaHCHoOpTe, B TOM 4YuCie B cdepe
BO3AYIITHOTO TpaHCHopTa (i1 CaMOCTOSITEILHOTO M3y4eHHUs). MeToanl pelieHus

MIPOU3BOJICTBEHHBIX KOH(JIMKTOB C YYETOM OCOOCHHOCTEH MEXKYJIbTYpPHOIO
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pazHooOpa3usi o0miecTBa B MPOLECCE OPraHU3alUMU CEPBUCHOTO OOCITYXUBaHUS
noTpeduTeNei Ha TPAHCIIOPTE, B TOM 4HuCie B cepe BO3AYIIHOTO TpaHcHopTa (A
CaMOCTOSITEJILHOTO HM3Yy4YeHHs). MeToapl co3JaHusi U MOAAEPKKUA Oe30MacHbIX
YCIIOBUH JKU3HEACSITCIIBHOCTH, B TOM YHCIIC NMPU BO3HUKHOBCHUHU YPE3BBIYAWHBIX
CUTYyalluid B MPOLECCE OPraHU3alMU CEPBHCHOIO OOCITYXMBaHUs MOTpeOuTenei Ha
TPAHCIOPTE, B TOM YHCIIE€ B cepe BO3AYIIHOTO TpaHCIOpTa (151 CAMOCTOSITEIBHOTI'O
u3ydeHus1). MeToapl  co3jaHMs M HOAJEpKaHMS — O€30HacHBIX  YCJIOBUM
KU3HEJEATCILHOCTH, B TOM YHCJIC NTPH BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYaIlUH B
MpoLIECCe OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS NOTPEOUTENEH HA TPaHCIOPTE, B
TOM 4YHclie B cepe BO3AYIIHOIO TPaHCIOPTa (s CAMOCTOSITENIBHOTO U3YYEHHS).
MeTtonbl co3iaHns U MOAJIEPKKU 0€30IMaCHbBIX YCIOBUNA OOCTYKMBAHUS MACCAXKUPOB,
B TOM 4YHCIIC TIPH BO3HMKHOBCHUW YPE3BBIYAWHBIX CHUTyallUid B TIpolecce
OpraHu3allid CEpPBUCHOIO OOCIIy)XKMBaHUS TOTpeOUTENIe Ha TpaHCIOPTE, B TOM
yuciie B cdepe BO3AYIIHOIO TpaHCHopTa (IUIsi CaMOCTOSITENIBHOIO U3Y4YEeHUS).
MeTonpl TpUMEHEHUS  KIMCHTOOPUEHTHPOBAHHBIX TEXHOJOTHMH B CEPBUCHOMU
JESTEILHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aUMOJICUCTBUS C IOTPEOUTEISIMH, B TOM
YHClie WHTEPHET-MPOABUKEHUS YCIYyr B TPOIECCEe OpraHu3allud CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENEe HAa TPAHCIIOPTE, B TOM 4HUCiIE B chepe BO3IYIIHOTO
TpaHcrnopTa (i1 CaMOCTOSITENIBHOTO M3y4eHHs). MeToasl y4dacTusi B pa3palboTke
CHUCTEMBl KJIMEHTCKHX OTHOIIEHWH H OpraHW3alyu Mpoiecca OOCTyKUBaHUS
notpeduTeneld Ha OCHOBE MPUMEHEHUS 3aKOHOIATENbHBIX aKTOB U MPAaBOBBIX HOPM B
Ipolecce OpraHu3alui CEPBUCHOTO OOCITYKMBAaHUA NOTpEeOUTENe Ha TPAHCTIOPTE, B
TOM 4YHclie B chepe BO3IYIIHOIO TpaHCIOPTa (Js CAMOCTOSITENIBHOTO W3YYEHHS).
Metonbl ydacTusi B COBEpIICHCTBOBAHWU CHUCTEMbl KIMEHTCKMX OTHOLIEHUW B
CEPBHUCHOMN JIEATELHOCTH Ha TPAHCIIOPTE C MCIOJb30BAHUEM MHTEPHET-TEXHOJOTUN
B MPOIIECCE OPraHU3AIMKA CEPBUCHOTO OOCITYXMBaHUSI MOTpeOUTENEH Ha TPAHCIIOPTE,
B TOM 4YHCIIe B cpepe BO3AYUIHOTO TPAHCIOPTA (AJI CAMOCTOSITEIIbHOTO M3YUCHUS).
Metonpl BiIafeHUS TEOPETUYECKUMH 3HAHUAMH M TPAKTUYECKUMHU TPUEMaAMHU
yIpaBleHus TMpoekTaMu B cdepe oOCTyKHBaHHMS B TMPOIECCe OpraHu3aluu
CEpPBUCHOTO OOCITY)KHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
BO3IYIIIHOTO TPAHCIIOPTA (711 CAMOCTOSITEIBHOTO M3Y4EHHs). METObI yIpaBIeHUS
TYPUCTCKO-PEKPEAITMOHHBIMA TPOCKTAMHU, METOJbl TUIAHUPOBAHUS W MOHHUTOPHUHT
JesITEeIbHOCTU CEPBUCHON KOMIAHUU B c(hepe TpaHCHOPTa B MPOLIECCE OPTaHU3alUU
CEpPBUCHOTO OOCIY)XMBaHUSI TOTpeOHWTENel Ha TpaHCIOPTE, B TOM 4mcie B chepe
BO3/YLIHOTO TpaHCIOpTa (IIsI CaMOCTOSITENIBHOTO H3y4deHus). Metoasl BbiOOpa
MaTepualIbHBIX PECYpPCOB, OOOpYIOBaHUS MJsl OCYLIECTBICHHUS TpoIlecca CepBHCa,
MEXaHW3M IPOBEACHUS MEPETOBOPOB C KIMEHTAMH IO MPETCH3UOHHBIM CIIydasM H
OTIpEJICICHNs] TPUYMH BO3HUKHOBEHHS TPETEH3WW B TMIPOIECCE OpraHu3aluu
CEepBUCHOT0 OOCTY>KMBaHUS MOTpeOUTeNel Ha TpaHCHOpTE, B TOM 4ucie B cdepe
BO3JIYLIHOTO TPAHCMOPTA (JIs1 CAMOCTOSATENIBHOTO U3y4YeHusi). MeToibl pa3paboTKu U
MCIIOJIb30BAHUSI TUTIOBBIX TEXHOJOTUYECKHUX MPOIECCOB, METOMBI (POPMHUPOBAHUS U
BHEJIPEHUSI KOPIIOPATUBHBIX CTAHIAPTOB U PETJIAMEHTOB TPOIECCOB OOCITYKHUBAHUS
notpeburtenei Ha TpaHcnopte (MJIE CaMOCTOATENBHOrO H3y4deHHs). MeTojbl
B3aMMOJICUCTBHSI C KJIMCHTAMH [0 OpraHW3allud Tpoiecca OOCITyKHUBaHUS

notpedureneil B cdepe rocTenNpUUMCTBA B MPOILIECCE OPraHU3alUd CEPBUCHOIO
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oOCIy’KMBaHMsI TOTPEOUTENEH HAa TPAHCIIOPTE, B TOM 4HUClIE B c(epe BO3IYIIHOIO
TpaHcnopTa (I CaMOCTOATENBbHOTO H3ydeHus). TpeGoBaHUsS NPOU3BOJICTBEHHOM
OUCUUIUIMHBI, MPaBWJI MO OXpaHe Tpyla M TMOXapHOM O€30MacHOCTU MpH
OCYIIECTBJICHUH TEXHOJIOTMYECKOTO MpOIecca B MPOLECCE OPraHU3alMid CEPBUCHOIO
oOCny>KMBaHMsI TOTPEOUTENe HAa TPAHCIOPTE, B TOM 4HUCie B cdepe BO3IYIIHOIO
TpaHcnopTa (AJ11 CaMOCTOSITENIBHOTO U3yueHUs). MeTo/bl BIOOpa OpraHu3allMOHHBIX
pemieHuit s (GOPMHUPOBAHUS  CEPBUCHOM  CHCTEMBI  OOCHYKMBAHHUS  C
UCIIOJIb30BAaHUEM  METOJOB  OpraHu3alMd M YIpaBICHUS  UMYIIECTBEHHBIM
a’pONOPTOBBIM KOMILJIEKCOM M aKTUBAMHU CEPBUCHBIX NPEANPUATUN HA TPAHCIIOPTE B
npolecce OpraHu3aluu CEPBUCHOTO 0OCITYKMBaHUA NOTpEOUTENEH Ha TPAHCTIOPTE, B
TOM 4Hclie B cepe BO3AYIIHOIO TPaHCHIOPTa (s CAMOCTOSITENIBHOTO U3YYEHMS).
Metonbl  OCYHIECTBIEHUS  OpPraHM3AallMOHHOTO  OOCIY)KMBaHUS  aBUAI[MOHHOU
UHQPACTPYKTYpbl M OPraHU3alMOHHOTO OOecrHedyeHHus Mpolecca CEpBUCHOIO
oOCNy’>KMBaHMSI B ad’pomopTy W Ha OOpTy BO3AYLIHOTO CyJHAa B Tpolecce
OpraHu3allid CEpPBUCHOIO OOCIy)XMBaHUSI TMOTpeOUTENIe Ha TpaHCIOpPTEe, B TOM
quciie B cepe BO3AYIIHOTO TPAHCIIOPTA (ISl CAMOCTOSITEILHOTO U3YUECHHUS ).

Tema 16. Mapkerunr wu onpeaejgenne 3¢¢eKTHBHOCTH PadOThI
CEPBHCHOI0 MpeANpPHUATHS HA TPAHCIOPTEe, B TOM 4YHcJe B cepe BO3AYLIHOIO
TPaHCNOPTA

MecTo cepBHca B CHUCTEME€ MApPKETHMHTOBOMW ACSTENBHOCTH NPENNPUSTHS Ha
TPAHCIIOPTE, B TOM 4HUCJE B cepe BO3AYIHOTO TpaHcnopTa. CTpaTerusi U TaKTUKA
MapKETUHTAa CEPBUCHOTO MPEANpPHUATHS Ha TpaHCIOPTe, B TOM uucie B cdepe
BO3JYIIHOTO TpaHCIOpTa (71 CamMoOCTOSTENbHOrOo u3ydeHus). (OcobeHHOCTH
CErMEHTHPOBAHUS BHYTPEHHETO MOTPEeOUTEIHCKOTO phiHKa Poccun Ha TpaHcnopTe, B
TOM 4YHclie B chepe BO3AYIIHOTO TPaHCIOPTa (IJsi CAMOCTOSITENIBHOTO W3YYCHHS).
[IpennponakHoe U MOCIENPOAAKHOE OOCIYyKUBAHUE B JACATEIBHOCTH TPEINIPUSTHUS
Ha TpaHCIOpTe, B TOM uYHCIe B cdepe BO3AYIIHOrO TpaHcmopra (s
CaMOCTOATENLHOTO u3yueHus1). CTpaTeruu MOCIeNpOdaKHOTO OOCTY)KHWBAaHHS Ha
TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYLUTHOTO TpaHCHIOPTA (IJIsl CaMOCTOSITEIbHOTO
uzydeHus). Opranuzaiusi moCIenpoJaKHOTO OOCITYy)KMBaHUSI HA TPAHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TpaHCHOpTa (A7 CaMOCTOSTENBHOTO H3YUYEHHUS).
Jloructuka CcepBUCHOrO OOCIY)XKMBaHMsS Ha TpaHCIOPTEe, B TOM uuciae B cdepe
BO3JYIIHOI'O TpaHCHOpTa (I CaMOCTOATEIBHOro u3ydeHwus). VHauBHIyalbHOE
o0cCiTy’)kKMBaHHE Ha TPAHCIOPTE, B TOM 4YHclie B chepe BO3AYIIHOTO TPAHCIOPTA Kak
CaMOCTOSITETIbHBIA BHJI NMPO(PECCUOHAIBHON AESITENbHOCTU (A1 CaMOCTOSTEIBHOTO
n3ydeHus1). TeHIeHInU COBPEMEHHOIO CEpBUCA HAa TPAHCIIOPTE, B TOM YHCIIE B cpepe
BO3JYIIIHOI'O TPAHCIIOPTA: ONACHOCTH Y HOBBIE BO3MOYKHOCTH ISl PEAIPUATHS (IJIsI
caMOCTOATENbHOTO u3ydeHwus). Omnpenenenne o6meid >HPEeKTUBHOCTH PpabOTHI
NpEANpUATUS CEpBHCA HAa TPAHCIOPTE, B TOM 4HciIe B chepe BO3AYIIHOIO
TpaHcnopTa (I  CAMOCTOSITENBHOIO  K3y4deHus). OCHOBHBIE MOAXOABI K
onpeneneHuo 3(p(PEKTUBHOCTH MPOU3BOACTBEHHBIX CEPBUCHBIX NPEINPUATUN Ha
TpPaHCIOPTE, B TOM YHUCIIE B CPepe BO3AYIIHOTO TPAHCIIOPTA (JJIs1 CAMOCTOSITEIBHOIO
u3yueHust). PaciivpeHHbId MOAXoJ K omnpeneiaceHut0 3()QPEeKTUBHOCTU CEPBUCHOIO

NpEeANpUsATUS HA TPAHCHOPTE, B TOM YHUCJE B cepe BO3AYLIHOIO TpaHcmoprta (AJis
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CaMOCTOSITETILHOTO M3Yy4eHHs). MeTonbl MONCKa, KPUTHIECKOTO aHalnu3a U CHUHTE3a
uHpOpMaIlMU B MPOIECCE OPraHU3allii CEPBHUCHOTO OOCITYXHBAaHH MOTpeOuTeNei
Ha TpaHCIOpTe, B TOM 4uciae B cdepe BO3AYIIHOrO TpaHcmopra (A
CaMOCTOSITETLHOTO M3y4eHHs). MeXaHu3M CHCTEMHOTO MOJAXOJa MJisi peHICHUs
MOCTaBJICHHBIX 3aad B TMPOLIECCEe OpraHW3alMl CEPBHCHOTO OOCITYKMBaHUS
noTpeduTeNell Ha TPAHCIIOPTE, B TOM 4uCie B chepe BO3AYIIHOTO TpaHcHopTa (ass
CaMOCTOSITETILHOTO H3y4eHUs1). MeToAbl MPUMEHEHHsS CHCTEMHOTO TOJXOAa s
pelleHus MOCTAaBICHHBIX 3aa4 B MPOIECCE OPTaHU3AINH CEPBUCHOTO 00CTYKUBaHUS
noTpeduTeNeil Ha TPAHCIIOPTE, B TOM 4ucie B cepe BO3AYIIHOTO TpaHcHopTa (asis
CaMOCTOSITETBHOTO ~ W3YYeHHs).  MeTombl  OCYIIECTBIEHHS  COIMAIBHOTO
B3aMMOJICHCTBUSA M pealu3alliil CBOCH POJM B KOMaHJIE B MPOIECCE OpraHu3alin
CEpBHUCHOTO OOCTY)KMBaHUSI MOTpeOUTENeld Ha TpaHCHOPTE, B TOM ducie B cdepe
BO3IYIITHOTO TPAHCTIOPTA (JIJIs1 CAMOCTOSITEIBHOTO M3Y4YeHHsT). MEeTO/IbI OTpeaeIeHuUs
M pealu3alud CBOCH pOJM B KOMaHAE B TPOIECCe OpPraHHM3aIMH CEPBHCHOTO
oOCITy)KMBaHHs TOTpPeOUTENIel HA TPAHCIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
TpaHCIopTa (JIJ7Is1 CAMOCTOSITEILHOTO M3yUueHus). MeTo1bl 00ecTieueHus! COUaIbHOTO
B3aUMOJICHCTBHUS B  TIPOIlECCe  OpraHW3alliil  CEePBUCHOTO  OOCTYKUBaHUS
norpeOuTeNneld Ha TPAHCIIOPTE, B TOM YHUCIe B chepe BO3AYIIHOTO TpaHCIopTa (s
CaMOCTOSITEILHOTO ~ M3y4eHHUs).  MeToAsl  BOCHPUATHA  MEXKKYJIBTYPHOTO
pa3HooOpasust 00IIECTBAa B COIMANBHO - HCTOPUIECKOM, ITHYECKOM U (prstocockoM
KOHTEKCTaX B TPOIECCEe OpraHU3aIlMi CEPBUCHOTO OOCTY)KUBAHUS TOTpeOUTENel Ha
TPaHCIIOPTE, B TOM YHKCIIE B chepe BO3MYNTHOTO TpaHCTIOPTA (1 CaMOCTOSTEIIHHOTO
n3ydeHus). MeToapl MPUMEHEHUsT OCOOEHHOCTEH MEXKYIbTYpHOTO pa3HOOOpa3us
o0IecTBa B MPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCITYXMBAaHUS TMOTpeOuTeNeld Ha
TPaHCIIOPTE, B TOM YHKCIIE B chepe BO3MYNTHOTO TpaHCTIOPTA (IJIs1 CaMOCTOSTEIIBHOTO
u3ydeHusi). MeToapl pemeHUusT TPOW3BOJCTBEHHBIX KOHQUIMKTOB C Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pa3HOOOpa3us oOIIecTBa B MPOIECCe OpraHU3aluM
CEpPBUCHOTO OOCITY)KHMBaHUS TOTpeOUTENIe Ha TpaHCIOpTe, B TOM 4YHCiIEe B cdepe
BO3IYIITHOTO TpaHCHOPTa (IJII CaMOCTOSITENILHOTO M3YYeHHUs). MeTombl CO3MaHus U
NOJCPKKH O€30MacCHBIX YCJIOBUW JKH3HEACATEIBHOCTH, B TOM 4YHCIIE TIpU
BO3HUKHOBEHUHU YPE3BBIYANHBIX CUTyallUii B IMPOILIECCE OPraHM3allid CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENCH HAa TPAHCIOPTE, B TOM YHUCiIE B chepe BO3MYIIHOTO
TpaHCIopTa (UIsI CaMOCTOSTEILHOTO U3yueHus). MeTo bl Co3AaHus U MOJIep KaHus
0€30MacHBIX YCJIOBHM KU3HEJCATENBHOCTH, B TOM 4YHCJIE NIpU BO3HUKHOBEHUU
Ype3BbIYAMHBIX CUTyallMid B MpPOLIECCE OpPraHM3allMd CEPBUCHOTO OOCITY>KHWBaHUS
notpebuTenei Ha TpaHCIOpPTE, B TOM YHMCIE B chepe BO3AYLUIHOrO TpaHCIopTa (AJis
CaMOCTOSITEILHOTO M3y4YeHHs). MeToabl CO3/aHusl W TOJACPKKH O€30MacHbIX
yCcIOBUM  OOCITYXMBaHUS MAcCCaXHpoOB, B TOM YHCIE TMpPU BO3HHUKHOBEHHU
Ype3BbIYAMHBIX CHUTyallMid B MPOLIECCE OpPraHM3allMd CEPBUCHOTO OOCITYKHMBaHUS
noTpeduTeNnei Ha TpaHCIOpPTE, B TOM YUCIE B cepe BO3AYLUIHOTO TpaHCHIOpTa (AJis
CaMOCTOSITETILHOTO M3Yy4YeHHs). MeToapl MPUMEHEHUS KIMECHTOOPUEHTHUPOBAHHBIX
TEXHOJIOTMM B  CEPBUCHOM  JEATEIBHOCTH HA TPAHCIOPTE B  YCIOBHSX
B3aMMOJCHCTBHS C MOTPEOUTENIIMHA, B TOM YHUCJI€ UHTEPHET-TIPOJBMKECHHS YCIYyT B
MPOIECCe OPTaHU3AIMH CEPBUCHOTO OOCTYKUBAHUS MOTPEOUTENCH HA TPAHCIIOPTE, B

TOM uuciie B cepe BO3AYIUIHOTO TpaHCHopTa (IJIsi CaMOCTOSITENIbHOTO HM3Y4ECHHUS).
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Metoasl yyacTusi B pa3paOOTKe CHUCTEMbl KJIMEHTCKUX OTHOUIEHUW U OpraHU3aluu
npouecca o0CIyXUBaHUA NOTPEOUTENIe Ha OCHOBE MPUMEHEHUS 3aKOHOJATEIbHBIX
aKTOB M TMPABOBBIX HOPM B IMPOILIECCE OPraHU3ali CEPBHCHOIO OOCIYKUBaHUS
NoTpeduTeNe Ha TPAHCIIOPTE, B TOM 4HUCie B cepe BO3AYIIHOTO TpaHcHopTa (A
CaMOCTOSITEJILHOTO HM3y4eHHUs). MeTonbl ydacThsi B COBEPILIEHCTBOBAHUHU CHCTEMBI
KJIMEHTCKUX OTHOLICHWM B CEPBUCHOM JCATEIBHOCTM HA TPAHCIOPTE C
MCIIOJIb30BAHUEM HWHTEPHET-TEXHOJIOTMM B TPOLECCEe OpraHU3allMh CEPBUCHOTO
oOCny>KMBaHMsI TOTpEOUTENe HAa TPAHCIOPTE, B TOM 4HUClIE B cdepe BO3IYIIHOIO
TpaHcmopTa (A7~ CaMOCTOSITEIbHOTO  H3y4yeHus).  MeToapl  BiaaeHHS
TEOPETUYCCKUMH 3HAHUSIMU U TIPAKTUYECKUMU MPUEMAMU YIIPABJICHUS IPOCKTAMU B
chepe oOCTy)KMBaHMS B TIPOLECCE OpPraHU3alUU CEPBUCHOTO OOCTYKMBaHUS
notpeduTeNield Ha TpaHCHOPTE, B TOM 4HUCie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOSITEJILHOTO HM3y4eHHMs). MeTonbl ynpaBieHHUs] TYPUCTCKO-PEKpEeallMOHHBIMU
IPOEKTAaMU, METOJIbl TUJITAHUPOBAHUS M MOHUTOPHUHI JIESITEIBHOCTH CEPBUCHOM
KOMIIaHUM B cepe TpaHcmopTa B TMpOIECCe OpraHu3aldd  CEPBUCHOTO
oOCIy>KMBaHMsI TIOTpEOUTENEeH HAa TPAHCIOPTE, B TOM 4HUCie B chepe BO3IYIIHOTO
TpaHCHoOpTa (JJI1 CaMOCTOSATEIBLHOTO H3ydeHus). MeToasl BbIOOpa MaTepHalbHBIX
pecypcoB, 000pyIOBaHUs I OCYIIECTBJICHHS IIpollecca CEPBUCA, MEXaHU3M
IIPOBEJICHHUS IEPErOBOPOB C KJIMEHTAMU MO MPETEH3UOHHBIM CIy4yasiM U ONpeIeTICHUs
NPUYMH BO3HUKHOBEHMSI TMPETCH3UW B TIPOIECCE€ OpraHU3aIlid CEPBUCHOTO
oOCIy>KMBaHMs TIOTpEeOUTENe Ha TPaHCIIOPTE, B TOM 4uCie B chepe BO3IYIIHOTO
TpaHcmopTa (71 CaMOCTOSITENBHOIO — M3y4yeHus). Metoasl  pa3paboTku |
UCIIOJIb30BaHUS THUIOBBIX TEXHOJOTHYECKUX MPOIECCOB, METOMbI (POPMUPOBAHUS U
BHEJIPEHMs] KOPIOPATUBHBIX CTAHIAAPTOB M PEIrIAMEHTOB IPOIECCOB OOCITYKHUBAHUS
norpebuTened Ha TpaHcHopTe (AJIE CaMOCTOATENBHOTO H3y4deHus). MeTomsl
B3aMMOJICUCTBUS C KJIMEHTaMH [0 OpraHu3aluyd T[polecca 00CIyKHUBaHUS
norpebuteneid B cdepe TOCTEIPUUMCTBA B IMPOIIECCE OPraHU3allMd CEPBHUCHOTO
o0CITy>)KUBaHMs TOTPEOUTENICH Ha TPaHCIIOPTE, B TOM 4Huciie B cdepe BO3AYIIHOTO
TpaHcmopTa (IJII CaMOCTOATENBHOTO H3y4eHwus). TpeGoBaHUS MPOU3BOJICTBEHHOU
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpyla M TMOXKapHOW O0€30MacHOCTH MpHU
OCYIIECTBJIEHUH TEXHOJIOTMYECKOTO MPOLEcca B MPOLECCE OPraHU3alMi CEPBUCHOIO
oOCIy>KMBaHMsI TIOTpEOUTENEeH Ha TPAHCIOPTE, B TOM YHUCiE B chepe BO3MYIIHOTO
TpaHcnopTa (AJi1 CaMOCTOSITEIbHOTO U3ydeHUs1). MeTobl BbIOOpa OpraHU3allMOHHBIX
pemieHuit s GOPMHUPOBAHUST  CEPBUCHOM  CHCTEMBI  OOCHY)KMBAaHHS  C
WCIIOJIb30BAaHUEM  METOJIOB  OpraHu3allid W YHPaBICHUS  UMYIIECTBEHHBIM
a’pOINOPTOBBIM KOMIIJIEKCOM U aKTUBAMH CEPBUCHBIX MPEANPUATUN HA TPAHCIIOPTE B
MPOIIECCe OPraHU3alMKU CEPBUCHOTO 0OCITYKMBaHUS NOTpeOUTENe HA TPAHCIIOPTE, B
TOM 4uCle B cdepe BO3AYIIHOTO TPAaHCIOpTa (AJI1 CAMOCTOSATENBHOIO HU3YUYCHHS).
Metoapl  OCYIIECTBJICHUS  OPraHU3ALMOHHOTO  OOCIYKMBaHUS  aBUAIIMOHHOM
WHOPACTPYKTYpPHl ¥ OPraHU3AlMOHHOTO OOECIEeYeHHs] TMpolecca CEPBHCHOTO
oOclly>)kMBaHMsI B a’pomnopTy M Ha OOpPTy BO3AYIIHOIO CyJIHa B Mpoliecce
OpraHu3alli CEPBUCHOTO OOCIY>KMBaHUs NOTpeOuTeNned Ha TpaHCHOpPTE, B TOM
yucie B cpepe BO3AyIIHOTO TpaHCHOPTa (151 CAMOCTOSTEILHOTO U3YUCHUS).
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5.4 llpakTHYeCKUE 3aHATHS

Homep Tembl
MACITUIUTUHBI

TeMaTuka IpakTUYECKUX 3aHATUN

TpymoemMKOCTb
(dacsr)

2 kype (3 cemectp)

[Ipaktuueckoe  3anarue Ne 1. «CepBucHas
NEATENIbHOCTh, OCHOBHBIE NOHATHA, LEIU U 3a0a4u
JTUCHUTUIAHBID»

[ToaroToBKa K BBIMOJHEHUIO CUTYAllMOHHBIX 3a1aHUI

0,33

[Ipaktuueckoe  3amsate Ne 2. «CepBucHas
JESTENIbHOCTh B TPAJAUIIMOHHBIX OOIIECTBAX)
[ToaroToBKa K BBIMOJHEHUIO CUTYAllMOHHBIX 3a1aHUI

0,33

[Ipaktuueckoe 3amsitue No 3. «3apoxjaeHue W
pa3BUTHE YCIYT B O0IECTBAX IPEBHETO MUpa»
[ToaroToBka K BBIITOJIHEHUIO CUTYAllMOHHBIX 3a1aHUN

0,22

[Ipaktuueckoe  3amstue Ne 4.  «CepBucHas
NEeATENbHOCTD B 310Xy CpeIHEBEKOBbS
IloAroToBKa K BBINOJHEHUIO CUTYAallMOHHBIX 3a1aHUN

0,22

[Ipaktuueckoe 3amstue Ne 5.  «Ycioyru B
CpelHeBeKOBOM oO1iecTBe 3amaaHoi EBpornbi»
[ToAroToBKa K BBIMOJHEHUIO CUTYAlIMOHHBIX 3a1aHUI

0,22

[Ipaktnueckoe  3amsitue  Ne  O©. «OCHOBHBIE
XapaKTEPUCTUKH  WHIYyCTpUAIILHOTO  OOIecTBa |
CEpBHCHAS JICSITETLHOCTH)

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,22

[IpaxTrueckoe 3aHATUE Ne 1. «BnusHune
WHJYCTPUAJIBHOTO  NPOM3BOJACTBA  HA  pPa3BUTHE
CEPBUCHOMU E€SATEIBHOCTH»

[ToaroroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,22

[Ipaktuueckoe  3amatue Ne 8.  «CepBuchas
JNEATENBHOCTD B Pa3BUBAIOIINXCS CTPAHAX»
[ToaroToBka K BBITOJIHEHHUIO CUTYallHOHHBIX 3aJaHUI

0,22

[Tpaktnueckoe 3amsitue Ne 9. «Cdepa cepBuca B
poccmiickom  obOmectBe B chepe  BO3AYITHOTO
TPaHCIIOPTa»

[ToaroToBKa K BBHITIOJHCHUIO CUTYAITMOHHBIX 32/ IaHUI

0,33

IIpakTrueckoe 3ansatue Ne 10. «CepBHC COBpeMEHHOM
Poccuu B cdhepe BO3ayIIHOTO TpaHCIIOPTa»

0,33
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Homep tembl
MTACITUIUTUHBI

TeMaTuka IpakTUYECKUX 3aHATUN

T'pynoeMKoCTh
(dacsr)

HOI[FOTOBKa K BBIIIOJTHCHUIO CUTYAlITUOHHBIX Sa,Z[aHI/Iﬁ

[Ipaktuueckoe 3anarue Ne 11. «CoBpeMmeHHOE
CEepPBHCHOE OOIIECTBO: OCOOCHHOCTH CTAaHOBIICHHUS B
cepe BO3AYIIHOTO TPaHCTIOPTA»

[ToaroToBKa K BBIOJTHCHUIO CUTYAIIMOHHBIX 33 JaHUH

0,33

[Tpaktuyeckoe 3ansitue No 12. «OcHOBHBIE TTPOOTIEMBI
COBpPEMEHHOI0 OO0IlecTBa W UX BIUsSHUE Ha chepy
cepBHCca Ha BO3AYLIHOM TPAaHCIIOPTE»

[ToaroToBKa K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aIaHUHN

0,33

[IpakTudeckoe 3austue Ne 13. «Ycnyra, ee crienuduka
KakK ToBapa B c(epe BO3AYIIHOTO TPAHCIIOPTa»
[ToaroToBKa K BBITOJTHCHUIO CUTYAITMOHHBIX 33 JaHUH

0,33

[Ipaktuueckoe 3ansitue Ne 14. «ToBapbl M YCIAyru B
cdepe BO3yIIHOTO TPAaHCTIOPTA»
IloAroToBKa K BBINOJHEHUIO CUTYAallMOHHBIX 3a1aHUN

0,33

[Ipaktrueckoe 3anstue Ne 15. «lIcuxonoruueckue
OCHOBBI ~ CEpPBUCHOM  JESATENIbHOCTH B cdepe
BO3JIYLIHOTO TPAHCIIOPTa»

[ToaroroBka K KpyrioMmy CTOJIY

0,18

[Ipaktuueckoe 3anstue Ne 16. «KommyHHKaTHBHas
KOMITIETCHTHOCTh paOoTHHKA cdepbl cepBHca Ha
BO3JIYLITHOM TPAHCIIOPTE»

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,17

[Ipaktrueckoe 3anatue Ne 17. «EAMHCTBO 3THKU U
TICUXOJIOTHH B CEPBHCHOM JEATEIBLHOCTH B cdepe
BO3/IYIIHOTO TPAHCTIOPTAa

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,17

[Ipaktnueckoe  3anstue N 18. «IlonsTue
KOMMYHUKATUBHOM KOMIIETEHTHOCTH Ha TPAHCIIOPTE
[ToaroToBka K BBIITOJIHEHHUIO CUTYallMOHHBIX 3aJaHUI

0,17

[Ipaktrueckoe 3anarume Ne 19. «Pomp 3THkm B
CEPBHUCHOW JEATCIIbHOCTH B cdepe BO3AYIIHOTO
TPaAHCIIOPTa»

[ToarotroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,345
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Homep tembl
MTACITUIUTUHBI

TeMaTuka IpakTUYECKUX 3aHATUN

T'pynoeMKoCTh
(dacsr)

[Ipaktuueckoe 3ansitue Ne 20. «IIpodeccuonanpHas
TMKa M 3TUKa B 00JacTH 3auuThl MHGOpPMAIUU B
chepe BO3AYIIHOTO TPAHCTIOPTA»

[loaroToBka K BBIOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,345

[Ipaktuueckoe 3anstue Ne 21. «CepBuc Kak 4acThb
SKOHOMHUKHU»
[ToaroToBka K BBIMOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,66

Hroro 3a 2 xypc (3 cemectp)

2 kypc (4 cemectp)

10

[Ipaktuyeckoe 3ansatue Ne 22. «3aBUCHUMOCTH
CEpPBUCHOM  JESATENBHOCTH  OT  TeorpapuyecKux,
MOCEJIEHYECKUX U IeMOrpapuiecKux pakTopoB»
[ToaroToBKa K BBHIMOJIHEHUIO CUTYAIIMOHHBIX 3aJJaHUIN

0,19

10

[Ipaktuueckoe 3anstue No 23. «CornmanbHas
HNOJUTUKA M CEpBUCHAs JEATEIbHOCTh B cdepe
BO3AYILIHOI'O TPAHCIIOPTa»

[ToaroroBka K BBIIOJHEHUIO CUTYallMOHHBIX 3a/1aHUN

0,19

10

[Ipaktyeckoe 3anstue Ne 24. «l'ocymgapcTBEHHO-
IPaBOBOE PETryJIMPOBAHHE CEPBUCHOU NIESITEIBHOCTU B
cdepe BO3AyIIHOTO TPAHCTIOPTa»

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,19

11

[TpakTrdeckoe 3anarue Ne 25. «Opranuzamnus v dTambl
obOciy>xuBaHus moTpeduTeneii B cdepe BO3AYIIHOTO
TPaHCTIOPTAa

[ToaroroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,19

11

[Ipaktrdeckoe 3anstue Ne 26. «/luBepcuduxaius
CEPBUCHOM  JEATCIbBHOCTH B  COOTBETCTBHH  C
ATHOKYJIBTYPHBIMH, UCTOPUYCCKUMH M PEIIUTHO3HBIMH
TpaaUIUsIMH B c(hepe BO3AYIIHOTO TPAHCTIOPTa
[ToaroTOBKa K BBIMIOJHEHHUIO CUTYAIIMOHHBIX 3aTaHUIH

0,19

11

[Tpaktuueckoe 3ausitue No 27. «IIporecc ocoznanwus
noTpeOHOCTH TOTpeOuTeNIeM B OOCIYy)KMBAaHUU Ha
BO3JYIIHOM TPaHCIIOPTE»

[ToaroToBka K BBIITOJTHEHUIO CUTYallMOHHBIX 33JaHUI

0,20
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Homep tembl
MTACITUIUTUHBI

TeMaTuka IpakTUYECKUX 3aHATUN

T'pynoeMKoCTh
(dacsr)

12

[Ipaktnueckoe 3ansatue Ne 28. «ApantanmuoHHO-
IUHAMHUYECKHE XapaKTEPUCTUKH CEepPBHUCHOM
TIeITEILHOCTH B c(pepe BO3AYIIHOTO TPAHCIIOPTA»
[ToaroTroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aIaHUN

0,19

12

[Ipaktuueckoe 3ansitue Ne 29. «KoHTakTHas 30Ha B
cepe cepBuca B chepe BO3IYIITHOTO TPAHCIIOPTa
[ToaroToBKa K BBITOJTHCHUIO CUTYAITMOHHBIX 3aJaHUH

0,19

12

[Mpaktraeckoe 3amsatue Ne 30. «VIHHOBAIMOHHBIH
npouecc  obciayxuBaHuss B cdepe  BO3IYIIHOTO
TPaHCIIOPTa»

[TonroToBKa K BBHITIOJHEHUIO CUTYAIMOHHBIX 3a/IaHUH

0,19

13

[Tpaktraeckoe 3anatue Ne 31. «CoBpeMeHHBIC BHIBI
oOcny>KuBaHMs U BeJleHUs1 Ou3Heca B cpepe cepBuca B
cdepe BO3AYIIHOTO TPAHCTIOPTay

[TonroTroBKa K BBHITIOJHEHUIO CUTYAIMOHHBIX 3a/IaHUH

0,19

13

[Ipaktnueckoe 3amstue Ne 32, «YmpaBieHue
KaueCTBOM CEPBUCHON JAesATeIbHOCTH B  cdepe
BO3/AYIIHOTO TPAHCTIOPTa»

[ToaroToBka K BBIITOJTHEHUIO CUTYAllMOHHBIX 3aJaHUI

0,19

13

[Tpaktrdeckoe 3anarue Ne 33. «Poib rocymapcTsa B
obrmactTh KadecTBa Yycayr B cdepe BO3AYIIHOTO
TpaHCIIOPTa»

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,19

14

[Ipaktrdeckoe 3anstue Ne 34. «IIpou3BOACTBEHHBIH
MEHEDKMEHT CEPBHUCHOTO TMPEANpHUATHS B cdepe
BO3/1YIITHOI'O TPAHCIIOPTa»

[ToarotroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,19

14

[Ipaktryeckoe 3amsatue Ne 35, «llokazarenwm
opraHu3aniid  OOCIYy)XKMBaHHS Ha  MPEANPUIATHIX
cepBuca B cepe BO3AYITHOTO TPAHCIIOPTA)
[ToarotroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,19

14

[Ipaktrdeckoe 3ansthe Ne 36. «OpraHu3aloHHas
CTPYKTypa CEpPBHCHOTO TpEeANpHUATHS B  cdepe
BO3JIYIITHOTO TPAHCITOPTA

[ToAroTOBKA K BHIMOJHEHHUIO CUTYAIIMOHHBIX 3aTaHUIH

0,19
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Homep Tembl
MUCUUATUINHBI

TeMaTuka IpakTUYECKUX 3aHATUN

T'pynoeMKoCTh
(dacsr)

15

[Ipaktnueckoe 3amstue Ne 37. «ConuanbHbIN
MEHEIDKMEHT Ha CEPBHUCHOM IMPENpUsiTUd B cdepe
BO3YIIHOTO TPAHCIIOPTA

[ToaroTroBka K BHIMOJHEHUIO CUTYAIIMOHHBIX 3aIaHUN

0,19

15

[Ipaktueckoe 3ansatue Ne 38. «ConuanbHas
OTBETCTBEHHOCTh OM3HEcCa 3a MPOIECC OOCTYKUBAHUS
B c(hepe BO3IYIIHOTO TPAHCIIOPTA)»

[ToaroToBKa K BBITOJTHCHUIO CUTYAITMOHHBIX 33 JaHUH

0,19

15

[Ipaktuueckoe 3anstue Ne 39. «MeHemKMEHT
nepcoHajia Ha CEPBUCHOM MpPEANpUsITHU B cdepe
BO3/AYIIHOTO TPAHCIOPTAa

[ToaroToBka K BBIITOJTHEHUIO CUTYallMOHHBIX 3aJaHUI

0,19

16

[Ipaktuueckoe 3anstue Ne 40. «MapkeTuHr Ha
CEPBUCHOM TMpEINpuaATHH B cdepe BO3AYIIHOTO
TPaHCIOPTa»

[ToaroroBka K BBIITOJIHEHUIO CUTYAllMOHHBIX 3aaHUI

0,15

16

[Ipaktnueckoe  3ansitue Ne 41, «OcHOBHBIE
UHCTPYMEHTHI MapKeTHUHTa B NEATENbHOCTH
npennpusitTuss  cepbl  cepBUCAa HA  BO3IYIIHOM
TPaHCIIOPTE»

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUu

0,14

16

[TpakTrdeckoe 3anarre Ne 42. «CTtpaTteruss U TaKTUKa
MapKeTHHTa CEPBUCHOTO TMpeanpuarus B cdepe
BO3/AYIIHOTO TPAHCTIOPTAa

[ToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJJaHU

0,14

16

[Ipaktryeckoe 3anstue Ne 43,  «Opranumzanus
MTOCIICTIPOAAKHOTO O0CITYKMBaHUS Ha TPAHCIIOPTE»
[ToarotroBka K BBIMOJHEHUIO CUTYAIIMOHHBIX 3aJJaHUI

0,14

Hroro 3a 2 kypc (3 cemectp)

Hroro o gucrruinae

10

5.5 JlabopaTopHBbIH NPAKTUKYM

JlaGopaTopHbIil IPAKTUKYM y4€OHBIM IJIAHOM HE MPEAYCMOTpPEH.
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5.6 CamocrosiTeibHast padoTa

Howmep Temsbl
NACIUTIINHBI

Buasl camoctosaTenbHONU paboThI

T'pynoeMKoCThb
(dacsr)

2 kype (3 cemectp)

1. V3ydeHue TEOpPETUYECKOrO0 Marepuaja Mo TeMe:
«BBenenne B gucuumiivHy. OOmMe  MOHATHUS
CEPBUCHOM JEATEIIBHOCTH

[ToapazymeBaetcst paboTa ¢ y4yeOHOU JIUTEpaTypoi 1o
BOIIPOCAM JJIsl CAMOCTOSITEIbHOW MOATOTOBKY [1-24].

2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. BoinosiHeHHe KOHTPOJIbHON PadoThI.

4. TloaroroBka K BBHINOJHEHUIO CUTYaIllMOHHBIX
3aJIaHU M.

17

1. V3ydeHne TEOPETHYECKOrO0 Marepuajga Mo TeMe:
«Yciayru M OKU3HENESATEIbHOCTh  JIIOAEH B
TPaAUITMOHHBIX OOIIIECTBAX»

[ToapasymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypoi 10
BOIIPOCAM ]ISl CAaMOCTOSITEIBHOM MOAroToBKH [1, 2, 3,
4].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. BeimonHeHne KOHTPOJIBLHON PabOTHI.

4. TlogrotoBka K BBIIIOJHEHUIO CHUTYAalMOHHBIX
3aJIaHU M.

18

1. M3ydeHne TEOpPETHUYECKOr0 Marepuajga o TeMe:
«Ycryru u CepBUCHAs JeSATeTLHOCTh B
WHyCTPUAIBHOM OOIIIECTBE»

[TonpazymeBaetcs paboTa ¢ ydeOHON JTUTEPATYpOH MO
BOIIPOCaM JUIsI CaMOCTOSTEIbHON MOATOTOBKH [1, 2, 3,
4, 5].

2. IToArOTOBKA K YCTHOMY OIPOCY.

3. BbinoaHeHHe KOHTPOJIbHOU PabOTHI.

4. TloaroroBka K BBHIIOJHECHUIO CHUTYaIldOHHBIX
3aJlaHUM.

18
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Howmep Temsl
NTACIUTIINHBI

Buasl camoctosTenbHONU paboThI

T'pynoeMKoCTh
(dacsr)

1. V3ydeHne TEOPETUUYECKOrO0 Marepuaja Mo TeMe:
«Pa3zBuTHe yCIOyr W CEPBUCHON JEATETLHOCTH B
POCCUNCKOM OOIIIECTBE HA TPAHCIIOPTE, B TOM YHUCIE B
chepe BO3AYIIHOTO TPAHCTIOPTA»

[ToapazymeBaetcsi paboTa ¢ yuyeOHOM JIUTEpaTypoi 1o
BOIMPOCAM JUIsl CAMOCTOSTEIBHON MOAroTOBKH [1, 2, 3,
5].

2. IloaroToBka K YCTHOMY OIPOCY.

3. BeinmonHeHne KOHTPOJIBbHOU PabOTHI.

4. TloaroroBka K BBIMOJHEHUIO CHUTYaIllMOHHBIX
3aJlaHU M.

17

1. U3yyenue TeopeTHUECKOro MaTepuaia IO TeMe:
«COBpEMEHHOE CEpPBUCHOE OOIIECTBO: OCOOEHHOCTHU
CTAaHOBJICHUSI M  TEPCHIEKTUBBI  pa3BUTUS  HaA
TpaHCHIOPTE, B TOM uYucie B cdepe BO3AYIIHOTO
TpaHCIIOpTa»

[TogpasymeBaeTcst paboTa ¢ yuyeOHOM JTUTEpaTypoi 1o
BOIIPOCAM ]ISl CAaMOCTOSITEIBHOM MOAroToBKH [1, 2, 3,
4, 5].

2. [lonrotoBka K yCTHOMY OMpPOCY.

18

1. M3ydeHne TEOpPETHUYECKOrO0 Marepuajga o TeMe:
«Ycayra Kak NPOJYKT CEPBUCHOM NEATEIBHOCTH Ha
TpaHCIIOPTE, B TOM 4YHCIe B cdepe BO3AYIIHOTO
TpaHCIIOPTa»

[TogpazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypoOi 10
BOIPOCaM JUIsI CaMOCTOSTEIbHOM MOATOTOBKH [1, 2, 3,
4].

2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. BoinoaHeHHe KOHTPOJIbHOU PaOOTHI.

4. TloaroroBka K BBHIIOJHECHUIO CHTYaIlMOHHBIX
3aJlaHUM.

17
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Howmep Temsl

Buasl camoctosTenbHONU paboThI

T'pynoeMKoCTh

TTUCIIATUIAHBI (dacwr)
1. V3ydeHne TEOPETUUYECKOrO0 Marepuaja Mo TeMe:
«Ilcuxonorus CEpBUCHOM JEATENbHOCTU Ha
TpaHCIIOpPTE, B TOM 4YHucie B cdepe BO3AYIIHOTO
TpaHCIIOPTa»

7 [ToapazymeBaetcsi paboTa ¢ yuyeOHOM JIUTEpaTypoi 1o 17
BOIPOCAM JIJIsl CAMOCTOSATEIBbHON MOAroTOBKHU [1-24].
2. IToaroroBka K YCTHOMY OIIPOCY.
3. BoinosiHeHHe KOHTPOJIbHOM PaOOTHI.
4. TloaroroBka K BBINIOJHEHUIO CUTYaIllMOHHBIX
3aJIaHU M.
1. M3ydeHune TEOpPETHYECKOrO0 Marepuaja Mo TeMe:
«ITHUKA CEpPBUCHOU JESATCIBHOCTH Ha TpPaHCIOpPTE, B
TOM 4HCJIe B c(hepe BO3AYIIHOTO TPAHCTIOPTA»
[ToapazymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypoi 1O

8 BOIMPOCAM JUIsI CAMOCTOSTEIBHON MOAroTOBKH [1, 2, 3, 17
4].
2. IloaroroBka K yCTHOMY OIIPOCY.
3. BeinmonHeHne KOHTPOJIBLHONU PabOTHI.
4. TlogrotoBka K BBIIIOJHEHUIO CHUTYalMOHHBIX
3aJIaHU M.
1. M3ydeHne TEOpPETUYECKOrO0 Marepuaja MO TeMeE:
«CepBHUCHasl NESATEIbHOCTh HA TPAHCIOPTE, B TOM
gucie B cdepe BO3IYIIHOTO TpaHCIOpPTa Kak
COCTaBHas YaCTh SKOHOMUKU»
[TogpasymeBaeTcst paboTa ¢ y4eOHOM JIUTEpaTypoOi 10

9 BOIPOCAM ISl CAMOCTOSTEIBHON MOArOTOBKH [1, 2, 3, 20
4, 5].
2. IToArOTOBKA K YCTHOMY OITPOCY.
3. BbinoaHeHHEe KOHTPOJIBbHOU PaOOTHI.
4. TlogroroBka K BBIIOJHEHUIO CUTYalMOHHBIX
3aJlaHUM.

Hroro 3a 2 xypc (3 cemectp) 159

2 kypc (4 cemectp)
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Howmep Temsl
NTACIUTIINHBI

Buasl camoctosTenbHONU paboThI

T'pynoeMKoCTh
(dacsr)

10

1. U3yuyeHnue TeopeTHUYECKOro MaTepuajnga IO TeMe:
«CepBUCHAsI NIESITENIBHOCTh Ha TPAHCIOPTE, B TOM
yucie B cepe BO3AYIIHOTO TPAHCIOPTa B KOHTEKCTE
YCIIOBUH KU3HENESATEIbHOCTH JTIOAEH»
[ToapazymeBaetcsi paboTa ¢ yuyeOHOM JIUTEpaTypoi 1o
BOIPOCAM JIJIsl CAMOCTOSATEIBbHON MOAroTOBKHU [1-24].
2. [ToaroToBKa K yCTHOMY OMpPOCY.

3. BoinosiHeHHe KOHTPOJIbHOM PaOOTHI.

4. TloaroToBKa K BBIMIOJHEHUIO CHUTYallMOHHBIX
3aJIaHU M.

5. BeinoniHeHre KypcoBoi paboThI.

23

11

1. V3ydeHwe TEOPETUYECKOrO0 Marepuajga Mo TeMe:
«Opranmzanus  oOCIy)KMBaHHS IIOTpeOUTENIeH Ha
TpaHCIIOpPTE, B TOM 4YHuCJIe B cdepe BO3AYIIHOTO
TpaHCTIOPTa»

[ToapasymeBaeTcst paboTa ¢ y4eOHOM JTUTEpaTypoit 1o
BOIIPOCAM JIJISl CAMOCTOSITETIbHOM TOATOTOBKH [1-24].
2. IloarotoBka K yCTHOMY OIIPOCY.

3. BeimonHeHne KOHTPOJIBbHON PabOTHI.

4. TlogroroBka K BBIIIOJHEHUIO CHUTYalMOHHBIX
3aJIaHU M.

5. BeimonHeHne KypcoBoi paboThI.

22

12

1. UsyyeHue TeopeTHUECKOrO MaTepuaia IO TeMe:
«AJTanTallMOHHO-TUHAMUYECKHE XapaKTEePUCTUKU
CEpPBUCHON JEATENbHOCTH Ha TpaHCIOpPTE, B TOM
quciie B cepe BO3AYIIHOTO TPAHCIIOPTA
[TonpazymeBaetcs paboTa ¢ ydeOHON JTUTEPATYpOH MO
BOIIPOCAM JJIsl CAMOCTOSATEIHbHON TToaroToBku [1-13].
2. IToArOTOBKA K YCTHOMY OIPOCY.

3. BeimoniHeHe KOHTPOJIBHOW PabOTHI.

4. TlonrotroBka K BBINIOJHEHUIO CHUTYaIlMOHHBIX
3aJlaHUM.

5. BeinosiHeHune KypcoBoil pabOTHI.

22
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Howmep Temsl
NTACIUTIINHBI

Buasl camoctosTenbHONU paboThI

T'pynoeMKoCTh
(dacsr)

13

1. U3yuyeHnue TeopeTHUYECKOro MaTepuajnga IO TeMe:
«KayectBo, 0€30macHOCTb yCAYr M KyJbTypa
CEpPBUCHON JEATENbHOCTH Ha TpaHCHOpPTE, B TOM
yuciie B cepe BO3AYIIHOIO TPAHCIIOPTA»
[ToapazymeBaetcsi paboTa ¢ yuyeOHOM JIUTEpaTypoi 1o
BOIPOCAM JIJIsl CAMOCTOSATEIBbHON MOAroTOBKHU [1-24].
2. [ToaroToBKa K yCTHOMY OMpPOCY.

3. BoinosiHeHHe KOHTPOJIbHOM PaOOTHI.

4. TloaroToBKa K BBIMIOJHEHUIO CHUTYallMOHHBIX
3aJIaHU M.

5. BeinoniHeHre KypcoBoi paboThI.

23

14

1. U3yyenue TeopeTHUECKOro MaTepuaia IO TeMe:
«IIpoueccsl YIPABJIEHUS, OpraHu3aIMOHHAs
CTPYKTYypa ¥  TNPOU3BOJCTBEHHBI  MEHE)KMEHT
CEPBUCHOTO TMPEANPHUATHS Ha TPaHCIOPTE, B TOM
quciie B cepe BO3AYIIHOIO TPAHCIIOPTay
[ToapazymeBaeTcst paboTa ¢ yuyeOHOU JIUTEpaTypoi 1o
BOIIPOCAM JIJISl CAMOCTOSITETIbHOM TOATOTOBKH [1-24].
2. IloarotoBka K yCTHOMY OIIPOCY.

3. BeinmonHeHne KOHTPOJIBbHOU PabOTHI.

4. TlogrotoBka K BBIIIOJHEHUIO CHUTYAalMOHHBIX
3aJIaHU M.

5. BeimonHeHue KypcoBoi paboThI.

22

15

1. M3ydeHne TEOPETUYECKOrO0 Marepuaja Mo TeEME:
«Baxuenmue Pa3HOBUIHOCTHU COIIMAJIBHOTO
MEHE/I)KMEHTa Ha CEpPBUCHOM TMPEINPUATHH Ha
TpPaHCTIOPTE, B TOM 4Yucie B cdepe BO3MYITHOTO
TpaHCIIOPTa»

[TonpazymeBaetcs paboTa ¢ ydeOHON TUTEPATYpOH MO
BOIIPOCAM JJIsI CAMOCTOSATEIIbHON TTOATOTOBKH [1-24].
2. IToArOoTOBKA K YCTHOMY OIPOCY.

3. BoinonHeHHe KOHTPOJIbHOU PabOTHI.

4. TloaroroBka K BBIIOJHEHUIO CUTYalMOHHBIX
3aJlaHUM.

5. BeinosiHeHune KypcoBoil pabOTHI.

23
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Homep tembl . T'pynoeMKoCTh
Bunbr camocTosTensHOM pabOTHI
TTUCIIATUIAHBI (dacwr)
1. U3yyeHue TEOpETHUECKOTO MaTepuajga I0 TeMe:
«Mapketunr u  omnpeaeneHue  3GHEKTUBHOCTU
paboThl CEPBUCHOTO MPEANPHUATHSI HA TPAHCIOPTE, B
TOM YHCIe B chepe BO3MYIIHOTO TPAHCTIOPTA»
[ToapazymeBaetcsi paboTa ¢ yuyeOHOM JIUTEpaTypoi 1o
16 BOIPOCAM JIJIsl CAMOCTOSATEIBbHON MOAroTOBKHU [1-24]. 24
2. [ToaroToBKa K YCTHOMY OTIPOCY.
3. BoinosiHeHHe KOHTPOJIbHOM PaOOTHI.
4. TloxaroroBka K BBINIOJHECHUIO CHUTYaIlMOHHBIX
3aJlaHU M.
5. BeinmonHeHue KypcoBoit paboTHI..
Hroro 3a 2 kypc (4 cemectp) 159
Hroro mo gucuuIuinae 318
5.7 KypcoBble pa6oThl
. TpynoeMKocTb
HamMeHoBaHue sTamna BBIIOJHEHUS KypCOBOM pabOThI (aace)
Oran 1.Beinaua 3a1anus Ha KypcoBYIO paOoTy 2
Oram 2. BeimoaHenue pasaena 1 4
Oran 3. BeimoHeHue pasaena 2 6
Oram 4. BeimoHenue pasaena 3 5
3amuTa KypcoBou paboThI 2
Hroro mo kypcoBoii pabote: 19
camocTosATeNnbHas paboTa oOydaromuxcsi, OTBE/ICHHAsS Ha 15
BBITIOJTHEHUE KYPCOBOU PabOTHI
KOHTaKTHas paboTa COTJIACHO yU4eOHOMY IIJIaHy 4

6 YuedHO-MeTOoAHYeCKOe U MHPOPMALIMOHHOE O0ecTieueHne JUCIIUIIHHBI

a) OCHOBHasl JJUTEpaTypa:
1 babokun, I'. 1. OcHoBBI (pyHKUMOHMPOBAHHUSI CUCTeM cepBuca. B 2 yu.

Yacte 1:

yueOHuk s BYy30B [Tekctr] / TI'. M. babokwuHn,

A. A. Tlogkomn3uH,

E. b. KonecankoB. — 2-¢ u3a., nepepad. u gon. — Mocksa : M3natensctBo HOpaiir,

2020. —

423 c. —

(Beiciiee  o6pazoBaHue). —

71

ISBN 978-5-534-06221-2. -




[DnexTponHbIi pecype]. - Pexxum moctyna: https://urait.ru/bcode/454399 — 3ari. ¢
9KpaHa. CBOOOAHBIN J0oCTyI (1ata oopamenus: 26.03.2023).

2 ba6okun, I'. 1. OcHOBBI ()YyHKIIMOHMPOBAaHUSI CUCTeM cepBHuca. B 2 4.
Yacte 2: yueOnuk mus By3oB [Texct] / T.W. babokun, A. A. IlogkonsuH,
E. b. KonecuukoB. — 2-e¢ u3f., nepepad. u pon. — Mocksa : M3natensctBo FOpaiir,
2020. — 407 c.— (Beiciee oOpazoBanue). — ISBN 978-5-534-06223-6. -
[DnexTponHbIi pecypce]. - Pexxum moctyna: https://urait.ru/bcode/455109 — 3ari. ¢
9KpaHa. CBOOOAHBIN AoCcTyI (1ata oopamenus: 26.03.2023).

3 Hextsaps, I'. M. Cranpapru3anusi, ceprudukanus, Kiaccupukamus B
TYPHCTCKOH M TOCTHHHYHOW WHIYCTPHH . ydeOHOe mocoOMe s BY30B /
I'. M. llextsaps. — 4-e uza., mepepad. m gon. — Mocksa . MznmarensctBo FOpaiit,
2020. — 412 c.— (Beicmiee o6paszoBanue). — ISBN 978-5-534-12232-9. —
[OnextponHbIii pecypc]. - Pexum gocryma: https://urait.ru/bcode/452692 (nata
obpamenus: 26.03.2023).

4 OcHOBBI (P)YHKIMOHWPOBAHHUS CHCTEM CEpPBHCA . YYeOHMK JJIsi BY30B /

M. E. CraBpoBckuii [u j1p.]; moa penakuueir M. E. CtaBpoBckoro. — Mockaa -
NznarensctBo HOpaiit, 2020. — 190 ¢. — (Bricmiee obpazoanue). — ISBN 978-5-
534-13009-6. — [D5eKTpOHHBIM pecypc]. - Pexum JOCTyTIA!

https://urait.ru/bcode/448756 (nata ooparuenus: 26.03.2023).

0) IOTIOTHUTENIbHAS JIUTEpaTypa:

5 Xwunbuos, E. H. JDxoHOMHKAa W ynpaBi/ieHHEe CONHAJIBHOWH cdepoid
[DnexTponnsiii pecype] : yueonuk / E.H. XXunsios, E.B. Eropos ; mox pea. E.H.
KunerioBa, E.B. EropoBa. — 3Onekrpon. nan. — Mocksa : JlamkoB u K, 2015. —
496 C. — ISBN 978-5-394-02423-8 - Pexum JOCTYyTIA:
https://e.lanbook.com/reader/b/ook/61076/#1 . — 3aru. ¢ s3kpaHa. CBOOOIHBIN AOCTYII
(mara ooparenus 26.03.2023)

6 Komenea T.H. PojJib M MeCTO CEePBHCHBIX YCJAYIr Ha BO3JXYIIHOM
TpaHcnopTe: yueOHoe mocobue [Tekcr] / T.H. Komenesa. — CII6.: M3paTenscTBO
«KynmstUHpOpMIIpeccy, 2017. — 89 c. KonnyecTBo sx3eMiuisapoB 30.

7/ Opranm3zanus U IUVIAHMPOBAHUE JeSATEJbHOCTH NPeANPUATHI cepBHCA:
Meton. yka3. IO HM3Yy4YEHHUIO IUCUUILIMHBI M IUIAHBI CEMUHApPCKUX 3aHATHH. [l
obyuatoruxcsioB ['®, KO u 3D [3nexrpoHHbIid pecype, Teker]| / Jlesmmuaa O.H.,
Komenesa T.H. - CII6.: 'YTA, 2014. — 37 c. KonmuuecTtBo 3x3emiuisipoB 150.

8 Komapo, H.M. VYmnpaBienune KayecTBOM H HHPPACTPYKTypa
npeAnpusiTUii cepBuca OLITOBOM M OPUCHOM TeXHUKM [DJIEKTPOHHBIM pecypc]:
yuebnoe mocoome / H.M. Komapos, T.M. 3Bopeikuna, A.B. Makcumos, JI.B.
Cymsuna. — OmektpoH. gaH. — Mocksa: COJIOH-IIpecc, 2012. — 128 c. —ISBN
978-5-91359-105-0 - Pexwum moctyna: https://e.lanbook.com/reader/book/13809/#1 .
— 3arJ1. ¢ skpaHa. cBoOOAHBIN gocTyn (mata obpamenus 26.03.2023)

9 Koponesa, E.A. CepBuconorusi [Tekct]: Texkctol nekumii. Yacts 1/ E.A.
Koponesa, B.C. Ilammn. — Cankt-IletepOypr, 2016. KonndectBo sx3emmuisipos 20.

B) TMepeueHb pecypcoB HHGOPMAIMOHHO-TEIEKOMMYHUKAIIMOHHON CETH

«HTepHeT:
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https://urait.ru/bcode/454399
https://urait.ru/bcode/455109
https://urait.ru/bcode/452692
https://urait.ru/bcode/448756
https://e.lanbook.com/reader/book/61076/#1
https://e.lanbook.com/reader/book/13809/#1

10 Od¢uumanbubiii  caiit DegepajbHOil  CaOy:KObl TroOCyIaApCTBEHHOM
CTATUCTHKHU [DIeKTpOHHBIH pecypc]. - Pexum pocrtyma: http://www.gks.ru/
cBOOOIHBIN ocTyn (nata oopamenus: 26.03.2023).

11 O¢unmanbuelii caiit MunucrepctBa ¢guHancoB P® [DnexkTpoHHBIN
pecype]. - Pexxmm nmoctyma: http://www.minfin.ru/ru/ csoOGoanbiii goctyn (naTa
obpamenus: 26.03.2023).

12 Odpunuanbublii caiit @efepajibHON HAJIOTOBOM CJIYKObI [ DIEKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.nalog.ru/ cBoGoanblii goctyn (mara
obpamenus: 26.03.2023).

13 O¢ummanbubiii caiit DenepaibHOl AHTUMOHOMOJBHOH CJIY:KOBI
[DnexTponHblli pecypc]. - Pekmm mpoctyma: http://www.fas.gov.ru/ cBoGo bl
noctyn (aara odparenus: 26.03.2023).

14 Odunuanbubiii caiit banka Pocenu [DnektpoHHsbll pecype]. - Pexum
nocryma: http://www.cbr.ru/ ceo6oanbIit ocTyn (nata oopamenus: 11.01.2021).

15 OpuuuanbHblii caiT :xxypHana «Bonmpocbl IKOHOMHUKNY» [ DIEKTPOHHBIN
pecypc]. - Pexxum nmoctyma: http://www.vopreco.ru/  cBoGoaHbIii gocTyn (mara
obpamenus: 26.03.2023).

16 Od¢uumanbHplii  caiT  HANMOHAJIBHOIO  MCCJIEJ0BATEIBCKOIO
yHuBepcuTeTra BpIcmias IKo0Ja 3KOHOMHKHU [DJIEKTpPOHHBIA pecypc|. - Pexum
nocryma: http://www.hse.ru/ ceo6oaubIii goctyn (1ata odpaimenus: 26.03.2023).

17 Od¢unuanbubiii  caiit ¢oHA0BOM MOCKOBcKkoOW Oupxkum PTC
[DnexTponHbIi pecypc]. - Pexkum goctyma: http://www.rts.ru/ ¢BoOOaHBIH AOCTYII
(mata obpamienus: 26.03.2023).

18 Odunuanbuplii  caiit MekayHapoaHoro BajJdlTHOro d¢onaa
[DnexTponnslii pecype]. - Pexxum moctyma: http://www.imf.org/external/russian/
cBOOOMHBIN mocTyn (mata oopamieHus: 26.03.2023).

19 Odunuanbubiii caiiT Bcemupnoro 6anka ponaa [D1eKTpoHHBIN pecypc].
- Pexxum moctyma: http://www.worldbank.org/eca/russian/ cBo6oaubIii gocTyn (IaTa
obpamenus: 26.03.2023).

20 Odunuanbupiii  caiit HamuoHaabHOro O0I0PO0 IKOHOMHYECKHUX
uccaenopanuii  CIIDA  [OnekTpoHHblii  pecypc]. -  Pexum  gocryma:
http://www.nber.org/ ceoGoaHbIi qocTym (Hata oopamenus: 26.03.2023).

T') IporpaMMHOe oOecrieueHue (JIMICH3NOHHOE, CBOOOTHO pacpoCTpaHsIeMoe),
0a3bl TaHHBIX, UHPOPMAITMOHHO-CIIPABOYHBIC U IOMCKOBBIE CHCTEMBI:

21 bubauoreka CIIOI'Y I'A [OnextponHbIi pecypc]. — Pexxmm mocryna:
http://www.biblioclub.ru / ceo6oansIii qocTyn (1ata oOpamienus: 26.03.2023).

22 OoOpa3zoBatesqbHas miatdpopma «kOpaiiT» [DnekTpoHHBIM pecypc]. —
Pexxum nmoctyna: https://urait.ru/library/vo / cBoGomublid noctyn (1ata oOpalieHuUs:
26.03.2023).

23 Poccuiickasi HanmuMoHAJbHasi OHOJIMOTeKa [DJIEKTPOHHBIM pecypc]. —
Pexxum nmocrtyma: http://www.nlr.ru / cBoOoauslii moctyn (maTa OOpalleHUs:

26.03.2023).
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24 Dy1eKTPOHHO-O0ubIM0oTeYHasi cucTemMa «Jlanb» [DNEKTpOHHBIN pecypc]. —

Pexum pocryna:

https://e.lanbook.com/books

obpamenus: 26.03.2023).

/| cBOOOmHBIM JocTynm  (nata

7 MaTepuaJibHO-TEXHUYECKOE o0ecnedeHue TN CIUNINHBI

Haumeno | HaumenoBanue | OcCHalIEHHOCTH IIepedyeHb TULIEH3UOHHOTO
BaHHE CIIeUATTbHBIX CIIeIUATIbHBIX POrpaMMHOT0 00eCTICUeHUSI.
JACUUIUIM | TTOMEUICHUH U IIOMEUICHUH U PexBU3UTHI MOATBEPKAAOIIETO
HBI MOMEIIEHUHN JIJIs1| TOMEIICHHM IS JIOKyMEHTa
CaMOCTOSITEJThHO| CaMOCTOSTEIIbHOM
1 paboTHI paboThI
CepBuchHast | Ayn. 319 - | Komrmiekr Adobe Acrobat Reader DC
MesTeIbHOC | ayauTopus Ui | yueOHol mebenu | (freeware)
b Ha POBEACHHUS (30 mecr) Adobe Flash Player (freeware)
[PAHCIIOPTE | 3aHATUI Mynsrumenuiineiii | Kaspersky Endpoint Security 10
JIEKIITMOHHOT'O npoexTop Acer (munensus Ne 0AFE-180731-
TUTIA, OKpaH 132011-783-1390)
196210 r. Hoytoyx HP630 K-Lite Mega Codec Pack
CaHkTt- (freeware)

[TerepOypr, yi1.
ITunortos, 1oM

Microsoft Office
[Tpodeccuonanbubiii mwiroc 2007

38, nut. A (muamen3us Ne 43471843 ot 07
despans 2008 rona)
Mozilla Firefox (MPL/GPL/LGPL)
Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)
WINRAR 3.9 (JIumensus Ha Spb
State University of Civil Aviation)
Windows 7 (uriensust Ne
46231032 ot 4 nexabps 2009 roma)
Ayn. 315a - Komruiexr Windows 10 (uren3us Ne
aynuropus nisi | yueOHout mebenmn | 66373655 ot 28 suBaps 2016
IPOBEICHUS (16 mecT) roja)
3aHATHUH Adobe Acrobat Reader DC
CEMUHAPCKOTO (freeware)
TUIIA, Adobe Flash Player (freeware)
196210 . Kaspersky Endpoint Security 10
CaHkr- (munen3us Ne 0AFE-180731-

[leTepOypr, yi.
ITnnortoB, 1oM
38, muT. A

132011-783-1390)

K-Lite Mega Codec Pack
(freeware)

Microsoft Office
[Tpodeccronanpssbiii uroc 2007
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Haunmeno | HaumenoBanue |  OcCHalIEHHOCTD ITepedyeHb TULIEH3UOHHOTO
BaHUEC CHELMAIBHBIX CHeLMAILHBIX MPOrpaMMHOTO 00eCTICUEHUSI.
JUCLUIUIM | TOMEIICHUN U MOMEIICHUHN U PexBU3UTHI NOATBEPKAAOIIETO
HBI MOMEIICHUM JUIsI| NOMEIICHUN I JIOKyMEHTa

CaMOCTOSITEJIbHO| CaMOCTOSTEIbHOU
11 paboTHI paboThI

(mumen3us Ne 43471843 ot 07
despansa 2008 rona)

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

WInRAR 3.9 (nunensusina Spb
State University of Civil Aviation)
I[pal}'IBepa 1 UX KOMITIOHCHTHEI.

AyIuTOpuM ISl CAMOCTOSITENTEHOM PabOThI, XpaHEHHS ¥ MPO(PHIAKTUIECKOTO
o0cny>KUBaHHs y4eOHOTo 000pYA0BAHMS

Ayn. 322 -
ayJIUTOPHUS JIJIS
CaMOCTOSTEIIbH
ol paboTHI,
196210 .
Cankr-
[TerepOypr, yi1.
ITunortos, 1oM
38, nut. A

Kommiekr
yueOHO# Mebenu
(21 mecTo)
[IpunTep
CanonLBR -1120;
MDY
EcosysM2035dr;
Monutop LG
23EN43T-B;
CucreMHBIN OJIOK
KOMILIEKT Ne 1
RamecStorm.
CucreMHBIN OJIOK

koMmriuiekt Corei 7-
800-70

Windows 7 Professional
(muamen3us Ne 46231032 ot 4
nekabpst 2009 rozna)
MicrosoftOfficeStandart 2007
(mumen3us Ne 47653847 ot 9
Hos10ps 2010 rona)

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

Kaspersky Anti-Virus Suite gst
WKS u FS (nmumensus Ne
1D0A170720092603110550 ot 20
utosst 2017 rona)

8 Obpa3zoBaTte/ibHbIe 1 HH(POPMALMOHHBbIE TEXHOJIOTHH

B mpomecce mnpenomaBanus aUCHUIUIMHBL «CepBUCHAs JEATEIbHOCTh Ha
TPAHCTIOPTE» HCIONB3YIOTCA KiIaccuueckne (OPMBI M METOJbI OOy4YEHUS: BXOJTHOU
KOHTpOJIb, JIEKIMH, MPAKTHYECKHE 3aHATHSA, KypcoBasi paboTa caMOCTOSITEIbHas
paboTta 00yJaronuxcst 1 METOJ] Pa3BUBAIOIIEHCS KOOTICPAIIHH.

B pamkax m3ydeHus: JUCHMIUIMHBI NPEANONAracTCs UCIO0JIb30BATh CIEAYIOIINE
o0pa3oBaTeIbHBIC TEXHOJIOTHH.

BXogHOW KOHTpOJb NpPEAHA3HAYEH [JId BBISBICHUS YPOBHS YCBOECHUS

KOMIIETCHITUA 00ydJarommumcs,

HGO6XOI[I/IMBIX nepea HU3ydCHUEM OUCHUIIIWHBI.

BXOIHOW KOHTpOJIB MPOBOJIUTCS MPENOJAABATENIEM C LEJIbK0 KOPPEKLUMH Mpolecca
YCBOGHHUSI OOydYarolUMUCS TUaKTHYecKuX enunuil. OH ocyuiecTBisieTcsa B (hopme
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YCTHOTO ompoca Mo Bompocam auctmiuinHbl: «CepBuconorusi («BBenenue B
PO ECCHION)», «CepBuconorus («CepBucomorust U OpraHu3aunus
oOciry:)kuBaHusI»)», «Pekimama u CBS3M ¢ OOIIECTBEHHOCTHIO B cepe cepBuca Ha
TpaHcnopTe», «UHTerpupoBaHHbIE KOMMYHHUKAIIMM W  KOMMYHUKaIIMOHHBIM
MEHEKMEHT B cepe cepBHCay.

TpaguuumoHHas JEKUUS COCTaBISET OCHOBY TEOPETHMYECKOro OOydYeHHs B
pamMKax JucuuIUIMHblL. Jlekuust kak oOpa3oBareibHas TEXHOJIOTHS MPEACTaBIISET
co0Ol YCTHOE, CHCTEMAaTHMYECKH II0CJIEI0BATEIbHOE H3JI0XKEHUE MpernojaBareiemM
y4eOHOro MmaTepuaja M aKTyaJbHbIX Hay4YHbIX 3HAHUUA C LENbI0 OpraHu3aluu
L[eJICHANPABIEHHON MO3HABATENbHON AEATEIBHOCTH O0YUYaIOIUMHUCS IO OBJIAJEHUIO
3HAHUSIMH, YMEHUSMH U HABBIKAMU YUTAEMOM TUCHUIUIUHBL. JIeKIus mpeaHa3HaueHa
JUISL PAcCKpBITHUS COCTOSHUSI W TIEPCIIEKTHUB pa3BUTUSI CEPBUCHBIX 3HAHUU B
COBPEMEHHBIX YCIOBHSX. B JIEKIIMM JeiaeTcsl akKIeHT Ha peaiu3alliio IIaBHbIX HIeH
U HaAIpaBJICHUH B M3YYCHHM IMCLUMIUIMHBI, JA€TCsl YCTAaHOBKAa Ha IOCJEAYIOLIYIO
CaMOCTOATENbHYI0 paboTy. Ha JeKkium KOHLEHTpUPYETCs BHUMAaHHE O0YyYaroluXCs
Ha HaubOoJee CIOXKHBIX M Y3JIOBBIX BOINpOCAX, CTUMYJIHPYETCS HUX aKTHUBHas
no3HaBaTenbHas jaesaTeNbHOCTh. [lo auciumumne «CepBUCHAsE JeATEIBHOCTh Ha
TpPaHCIIOPTE» IUIAHUPYETCS TpPOBeIEeHHWE HMHPOPMALMOHHBIX JEKIHHA, KOTOpbIE
HAIpaBJICHbl HAa CUCTEMAaTU3UPOBAHHOE H3JIOKEHHE HAKOIICHHBIX M aKTyalbHBIX
HAyYHBIX 3HAHUH B MPEIMETHONU 00JaCTH JUCIUTIIIAHEI.

BenymuM MeToaoM B JIEKIMH BBICTYNAET YCTHOE M3JI0KEHHUE MPENoaaBaTesieM
y4eOHOr0 Marepuana, KOTOpOe COYeTaeTCs C MCIOJb30BaHHEM cpenbl PowerPoint,
Word, Excel ¢ menpro pacimmpenus oOpa3oBaTeIbHOTO WH(GOPMAIMOHHOTO TOJIS,
MOBBIIICHUSI CKOPOCTH 00pabOTKU U TNepesadyu nHpopmaIluu, odecredeHus yao0cTa
npeoOpa3oBaHus U CTPYKTYpUPOBaHUS HHPOpMalUU [Jisi TpaHChOpMalU €€ B
3HaHUE.

[IpakTyeckue 3aHATUA 10 JUCHUIUIMHE MPOBOISATCA B COOTBETCTBUU C
y4eOHO-TEeMAaTHUECKUM IIJIJAaHOM 10 OTAENbHBIM Tpynmnam. llens mnpakTrueckux
3aHATHM — 3aKpenuTh TEOPETUYECKUE 3HAHUS, MOJYYCHHbIE OOYyYaloUIUMHUCS Ha
JEKIUSAX U B PE3yJIbTaT€ CaMOCTOSITEIbHOIO MU3YYEHHUS! COOTBETCTBYIOUIUX Pa3eiioB
PEKOMEHIyeMOW JIUTEPaTyphl, a TaKXKE MNPHUOOPECTH HadalbHbIE MPAKTUYECKUE
HaBBIKM JTUCHUIUIMHBL «CepBHCHasi AEATEIbHOCTh Ha TpaHcmopTey». [IpakTuueckue
3aHIATHS TIPEeIHAa3HAYCHBI JIsl 60JIee TITyOOKOro OCBOCHUS U aHANIM3a TEM, H3y4aeMbIX
B paMKax JIaHHOW TUCLUIIINHBI.

[IpakTtuueckue 3aHSATHS — O3TO METOJ PENPOIYKTUBHOTO OOyYeHHS,
00ecCIeunBaOMUi CBA3b TEOPHUH W TPAKTHKH, COJCHCTBYIONIUN BBIPAOOTKE Y
0oOy4JarommXxcss YMEHUN U HaBBIKOB MPUMEHEHMS 3HAHUM, MTOJTYYCHHBIX Ha JICKIIUU U B
XOJZIe CaMOCTOATENbHON paboThl. [IpakTHyeckue 3aHATHS Kak oOpa3zoBaTelbHAs
TE€XHOJIOTUSI TTOMOTAIOT OOYyYarolUUMCsl CUCTEMATU3UPOBAaTh, 3aKPENUTh U YIIIyOUTh
3HaHUSI TEOPETHYECKOro xapakrtepa. Ha mpakTHyecKux 3aHATHUSIX 1O JUCHUUILIMHE
«CepBHUCHAs AEATEIBHOCTh Ha TPAHCIOPTE» OOyyarluecs o0y4yaroTcs YMEHUSM U
HaBbIKaM, HEOOXOJIUMMBIM [IJIi OPraHU3allMi CEPBUCHOM JEATEIbHOCTU, 3aKPEILIss
MOJIyYEHHBIE B XOJI€ JICKIUWA U CaMOCTOSITEIbHON paboThl 3HaHusA. Ha nmpakTuueckux
3aHSATUSAX B KAUECTBE MHTEPAKTUBHBIX 00PA30BATENIbHBIX TEXHOJIOTUN MPUMEHSIETCS:

MECTOI pa3BHBaIOIHefICH KOOIICpaluu.
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B npouecce mpoBeneHus: MpakTUYECKUX 3aHATHN OPraHU3YIOTCS MyOIUYHBIC
BBICTYIUUICHUSI O0yYaroUUXCs Nepel ayIuTOpUe, CHOCOOCTBYIOIINE PA3BUTHIO Y HUX
YMEHHUS COIMOCTaBJISATh JaHHBIE pPa3HBIX HCTOYHMKOB M 0000IIaTh WX, YMEHHUS
CBSI3bIBAaTh TEOPETUUECKUE TMOJOKECHUS AUCHUIUIMHBI «CepBUCHAS NESATEIbHOCTh Ha
TPAHCIOPTE» C KOHKPETHBIMU CUTyallUsIMU. Takum 00pa3zoM, MPAKTUYECKUE 3aHSATUS
no gucuuiuinHe «CepBHCHAsg  JEATEIbHOCTh HAa  TPAHCHOPTE»  SIBISIOTCS
COCTABJISIOMIMMHU  TMPAKTUYECKOM  TMOATOTOBKM  OOy4YaromIMXcs, Tak  Kak
npeaycMaTpUBalOT MX Y4YacTUE B BBINIOJHEHUU OTHEIBHBIX SJIEMEHTOB padoT,
CBSI3aHHBIX C Oynymiedl mpodeccuoHadbHON JeaTelbHOCThIO. PaccmaTpriBaeMbie B
paMKax MPaKTUYECKOTO 3aHITHUS 3aJaHUsl, CUTyallud, IPUMEPbI U TPOOJIEMBI UMEIOT
npodecCHOHATBLHYI0 HAIMPABICHHOCTh U COJIEPKAT DJIEMEHTHI, HEOOXOJIUMBIC IS
dbopMupoBaHusl KOMIIETCHIIMH B paMKaxX MOJATOTOBKHM OakajiaBpa IO HaIpaBJICHUIO
«CepBuc». ['7maBHBIM  CcOAEpKAaHUEM  MPAKTUYECKOTO  3aHATUS  SIBIACTCS
WHIMBUTyaJbHAs IPaKTHUYECKasi padoTa KaXKJI0To 00y4Yaromierocs.

UteHue JIEKIMI W MPOBEACHUE MPAKTUUECKUX 3aHATHUNA TAKXKe Mpeirnosaraet
IPUMEHECHHE WHTEPAKTUBHBIX (pOopM 0OydeHUsT (MHTEPAKTUBHBIX JICKIIUN, TPYTIIOBBIX
JIMCKYCCUW, aHalu3a CUTyalluil U MMHUTAIMOHHBIX MOJEIEH U ZIp., B TOM YHUCIE C
Y4€TOM  PErHOHAIBHBIX  OCOOCHHOCTEH  MpodecCHOHANBHOM  JIESITEIBHOCTH
BBITYCKHUKOB M TOTpeOHOCTel paboTojareneil) i pa3BUTUSA Yy OOYYarolmIUXCS
HABBIKOB KOMaHIHOW pabOThI, MEXXJIMYHOCTHONH KOMMYHUKAIIUU, TPUHITHUS PEIICHUMA
U JTUJIEPCKUX KAuyeCTB.

Takum 00pa3om, MpaKTHYECKUE 3aHITHS U KypPCOBOW MPOEKT MO AUCIUIUIMHE
«CepBHUCHasi  JI€ITENBHOCTh HAa  TPAHCHOPTE»  SIBISIOTCS  COCTaBIISIIOLIUMHU
NPAKTUYECKON MOATOTOBKM O0YUYaIOIIMUXCS, TaK KaK MPEJyCMAaTPUBAIOT UX Y4acTHE B
BBIMIOJTHEHUU  OTIENBHBIX  JJIEMEHTOB  paboT,  CBSI3aHHBIX C  Oyayiein
npodeccCuoHaIbHON eI TeNbHOCTHIO.

B kayecTBe »1€MEHTa MNPAKTUYECKOW MOATOTOBKM B paMKaxX JUCHUUILIAH
«CepBHCHast JAEATEIBHOCTh HA TPAHCIOPTE» HCIOIB3YETCS Ha MNPAKTUYECKUX
3aHATUSAX METOJI Pa3BUBAIOIIEHCS KOOMEpAIi, KOTOPBIA 3aKII0YAETCSI B TOCTAHOBKE
nepen 00y4arolMMUCS CUTYallMOHHOTO 3aJlaHus, IS PEIICHHs] KOTOPOro TpedyeTcs
ero 00beIMHEHUE C pacIpeielicHHeM BHYTPEHHUX POJIEH B rpymie. DTO MO3BOJISET
oOydaroniemMycs BBICTYIIUBATh M MPUHAMATh BO BHUMAHUE B3TJIAJIBI APYTUX JIIOJICH,
JTUCKYTHUPOBATh B W 3aIllUIIATh CBOIO TOUYKY 3PEHHUS, CIPABISATHCA C pa3HOOOpa3ueM
MHEHUH, COTpYIHUYATh W paboTaTh B KOMaHne, OpaTh Ha ce0s OTBETCTBEHHOCTb,
Y4aCTBOBAaTh B COBMECTHOM MPHUHSATUU PEUICHUS.

CamocrositenbHas paboTa OOy4YarONMUXCSl SBISETCA COCTABHOM YacThIO
yaeOHOl pabotel. CamocTosiTenbHas pabota oOydaromerocs peanu3yeTcs B
CUCTEMAaTH3allUM, I[IJITAHUPOBAHUM, KOHTPOJE M PEryJupoBaHUM €ro Yy4yeOHO-
npoecCHOHaNbHON  NIEATeTFHOCTH, a TaKKe B aKTUBU3AIMMM COOCTBEHHBIX
MMO3HABATEIbHO-MBICIIUTENbHBIX JEHCTBUI 0€3 HEMOCPEJACTBEHHOW MOMOIIM U
PYKOBOJACTBA CO CTOPOHBI IpenojaBaTesis. Ee OCHOBHOM LENbIO  SIBISIETCA
(dbopMupOBaHUE HABBIKA CAMOCTOSTEIIBHOTO MPUOOPETEHHS 3HAHUM 110 HEKOTOPHIM HE
0cO000 CIJIOXKHBIM BOIIPOCaM TEOPETHUECKOTI0 Kypca, 3aKpeIuieHue U YriayOJieHue
MOJIYYEHHbIX  3HAaHWM,  caMoOCTosiTelbHAas  paboTa  CcO  CIPaBOYHHKAMH,

MEPUOIUYECCKAMU H3JaHUSMH W HAYYHO-TIONYJIIPHOW JIMTEPATypO, B TOM 4YHUCIIE
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HAXOMASIIMMUCS B TJIOOATBHBIX KOMITBIOTEPHBIX ceTsix. CamocrositenbHas pabota
MOJIpa3yMeBaeT BBHIMOJTHEHUE yYEOHBIX 3aJaHUil, B TOM UYWCII€ W WHIUBUAYAJIbHBIX,
MOJTy4aeMBIX O0YUaIOIIMMCS TTOCIIE KaKJI0To 3aHsATHA. Bee 3amaHus, BRIHOCUMBIE Ha
CaMOCTOSITEIbHYIO Pa0OTY, BBIMIOJHSIIOTCS O0YyYalOmMUMCsl MO0 B KOHCHEKTE, MO0
Ha OTHIENbHBIX JUcTax (opmata A4 (mo ykazaHuio npenogaBatens). KoHTpoib
BBITMIOJTHEHHS 33/1aHUN, BHIHOCUMBIX Ha CaMOCTOSATENbHYIO PaboTy, OCYIIECTBISET
npenoaaBarenb. KypcoBas paGota — 3TO BHJ CaMOCTOSTEIBHOM yueOHO-
MCCCIEeI0BATENbCKON pabOThl OOy4YaroIIerocsi, KOrja MM MPOBOAUTCS HAYYHOE
HCCIIEIOBAHKE 110 KOHKPETHOM TeMe C 3JIEMEHTaMU HAyYHOTO aHaln3a, OTPaKAIOIINNA
NpUOOpPETEHHBIE O0YYalOMIMMCS TEOPETHYECKUE 3HAHHUA U TMPAKTUYCCKUE HABBIKH,
yMeHHEe paboTaTh C MEPBOMCTOYHHKAMHU, JENAaTh OOCTOSTEIBHBIC BBHIBOJIBI U CTABHUT
IeJIb CUCTEeMAaTU3UPOBaTh, 3aKPENUTh M YIIyOUTh TEOPETHUYECKUE U TPAKTUUECKUE
3HaHWS, YMEHUS U HaBBIKM MO MPO]WIIO MOATOTOBKU C ENbIO X MPUMEHEHUS IS
pemeHus mpo)ecCHOHANBHBIX 3amad. lIporecc BBIIOTHEHUS KypCOBOW pabOThI
BKJIFOYAET B ceOsl psAJl STANOB: COCTaBIEHUE Pa3BEPHYTOTO IIaHa, MOA00p y4eOHO-
HayYHOW JHTEepaTypbl W JPYTUX TIEPBOMCTOYHUKOB, COOCTBEHHO paboTa HaJ
KypcoBoil paboTol, ¢GOpMyIUpOBaHWE BBIBOJIOB, PEAAKIIMOHHO-TEXHHYECKOE
odopmiteHue, 3ammra.
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9 @®oHA OULEHOYHBIX CPeICTB IS NPOBEJCHUS TEKYyUero KOHTPOJIA
yCIIeBaeMOCTH, IPOMEKYTOYHOH aTTECTALUHM 110 HTOraM OCBOCHMA AUCHUILINHBI

@OoHJ OLIEHOYHBIX CPEACTB IO AucHUILUINHE «CepBHCHas NESITENBHOCTh HA
TPaHCIIOPTE» MPEAHA3HAYEH [JI BBISBICHHUS M OLEHKH YPOBHSA M KayecTBa 3HAHMI
oOy4aromuxcs Mo pe3yjabTaTaM TEeKYIIEro KOHTPOJS W MPOMEKYTOYHOM arrecTaluu
[0 UTOTaM OCBOCHHS JTUCIMILIMHBI B BUJC dKk3aMeHa Ha 2 kypce (3 u 4 cemecTpsl)
BBITIOJIHEHUE KYPCOBOW U KOHTPOJIBHOM paboThl Ha 2 Kypce (4 cemectp).

@OoHJ OLICHOYHBIX CPEACTB ISl TEKYIIEro KOHTPOJI BKIIFOYAET: BOIPOCH JJIS
YCTHBIX ONPOCOB, CHUTYAallMOHHBIE 3aJaHUS, TEMbl KYpPCOBBIX pabOT M TEMbI
KOHTPOJIbHBIX PadoT.

Texyuuii KOHTPOJIb YCIIEBAEMOCTH U MPOMEKYTOUHAS aTTECTALNSI TPOBOMSITCS
B cooTBeTCcTBUH ¢ «llomokeHneM O TeKylleM KOHTpPOJE YCIEBAEMOCTH U
OPOMEXYTOYHOM arrecTaliud oOyyarolmuxcsi (eaepalbHOro0 TrocydapCTBEHHOTO
OIO/PKETHOrO 00pa30BaTENIbHOTO YUYPEKJIEHUsS BhIciiero oOpa3zoBaHus «CaHKT-
[leTepOyprckuii  rocylapCTBEHHBI  YHHBEPCUTET  TPAXKJAAHCKOM  aBHAIIUN,
oOy4aromuxcs 1Mo MporpaMmam BhICIIEro 00pa3oBaHus — MporpaMMamM OakaliaBpuara
U mporpammaM crenuanurera (Gopmbl, MEPUOAUYHOCTH U TOPSAIOK)». Texymuii
KOHTPOJIb YCTIEBAEMOCTH OOYYarOMIMXCSA BKJIFOYAET YCTHBIE OMPOCHI, CUTYaIIMOHHbBIE
3alaHds W 3aJlaHus, BbIJIaBaeéMble HA CAMOCTOSITENIbHYIO paboTy Mo Temam
JTVCUUTUIAHBI.

VYceTHBI Oompoc 1O BONpOCaM BXOJHOTO KOHTPOJI, KOTOPBIA SIBISETCS
AJIEMEHTOM TEKYLIEro KOHTPOJS YCIEBAEMOCTH, NpPEIHA3HAYEH ISl BBISBICHUS
YPOBHSI YCBOEHHMSI KOMIIETEHLHMIH OOyYaronumcsi, HEOOXOJUMBIX IMepe]] U3yueHueM
JUCUUIUIMHBL. Y CTHBIM OMPOC MO BOIPOCAM BXOJHOI'O KOHTPOJISI OCYIIECTBISETCS 1O
BOIIPOCaM, Ha KOTOpPbIX Oasupyercs untaemas mucuuiuinHa (m. 9.4). YCTHbIN omnpoc
NPOBOAUTCS HA KaXXIOM IMPAKTHUYECKOM 3aHATUU B TedeHue He Oonee 10 MuHyT C
LEIbI0 KOHTPOJII YCBOEHUS TEOPETHUYECKOTO MaTepuaia, U3j1araéMoro Ha JICKUUHU U
IpearnoiaraeT oOTBET OOy4alolmUXCsioB. BKiodaeT TmepedueHb BOIPOCOB U
MozenrpoBanre cutyauuid. [lepedyeHb BOIpOCOB OMPEAEISIETCS YPOBHEM MOJATOTOBKU
yu4eOHOW TpyMIbl, a TaKKe HHIUBUIAYaJTbHBIMU OCOOECHHOCTSIMH OOYYaroIIHXCs.
MopenvupoBaHye CUTyalMii MPECTaBIseT COO0M MPOEKTUPOBAHUE TMPEIOIaBaTeIIeM
TUIIOTETUYECKUX CHUTyallMd, B KOTOPBIX MOXKET OKa3aTbCAd OOydYaroIMXCS IHpH
COIPUKOCHOBEHHUH C PeaJbHOCThIO. Peakius oOyuaromuxcsa Ha CMOACIUPOBAHHYIO
CUTYaIMIo OYyJeT MoKazaTejaeM TOro yCBOMJI OH y4eOHBII MaTeprall WiH HET.

OLEHOYHBIM  CpPEJCTBOM SBIIAIOTCA TEMbI KypCOBBIX palOT, KOTOpBIE
npuBeaeHsl B m. 9.3. KypcoBas paGoTa — aBTOpPCKHU HAyYHO-HCCIICTOBATEIHCKUN
MPOEKT 00YYaroIMXCsl, HAllPaBJICHHBIN Ha BBIPAaOOTKY MCCIIEI0BATEIbCKUX HABBIKOB,
ompITa paboOThl C HAyYHHIMH HWCTOYHHKAMHU H  CO3JaHHE 3aKOHYEHHOTO
CaMOCTOSITENILHOTO  McciieqoBanus. Hamumcanuwe wu 3amura  KypcoBOM paOOThI
3aryIaHupoBaHa Ha 2 Kypc (4 cemectp).

3anmra KypCOBOr0O MPOEKTa — KOHEYHbBIA MPOAYKT, MOJIYy4aeMblil B pe3yJIbTaTe
IUIAHUPOBAHUS U BBIIIOJHEHUS KOMIUIEKCA YY€OHBIX M UCCIEAOBATENbCKUX 3aaHHM,
KOTOPBIN IO3BOJISIET OUEHUTh YMEHMS W HaBBIKM OOYYarOLIErocs CaMOCTOSTEIbHO

KOHCTPYHPOBATh CBOM 3HAHHWA B IIPOHOCCCC PCHICHUA IPAKTHYCCKHUX 3aJad,
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OpUEHTUPOBAThC B HMH(OPMAIMOHHOM MPOCTPAHCTBE, a TaKXKe YPOBEHb
c(OPMHPOBAHHOCTH AHAIIUTUYECKHUX, MCCIEIOBATEIbCKUX HABBIKOB, HAaBBIKOB
MPAKTUYECKOTO U TBOPUYECKOI'O MBIIIICHUS.

CuryanmoHHble 3aJaHHUsl HOCST MPAKTUKO-OPUEHTUPOBAHHBIA  XapakTep,
UCIIOJIB3YIOTCST B paMKaxX MpPaKTUYECKOW TMOATOTOBKM C  IEJIbI0  OLIEHKHU
(dopMUpOBaHUS, 3aKPETUICHUS, Pa3BUTHUS MPAKTUUYECKUX HABBIKOB M KOMIETEHIUHI 110
npoduiIo 00pa3oBaTeNIbHOM MpOrpaMMbl. BbIogHEeHHWE KOMIUIEKCA YYEOHBIX H
UCCJEI0BATENbCKUX 3a/laHuid, B (opMmare CUTYal[MOHHBIX 3aJaHUM, MO3BOJISIIOT
OLICHUTh YMEHHMSI M HaBbIKA OOYYaIOLIErocsi CaMOCTOATEIbHO KOHCTPYUPOBATh CBOU
3HaHMSI B TPOLECCE PEIIeHHs NPaKTUYECKUX 3aJady, OpPUEHTUPOBATHCS B
MH(POPMAIIMOHHOM  MPOCTPAHCTBE, a TaKXkKe ypOBEeHb CHOPMHUPOBAHHOCTHU
AHAIMTUYECKUX, MCCIIEIOBATEIbCKUX HABBIKOB, HAaBBIKOB MPAaKTUYECKOTO U
TBOPUYECKOT'O0 MBIIILICHHUS.

KoHTponb BeIMOSHEHUS 33a/laHus, BBIIABAEMOT0 Ha CAMOCTOSITENIbHYIO padoTy,
npeciieyeT co0oil 1eb CBOEBPEMEHHOIO BBISIBJICHUS TUIOXO YCBOGHHOTO MaTepuana
JTUCIUIUIMHBL TSI TIOCTEAYIOEeH KOPPEKTUPOBKH HWIIM OpraHu3aiiu 00s3aTebHON
KOHCyNbTaluu. [IpoMexxyTouHas arTecTanus MO MTOraM OCBOEHHUS JUCHUIUIMHBI
HPOBOAMTCSA B BHUIE 3k3aMeHa Ha 2 kypce (3 u 4 cemecTphl). DK3aMeH MO3BOJIET
OLICHUTHh YPOBEHb OCBOCHHSI KOMIIETCHIIMM 3a BECh MEPHUOJ U3YUYEHUS TUCIUTUIMHBI.
DK3aMeH TpeJnoiiaraeT OTBET Ha BOIPOCHI M3 MEPEYHs BOMPOCOB, BHIHECEHHBIX HA
sk3amMeH. K MOMEHTy chauM SK3aMeHa JOJDKHBI OBITh OJaromnoyiydyHo MpONIeHBI
npenpaynme ¢GopMbl KOHTPOJIS, K MOMEHTY CJadyd 3K3aMEHa JOJDKHA OBITh
BBITNIOJTHEHA KypcoBasi padoTa.

KonTtponbHas paboTa mpoOBOAUTCA MO TeMaM C HUCIOJb30BAaHHUEM THUIIOBBIX
CUTYallMOHHBIX 3a/laHui, CHOPMYTUPOBAHHBIX MPENOAABATEIEM, B COOTBETCTBUU C
JAHHOW TMpOTrpaMMONl M TpeIHa3Ha4YeHa /i OIEHKU YpPOBHS C(HOPMUPOBAHHOCTHU
KOMIIETEHIIMH, OCBAUBAEMBIX B XOJI€ CAMOCTOSITEIbHON PabOThI CTYACHTOB.

Meronuka ¢GoOpMHUpPOBaHUS PE3YNbTHPYIOUIEH OICHKH B 00s3aTEIHHOM
MOPSAJIKE YYUTHIBAET AKTUBHOCTH OOYYAIONIMXCSIOB HA JICKIUSAX M MPAKTUYECKHUX
3aHATHSX, Yy4YacTHE OOYYaIOMMXCAOB B KOH(MEPEHIUSX U TOATOTOBKY HWMHU
MyOJMUKAIMA, YTO OTPaXEHO B OAJUILHO-PEHTHHTOBOM OIICHKE TEKYIIETO KOHTPOJIS
yCIIeBaeMOCTH M 3HaHUI oOyyarommxcsioB B M. 9.1. OnucaHue mKaabl OLCHUBAHUS,
UCIOJIb3YEMOM ISl IPOBEIEHUS TPOMEKYTOUHBIX aTTeCTallui, MPUBEAEHO B I1. 9.5,

9.1 baaIbHO-pPeTHHIOBAs OLIEHKA TEKYIIEro KOHTPOJIsI YCIIeBAeMOCTH U
3HAHUN 00y4YAKOLIUXCH

OO6mas TpyI0eMKOCTh AUCIUILINHBI cocTaBiseT 10 3aueTHbIX enunwmi, 360

aKaJeMHUYECKUX YacoB. BUJ MpoMeXyTOYHOrO KOHTpOJsi — 3k3aMeH 2 kypc (3 u 4
CEMECTpBHI).
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Tema/Bu yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJ]aHUN),
MO3BOJISIIOIINUX O0yJaroIeMycs
MIPOJEMOHCTPUPOBATH TOCTUTHYTHIN
ypOBEHBb CPOPMHUPOBAHHOCTH
KOMIIETEH LI

KonuuectBo 6amios Cpox
KOHTPOJIS
MTOPSITIKOBBI
Munu- Makcu- ( vp
i HOMeEp
MaJbHOE | MaJIbHOE
HEJICIHN C
3HAYeHUE | 3HAYCHUE
Havasa
ceMecTpa)

IIpumeyanu
e

2 kypc (3 cemectp)

Tema 1. Beeoenue 6 oucyunauny. Qouiue noHamus cepeucHoil OessmeibHoCHu

Jlexmus 1 1 1,5 —
ITpakTuyeckoe 3ansitue 1 1,14 1,8 VO, C3
ITpakTuyeckoe 3ansitue 2 1,14 1,8 VO, C3
Hmozo no meme 1 3,28 51

Tema 2. Ycayzu u sncuznedesamenbHoCmb J1H00ei 8 MPAOUUUOHHBIX CO0OUECmEaX

Jlexims 2 1 1,5 —
ITpakTryeckoe 3ausTue 3 1,14 1,8 VO, C3
[TpakTuueckoe 3anstue 4 1,14 1,8 YO, C3
[TpakTryeckoe 3aHsTHE 5 1,14 1,8 VO, C3
Hmozo no meme 2 4,42 6,9

Tema 3. Ycayau u cepsucnan deameabHOCMb 8 UHOYCIMPUATIbHOM 00uiecmee

Jlexmust 3 1 1,5 —
ITpakTryeckoe 3austue 6 1,14 1,8 YO, C3
[IpakTrueckoe 3auarue 7 1,14 1,8 VO, C3
ITpakTryeckoe 3ansTre 8 1,14 1,8 VO, C3
Hmozo no meme 3 4,42 6,9

Tema 4. Pazeumue yciyz u cep8uUcHoil 0eamenbHoCmu 8 POCCUIICKOM 0dujecmee Ha

mpancnopme, 8 mom duciue 6 cghepe

6030YUIHO20 MPAHcnopma

Jlekug 4 1 1,5 —
[TpakTtuueckoe 3anstre 9 1,14 1,8 YO, C3
[Tpaktuueckoe 3ansitre 10 1,14 1,8 YO, C3
Hmoz0 no meme 4 3,28 4,8

Tema 5. Cospemennoe cepeucroe oouiecmeo: 0COOEHHOCMU CMAHOBICHUA U
nepcneKmuesl pazeumusi Ha MPAHCHOPME, 8 MOM HUCIe 8 cjhepe 6030YUHO20

mpancnopma
Jlexmus 5 1 1,5 —
[Tpaktnueckoe 3ansitre 11 1,14 1,8 YO, C3
[Tpaktrueckoe 3ansitre 12 1,14 1,8 YO, C3
Hmozo no meme 5 3,28 4,8

Tema 6. Ycayza kak npoOykm cepeucHoil 0esimeibHOCHU HA MPAHCROpme, 8 MoMm

yuciue 6 cghepe

8030)/'“[”020 mpancnopma

Jlexrus 6 1 1,5 —
[Tpaktrnueckoe 3ansitre 13 1,14 1,8 YO, C3
[Tpaktnueckoe 3anstue 14 1,14 1,8 YO, C3
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. KonuuectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHIATHI
. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUN),
(TOPSIKOBBI
MO3BOJIAIOIINX 00yYaroIeMycst Munu- Makcu- i HOME [Tpumeuanu
MIPOIEMOHCTPUPOBATH JOCTUTHYTHIM | MajbHOE | MallbHOE Hez[ennlzz e
YPOBEHB CHOPMUPOBAHHOCTH 3HAuCHWE | 3HAuCHHME| oo
KOMIIETEH LI
ceMecTpa)
Hmozo no meme 6 3,28 4.8

Tema 1. Ilcuxonozusa cepeucHoil 0eamenbHOCmu Ha MPAHCROpMe, 8 MOM YUCle 6

chepe 6030ywno2o mpancnopma
Jlexmus 7 1 1,5 —
ITpakTrueckoe 3ansitue 15 1,14 1,8 VO, C3
ITpakTrueckoe 3ansitue 16 1,14 1,8 VO, C3
ITpakTuueckoe 3ansitue 17 1,14 1,8 VO, C3
ITpakTuyeckoe 3ansitue 18 1,14 1,8 VO, C3
Hmozo no meme 7 5,56 8,7

Tema 8. Imuxa cepsucHoil deameapbHOCMU HA

6030YUIH020 MPAHChOPMA

mpancnopme, 6 mom yucie 6 chepe

Jlexius 8 1 1,5 —
ITpakTrdeckoe 3anstue 19 1,14 1,8 YO, C3
ITpakTudeckoe 3anstue 20 1,14 1,8 YO, C3
Hmozo no meme 8 3,28 4.8

Tema 9. Cepsucnasa oeamenbHoCHb HA MPAHCHOPME, 8 MOM YUCTIE 6 chepe
6030YUIH020 MPAHCROPMA KAK COCMABHAA YACHb IKOHOMUKU

Jlexmus 9 1 1,5 —
ITpakTryeckoe 3ansitue 21 1,14 1,8 VO, C3
Hmozo no meme 9 2,14 3,3

CPC 12,06 19,9 Kp
Hroro mo o06s13aTejIbHBIM BHIAM 45 70 . .
3aHATHI

IK3aMeH 15 30 — —
HToro mo nucuuninHe 60 100 — —
IIpemuasibHbIC BUBI

AeATeJbHOCTH

(1151 y4eTa nmpH onpeaeeHUuH R R o o
peiiTHHIA)

VYyacTtue B KOHGEpPEHIIMH 10 TeMaM . 10 . .
JTACHUILIAHBI

Hayunas myOnmkanms mo remam . 10 . .
JTACHUILIAHBI

Hroro 1onoJTHUTEIHLHO . 20 . .
NpeMHuaJbHbIX 02JJ10B

Bcero mo aucHMINIMHE U L 120 . .
peiiTHHra
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KonnuecTBo OauioB

Cpok

Tema/Bu yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJ]aHUN),
MO3BOJIAIOIINX 00yYaroIeMycst
MIPOJEMOHCTPUPOBATH TOCTUTHYTHIN
ypOBEHBb CPOPMUPOBAHHOCTH
KOMIIETEH LI

Munu-
MaJIbHOE
3HAYEHUE

Makcu-
MaJIbHOE
3HAYEHUE

KOHTPOJIS
(TOPSIKOBBI
1 HOMEp
HECIIH C
HayJaJja

ceMecTpa)

IIpumeyanu
e

IlepeBoa 6a/1J10B 0AJJILHO-PETUHIOBOM CUCTEMbI B OLIEHKY VISl IK3aMeHa 110

«aKaJeMHUYeCKOo) 1KaJe
KoanuyectBo 6aa0B no bPC Onenka (1o «akajeMu4eCcKo» mKaJe)
90 u Gosee 5 — «OTIUYHOY
75+89 4 — «XOpoIIOo»
60+74 3 — «yI0BJIETBOPUTEIILHOY
menee 60 2 — «HE YJIOBJIETBOPUTEIBHO

2 kypc (4 cemectp)

Tema 10. Cepsucnan oeamenvhocmes Ha mpancnopme, 6 mom ducie 6 cgepe
6030YUIHO20 MPAHCROPMA 8 KOHMEKCMme YC108 Ul HCUZHEOesAmelbHOCHU J1100ell

Jlexums 10 1 1,5 —
ITpakTryeckoe 3ansitue 22 1,3 2,09 VO, C3
ITpakTrdeckoe 3anstue 23 1,3 2,09 YO, C3
[TpakTrueckoe 3anstue 24 1,3 2,09 YO, C3
Hmozo no meme 10 4.9 1,77

Tema 11. Opeanuzayus oocaysxcusanus nompedumeneil Ha mpancnopme, 8 Mmom
yucine 6 cghepe 6030yuiH020 mpancnopma

Jlexkmusa 11 1 1,5 —
ITpakTryeckoe 3ansTue 25 1,3 2,09 VO, C3
ITpakTrdeckoe 3ansitue 26 1,3 2,09 VO, C3
ITpakTryeckoe 3ansitue 27 1,3 2,09 VO, C3
Hmozo no meme 11 49 1,77

Tema 12. AdanmayuonHno-ounamuueckue XapaKmepucmuKku cepeucHoll
030YUIH020 MPAHCROPMA

oesimelbHOCmU Ha mpancnopme, 6

mom uucne 6 cjhepe 8

Jexumsa 12 1 1,5 —
[Ipaktuueckoe 3ansTre 28 1,3 2,09 YO, C3
[Tpaktnueckoe 3ansitre 29 1,3 2,09 YO, C3
[Tpaktnueckoe 3ansitre 30 1,3 2,09 YO, C3
Hmoz0 no meme 12 4,9 7,77

Tema 13. Kauecmeo, 6e3onacnocmos yciyz u Kyabmypa cepeucHoil 0esmeibHocmu
HaA mpancnopme, 8 MoM 4ucje 8 chepe 8030yuiH020 MPAHCROpma

Jlexkmusa 13 1 1,5 —
[Tpaktrueckoe 3ansitre 31 1,3 2,09 YO, C3
[TpakTrueckoe 3ansiTre 32 1,3 2,09 YO, C3
[Tpaktrueckoe 3ansiTre 33 1,3 2,09 YO, C3
Hmozo no meme 13 4,9 7,77

Tema 14. Ilpoyeccovl ynpasienus, op2aHu3ayuoHHas CMpyKmypa u
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Tema/Bu yueOHBIX 3aHATHI
(OLIEHOYHBIX 3aJ]aHUN),
MO3BOJIAIOIINX 00yYaroIeMycst
MIPOJEMOHCTPUPOBATH TOCTUTHYTHIN
ypOBEHBb CPOPMUPOBAHHOCTH
KOMIIETEH LI

KonnuecTBo OauioB

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

Cpok
KOHTPOJIS
(TOPSIKOBBI
1 HOMEp
HEJIEJTU C
Hayasa
ceMecTpa)

IIpumeyanu
e

HPOU36800CMEEHHBLIL MEHEONCMEHN CEPBUCHO20 NPEONPUAMUA HA MPAHCHOpMEe, 8
mom uucie 8 chepe 6030yuiH020 MpPAHCnopma

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

Tema 15. Baxycueituiue paznosuoHOCmMu cOUUAIbHO20 MEHEOHCMEHMA HA
CeP8UCHOM NpeOnpUAmMUU Ha MPAHCROPMe, 6 MOM YUCTIe 8 chepe 8030YUIHO20

mpancnopma
Jlexums 15 1 1,5 —
[TpakTuyeckoe 3ansitue 37 1,3 2,09 VO, C3
ITpakTryeckoe 3anstrue 38 1,3 2,09 VO, C3
ITpakTryeckoe 3anstue 39 1,3 2,09 VO, C3
Hmozo no meme 15 4.9 1,77

Tema 16. Mapxkemunz u onpeoenenue Ihghekmugnocmu pabGomovt cepeucHo2o
npeonpuamua Ha MPAHCHOpMe, 8 MOM HUcle 8 chepe 8030YUIHO20 MPAHCROPMA

Jlexuus 16 1 1,5 —
ITpakTrueckoe 3anstue 40 1,3 2,09 VO, C3
ITpakTrueckoe 3anstue 41 1,3 2,09 VO, C3
ITpakTryeckoe 3anstue 42 1,3 2,09 VO, C3
ITpakTryeckoe 3anstue 43 1,3 2,09 VO, C3
Hmozo no meme 16 6,2 9,86

CPC 9,4 13,52 Kp
Hroro 110 00s13aTeJILHBIM BHAAM 45 70 . .
3aHATHI

IK3aMeH 15 30 — —
HToro mo tucuuninHe 60 100 — —
IIpemuasbHbIE BUIBI

AeATeJbHOCTH

(1151 ydeTa nmpH onpeaeeHUuH R R R R
peiiTHHIA)

VYyactue B KOHGEpPEHIIMH 10 TeMaM . 10 . .
JACHUILIAHBI

Hayunas myOnmkamnus o remam . 10 . .
TUCHUILINHEI

HToro nonoJTHUTEJILHO — 20 — —
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KonuuectBo 6amios Cpox

Tema/Buj yueOHBIX 3aHIATHI
. KOHTPOJIS
(OLIEHOYHBIX 3aJ]aHUN),
(TOPSIKOBBI
MO3BOJIAIOIINX 00yYaroIeMycst Munu- Makcu- i HOME [Tpumeuanu
MIPOJEMOHCTPUPOBATh TOCTUTHYTHIA | MaJbHOE | MaJIbHOE Hez[ennlzz e
ypOBEHBb CPOPMUPOBAHHOCTH 3HAuCHWE | 3HAuCHHME| oo
KOMIIETEH LI
ceMecTpa)
NpeMHAJIbHbIX 02JJ10B
Becero mo jaucuMmidHe AJId 120
peiTHHIA

IlepeBoa 6a/1J10B 0AJJILHO-PETUHIOBOM CUCTEMbI B OLIEHKY IJISI IK3aMeHa 110
«aKaJeMHUYeCKo) mKaJje

KoanuyectBo 6aa0B no bPC Onenka (1o «akajeMu4eCcKo» mKaJe)
90 u Gosee 5 — «OTIANYHOY
75+89 4 — «XOpOIIOY»
60+74 3 — «yJIOBJIETBOPUTEIHHO
Mmenee 60 2 — «HE YJIOBJIETBOPUTEIBHOY

9.2 MeTtoauueckue peKOMEHJAAIMM 10 MPOBEJIEHUI0 MPOoUeaypPbl
OLICHUBAHUA 3HAHMH, YMEHMH U HABBIKOB M (MJIM) OIbITA IeATEJbHOCTH,
XapaKTePU3YyIIUX 3Tanbl (OPMHUPOBAHUA KOMIIETEHIUI

[Tocemenre JEKIMOHHOTO 3aHATHA OOydJaroOlIMMCs OIICHWBaeTcss B 1 Oa.
Benenne nexnmonHoro koHcrekra — 0,2 6amioB. AKTUBHOE ydacThe B OOCYKICHHUH
JTMCKYCCHOHHBIX BOIIPOCOB B X0j1€ JieKiuu — 10 0,3 6amios.

[Tocemenne MPaKTUYECKOTO 3aHATHS C BEJACHWEM KOHCIICKTa OIICHUBAETCS B
1,14 6amna (2 xypce (3 cemectp)). Ycrusbiit onpoc — 10 0,1 6amna (2 xype (3 cemectp)).

[TocemeHne MPaKTHYECKOTO 3aHITHS C BEJICHHEM KOHCIIEKTa olleHBaeTcs B 1,3
oamna (2 kypc (4 cemectp)). Yerasiii onpoc — 10 0,19 6amnos (2 xkypc (4 cemectp)).

['pymmioBoe perreHne OOYYAIONUMUCS CHUTYAIllMOHHOW 3aJadyd B paMKax
peanu3ay MeTojia pa3BUBaArOIIEHCs Koomnepaluu oreHnBaercs g0 0,56 6amos o 2
kypcey (3 cemectp)) u 10 0,6 6amioB o 2 kypey (4 cemectp)).

BrinosiHeHHe KOHTpoJIbHOM paboTel — oT 12,06 mo 19,9 Gammos (2 xype (3
cemectp)). BemonHerne KoHTpobHON padoTel — oT 9,4 no 13,52 6amnos (2 xype (4
ceMecTp)).

9.3 TembI KypPcOBBIX PaGoOT MO AUCHHUIJINHE

Nunyctpus cepBuca.

I'ocynapcTBO Kak CyOBbEKT CEpPBUCHOM €SI TEIBLHOCTH.
CyOBeKTHI CEpBUCHOM JIEATEIBHOCTH.

OUPMEHHBIN CEPBUC.

Knaccudukanus ycayr.

agbrwhE
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6. l'ocymapcTBeHHOE  perylnupoBaHHE CEpPBUCHOM JIEATEIBHOCTH Ha
TPaHCIIOpPTE, B TOM YHCIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

7. VYcnyra u ee cnenuguka Kak TOBapa Ha TPaHCIOpPTE, B TOM YHCIE B
cepe BO3AYIIHOr0O TPAHCIOPTA.

8. ConMoKynbTypHBIE YCAYyTd Ha TpaHCHOpPTe, B TOM umcie B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

9. VYpOanuzanuss 1 ee BIMSIHHE Ha cepy YCIAyr Ha TPaHCIOPTE, B TOM
YrcIie Ha BO3YITHOM TPAHCIIOPTE.

10. CepBucHasg AesTeNbHOCTh Kak (hopMa yIOBIETBOPEHUS YEIIOBEUECKHUX
notrpeOHOCTel Ha TPAHCIIOPTE, B TOM YHCIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

11.  Cdepa ycuyr Ha TpaHCIIOPTE, B TOM YKCJIE HA BO3AYIIHOM TPAHCIOPTE B
COBPEMEHHON 3KOHOMUKE.

12.  Bunbel cepBuca MO BPEMEHH NPEIOCTABICHUS Ha TPAHCIOPTE, B TOM
yrcie B chepe BO3AYITHOTO TPAHCIIOPTA.

13. Cdepa cepBuca Ha TpaHCHOpPTE, B TOM YHCJIC Ha BO3IYIIHOM
TPaHCIIOPTE B CTaIMHHON TEOPUHU Pa3BUTHI OOIIECTBA.

14. JKv3HEHHBI LWKI YCIyr Ha TPAaHCIOPTE, B TOM dHCIEe B cdepe
BO3IYIITHOT'O TPAHCIIOPTA.

15. Cdepa ycayr B coBpemeHHOM Poccuu Ha TpaHcmopTte, B TOM 4YHCIIE B
cdepe BO3IyIIHOTO TpaHCTIOPTa

16. IlpenmponmakHblii cepBUC Ha TpaHCIOPTE, B TOM uyHucie B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

17.  Cdepa ycayr B CoBerckoii Poccum Ha TpaHCmopTe, B TOM YHUCIE B
cdepe BO3AYIIHOTO TPAHCIIOPTA.

18. TlocnmemponakHblii cepBUC Ha TpaHCIOPTE, B TOM uUcCIe B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

19.  Ocobennoctu ¢popmupoBanus cepsl ceppuca B Poccun.

20.  Poyib KOMMYHUKATHBHOT'O B3aMMOJICHCTBUS B CEPBUCHOM JIEATEIHLHOCTH
Ha TPAHCIIOPTE, B TOM YKCIIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

21.  Vciayru B cpeaHeBeKoBOM oO1ecTBe 3anaaHoi EBpornsl.

22. KoMMmyHUKaTHBHasi KOMIIETEHTHOCTh PaOOTHUKA HA TPAHCIIOPTE, B TOM
qucie B chepe BO3AYIIHOIO TPAHCIIOPTA.

23. Juddepennunanus 3aHATUH B 001IECTBAX apXanyeCKOro THUIIA.

24.  Taxrtuka BepbambHOTrO 00IICHHS B c(pepe cepBrca Ha TPAHCIIOPTE, B TOM
qrclie Ha BO3YIIHOM TPAHCIIOPTE.

25. 3apoxnaenue yciyr B obmectBax J[peBHero mupa.

26.  OOmienwue, ero BUJIbI, CTPYKTypa OOIICHHS HA TPAHCIIOPTE, B TOM YHCIIC
B c(hepe BO3IYIIHOTO TPAaHCIIOPTA.

27. Pa3paboTka TEXHOJOTMHM TpOIlECCa CEepBHUCAa HA TPAHCIOPTE, B TOM
qucie B chepe BO3AYIIHOTO TPAHCIIOPTA.

28. Cucrtema KIMEHTCKUX OTHOIICHUHN B CEPBUCHOM JEATEIHLHOCTH C YIETOM
TpeOoBaHUN MOTpeOUTENsE Ha TpPAHCHIOPTE, B TOM 4Yucie B cdepe BO3AYIIHOTO
TpaHCTIOpTa.

86



29. TexHonoruu mpolecca cepBUCa U OCOOCHHOCTH  KIMEHTCKUX
OTHOLIEHUI € ydeToM TpeOOBaHUI MOTpPEOUTENss HAa TPAHCIOPTE, B TOM YHCIE B
cdepe BO3AYLIHOr0 TPAHCIOPTA.

30.  OcHOBBI AMBEPCUPHUKALUUA CEPBUCHOM AESITEIBHOCTU B COOTBETCTBUH C
THOKYJbTYPHBIMU, UCTOPUYECKUMH U PEITUTHO3HBIMU Ha TPAHCIIOPTE, B TOM YHUCJE B
cdepe BO3YLIHOrO TPAHCIOPTA.

31. Mexanusm paboTbl B  KOHTAaKTHOM 30HE C  MOTpeOuUTeNneM,
KOHCYJIbTUPOBAaHUIO, COIVIACOBAaHMIO BHJAA, (QOpMBI M Tpolecca CcepBUca Ha
TPAHCIOPTE, B TOM YHUCIIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

32. Ilcuxonoruyecknue OCOOEHHOCTH MOTpPEOUTENsT B MPOIECCE CEPBUCHOM
JeSTENBHOCTU HA TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

CtpykTypHO KypcoBas paboTa JOJDKHA BKJItouaTh B ceOs BBeaeHue (<1-1,5
CTpaHHUIIbl), OCHOBHYIO YacCTh — KaK MPaBUiIo, 2-3 IJ1aBbl, KOTOPbIE, B CBOIO OYEPE/ib,
coctosiT U3 2-3 maparpadoB, 3aKIIOYEHHE, CIHMCOK HCIOJIb30BAaHHOM JUTEPATYPHI.
O6mmit 066éM KYP moxer coctaBisate or 25 no 40 crpaHul] MalIMHONKMCHOTO
tekcta. Teker KYP neuataercs Ha ogHOM cTopoHe JucTa 6enoit 6ymaru popmara A4
¢ uarepBaiiom 1,5. Hpudt — Times New Roman, pa3mep mpudra — 14.

9.4 KoHTpoJibHble BONPOCHI [JI TMPOBeJAeHUS BXOAHOI0 KOHTPOJS
OCTATOYHBIX 3HAHMII 110 00eCIeYHBAIOIIUM JHCIHININHAM

«Bompockl BxoaHOro KoHTpoJs no muctuminae «CepBucosorust («BeeneHue
B PO ECCHION)»:

1. CyOBeKTBI B 00BEKTBI CEPBUCHOM JCATEIIBHOCTH;
2. Bunpl okazanus yciyr;
3. CymiHOCTh SKOHOMHYECKOH JeATeTLHOCTH OOIIECTRA.

Bompockl  BXOZHOrO  KOHTPOJsS 1o  guciuiinHe  «CepBUCOJIOTHS
(«CepBHCOIOrHS U OPraHu3anus 00CTyKUBAHUS)»:

1. JlaiiTe moHATHE «TOTPEOHOCTH» U UX KJIaCCUPUKAIIHIO.

2. KakoBa B3auMOCBS3b MEXIy TMOTPEOHOCTSIMU UM  AKTUBHOCTHIO
YelioBeKa.

3. O6o3HaubTe U3MEHEHHE TOTPEOHOCTEH dYeloBeKa B pe3yJbTare

pa3BUTHS OOIIECTRA.

Bonpocel BXOZHOTO KOHTpOJII TO aWcouIUinHe «PekimamMa W CBSI3U ¢
OOIIECTBEHHOCTHIO B Cpepe cepBHUCa HA TPAHCTIOPTEN:

1. ®dyHKkIyKM pekiiaMbl B chepe cepBUCHOM JESITEIBHOCTH Ha TPAHCIIOPTE.
2. [ToTpebuTenbcKrEe CBOMCTBA PEKIAMHBIX YCIYT Ha TPAHCIIOPTE.
3. Pazpabotka  pexkimamMHOro  cooOmieHuss B cepe  CepBUCHOTO

00cITy>KUBaHMs HA TPAHCIIOPTE.

BOHpOCBI BXOAHOI'O KOHTPOJIA 1o JUCHHUITIINHE ((I/IHTCFpI/IpOBaHHBIe

KOMMYHHKAIIUHU U KOMMYHI/IKaI_II/IOHHEJﬁ MCHCIXMCHT B C(1)epe CCpBHUCAN:
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1. Ponp  uwHTErpmpoBaHHBIX  KOMMYHHUKAllMii B  PEIIEHWH  33]a4
MEXJIMYHOCTHOTO M MEXKKYJIBTYPHOTO B3aUMOJICUCTBUS.

2. Oco0eHHOCTH OpraHu3ali KOHTAKTHOM 30HBI MPEAIPUITHS CEpBUCA C
ITOMOIIIbIO MHTETPUPOBAHHBIX KOMMYHUKALTUH.
3. ['maBHple »Tanbl W 3aKOHOMEPHOCTM  HMCTOPHUYECKOTO  Pa3BUTHUSA

HHTCTPUPOBAHHLBIX KOMMYHI/IKaL[I/Iﬁ B paMKaX OTCUCCTBCHHBIX HpCI[HpI/ISITI/Iﬁ CCpBHUCA.

9.5 Onucanue moka3aresjieil ¥ KpUTepHeB OLEHUBAHUS KOMIIETEHIUI Ha
Pa3JMYHBIX ITAnax uxX GopMHPOBAHNSA, ONIMCAHHE IIKAJ OIle HUBAHUS

Komnerennuu | Ilokasarenun Kpurepun onenrnBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTUKEHUS)
KOMIIETCHIIUH

| aran
3Haer:
Uk, - METOAbI IIOMCKAa, KPHUTHUYECKOIO aHajau3a U
5 ;

YK-1 HHSVK-l cuHTe3a WH(pOpPMAIMM B MPOIECCEe OpraHU3aIuu
UT°vk1 | cepeuchoro  oGcmyxuBamust —motpeburerneii  Ha
TpaHCIIOpTE, B TOM 4HCIE B cdepe BO3TYITHOTO
TPaHCIIOPTa; MEXaHW3M CHUCTEMHOIO IOAXO0Ma IS
UJl'yks | PEIIEHUs  TOCTaBIEHHBIX 3a1a4 B  HpPOLECCe
VK-3 UJl%yk3 | OpraHusanuu CEPBHUCHOTO 00CITy)KHBaHHUSI
N yk-3 noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4Yucie B cepe
BO3AYIIHOTO TPAHCIOPTA; METOABl MPUMEHCHUSI
CUCTEMHOTO TIOJXO/a JUIsl PEIICHUsS MOCTABICHHBIX
3aJjad B MpOIECCe OpraHu3alid  CEPBUCHOTO
00CITy’)KUBaHHS TIOTPEOUTENIE Ha TpaHCIOPTE, B
Ul'yks | ToM uncie B cepe BO3AYIIHOTO TPAHCIIOPTA,

VK-5 U Pyks - METOIbLI  OCYHIECTBIEHHS  COLUAILHOTO
UPyks | B3auMomeiicTBHS M peanu3alld CBOGHl poIM B
KOMaHJIe B TMPOIECCe OpraHW3allid CEPBUCHOTO
oOcnmy>KUBaHHsI TIOTpEOUTENIe Ha TpaHCIOpPTE, B
TOM 4YHucie B cdepe BO3IYIIHOTO TPAHCIIOPTA;
) METOJIBI OMpPENENICHUs U Pean3allii CBOCH PO B
Ull'vks | komange B polecce OpraHu3aIlii  CEPBUCHOTO

2 o
YK-8 Hﬂs VK-8 | o0coy)KMBaHHUS TIOTpEOWTENe Ha TpaHCIIOpTE, B
Ul°vke | tom wmcne B chepe BO3IYIIHOTO TPAHCIIOPTA;
METOIbI oOecrieueHust COIMAIBHOTO
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Kommerenmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun oneHnBanus

IK-1

W k-
W%k
NPk

I1K-2

N k-2
N1 %nk-2

[1K-3

U s
U1 %nic-3
U3

[1K-4

U Prik-4

IIK-5

U1 %mics

B3aUMOJICHCTBHS B MpOlleCC€  OpraHu3aluu
CEpPBUCHOrO  OOCIy)XMBaHUS MOTpeOuTeneid Ha
TpaHCHOPTE, B TOM uuciae B cdepe BO3AYIIHOIO
TPAaHCIOPTA,;

— METOJIBI  BOCIIPHUATHS MEXKKYJIBTYPHOTO
pa3HooOpa3ust ~ obmiecTBa B COIMAJIbHO -
UCTOPUYECKOM, dTHUYEeCKOM U  ¢unocopckom
KOHTEKCTaX B NPOLECCe OpraHU3allMi CEPBHUCHOTO
00CITy’)KUBaHHS TIOTPEOUTENIE Ha TpaHCIOPTE, B
TOM 4YHucie B cdepe BO3IYIIHOIO TPAHCIIOPTA;
METOJIbI MIPUMEHCHHUS ocoOeHHoCcTe!
MEXKYJIbTYPHOTO  pa3HooOpasusi  oOImiecTBa B
IpoLecCce OPraHU3aluu CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNeld Ha TpaHCIIOPTE, B TOM YHUCIiE B cdepe
BO3JYIIHOTO  TPAHCIOPTA;, METOIbI  pEIIeHUs
IPOU3BOJICTBEHHBIX ~ KOH(QJIMKTOB C  Y4ETOM
O0COOEHHOCTEW  MEXKYJIBTYpHOTO  pa3zHOOOpa3us
oOIecTsa B MpOLECCE OpPraHU3alMH CEPBUCHOTO
oOcnmy>KUBaHMsI TIOTpeOUTeNleld Ha TpaHCIOpTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA,

- METOJIbI  CO3MaHUS U TOIICPKKH
0€30MacHBIX YCIOBUN >KU3HENEATEIbHOCTH, B TOM
Yyyclie TpU  BO3SHUKHOBEHMH  YpPE3BBIUYAMHBIX
CUTyalluii B TMPOIECCE OpPraHU3alUh CEPBUCHOTO
oOcnmy>KUBaHHsI TIOTpEOUTENel Ha TpaHCIOpTE, B
TOM 4YHucie B cdepe BO3IYIIHOTO TPAHCIIOPTA;
METOJIBI CO3/aHMsI WU TOMAJEPKaHUS Oe30MaCHBIX
YCIOBUW >KU3HEACSITEIIbHOCTH, B TOM YHUCJE TPH
BO3HMKHOBEHUN  YpE3BBIYAWHBIX CUTyallMd B
MpoLleCCE OPraHU3alMU CEPBUCHOTO OOCITYKHUBAHUS
noTpeOuTeNeld Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3YIIHOTO TPAHCIOPTA; HABBIKAMHU CO3JAHUS H
NOAJEPKKM O€30MacHbIX YCIOBHM OOCITYyKWBaHUS
MacCaXUpoOB, B TOM YHCIE MPH BO3HUKHOBEHHH
YpE3BBIYANHBIX CUTYAIlMH B MPOLECCE OpPraHU3alUN
CEpPBUCHOIO  OOCIy>XKHMBaHUs MOTpeOUTEeNneil Ha
TpaHCIIOpPTE, B TOM 4ucie B cdepe BO3AYIIHOIO
TPAHCTIOPTA,

— METOJTbI IPUMEHEHUS
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Kommerenmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun oneHnBanus

KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B
CEpPBUCHOM  JIEATCTLHOCTH HAa  TPAHCIOPTE B
YCIIOBUSX B3aUMOJICHCTBUS C TIOTPEOUTEISIMHU, B TOM
YHCIIC WHTEPHET-TIPOJABIKEHUS YCIYr B Ipolecce
OpraHH3aIHU CEPBHCHOTO 00CTy>)KUBaHHS
notpeOuTeNnel Ha TpaHCTIOPTE, B TOM 4Yucie B cepe
BO3IYIIIHOTO TPAHCIIOPTAa; METOABI ydYacTUs B
pa3pabOTKEe CHCTEMbl KIUEHTCKMX OTHOIICHUH U
OpraHM3aIHN nporiecca 00CTy’)KUBaHHS
norpebuTenen Ha OCHOBE PUMEHEHUS
3aKOHOJIATEIPHBIX aKTOB M IPAaBOBBIX HOPM B
IPOIECCEe OPTaHM3AIMUA CEPBUCHOTO OOCITY)KHBAHHUS
norpeOuTeNel Ha TpaHCTIOPTE, B TOM 4YuCie B cepe
BO3JYIIIHOTO TPAHCIIOPTAa; METOABI ydYacTUs B
COBEPILIEHCTBOBAHUHU CUCTEMBI KITMEHTCKHUX
OTHOIIEHWH B CEpBUCHOW  JEATEIHHOCTH Ha
TPaHCHOPTE C  HMCIHOJB30BaHHUEM  HMHTEpHET-
TEXHOJIOTUH B MPOIIECCE OpPraHU3alliyd CEPBHCHOIO
oOcnmy>KUBaHMsI TIOTpeOUTeNleld Ha TpaHCIOpTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA,

- METOJbl  BIAJCHUS  TEOPETUYECKUMH
3HAHUSIMU u MPAKTUIECKUMU nprueMamMu
yIpaBjieHUs MpoeKTaMu B cepe oOcCIyKUBaHHS B
IpoIecce OpPTaHU3aIluU CEPBUCHOTO OOCITYKHMBaHUS
noTpeOuTeNel Ha TPAHCTIOPTE, B TOM YHUCIE B cdepe
BO3JYIIHOTO TPAHCIOPTA; METOJbl YMPaBICHUS
TYPUCTCKO-PEKPEAITMOHHBIMU TTPOCKTAMH, METOIbI
IUTAHUPOBAHUA W MOHHUTOPUHT  JEATEIHHOCTU
CEpPBUCHOM KOMMaHWU B cdepe TpaHcmopra B
IPOIIeCCe OpPTaHM3AIMU CEPBUCHOTO OOCITYKHUBAHUS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3/YIIIHOTO TPAHCIIOPTA,

- METO]IbI BEIOOpa MaTepHATbHBIX
pecypcoB, O0OpYIOBaHMS il  OCYIIECTBICHHS
mpolecca  CepBUCa,  MEXaHWU3M  TPOBEICHUS
NEPETOBOPOB C KIMEHTAMH TIO0 TIPETCH3NOHHBIM
CIy4asiM W OTpPECICHHUs] TMPUYNH BO3HUKHOBEHUS
NPETeH3U B TIPOIECCEe OpPraHU3alUH CEPBHUCHOTO
00CIlIy’)KUBaHMsI TOTpPeOUTENe Ha TpaHCIOPTE, B
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Kommerenmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun oneHnBanus

TOM uyHcie B cdepe BO3IYIIHOTO TPaHCIOPTA;
METOJbI Pa3pabOTKH M HCIIOJb30BAHUS THIIOBBIX

TCXHOJIOI'MYCCKHUX IMpouecCCoB, MECTOAbI
q)OpMI/IPOBaHI/IH N BHCAPCHUA  KOPIIOPATUBHBIX
CTaHIapTOB )51 PETIaMCHTOB mponeccoB

oOcnyKuBaHMsl MOTpeOUTeNel Ha TpaHCIopTe,
METOJIbl ~ B3aUMOJEHCTBUA C  KIMEHTAMHU IO
OpraHu3aluu npoiiecca 00CITy>KUBaHUS
norpeduTenel B cepe rocTenpuuMCcTBa B IIpoliecce
OpraHu3aluu CEPBUCHOIO 00CTy>KUBaHUS
noTpeduTeNeld Ha TpaHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYLIHOTO TpPaHCIIOPTAa, TpeboBaHUS
NPOU3BOJICTBEHHOW  JMCHMIUIMHBI, TpPaBWI  TIO
OXpaHe TpylJa W TOXKapHOW Oe30MacHOCTH TpU
OCYILIECTBJIICHUM TEXHOJOTHYECKOTO TMpoliecca B
polecce OpPraHU3allii CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNnel Ha TpaHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYLIHOTO TPAHCIIOPTA,;

- METOJIbI  BBIOOpPA  OpraHU3aIMOHHBIX
pemeHuid s GOPMUPOBAHUSI CEPBUCHON CHCTEMBI
oOCNy>KMBaHHMsI C  HUCIOJIb30BAHUEM  METOJIOB
OpraHu3alMd W yOPaBICHUS HUMYIIECTBEHHBIM
a’pOINOPTOBBIM KOMILIEKCOM U aKTUBaMU
CEpPBUCHBIX TMPEANPUATAA Ha TPaHCIOPTE B
IPOLECCe OPraHU3alUu CEPBUCHOTO OOCITYKUBaHUS
notpeOuTenel Ha TpaHCIIOPTE, B TOM 4ucie B cepe
BO3yIIHOTO TPAHCIIOPTA,;

- METO/IbI OCYILIECTBIICHUS
OpPraHU3allMOHHOTO OOCHYKUBaHUSA AaBUALIMOHHOU
UHQPACTPYKTYPHI 151 OpPraHu3alMOHHOIO

oOecrieueHus: MpoIecca CEPBUCHOTO OOCITYKUBAHUS
B a’pomopTy M Ha OOpTy BO3AYIIHOTO CyJdHA B
MPOIIECCe OPTaHMU3AIUU CEPBUCHOTO OOCITYKUBAHUS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3/YIIIHOTO TPAHCIIOPTA,

YwMmeer:

—IMPUMEHATh METOJbI TOUCKA, KPUTHYECKOTO
aHanW3a W CHUHTe3a WHPOpMANWK B MPOIECCe
OpraHu3anuu CEPBHCHOTO 00CTy>)KMBaHUS
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Kommerenmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun oneHnBanus

noTpeduTeNeld Ha TPaHCIIOPTE, B TOM YHUCIE B cdepe
BO3JYIIHOIO TPAHCIOPTa; NPUMEHITh MEXaHU3M
CUCTEMHOr0 TOJXO0Ja JUIsl PEHIeHHUs] TOCTaBICHHBIX
3aJady B MpOIleCCe OpraHu3alud  CEPBUCHOTO
oOcny’>KMBaHMsI TIOTpeOUTeNle Ha TpaHCIOpPTE, B
TOM uucie B chepe BO3AYIIHOTO TPAHCIIOPTA,

—PUMEHSTH METO/1bI OCYIIECTBICHUS
COLIMAJIBHOTO B3aUMOJICUCTBUS U peaiu3aliu CBOEH
pojii B KOMaHJe B TIpollecce OpraHu3aIiu
CEpPBUCHOTO  OOCITy)XMBaHUSI moOTpeOuTened Ha
TpPaHCHIOPTE, B TOM YHCIE B cepe BO3AYIIHOTO
TPAHCIOPTA, MPUMEHSATH METOIbl OIpEACIICHUs |
peanu3alMyd CBOEH poONM B KOMaHAE B MpOIEcce
opraHu3aluu CEPBHUCHOIO 00CTy>KUBaHUS
notpeduTeNnel Ha TpaHCIIOPTE, B TOM YHUCIE B cdepe
BO3/YIIHOTO TPAHCIIOPTA,

— IPUMECHSITh METO/IBI BOCTIPUSTHUS
MEXKYIbTYpHOTO  pa3HOOOpa3usi  oO0ImecTBa B
COLIMATBHO - HCTOPUYECKOM, OTHUYECKOM W
bunocodpckom KOHTEKCTax B mporiecce
OpraHM3aIHIH CEPBHUCHOTO 00CITy)KUBaHUS

noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4Yucie B cepe
BO3JYIIHOTO TPAHCIOPTAa;, TNPUMEHITH METOIbI
OPUMEHEHUS  OCOOEHHOCTEM  MEXKYJIbTYPHOIO
pazHooOpasusi 0o0IecTBa B MPOIECCe OpTraHU3aIiH
CEpPBUCHOTO  OOCITy)XMBaHUS TOTpeOuTenel Ha
TPaHCTIIOPTE, B TOM YHCIe B cdepe BO3AYITHOTO
TPAHCIIOPTA,

—IMPUMEHATh METOJBl CO3JaHUS U TOIICPKKH
0€30MacHBIX YCIOBUN >KU3HEACSITEIILHOCTH, B TOM
YUCJie TpPU  BO3HUKHOBEHHHM  YPE3BBIYAMHBIX
CUTyallMid B TPOIECCE OPraHU3aAIHNHU CEPBHCHOTO
0o0cClly’)KUBaHMsI TIOTPEOUTENEl Ha TpaHCIOPTE, B
TOM uHcie B cdepe BO3AYIIHOTO TPAHCIOPTA
NPUMEHSATh METOJIBI CO3JaHUS W  TOJJIEPIKAHUS
0€30MacHBIX YCIOBUU JKU3HEACITCIILHOCTH, B TOM
YUCJie TPU  BO3HUKHOBCHHHM  YPE3BBIYAMHBIX
CUTyallMidi B TPOIECCE OPraHU3AIHNHA CEPBHCHOTO
00CIlly’)KUBaHMsI TIOTpPeOUTENe Ha TpaHCIOPTE, B
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TOM 4ucie B cepe BO3AYIIHOTO TPAHCIIOPTA,

—PUMEHSTH METO/IbI MPUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B
CEepPBUCHOM  JICSITEJILHOCTH HA  TPAHCIOPTE B
YCJIOBUSIX B3aUMOJICHCTBHS C MOTPEOUTENIMU, B TOM
YHUCJIe MHTEPHET-NIPOABKECHUSI YCIYr B Tpoliecce
opraHu3aluu CEPBUCHOTO o0CITyKUBaHUS
noTpeduTeNeld Ha TPaHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYIITHOTO  TPAHCIIOPTAa;, TMPUMEHSITh METObI
ydacTusi B pa3pabOTKE CHUCTEMbl KIUEHTCKUX
OTHOIIICHUM u OpraHu3anuu npoiecca
00cITy>)KUBaHHUSI norpeduTeneu Ha OCHOBE
MPUMEHCHHS 3aKOHOJATEIIBHBIX aKTOB U MPABOBBIX
HOpPM B TMpOIlECCe OpraHu3allid CEPBHUCHOTO
oOcnmy>KUBaHMsI TIOTpeOUTeNleld Ha TpaHCIOpTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA,

—IPUMEHSATD METOJIbI BJIQ/ICHUS
TEOPETUYECKUMH 3HAHUAMH U  MPaKTHYECKUMHU
npueMaMu  yhpaplieHUs TMpoeKkTaMu B  cdepe
o0cImy>KUBaHUS B nporecce OpraHu3aIuu
CEepPBHUCHOTO  OOCIY)XKHMBaHUSA TOTpeOHWTENe Ha
TPAHCIOPTE, B TOM YHCIE B cdepe BO3AYITHOTO
TPAHCIIOPTA,;

—IMPUMEHATh METOJIbI BbIOOpa MaTepHAIbHBIX
pecypcoB, O00OpYIOBaHMS sl  OCYLIECTBIICHUS
mpolecca  CepBUCA,  MEXaHU3M  [POBEICHUS
NEPErOBOPOB C KIHWEHTAMU 10 MPETEH3UOHHBIM
ClayyasM U ONpENENICHHs] MPUYMH BO3ZHUKHOBEHUS
IPETEH3U B MpOILlECCe OpPraHU3allih CEPBUCHOTO
0o0cClly’)KUBaHMsI TOTPEOUTENEe Ha TpaHCIOPTE, B
TOM 4YHucie B cdepe BO3IYIIHOTO TPAHCIOPTA;
NPUMEHATh METOJIbl pa3pabOTKHM U HUCIIOIb30BAHUS
TUIIOBBIX TEXHOJOTHYECKUX TMPOIECCOB, METOJbI
dbopMHUpOBaHUS W  BHEAPEHHUS KOPIOPATHUBHBIX
CTaHJapTOB u pEriiaMeHTOB IPOLIECCOB
oOclly’)kuBaHusi MOTpeOUTeNneld Ha TpaHCIOpTeE,
NPUMEHSATh METOJAbl B3aUMOJIEUCTBUS C KIHMEHTaMU
N0  OpraHu3aluu  mpouecca  OOCTy>KMBaHUS
noTpeduresnel B cepe rocTenpuruMCcTBa B Mpolecce
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OpraHu3aIuu CEPBUCHOTO o0CITyKUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4yucie B cepe
BO3JIYIITHOTO TPAHCIIOPTA,
—PUMEHSTH METO/IbI BBIOOpA
OpraHU3aIMOHHBIX pelIeHUuN s (OpMUPOBAHUS
CEepPBUCHOM CHUCTEMBI OOCITY>KUBAHUS CEPBUCHBIX
OpeAnpusITHd  Ha  TpaHCIOpTe B Mpolecce
OpraHu3aIuu CEPBUCHOTO o0CITyKUBaHUS
noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4Yucie B cepe
BO3JIYIITHOTO TPAHCIIOPTA,
—IPUMEHSTH METO/IbI OCYIIIECTBIICHUS
OpPraHU3aIMOHHOTO OOCIY>KUBAaHUS aBUAIIMOHHOU
uHpacTpyKTypel B  TIpoIllecCE€  OpraHU3alluu
CEepPBUCHOIO  OOCIY)XHMBaHUSA TOTpeOUTENneil Ha
TpPaHCHIOPTE, B TOM YHCIE B cepe BO3AYIIHOTO
TPaHCIIOPTA,
Il sTan
. Ywmeer:
HHZVK-L - NPUMEHATh  METOABbl  NPUMEHEHUS
YK-1 HﬂsyK-l CUCTEMHOIO IMOAXO0JA IS PEUICHUS IMOCTABJIICHHBIX
N vk 3aJa4 B [OpOLIECCE€ OpraHu3anu CEPBUCHOIO
WTyics 00CITy’)KUBaHHS TIOTPEOUTENIE Ha TpaHCIOPTE, B
VK-3 yics TOM 4Hucie B chepe BO3AYIIHOTO TPAHCIIOPTA,
W Pyics - IPUMEHATE  METOZbI oOecrieyeHus
COI[MAJIBHOTO  B3aMMOJICUCTBUA B  MpoLEcce
U/ vics OpraHu3anuu CEPBUCHOTO o0cITyKUBaHUS
YK-5 ]Pyis noTpeOuTeNnel Ha TPaHCIIOPTE, B TOM 4YHUCIE B cdepe
W/Tvis | Bo3yIIHOTO TPAHCIOPT;
U yks - MPUMEHSTh METO/IbI penieHus
VK-8 U%ykg | MPOM3BOJACTBEHHBIX ~ KOHQJIMKTOB €  y4eTOM
B yis O0COOEHHOCTEH  MEXKYJIbTYpHOTO  pPa3HOOOpa3us
1 oOliecTBa B TMpOIECCE€ OpPraHU3allid CEPBUCHOTO
HHZHK'l 00CIy)KUBaHUsS TOTpeOUTENE Ha TpaHCIOPTE, B
TK-1 HHSHK'l TOM 4HCIIE B cepe BO3AYLIHOTO TPAHCIIOPTA;
W1 — NPUMEHATL  HABBIKM  CO3JAHHA U
T NOAJEPKKM 0€30MacHbIX YCIOBUM OOCITYyKHUBaHUS
[K-2 Vs NacCa)KUPOB, B TOM YMHCIE MPU BO3HUKHOBEHUU

YpE3BBIYANHBIX CUTYAIlMH B MPOLECCE OpPraHU3alNU
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N ks CEpPBUCHOTO  OOCIy)XMBaHUs MOTpeOuTeneid Ha
K-3 N3 TpaHCHOPTE, B TOM uHuciIe B cdepe BO3AYIIHOrO
U ks TpaHCIIOPTa,
— IIPUMEHATH  METOAbl  y4acTus B
) COBEPILIECHCTBOBAHUHU CUCTEMBI KJIIMEHTCKUX
IIK-4 W/ 4 OTHOLIEHUW B CEPBUCHOM  JEATEIBHOCTH  Ha
TPAHCIOPTE  C  MCIIOJb30BAHUEM  HWHTEpPHET-
TEXHOJIOTUM B IPOLIECCE OPraHU3alMy CEPBUCHOTO
oOcny>KUBaHMsI TIOTpeOUTeNle Ha TpaHCIOpTe, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCIIOPTA,
— MIPUMEHSTh METO/1bI YIIPaBJICHUS
TYPUCTCKO-PEKPEALMOHHBIMU IIPOEKTAMHU, METOBI
IUJAHUPOBAHUS W MOHMUTOPUHI  JEATEIIbHOCTHU
CEpBUCHOM KOMMNaHWU B cdepe TpaHcmopTa B
IpoLecCce OpPraHU3aIlluU CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTenel Ha TpaHCIIOPTe, B TOM YHUCIE B cdepe
BO3YLIIHOI'O TPAHCIIOPTA,
- IIPUMEHATH TpeOoBaHuUs
IIPOM3BOJACTBEHHOM  JUCLUIUIMHBI, IIPaBWI IO
OXpaHe TpyJa U TOXKapHOH O0€30MacHOCTU TIpH
OCYIIECTBICHUHU TEXHOJIOTMYECKOrO Ipoliecca B
IpoIIecCe OpPTaHM3aIlMU CEPBUCHOTO OOCITYKHUBaHUS
[K-5 W Pics noTpeOuTenel Ha TPaHCIIOPTE, B TOM 4Yucie B cepe

BO3/YIIHOTO TPAHCIIOPTA,;

- MPUMEHATh METOJIbl OpraHu3alliil U
VIPABJICHUS ~ UMYIIECTBEHHBIM  a3pONOPTOBBIM
KOMILUIEKCOM M aKTHBAMHU CEPBUCHBIX MPEIITPUITHN
Ha TpaHCHNOPTE B  MPOILECCE  OpraHU3alUH
CEpPBHUCHOTO  OOCIY)XKHBaHUSA IOTpeOHWTENe Ha
TpaHCHOpPTEe, B TOM dYHUCJE B cdepe BO3IYITHOTO
TPaHCIIOPTA;

- MIPUMEHATh METOJIbI OPTaHU3ALMOHHOTO
obOecrieueHus: poIecca CepBUCHOTO OOCTYKMBaHUS
B a’pomnopTy M Ha OOpPTYy BO3JYIIHOIO CyJHA B
MPOIECCE OpPTraHU3allih CEPBUCHOIO OOCITYKMBAaHUS
noTpeduTeNe Ha TPaHCIIOPTE, B TOM Yucie B chepe
BO3YITHOTO TPAHCIIOPTA;

Bnaneer:

- HaBBbIKAMU TNPUMEHEHHUSI METOJIOB IIOUCKA,
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KPUTHYECKOTO aHaiM3a M CHHTE3a WHPOpMAIUA B
IPOIIECCe OPTaHM3AIUU CEPBUCHOTO OOCITY)KHMBAHUS
oTpeOUTENIel Ha TPAHCIIOPTE, B TOM YHUCIIE B cdepe
BO3YIIIHOTO TPAHCIIOPTA; HAaBBIKAMH TMPUMEHEHUS
MEXaHM3Ma CHCTEMHOTO TIOAXO0JAa JIJIS pPEIICHUs
MOCTABJICHHBIX 3a7ad B IPOIECCE OpraHU3alud
CEpPBUCHOTO  OOCITy)XMBaHUS TOTpeOHWTENeld Ha
TPAHCIIOPTE, B TOM YHCIe B cdepe BO3AYIIHOTO
TPAHCIIOPTa;, HaBBIKAMU TMPUMCHCHHS METOOB
CUCTEMHOT'O TIOJXOJa IS PEIICHUS TOCTaBICHHBIX
3aJlad B MPOIECCE OpraHM3allid  CEPBHCHOTO
oOCITy)KMBaHHSI TIOTpEOUTENIC Ha TpaHCIIOpTe, B
TOM YHCie B chepe BO3AYIIHOTO TPAHCIIOPTA,

— HaBbIKaMHU PUMCHCHUS METOJIOB
OCYIIECTBJICHHS] COLIMAJIBbHOTO B3aUMOJEUCTBUS W
peanu3anuu CBOEH poJiM B KOMAaHJE B IpoIllecce
opraHu3anuu CEPBHUCHOIO 00CTy>KUBaHUS
noTpeduTeNel Ha TpaHCIIOPTE, B TOM YHUCIE B cdepe
BO3/YIIIHOTO TPAHCIOPTA; HABBIKAMH TMPUMEHEHUS
METOJIOB OMPE/EICHUS U peau3alii CBOCH poJid B
KOMaHJIe B TMpOIlECCe OpraHU3allid CEPBUCHOTO
0o0CITy’)kKUBaHHS TIOTPEOUTENIE Ha TPaHCIOPTE, B
TOM 4YHucie B cdepe BO3IYIIHOTO TPAHCIIOPTA;
HaBbIKAMU TIPUMEHEHHS METOAOB oOecreueHus
COIIMAILHOTO  B3aUMOJICUCTBHS B Ipoliecce
OopraHu3anuu CEPBHUCHOTO 00CTy>KUBaHHS
noTpeOuTeNel Ha TPAHCTIOPTE, B TOM YHUCIE B cdepe
BO3/YIIHOTO TPAHCIIOPTA,

- HaBbIKaMU MPUMEHEHUS METOJIOB
BOCTIPHUSTHSL ~ MEXKYJIBTYPHOTO  pa3sHOOOpa3us
00II1ecTBa B CONUATBHO - HCTOPUIECKOM, STHYECKOM
u  (QmwiocopckoM  KOHTEKCTax B  Ipolecce
OpraHu3anuu CEPBHUCHOTO 00CTy>KUBaHHS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3YIIHOTO TPAHCIIOPTA; HABBIKAMH TMPUMEHEHUS
METO]IOB MIPUMEHEHUS 0COOEHHOCTEH
MEXKKYJIbTYPHOTO  pa3HooOpas3us  oOIecTBa B
IPOIIeCCe OPTaHM3AIUU CEPBUCHOTO OOCITYKMBAHUS
noTpeOuTeNIel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
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BO3AYIIHOTO TPAHCIOPTA, HABBIKAMHU MPUMEHEHHS
METOJIOB PEIIEeHHUsI IPON3BOJICTBEHHBIX KOH(MINKTOB
C  y4eToM  OCOOEHHOCTEH  MEXKYJbTYpPHOIO
pasHooOpa3usi o0IIecTBa B MpOILECcCe OpraHU3aIiu
CepBUCHOTO  OOCIIYy’)KMBaHUS TOTpeduTenei Ha
TpaHCTIOpTe, B TOM u4Hcie B cdepe BO3TYIIHOTO

TPAHCHOPTA,;

— HaBBIKAMU MIPUMEHEHHUS METOI0B
CO3/IaHMUsI M TOAACPKKH O€30MacHbIX YCIOBUU
JKU3HEJCATCIbHOCTH, B TOM 1% (W (& npu

BO3HMKHOBEHUW  YpPE3BBIYAWHBIX  CHUTyallud B
IpoLecCce OPraHu3aluu CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNeld Ha TpaHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYIITHOTO TPAHCIOPTA; HaBBIKAMH TMPUMEHEHUS
METOJIOB CO3J[aHUsl U TOJJEpKaHUd Oe30IMaCHbIX
YCIOBUHM KU3HEAEATEIbHOCTH, B TOM YHCIIE NIPH
BO3HMKHOBEHUM  YpPE3BBIYAMHBIX  CUTyallud B
Ipolecce OpPraHU3aIluu CEPBUCHOTO OOCITYKHUBaHUS
noTpeduTeNnel Ha TpaHCIIOPTe, B TOM YHUCIE B cdepe
BO3JIYIIHOTO TPAHCIOPTA; HABBIKAMHM MPUMEHEHUS
CO37aHusl M TOMAJEPKKH O€30MacCHBIX YCIOBUMN
o0CIy’>KUBaHMS TACCAKUPOB, B TOM YHCIE TIPH
BO3HHUKHOBCHHWHM  YPE3BBIYAMHBIX  CUTyalluid B
IpoIecce OpPTaHU3aIluU CEPBUCHOTO OOCITYKHMBaHUS
noTpeOuTeNel Ha TPAHCTIOPTE, B TOM YHUCIE B cdepe
BO3JIYLITHOTO TPAHCIIOPTA,;

- HaBbIKAMU MPUMEHEHUS
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUI B
CEpBUCHOW  JIESITEJIBHOCTM HA  TPAHCIOPTE B
YCIIOBUSIX B3aUMOJEHUCTBUS C MOTPEOUTEISIMU, B TOM
YUCJ€ HMHTEPHET-MPOABMKEHUS YCIYr B Mpoliecce
OpraHu3aluu CEPBUCHOTO o0cITyKUBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3JIYITHOTO TPAHCIOPTA; HABBIKAMH MPUMEHEHUS
METOJAOB  y4yacTUsi B  pa3pabOTKE  CHCTEMBI
KJIIMEHTCKUX OTHOIIEHUW WU OpraHu3alluu Mpolrecca
00CITy>KUBaHUS norpeouTeneit Ha OCHOBE
NPUMEHEHHS 3aKOHOJATENIbHBIX aKTOB U MPABOBBIX
HOPM B TMIPOLECCE OpraHu3alid CEPBUCHOTO
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oOCIy)KMBaHMsI TIOTpEOUTENIC Ha TpaHCIOpTe, B
TOM unciae B cdepe BO3AYIIHOTO TPAHCIOPTA,
HaBBIKAMHU TPUMEHEHUS METOJOB Yy4YacTUs B
COBEPIIICHCTBOBAHHH CUCTEMBI KITMEHTCKHUX
OTHOIICHWH B CEPBUCHOW  JCATEIBHOCTH  Ha
TPAaHCIIOPTE C  HMCIOJB30BAaHHUEM  HMHTCPHET-
TEXHOJIOTUI B TPOIECCE OPTaHMU3AINUA CEPBUCHOTO
oOCIy)KWBaHMsI TIOTPEOUTENIC Ha TpaHCIIOpTe, B
TOM YHCIIe B chepe BO3AYIIHOTO TPAHCIIOPTA,

— HaBbIKaMHU PUMCHCHUS METOJIOB
BJIaJICHUS TEOPETUYCCKUMH 3HAaHHSMU u
NPAKTUICCKUMHU MTPUEMaMU YIIPABJICHUS MMPOCKTAMHU
B chepe 0oOCITy KHMBaHUS B TPOIECCE OpraHU3aIlUU
CEpBHCHOTO  OOCTYyXHMBaHHUS MOTpeOHUTENe Ha
TpPaHCIIOPTE, B TOM 4HCIE B cdepe BO3TYITHOTO
TPAaHCIIOPTa, HABBIKAMH TPUMEHEHHS METOJIOB
yIIpaBJICHUS TYyPUCTCKO-PEKPEAITNOHHBIMH
NPOEKTaMH, METOJIbI TJIAHUPOBAHMSI U MOHUTOPUHT
NeSTeIbHOCTH CEePBUCHOM KOMIIaHWU B  cdepe
TPaHCIIOPTa B MPOIECCE OPraHU3alid CEPBUCHOTO
0o0CITy’)KUBaHHS TIOTPEOUTENIE Ha TPaHCIOPTE, B
TOM YHCJIe B chepe BO3AYIIIHOTO TPAHCIIOPTA,

- HaBBIKAMH MPHUMEHEHHUS METOIOB BhIOOpA
MaTepUANBHBIX ~ PECYpCcOB, OOOPYIOBAHHS IS
OCYIICCTBJIICHHsI TIpoIlecca CEpBHCA, MEXaHH3M
NPOBENIEHNS TIEPErOBOPOB €  KIMEHTAaMHU  TI0
NPETCH3UOHHBIM CJIy4YasiM W OIpPEACIICHUS MPUYHH
BO3HUKHOBEHUS MIPETECH3UN B rpouecce
OopraHu3anuu CEPBHUCHOTO 00CTy>KUBaHHS
noTpeOuTeNel Ha TPAHCIIOPTE, B TOM YHUCIE B cdepe
BO3/YIIIHOTO TPAHCIIOPTA; HABBIKAMH TMPUMEHEHUS
METOJIOB Pa3padOTKM W WCIIOJIb30BAHUS THUITOBBIX

TEXHOJOTUYECKUX ITPOLIECCOB, METO/IbI
dbopMHUpOBaHUS W  BHEAPCHHS KOPIOPATHUBHBIX
CTaHIapTOB 151 pErIaMeHTOB IIPOLIECCOB

oOclly’)kuBaHusi MOTpeOUTeNneld Ha TpaHCIOpTeE,
HABBIKAMU MPUMEHEHHSI METOJIOB B3aUMOJICHCTBUS C
KITUEHTaMU o OpraHu3anuu nporecca
00CITyKUBaHHS noTpeouTene B cthepe
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rOCTENPUUMCTBA B TpoOLleCCe  OpraHu3aluu
CEpPBUCHOrO  OOCIy)XMBaHUS MOTpeOuTeneid Ha
TpaHCHOPTE, B TOM uuciae B cdepe BO3AYIIHOIO
TpPaHCIIOPTa, HaBBIKAMHU TPUMEHEHHUS TpeOOBaHMIA
MPOU3BOJCTBEHHON  MUCIHUIUIMHBI, TpPaBUI MO
OXpaHe TpyJa U TOXKapHOH O0e30MacHOCTH NpH
OCYIIECTBJICHUH TEXHOJOTMYECKOro Mmpolecca B
npolecce OpraHu3aluu CEPBUCHOTO 00CITyKUBaHUS
noTpeduTeNeld Ha TpaHCIIOPTE, B TOM 4YHUCIE B cdepe
BO3JIYIITHOTO TPAHCIIOPTA,

— HaBBIKAMHU TIPUMEHEHMs] METOJIOB BBIOOpaA
OpraHU3AIMOHHBIX pEHIeHUuN 171 (HOpPMHUPOBAHUS
CEPBUCHOM CUCTEMBI 00CITyKUBaHHS c
UCIIOIb30BAaHUEM  METOJIOB ~ OpraHM3aluv |
yIpPaBIE€HUS  WMYIIECTBEHHBIM  a3pONOPTOBBIM
KOMIUJIEKCOM U aKTUBAaMU CEPBUCHBIX MPEANPUATUHN
HA  TpaHCIOpTE B  TMpOllECC€  OpraHU3alUuU
CEpPBUCHOTO  OOCITy)XMBaHUSI TMOTpeOuTeneid Ha
TpPaHCIOPTE, B TOM uHciIe B cdepe BO3AYIIHOTO

TPAHCIOPTA,

- HaBBbIKaMH IIPUMEHEHHUS METOJIOB
OCYIIECTBJICHHUS] OPTaHU3AIMOHHOTO OOCITYKHUBaHUS
ABHALlMOHHOU UHGPACTPYKTYPHI u
OpPraHu3alMOHHOT O oOecreyeHus npouecca

CEPBUCHOTO OOCTYKHBAaHUS B adPOMOPTY U HA OOPTY
BO3JYIIHOTO CyJHAa B TPOILIECCe OpraHU3aluu
CEpPBUCHOTO OOCITy)XMBaHUSI TOTpeOuTeneld Ha
TPaHCTIOPTE, B TOM YHcIe B cdepe BO3AYIIHOTO
TPaHCTIOPTA.
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IIlkayia oeHNBAHUA KYPCOBOMH Pa0OTHI IIPU MCIIOJb30BAHUH 0AJIBHO-
PEeiiTUHIOBOM OLIEHKU

HaumenoBanue 3tana MakcumalibHOE [IIxana oneHuBaHuUs
BBITIOJTHEHUST KYPCOBOM KOJIMYECTBO
paboThI 0ajoB
Ortan 1. Beimaua 3amanus
Ha KypCOBYIO paboTy
0,5 6anna cHUMaeTcs 3a OMMOKY B
pacdeTe mokasaTes,
1 6ayin cHUMaeTCs 3a OTCYTCTBHE
KoHcynbranust Hay4HOTO
pacyeTHOTO IMoKa3aTes,
PYKOBOJIUTEIS 110
CTOVKTVDE VDCOBO 0,5 6amta cHuMaeTcs 3a OTCYTCTBUE
ZI%}CI)TBIYP 1}1151160 10 BRIBOA,
ime aT, " oH o smiy 0,3 Oata cHUMaeTcs 3a
patyp P },] HEKOPPEKTHBIN BBIBOJ,
BBITIOJIHEHUSI ~ KYPCOBOM .
0,2 Gayuta CHUMAaETCS 3a HEIOJIHBIH
paboThI
BBIBOJI,
0,2 6aymta cHUMaeTcs 3a JOMYIICHHbBIC
IrpaMMaTHYECKHE OMHUOKHU.
0,1 6aymra cHUMaeTcs 3a OIIMOKY B
3HAUCHUIX ITOKa3aTeJIeH,
Oramn 2. Beinonaenue 1 0,3 cHUMaeTCs 3a HEMOIHYIO
paszena KypcoBou 10 nHpopManmio,
paboTHI 0,2 cHuMaeTCs 3a TOIyIICHHBIC
opdorpaduueckue u rpaMMaTHICCKUE
OIINOKH.
0,1 6amra cHuUMaeTcs 3a OIIMOKY B
3HAUCHUAX TTOKa3aTeleH,
Oran 3. BeimoaHeHue 2 0,3 cHUMaeTCs 3a HEMOIHYIO
paszaena KypcoBou 15 uH(pOpMAIHIO,

paboThI

0,2 cHuMaeTcs 3a JOmyIIeHHbIC
opdorpaduueckue U rpaMMaTHICCKUE
OIIIMOKH.
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HaumenoBanue stana | MakcumanbHOE [ITxana oueHuBaHus
BBITIOJTHEHUST KYPCOBOM KOJIMYECTBO
paboThI OaoB
0,1 6anna cHumaeTcs 3a OmKOKY B
3HAYCHHUAX MOKa3aTeleH,
Ortan 4. Brinonaenue 3 0,3 cHUMaeTCs 3a HEMOIHYIO
paszelnia KypcoBou 15 uHdopMaIuio,
paboThI 0,2 cHuMaeTcs 3a IOMyIICHHBIC
oporpaduueckue u rpaMMaTUIECKUE
OIITMOKH.
1-3 Ganna cHUMArOTCA 3a
. HEOPEKHOCTh OPOPMIICHUS TEKCTa
Odopmrenne kypeosoii 10 1-2 Ié)iaﬂﬂa CHI/IM%.)}OI’)I"CSI 3a ’
paboThI
HEOPEKHOCTH OPOpPMITCHUS
UCIIOJIb30BAaHHBIX UCTOYHHUKOB
3a KaXAblil TPOCPOUCHHBIN J€Hb 110
CBOEBPEMEHHOCTh .
BLIOHOHIS 10 HEYBaKUTEIbHOU MPUYUHE CHUMACTCS
0,5 Gamna.
Hroro BeINOTHEHNE 70
KypCcOBO# pabOThI
5 0aJu10B — UCCIIEA0BATENbCKUA M
XapaKkTep;
5 0aIOB — aKTyaJIbHOCTh PabOTHI;
10 6ay1;10B — OTBETHI HA BOTIPOCHI
3ammuTa KypcoBOM 30 YETKHE, SICHBIC U TIOJTHBIC;
paboTHI 5 0aIoB — cUCTEMHas
WHTEPIPETAIUS MOTYYECHHBIX B
KypcoBOU paboTe pe3ylbTaToB;
5 GaioB — rpaMOTHOE BEJICHUE
MOJIEMUKH.
Bcero no xypcoBoi
100
paborte:

IlepeBoa 6a,1710B 0A/ITILHO-PEITUHIOBOM CUCTEMbI B OLICHKY
10 «aKaAAeMHYeCKOi» HIKaJe

KoaundectBo 60a10B mo bPC

Ouenka (1Mo «aKageMHu4eCcKom»
mKaJe)

90 u Gosee

5 — «oTnIu4HO»
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HaumenoBanue stana | MakcumanbHOe IIxana oneHuBaHuA
BBITIOJTHEHUS KYPCOBOH KOJINYECTBO
paboThI OaoB
75+89 4 — «xopomo»
60+74 3 — «yAOBIETBOPHUTEIBHOY
meHee 60 2 — «HE yIOBIETBOPUTEIBHO

XapakTepuUCTUKHA  IIKajdbl  OICHUBAHUS  IMPOMEKYTOUYHOH  aTTECTAIMH
NIPHUBEICHBI HUXKE.

1. MakcumanbHOE€ KOJMYECTBO OalioB, TMOJYy4YeHHBIX 3a 3k3ameH — 30.
MunuManpHOE (3a4€THOE) KOJIUYECTBO 0aIOB («IK3aMeH cian») — 15 Gamos.

2. Tlpu nabope meHee 15 GamioB - HK3aMEH CUMTAETCS HE CHAHHBIM TIO
NPUYMHE HEAOCTATOYHOTO YpOBHsS 3HaHWW. IlpW HeymOBIETBOPUTEIBHON caade
9K3aMEH WJIM HESABKE IO HEYBAKUTEIIBHOW NMPHYMHE Ha 3K3aMEH JK3aMCHAIMOHHAs
COCTaBJISIIONIAST TIPUpPaBHUBAETCS K HYIIO. B 3TomM ciydyae oOydwarommiics B
yctanoBieHHOM B CIIOI'Y I'A mopske 06s13aH niepecaaTh IK3aMeH.

3. OneHka 3a 3K3aMeH BBICTaBIISAETCS Kak cyMMa HaOpaHHBIX 0ajIOB 32 OTBETHI
Ha JIBa BOIIPOCA ¥ 32 BBIIOJIIHEHUE TIPAKTUYECKOTO 3aaHHsI.

4. OTBeTHI HA BOMPOCHI OIIEHUBAIOTCS CIIEAYIONIIM 00pa3oM:

I 6ann. oOy4aroUIWiics JaeT HEMpPaBUIBHBIA OTBET HA BOMPOC, HE
JEMOHCTPHUPYET 3HAHUH, YMCHHI W HABBIKOB, COOTBETCTBYIOIIUX (POPMHUPYEMBIM B
IpoIecce OCBOCHHUS AUCIUILIMHBI KOMITETEHITUSAM (HET OTBETa Ha BOIPOC) MJIM OTKA3
OT OTBETA;

2 6banna. OTBET OOydYalIIErocs Ha  BONPOC  HEYJIOBICTBOPUTEICH,
oOydJaromuiicss TeMOHCTpHUpPYET (parMEeHTApHBIC 3HAHUS B paMKax (OPMHUPYEMBIX
KOMIICTCHIINH, HE3HAHHE JISKIIMOHHOTO MaTepraa,

3 6anna. oTBeT OOYYAIOMIErOCs HAa BOIPOC HEYIOBICTBOPUTENICH, TpeOyeTcs
3HAUUTEIBHOE KOJIMYECTBO HABOJSIIMX BOIPOCOB, OOYyYAIOMIUKACA HE MOXKET
BOCIIPOM3BECTH U OOBSICHUTH OCHOBHBIE IIOJIOKEHHUS BOIPOCA, JIEMOHCTPUPYET
cia0ble 3HaHUA JEKIIMOHHOTO MaTepHaa,;

4 6anna. oOydYaronUMCsA NEMOHCTPUPYET MHUHHMMAIIbHBIE 3HAHHUS OCHOBHBIX
MOJIOKEHHUH BOTIPOCOB B TIPeiesiax JICKIIMOHHOTO MaTepuaa,

5 6annos. oOydarOMUKICS TEMOHCTPUPYET 3HAHUS OCHOBHBIX ITOJOKEHUU
BOIIPOCA, JIOTUYECKH BEPHO H3J1araeT CBOM MBICIH, TOKA3bIBAET OCHOBBI yMEHUU
MCITOJIb30BaHUS ATH 3HAHUSA, MBITASICh OOBSCHUTH UX HA KOHKPETHBIX PUMEPaXx;

6 6annos. 00y4aIOMUUCA JEMOHCTPUPYET CHUCTEMATU3MPOBAHHBIC 3HAHMS
OCHOBHBIX TIOJIO)KCHHI BOIPOCA, JIOTUYECKH BEPHO W TPAMOTHO H3JIaraeT CBOU
MBICJIH, OPUEHTUPYETCS B €T0 MPoOIeMaTHKe, TOKa3bIBACT YMEHUS UCIIOH30BATh OTH
3HAHMSI, ONTUCHIBAS PA3INYHBIC CYMIECTBYIONIME B HAYKE TOYKU 3PCHHS HA TPOOIeMy
Y TIPUBO/JISI KOHKPETHBIC TTPUMEDPHI;
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[ 6annos. oOydaroUIMiicss JAEMOHCTPUPYET JOCTATOYHO TMOJHBIE U
CHUCTEMAaTU3UPOBAHHBIE 3HAHUS, JOTHYECKH BEPHO U IPAMOTHO M3JIaraeT CBOM MBICIH,
YeTKO ONHCHIBA€T NPOOJIEMAaTUKy BOMpPOCA, OPHEHTHUPYETCS BO BCEX TeMax
IUCIMIUIMHBI, TOKa3bIBA€T YMEHWS W HAaBBIKM HCIIONB30BAaTh JSTH 3HAHUS,
00OCHOBBIBasI CBOIO TOYKY 3PEHHUs Ha MPOOJIeMy M MPUBOJS KOHKPETHBIE MPUMEPHI,
HO TpeOOBAIKCH HABOMASIINE BOTIPOCHI;

8 6annos: oOy4arolmUNiCs TEMOHCTPUPYET IMOJHBIE U CUCTEMAaTU3UPOBAHHBIC
3HaHUs, JIOTUYECKH BEPHO W TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OMUCHIBAET
npoOJieMaTHKy BOIPOCA, XOPOIIO OPUEHTHPYETCS BO BCEX TEeMax IUCUUIUIMHEI,
MOKa3bIBA€T YMEHWS W HAaBBIKA HCIOJIb30BAHUS OTUX 3HAHWUMW, JeJas BBIBOJBI,
NPUBO/ISI CYIIECTBYIOIIUE B HAyKe TOYKH 3PCHHS, CPAaBHUBAS MX CHIIBHBIC M CIa0bIe
CTOPOHBI, 00OCHOBBIBAsI CBOIO TOUKY 3PEHHSI, PUBO/II KOHKPETHBIE MIPUMEPHI;

9 6annog. oOydarOIUHCS TEMOHCTPUPYET TOJIHBIE U CHCTEMaTH3UPOBAHHBIC
3HAHUS, JIOTUYECKH BEPHO W TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OIHCHIBACT
npoOJIieMaTHKy BOIPOCA, XOPOIIO OPUEHTHPYETCS BO BCEX TeMax AWCIMILIHHBL,
MOKa3bIBA€T YMEHUS W HAaBBIKA WCIIOJIb30BAHUS OSTUX 3HAHWUMW, JeJas BBIBOJEI,
IBITAsICh CAMOCTOSITEIBHO PEIIaTh BBISBICHHBIC MPOOJIEMBI, TIPUBOAS KOHKPETHHIC
IPUMEPHI;

10 6annos: oOyJaromuNcs TEMOHCTPUPYET MOJHBIC M CUCTEMATH3UPOBAHHBIC
3HaHWS, JIOTHYECKH BEPHO M TPAMOTHO H3JIaraeT CBOM MBICIIH, YETKO OIMHUCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPUEHTHPYETCS BO BCEX TeMax IHUCHUIUIMHEI,
UCTIONB3YET ISl OTBETA 3HAHUS, TMOJTYYCHHBIC B APYTUX IUCIUIUIMHAX, a TaKKe U
MHPOpPMAIMI0 W3 HCTOYHUKOB, HE YKa3aHHBIX B Kypce MaHHON JIHCIUTUIMHEI,
MOKa3bIBA€T YMEHWS W HAaBBIKA HCIIOJIH30BAHUS OTUX 3HAHWW, Jenas BBIBOJBI,
IBITAsICh CAMOCTOSITETIFHO W TBOPYECKH DPEIIATh BBIABICHHBIC MPOOJIEMBI, TPUBOJIS
KOHKPETHBIC IIPUMEPHI.

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

10 6annos: 3ananue BoimonHeno Ha 91-100 %, pemieHue U OTBET aKKypaTHO
oopMJIEHBI, BBIBOJBI OOOCHOBAaHBI, JaHa TMpPaBWIbHAS W TOJHAS HMHTEPIPETAIHS
BBIBOJIOB, OOYYalONIUICS apryMEHTHPOBAHHO OOOCHOBBIBAE€T CBOIO TOUYKY 3pEHUS,
YBEPEHHO U MPaBUJILHO OTBEUYAET HA BOMPOCHI MPEIMOIaBaATENIs;

9 6annos: 3ananue BbIMOIHEHO Ha 86-90 %, pereHne W OTBET aKKypaTHO
oopMJICHBI, BBIBOJI OOOCHOBAHBI, JaHa MPaBWIbHAS W TOJHAS HWHTEPIPETAIHS
BBIBOJIOB, OOYYalOUIUICS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3pEHUS,
MPABWJIHLHO OTBEYAET HA BOMPOCHI MIPETIOIaBATEIS;

8 o6annos: 3amanume BbIMomHeHO Ha 81-85 %, Xom pemieHUs NPaBUILHBIH,
HE3HAYMTEIbHBIC TIOTPEIIHOCTH B O(GOpMIICHWH; TpaBUibHAs, HO HE TMOJTHAs
WHTEPIPETANs BBIBOJIOB, OOYYAIONIUNCS TAa€T MPaBWIbHBIC, HO HE TOJIHBIE OTBETHI
HAa BONPOCHI  TIPEMOJaBaTeis, WCHBITHIBAET HEKOTOpPHIE 3aTPyIHCHUS B
WHTEPIPETAIAN TTOJTYIEHHBIX BBHIBOJIOB;

7 6annos: 3amanue BbMoidHeHO Ha 74-80 %, Xom pemieHus NPaBUILHBIH,
3HAYWTEIBHBIC TOTPENTHOCTH B OGMOPMIICHWH, TMpaBWIbHAsA, HO HE TMOJIHAs
WHTEPIPETANNS BBIBOJIOB, OOYYAIONIUNACS JTAa€T MPABWIbHBIC, HO HE TOJHBIE OTBETHI
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Ha BOMPOCH TPEIMOJaBaTEeNs, WCIBITHIBAET OMNpPEACIICHHBIE 3aTpyJHEHUS B
MHTEPIPETALNN OTyUYEHHBIX BBIBOJIOB,

6 6annos: 3a1aHue BBINOJHEHO 66-75 %, MOAX0A K PEUICHUIO MPaBHIIbHBIH,
ecTb OmuOKH, O(OpMICHHE C HE3HAUYUTCIbHBIMH TOTPEITHOCTSIMH, HETOIHAS
WHTEpIpETalrs BHIBOJIOB, HE BCE OTBETHI Ha BOIPOCHI MPEMNO/aBaTeNs MPaBUIbHBIC,
HE cIocO0eH MHTEPIPETUPOBATH MOTYICHHBIE BHIBOJIBI;

5 6annos: 3ananue BeinoaHeHO Ha 60-65 %, MOAX0 K PEelICHHIO MPaBUIIbHBIM,
€CTh OIIMOKHM, 3HAYUTEIbHBIC TMOTPEIIHOCTH TpU OGOPMIICHHH, HE TOJTHAS
WHTEpIIpPETalrs BHIBOJIOB, HE BCE OTBETHI Ha BOIPOCHI MPEMNO/aBaTeNs MPaBUIbHBIC,
HE CIIOCOOEH MHTEPIPETUPOBATH TIOTyUYEHHBIEC BBHIBOIHI,

4 6anna: 3anaHue BBIMOIHEHO Ha 55-59 %, moAXol K pelIeHUI0 NMPaBUIbHBIM,
€CTh OIIMOKHM, 3HAYUTEIbHBIC TMOTPEIIHOCTH TpU O(OPMIICHUH, HE TIOJTHAS
MHTEpIpeTalus BEIBOJOB, HE BCE OTBETHI HAa BOMPOCHI MPETOaBaTelis MpaBUIbHbIE,
HE CIIOCOOEH MHTEPIPETUPOBATH TIOTyUYEHHBIC BBHIBOIHI,

3 6anna: 3amanue BbIoHEHO Ha 41-54 %, penieHwe CcOAEPKUT TpyObie
OomuOKN, HeakKypaTHoe odopmieHHe pabOThl, HENpPaBUIbHAS WHTEPIPETAIHS
BBIBOJIOB, OOYJAIOIIHIACS JACT HETIPABUIIBHBIE OTBETHI HA BOTIPOCHI TIPEIIO1aBaTEIIs;

2 oOanna: 3anaHue BeIMoOJHEHO Ha 20-40 %,pemieHue COACPXKUT TpyObie
OmuOKHU, HeakKypaTtHoe odopmiieHHe padoThl, BBHIBOJBI OTCYTCTBYIOT, HE MOXKET
IPOKOMMEHTHPOBATh XOJI PEIICHUS 3a/1a4uH, TacT HEMPABUIbHBIC OTBETHI HA BOMIPOCHI
IperojaBaTes;

[ 6ann: 3ajanue BBHITIOJIHEHO MeHee, ueM Ha 20 %, pelieHue couepx uT rpyobie
OIIMOKH, 00YJAIOUTUICS HE MOXKET MPOKOMMEHTHPOBATH XOJI PEIleHUs 3a7aydd, He
crioco6eH chopMyIupOBaTh BEIBOJIBI IO padboTe.

9.6 TumoBble KOHTPOJbHbIE 3aJaHUA [JIsi TNPOBEJEHUSI TeEKYIIero
KOHTPOJISI U MPOMEKYTOYHOH ATTEeCTAIUM N0 UTOraM 00y4YeHH s MO TUCHUILIUHE

2 kypc (3 cemectp)
Tema 1. Beenenue B qucuumuinHy. OOIIHe MOHATHS CEPBUCHON NIESITEIIBHOCTH
llepeuenb munosvix 60npocos 011 YCMHO20 ONPoca

1. [Ipenmer, cogepxanue AucuuIIuHb "CepBUCHas JEATEIbHOCTD .

2. OCHOBHbBIE TEPMUHBI U TIOHATHS IO AUCIUIIIIMHE.

3. Mertoauyeckre OCHOBBI M MEXAUCIUIIMHAPHBIA XapaKTep Hay4yHOTO
aHaJIM3a CEPBUCHOMN AEATEIbHOCTH.

4, [Togxon K HM3yYEHHIO CEPBUCHOM JEATEIbHOCTH B paMKax «oOIlecTBa
OTPEOJICHUS.

d. TeopeTnueckne OCHOBaHMS  aHalM3a CEPBUCHOM  JEATEIBHOCTH
MOCTUHYCTPUATBHOTO OOIIECTBA.

6. Knaccudukanus ycinyr u cepBUCHON NEATEILHOCTH B HAYYHOM aHAIIN3E.

1. Bubl cepBUCHOU NEATEIBLHOCTH.

8. TexHomoruu nmpomecca CcepBUCa M OCOOCHHOCTH  KIIMEHTCKUX
OTHOIIIEHUM C y4eTOM TpeOOBaHMI MOTpeOUTeENs B chepe BO3MYIITHOTO TPAHCIIOPTA.

Q. [Icuxomoruyeckne OCOOCHHOCTH TOTPEOUTENSI B MPOIECCE CEPBUCHOM

NEATEeNIbHOCTU B cepe BO3AYLIHOTO TPAHCIIOPTA.
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10. Meroasl moucka, KPUTUUYECKOTO aHalW3a M CUHTE3a MH(POpMALUU B
MpoIiecce OpraHu3alui CEPBUCHOTIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

11. MexaHu3M CHUCTEMHOTO MOJX0JIa JJis PEIICHUs MOCTAaBIECHHBIX 3a/1a4 B
MpoIlecce OpraHu3alui CEPBUCHOIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

12.  Meroasl TpPUMEHEHHMS]  CHUCTEMHOTO  TMOJXO0Ja JUIS  PEIICHUS
MOCTaBJIEHHBIX 3aJad B TMPOIECCEe OpraHu3allud CEPBUCHOTO OOCTYKHBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

13. Meroasl OCYIIECTBICHUS COLMAIIBHOTO B3aUMOJICUCTBUS U peau3aiiu
CBOEH pOJMM B KOMaHJAE€ B MPOLECCE OpPraHU3alMud CEPBUCHOIO OOCITY>KUBaHUS
noTpeduTenel Ha TPaHCIIOPTE.

14. Meroasl ompeAeiieHUST W pealu3alldd CBOCW poOJIM B KOMaHAEC B
IpoIIecCe OpraHUu3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAaHCTIOPTE.

15. Meroasl oOecreueHus COIMAILHOTO B3aMMOJICUCTBUSL B TIpoliecce
OpraHU3aIMy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

16. Meroasl BOCHPHUSATHUS MEKKYIbTYPHOTO pa3HOOOpas3usi oO0IecTBa B
COITMAIBHO - HUCTOPHUYECKOM, 3THUYECKOM U (UIOCOPCKOM KOHTEKCTax B TMpoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

17.  Meroasl NpUMEHEHUsI OCOOCHHOCTEM MEXKYJIbTYPHOTO pa3zHOOOpa3us
oO1iecTBa B MPOIECCE OPraHU3allMM CEPBUCHOTO OOCTY>XKMBaHUS TOTpeOuTeneld Ha
TpPaHCIIOPTE.

18. Meroasl pemieHHs MPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4YETOM
0COOEHHOCTEW MEKKYJIbTYPHOTO pa3HO0Opa3usi 00IecTBa B MPOIECCe OpraHu3aluu
CEPBHUCHOTO OOCITYKMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

19. Meroasl  co3maHuss M TOAACPKKM  O€30MACHBIX  yCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTYallud B
IPOIECCe OPTraHU3alMK CEPBUCHOTO 00CITYKMBAaHUS MTOTPpEeOUTENEH Ha TpAaHCIIOPTE.

20. Meronsl co3maHus W TOAJAEpKaHMS ~— O€30MacHBIX  YCJIOBHUU
KU3ZHEJEATEILHOCTH, B TOM YHCJIC NP BOZHUKHOBEHUHU YPE3BBIUAWHBIX CUTYallud B
IpOoIEecCe OpraHU3alMKi CEPBUCHOTO 00CITYKMBAHUS MTOTPEOUTENEH Ha TPAaHCIIOPTE.

21. Mertoasl co3MaHus U TOIEPKKH OE30IaCHBIX YCIOBHM 00CITYKUBaHUS
MacCaXUpoB, B TOM 4YHCIE TPU BO3HUKHOBCHUU UPE3BBIYANHBIX CHUTyallMid B
MpolIecce OpPraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

22.  MeToapl TpPUMEHEHUS  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHM B
CEpPBUCHOM JMESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCUCTBUS C
MOTpeOUTENSIMH, B TOM YHCJI€ WHTEPHET-MPOABIKCHHUS YCIyr B IIpolecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

23. Metoasl y4actus B pa3pabOTKe CHCTEMbl KIMEHTCKUX OTHOIICHUH H
OpraHu3anuy TMporecca OOCTY)KMBaHHS TOTPEOUTENed HAa OCHOBE NPUMEHEHUS
3aKOHOJATEBHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OPraHU3AINUUA CEPBUCHOTO
oOcy>KMBaHMsI IOTPEOUTENEH Ha TPAHCTIOPTE.

24, MeToapl ydacTuUsi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIHMEHTCKHX
OTHOIICHUH B CEPBUCHOW JEITCIBHOCTH Ha TPAHCIOPTE C HCIOIH30BAHUEM
WHTEPHET-TEXHOJIIOTHIA B TMPOIECCE OPraHU3aIli CEPBUCHOTO OOCITYKHMBaHUS
noTpeduTeiei Ha TpaHCIOPTE.
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25. MeToasl BIAgeHUS TEOPETUYCCKUMH 3HAHUSMHU W TIPAKTUYCCKUMU
npueMaMu  yIpaBleHUs TpoekTamMu B chepe oOcTykuBaHHS B TIpolecce
OpraHM3alMK CEPBUCHOTO 0OCTY>KMBAHUS MOTPEOUTENEH Ha TPaHCIIOpTE.

26. MeToasl  yOpaBJICHHS ~ TYPUCTCKO-PEKPEANMOHHBIMH  MPOCKTAMU,
METO/IbI IJIAHUPOBAHKS U MOHUTOPHHT JIEITCILHOCTH CEPBUCHON KOMITaHWH B cepe
TpaHCIIOpTa B MPOIIECCE OPTaHU3alMK CEPBUCHOTO OOCIYKHBaHUA MOTpeduTeneil Ha
TpaHCIIOpTe.

27. Mertonsl BbeIOOpa MaTepHAIBHBIX PECYpCOB, OO0OpPYyAOBaHUS s
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

28.  MeXaHM3M TPOBEJICHHS TIEPETOBOPOB C KIMEHTAMH 10 MPETEH3MOHHBIM
CIy4astM U ONpEJCICHUS TPUYMH BO3HUKHOBEHMS TIPETCH3WH B IIpoliecce
OpTraHM3alMK CEPBUCHOTO 0OCTYKUBAaHUS MOTPEOUTENCH Ha TpaHCIIOpTE.

29. MeToasl pa3pabOTKM M WCIIOJIB30BAHUS THIIOBBIX TEXHOJOTHUECKHX
IPOIIECCOB.

30. Metonbl GOpMHPOBAHUS M BHEAPCHUS KOPIIOPATHBHBIX CTAHIAPTOB W
pErJIaMeHTOB MPOIECCOB 0OCITY)KUBaHUS IMOTPEOUTENCH Ha TPAHCIIOPTE.

31. MeToabl B3aMMOJCHCTBHS C KJIMCHTAMHU IO OPTaHM3aIlMu Ipoliecca
oOcmyXuBaHHs TOTpeOuTeNneld B chepe TocTenpuruMcTBa B TPOIECCE OpraHU3aIluu
CEPBHUCHOTO O0CITY)KHBaHHS IOTPEOUTENEH Ha TPAaHCTIOPTE.

32. TpeOoBaHus TPOWU3BOJCTBCHHOW JUCIUILIMHBI, TPABWI 110 OXpPaHE
TpyJa U MOKapHO# 6€30MacHOCTH MPU OCYIIECTBICHUN TEXHOJIOTMYECKOTO Mpoliecca
B IIpOLIECCe OpraHu3aIi CEPBUCHOTO O0CITYKUBaHUS MOTpeOUTENEH Ha TPaHCIIOPTE.

33.  Metoabl BbIOOpa OpraHU3AIMOHHBIX pEIIeHUN 171 (OpPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYKHMBAaHHUS C HUCIIOJI30BAHUEM METOJIOB OpraHU3allMh U
yIpaBJI€HUs UMYIIECTBEHHBIM a3POIMOPTOBBIM KOMILIEKCOM U aKTUBAMHU CEPBUCHBIX
NPENNPUsATANR Ha TPAHCIIOPTE B MPOIECCE OPraHU3aIMU CEPBUCHOTO OOCITYKHUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

34. MeTonpl  OCYIIECTBICHHS OpPraHU3alUOHHOTO 00CTy>KUBaHHS
aBUAIIMOHHOW WHOPACTPYKTYphl W OPTraHM3AIMOHHOTO oOecreueHus Tmpolecca
CEPBUCHOTO OOCITYKMBaHUS B adPONOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B IIPOIEcce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0anus 0Jisl peuleHUus Ha NPAKMUYECKUX 3AHAMUIX

[Ipennoxxute METOABI OCYIIECTBICHUS OPTaHU3AIMOHHOTO OOCITYXKUBAaHUS
aBUAIMOHHOW WHEMPACTPYKTYPHI C y4eTOM OOOCHOBaHHSI BBIOOpa BHA CEPBUCHOMN
JIESITETPHOCTH B KOHKPETHON OpraHU3aIlNH.

Tema 2. Ycayru u KU3HEACATEILHOCTD JIIOJICH B TPAJAUITMOHHBIX COOOIIECTBAX
llepeuenv munogvix 60npoOCo8 OJisl YCMHO20 ONPOCA

1. CouuanbHble MOPEANOCHUIKM BO3HUKHOBEHHUS M Pa3BUTHSL CEPBUCHOM
NEeSATETbHOCTH.

2. JNuddepenupmanuss 3aHATAR U COLUMAIBHBIX pPOJEH B MNEPBOOBITHOU
KyJbTYype U apXanueCKux coOOIIeCTBaX.

3. 3apoxaeHre U pa3BUTUE YCIYT B OOIIECTBAX JPEBHETO MUPA.

4, VYcenyru B cpeiHEBEKOBOM 00111ecTBE 3anaaHoi EBporbl.
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5. OcHoBBI quBEepcUPUKAIIMU CEPBUCHOU JIESITEIHHOCTH B COOTBETCTBUU C
ATHOKYJIBTYPHBIMH, HCTOPUUECKUMU M PEIUTHO3HBIMU TpagulusIMu B cdepe
BO3JIYIITHOTO TPAHCIIOPTA.

6. Metoasl MOUCKa, KPUTUUECKOTO aHaiM3a U CHUHTe3a HHPOpPMAllUM B
MpoIiecce OpraHu3aliui CEPBUCHOIO OOCTYKUBAHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

1. MexaHu3M CHUCTEMHOTO MOJX0/a JJISI PEIICHUsS MOCTAaBICHHBIX 3a7a4 B
MpoIiecce OpraHu3alui CEPBUCHOIO OOCTYKUBAHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

8. Metoasl  TPUMEHEHHS  CHUCTEMHOTO  MOJAXOoJa  JUIsl  pelieHus
MOCTaBJIEHHBIX 3aJad B TMPOIECCEe OpraHu3alud CEPBUCHOTO OOCTYKHBaHUS
noTpeduTenel Ha TPaHCIIOPTE.

9. MeToabl OCYIIECTBICHUS COIIMATBLHOTO B3aUMOJICHUCTBUS U peaiu3aliuu
CBOEH pOJMM B KOMaHJE€ B MPOIECCE OpPraHU3alMud CEPBUCHOTO OOCITY>KUBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

10. Meroasl ompeAesNieHUST W pealu3alldd CBOCW poOJIM B KOMaHAE B
IpoIIeCCEe OpraHU3aIlii CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAHCTIOPTE.

11. Meroasl oOecredeHus] COIMAILHOTO B3aWMOJICHCTBUS B TIpoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAaHUS MMOTPEOUTENCH HA TPAHCIIOPTE.

12. Meroasl BOCHPHUSATUS MEXKKYJIbTYPHOTO pa3HOOOpas3usi oO0IecTBa B
COITMAIBHO - HUCTOPHUYECKOM, dTHUYECKOM U (UIOCOPCKOM KOHTEKCTax B TMpoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

13. Meroasl npuMeHEHHUsI OCOOCHHOCTEH MEXKYJIbTYPHOT'O pa3zHOOOpa3us
oOIiecTBa B IMPOIECCe OPTraHU3alMM CEPBUCHOIO OOCTY)KMBaHUS TOTpeOuTeneld Ha
TpPaHCIIOPTE.

14, Meroasl pemieHUs TMPOU3BOJCTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pa3zHOOOpa3us oOIIecTBa B MPOIECCe OpraHU3alluu
CEPBUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TPAHCIIOPTE.

15. Meroan! CO3IaHUA u MOAEPKKH 0€e30I1aCHBIX YCIOBUM
KU3HEACATEILHOCTH, B TOM YHUCJIE TP BOSHUKHOBCHUHW UPE3BBIUYAWHBIX CUTYyaIlUl B
IpoIlecce OpraHu3aIlii CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENICH HA TPaHCIIOPTE.

16. Meroasl co3maHMS W TOJJEpXKAHUA ~ OE30MacHBIX  YCJIOBHH
KUZHEJIESITEILHOCTH, B TOM YMCJIE TP BO3HUKHOBEHUU YPE3BBIYAMHBIX CUTyallU B
MPOIIECCe OPraHU3allui CEPBUCHOTO OOCTYKMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

17.  Meroasl co3gaHus M MONICPKKH OC30MAaCHBIX YCIOBUM OOCTYKHMBaHUS
MacCaXupoB, B TOM UHCJIE€ MNpPU BO3ZHUKHOBEHHH YPE3BBIYANHBIX CHUTyallMil B
MPOIIECCe OPraHU3allui CEPBUCHOTO OOCTYKMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

18. Meroasl THpUMEHEHUS KJIIMCHTOOPUCHTUPOBAHHBIX TEXHOJOTHH B
CEpBHCHON JIEATENIBHOCTH Ha TPAHCIOPTE B YCJIOBUAX B3aUMOJCHCTBUSA C
MOTPeOUTEIIMH, B TOM 4YHCJIE HWHTEPHET-IPOJBIKCHUS YCIAYyr B Tpolecce
OpraHu3aIuy CEPBUCHOTO 00CTYXKMBAaHHUA MOTpeOUTEIEH HA TpaHCIIOPTE.

19. Meroasl y4acTusi B pa3pabOTKEe CHCTEMbI KIMCHTCKHUX OTHOIICHUU W
OpraHu3aluy mporecca OOCTy)KMBaHHUS TMOTpeOUTENel Ha OCHOBE IPUMEHEHHS
3aKOHOJIaTEeJIbHBIX aKTOB M MPABOBBIX HOPM B IPOIECCE OPTaHU3AIlMUd CEPBHUCHOTO
oOcity>kuBaHMs TOTpeOUTeNe Ha TpaHCTIOPTE.

20. Meroapl ydYacTHS B COBEPIICHCTBOBAHMHM CHCTEMBI KIHCHTCKHUX

OTHOIIICHUN B CepBI/ICHOﬁ ACATCIbHOCTH Ha TPAHCIOPTC C HMCIIOJIb30BAHHUCM
107



WHTEPHET-TEXHOJIOTHIA B TMPOIECCE OpraHU3alli CEPBUCHOTO  OOCITY)KHBaHUS
noTpeduTenei Ha TpaHCTIOPTE.

21. MeToasl BIAneHUS TEOPETUYCCKUMH 3HAHUSAMHU W TIPAKTUICCKUMU
npueMaMu  yIpaBleHUs TpoekTamMu B chepe oOcTykuBaHHS B TIpolecce
OpraHu3alliy CEPBUCHOTO 00CITY)KHBaHUS MMOTPEOUTENCH Ha TPAHCIIOPTE.

22.  MeToasl  yOpaBJICHHS  TYPUCTCKO-PEKPEANMOHHBIMH  MPOCKTaMH,
METO/IbI IJIAHUPOBAHMS U MOHUTOPHHT JIEITCILHOCTH CEPBUCHON KOMITaHHH B cepe
TPAaHCIIOPTa B MPOIIECCE OPTAaHU3AIMU CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTEICH Ha
TPAHCIIOPTE.

23. Meronsl BbeIOOpa MaTepHAlIbHBIX PECYpCOB, OO0OpYAOBaHUS s
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

24.  MexXaHW3M TPOBEJICHHS TIEPETOBOPOB C KIMEHTAMH 10 MPETEH3MOHHBIM
CIy4astM U ONpEJCICHUS TPUYMH BO3HUKHOBEHHMS TIPETCH3WH B Ipolecce
OpraHu3alliy CEPBUCHOTO 00CITY )KHBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

25. MeToasl pa3pabOTKM M WCIIOJIB30BAHUS THIIOBBIX TEXHOJOTHUYECKHX
POILIECCOB.

26.  MeToasl (OpMHUpPOBAHUS W BHEAPEHHUS KOPIOPATUBHBIX CTaHIAApTOB H
PETJIaMEeHTOB TIPOIIECCOB 0OCITY )KMBAHUS MTOTPEOUTENICH Ha TpaHCIIOPTE.

27. MeToasl B3aMMOJCHCTBHS C KJIMCHTAMH IO OpTaHM3aIliu IIpoliecca
oOcy)KMBaHHsI TIOTpeOUTENe B chepe TOCTCIPHUUMCTBA B MPOIECCE OpPraHU3alluu
CEPBHUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HAa TPAHCTIOPTE.

28. TpeboBaHus NPOU3BOJCTBEHHOW AUCIUIUIMHBI, TPaBHJI MO OXpaHe
TpyJa U MOKapHO# 0€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTMYECKOTO Mpoliecca
B IIpOLIeCCe OpraHu3aIii CEPBUCHOTO O0CITYKUBaHUS MOTpeOUTENEH Ha TPaHCIIOPTE.

29. Meroasl BBIOOpAa OpraHU3AIMOHHBIX pEIICHUH 171 (OpPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXUBAaHUS C HUCIIOJIL30BAaHUEM METOJIOB OpraHU3allud U
yIPaBIE€HUs UMYIIECTBEHHBIM a3POMOPTOBBIM KOMILIEKCOM U aKTUBAMHU CEPBUCHBIX
NPENNpUsSTANR Ha TPAHCIIOPTE B MPOIECCE OPraHU3aIlMU CEPBUCHOTO OOCITYKHUBAHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

30. Meronasl OCYIIECTBIICHUS OpraHU3aIMOHHOTO 00CITyKUBaHUS
aBUAIIMOHHOW WHOPACTPYKTYphl W OPTaHU3AIMOHHOTO oOecreueHus Tmpolecca
CEPBUCHOTO OOCITYKMBaHUS B adPOIMOPTY U HA OOPTY BO3AYIIHOTO CYJHA B TIPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0anus 0Jisl peuleHUus Ha NPAKMUYECKUX 3AHAMUIX

[Ipennoxxure Merompl (GOPMHUPOBAHUS W BHEAPECHUS KOPHOPATHUBHBIX
CTaHJAPTOB M PETIAMEHTOB TMPOIECCOB OOCTY>KUBAHHS TMOTPEOUTENEH C y4eTOM
000CHOBaHMSI BBIOOpA CONMAIBHBIX TPEANOCHUIOK BO3HUKHOBEHHS W Pa3BUTHUSA
CEpPBHUCHOM JEATENBHOCTA B KOHKPETHON OpTraHU3alUH.

Tema 3. Ycayru u cepBuCHas ACSITEIBHOCTh B HHIYCTPUATLHOM OOIIECTBE
llepeuenv munogvix 60npoCco8 OJisi YCMHO20 ONPOCa

1. CornanbHO-9KOHOMUYECKAsT XapaKTEPUCTHKA COBPEMEHHOTO OOIIECTRA.
2. VYcenyru B COBpeMEHHOM OOIIIECTBE.
3. Ycayru B uHAYCTPUATHLHOM IMPOU3BOICTBE.
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4, BiussHue  MHAOYCTpHAJIBHOTO  NPOU3BOJACTBA  HA  CEPBHUCHYIO
NEeATENBHOCTb.

5. CepBuCHas eATEILHOCTh B Pa3BUBAIOIINXCS CTPAHAX.

6. CepBucHas JeATEIBLHOCTh B pPa3BUBAIOIIUXCS CTpaHax B cdepe
BO3/yIITHOTO TPAHCIIOPTA.

7. OCHOBHBIE TICHXOJOTUYECKHE OCOOCHHOCTH MOTpeOUTeNiss B Tpoliecce
CEpBUCHOM JEATEIBHOCTH.

8. MeTonpl TOMCKA, KPUTHYECKOTO aHaIW3a W CHHTE3a WH(OpMaIuu B
MPOIECCE OPraHU3alliU CEPBUCHOTO OOCTYKUBaHUsI OTPEOUTENeH Ha TPAHCTIOPTE.

Q. MexaHu3M CHCTEMHOT'O MOJX0Ja JUIsl PEIICHUs IMOCTaBJICHHBIX 3a/1a4 B

IpoIIeCCe OpraHU3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENICH HA TPAHCTIOPTE.

10. Meroasl NpPUMEHEHHS ~ CHUCTEMHOTO  TOIXOJa  JUISl  PEIICHUs
MOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpraHu3allid CEPBUCHOTO OOCTYKMBAHUS
noTpeduTenel Ha TPaHCIIOPTE.

11. Meroasl OCYIIECTBICHUS COLMAIIBHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOEH pPOJM B KOMaHJE B TMPOIECCE OpPraHU3aIlMud CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

12.  Meroasl ompeAciieHUs W pealu3alldd CBOCH pOJIM B KOMaHAEC B
IPOoIIeCCEe OpraHU3aIii CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAHCTIOPTE.

13. Meroasl oOecreueHus] COIMAIBLHOTO B3aMMOJICHCTBUS B TIpoliecce
OpraHu3aIliy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENEH HA TPAHCIIOPTE.

14,  Meroasl BOCHPHUSATHUS MEXKKYJIbTYPHOTO pa3HOOOpazusi oO0IecTBa B
COITMAIBHO - HMCTOPHYECKOM, dTHUYECKOM U (UIOCOPCKOM KOHTEKCTax B Tpoliecce
OpraHU3aIliy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

15. Meroasl npuMeHEHHUsI OCOOCHHOCTEH MEXKYJIbTYPHOT'O pa3zHOOOpa3us
oOIiecTBa B IMPOIECCE OPTaHU3alMKM CEPBHUCHOIO OOCTY)KMBaHUS TOTpeOUTeNeld Ha
TpPaHCIIOPTE.

16. Meroasl pemieHUs TMPOU3BOJCTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pa3HOOOpa3us oOIIecTBa B IMPOIECCE OpraHU3alluM
CEPBUCHOT'O OOCTY)KMBaHUS MOTpeOUTENIel Ha TPAHCIIOPTE.

17. Mertonnl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbIX YCIIOBUM
KU3HEACATEILHOCTH, B TOM YHCJIE TP BO3HUKHOBCHUHN UPE3BBIUYAWHBIX CUTYyaIlUl B
MPOIIECCe OPraHU3allMi CEPBUCHOTO OOCTYKMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

18. Meroasl co3maHMS W TOAJEpXKAHUA ~ OE30MacHBIX  YCIOBHH
KU3HEACATEILHOCTH, B TOM YHCJIE TP BO3HUKHOBCHUHN UPE3BBIYAWHBIX CUTYaIlUl B
MPOIIECCe OPTraHM3allMA CEPBUCHOTO OOCTYKMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

19. Meroasl co3gaHus M MONICPKKH OC30MaCHBIX YCIOBHM OOCTYKHBaHHS
MacCAKMPOB, B TOM YHCIIC IIPH BO3HMKHOBCHUH YPE3BBIYAMHBIX CHUTYallHd B
MPOIIECCe OPraHM3allMA CEPBUCHOTO OOCTY)KMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

20. Meroasl TpUMEHCHHS KIMCHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B
CEPBHUCHON JICATCIBHOCTH HAa TPaAHCIOPTE B YCIOBHAX B3aUMOJICHCTBHUS C
MOTPEOHUTEIIMH, B TOM 4YHCJIC HWHTECPHET-IPOJBIKCHUS YCIAyr B Tpolecce
OpraHH3aIliy CEPBUCHOTO OOCITY)KUBAHUS IMOTPEOUTENICH HA TPAHCIIOPTE.

21. Meroasl y4yacTus B pa3pabOTKE CHCTEMBbI KIMCHTCKHUX OTHOIICHUN W

OpraHu3aluy mporecca OOCITY)KMBaHHUS TMOTPeOUTENe Ha OCHOBE IPHMEHEHHS
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3aKOHO/ATENIbHBIX aKTOB W IMPABOBBIX HOPM B MPOIECCE OPraHU3alMU CEPBUCHOTO
oOciy>kuBaHus TOTpeOUTeNel Ha TpaHCTIOPTE.

22.  MeToapl ydacTUsi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIUEHTCKHX
OTHOILIEHUM B CEPBUCHOM JEATEIbHOCTH Ha TPAHCIOPTE C MCHOJIb30BaHUEM
WHTEPHET-TEXHOJIOTUH B TMPOIECCEe OpraHu3allMi CEPBUCHOTO OOCITY>KUBaAHUS
noTpeduTesie Ha TpaHCTIOpTe.

23. MeToasl BIAneHUS TEOPETUYCCKUMH 3HAHUSAMH W TPAKTUYCCKUMHU
npueMaMH yNpaBJIeHUsT TMpoekTamMu B cdepe o0OCIyX uBaHUS B Mpoliecce
OpraHU3aIy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENCH HA TPAaHCIIOPTE.

24,  MeToasl  yOpABJICHHS  TYPHCTCKO-PEKPEAMOHHBIMH  MPOCKTaMH,
METOJIbI TIJIAHUPOBAHMSI 1 MOHUTOPHHT JISATCILHOCTH CEPBUCHON KOMITaHHH B cepe
TpaHCIOPTa B MPOIIECCE OPraHU3AIMU CEPBUCHOTO OOCITY>KUBAHUS MOTPEOUTENEH Ha
TpaHCIOPTE.

25. Meronsl BbeIOOpa MaTepHAlIbHBIX PECYpCcOB, OO0OpYAOBaHUS s
OCYIIIECTBIICHHS TIpoIlecca CepBUCA.

26.  MeXaHM3M TPOBEJICHHS TIEPETOBOPOB C KIMEHTAMH 10 MPETEH3MOHHBIM
CIy4astM U ONpEJCICHUS TPUYMH BO3HUKHOBEHHMS TIPETCH3WH B IIpolecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENCH HA TPAHCIIOPTE.

27. MeToasl pa3pabOTKM M HCIIOJIB30BAHUS THIIOBBIX TEXHOJOTHUYECKHX
IPOILIECCOB.

28. Metoasl GopMUpPOBAHUS W BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U
PErJIaMEHTOB MPOLIECCOB 0OCITYKMBaHUs MOTPEeOUTENEH Ha TpaHCTIOPTE.

29. Metoapl B3aUMOJEHCTBUSA C KIMEHTAMH IO OpTaHM3alluu Ipoliecca
oOcnmy>KMBaHMsI TIOTpeOuTene B chepe TOCTENPUUMCTBA B IMPOIECCE OpraHU3aluu
CEPBHUCHOTO OOCITYKMBaHUS MOTPeOUTENEH HAa TPAHCTIOPTE.

30. TpebomaHus MNPOW3BOACTBEHHONW JIUCHMIUIMHBI, MPaBWJI 110 OXpaHe
TpyJa ¥ MOXKapHO# 6€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHYECKOTO Mpoliecca
B IIPOLIECCE OpPTraHU3ali CEPBUCHOTO OOCITYKUBAaHUS MOTPeOUTENEH HA TPAHCIIOPTE.

31. Metonbl BbIOOpa OpraHU3AIMOHHBIX pEIICHUN 111 (OPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXHUBAaHUS C HUCIIOJIb30BAaHUEM METOJOB OpraHU3allud U
VIPaBICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTaHMU3AIUU CEPBUCHOTO OOCITYKHUBAHUS
noTpeduTeneil Ha TpaHCTIOpTE.

32. MeTonbl  OCYIIECTBICHHS OpPraHU3alUOHHOTO 00CTy>KUBaHHS
aBUAIIMOHHOW WHOPACTPYKTYphl W OPTaHM3AIMOHHOTO o0ecreueHus Tmpolecca
CEPBUCHOTO OOCITY)KMBaHUS B adPOIMOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B TIPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

Tunosvle cumyayuoHHbvle 3a0aHUs 018 peuleHusi Ha NPAKMUYeCKUX 3aHAMuUsIX

[Ipenmoxkure  METOABI  BBIOOpPA  OPTraHMU3AIMOHHBIX  PEHICHUH  JUIs
(dbopMHUPOBaHUS CEPBUCHON CHUCTEMBI OOCITY)KMBAaHUS C YIETOM 00OCHOBaHUS BBIOOpA
BIUSHUS WHAYCTPUAIBHOTO TPOM3BOJCTBA HA CEPBUCHYIO JCSATEIBHOCTH B
KOHKPETHOW OpraHu3aluu.

Tema 4. PazpuTHe ycinyr U CEpBUCHOM JIEITEIBHOCTU B POCCUICKOM 0OIIIECTBE

Ha TPAHCIIOPTE, B TOM 4Kclie B chepe BO3AYLUIHOTO TPAHCIIOPTA
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llepeuenv munogwvix 60npocos 0 yCMHO20 ONpoca

1. OObexTuBHbIE (PAKTOPBI PA3BUTHS X0O34CTBOBaHUS U yciyr B Poccun.

2. Ponb rocyiapcTBEHHBIX MEXaHU3MOB B Pa3BUTUH YCIIYT.

3. Ponb rocyaapcTBEHHBIX MEXaHU3MOB B Pa3BUTUHU YCIYT HA TPAHCIOPTE,
B TOM 4Hciie B cepe BO3AYIIHOTO TPAHCTIOPTA.

4, OrtedecTBEeHHBIE YCIYTM Ha TpPAHCIOPTE, B TOM 4HCIEe B cdepe
BO3JIYIIIHOT'O TPAHCIIOPTA: OT TPAJUIUOHHBIX ()OPM K COBPEMEHHBIM.

S. YpoBeHb KHU3HU HaceleHus U cdepa 0oOCIyKMBaHUS B COBETCKHN U
IIOCTCOBETCKUM IEPUOJIBI.

6. Mexanu3m paOOThl B KOHTAKTHOM 30HE C TMOTPEOUTENIEM, METOJMKA

KOHCYJIbTUPOBAHUS, COTJIaCOBaHMS BHAA, (oOpMBI M mpolecca cepBuUca Ha
TPaHCIIOPTE, B TOM YKCJIC B cpepe BO3YIIHOTO TPAHCIIOPTA.

7. Metoasl TOMCKA, KPUTUUECKOTO aHaiW3a U CHUHTe3a HHPOpPMAllUM B
IpoIIeCcCe OpraHu3aIlii CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAaHCTIOPTE.

8. MexaHu3M CHUCTEMHOTO MOJX0/a JJISl PEIICHUS IMOCTABICHHBIX 3a7a4 B
IpoIIeCCe OpraHU3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAHCTIIOPTE.

Q. Metoasl  TPUMEHEHHS  CHCTEMHOTO  TOJAXoJa  JUIsl  pelieHus
MOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpraHu3allid CEPBUCHOTO OOCTYKMBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

10. Meroasl OCYIIECTBICHUS COLMAIIBHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOCl poiiM B KOMaHAE B IMpPOIECCE OPraHU3allid CEPBHCHOTO OOCIYKHUBaHUS
norpeduTenel Ha TpaHCIOPTe.

11. Meroasl ompeneneHuss W pealud3alid CBOCM pOJM B KOMAaHIE B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCTIOpTE.

12.  Meroasl obecrniedeHHs] COLMAIBLHOTO B3aUMOJICUCTBUS B TIpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKMBaHUS MOTpEeOUTENIEH Ha TPAHCTIOPTE.

13.  Meroasl BOCHPHUATHS MEXKKYJIbTYPHOTO pa3HOoOOpa3usi oOIIecTBa B
COLIMAJIBHO - UCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B Mpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTpEeOUTENEH Ha TPAHCTIOPTE.

14,  Mertoasl mpUMEHEHUSI OCOOECHHOCTEHW MEXKKYJIbTYPHOTO pa3sHOOOpa3us
o0IecTBa B MPOIIECCE OPTaHM3AIMU CEPBUCHOTO OOCTY)KMBaHMS TMOTpeOUTENel Ha
TPaHCIIOPTE.

15. Meroasl pemieHHss TNPOU3BOJACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEH MEXKYJIbTYPHOTO pa3HOOOpa3usi 00IecTBa B MPOIECCe OpraHu3aluu
CEPBUCHOTO OOCITY)KMBaHUS MIOTPeOUTENEH HA TPAHCTIOPTE.

16. Meroxasl CO3IaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUM
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MpOIIeCCe OpPraHu3alUK CEPBUCHOTO OOCITYKUBaHUS MOTPEOUTEEH HAa TPAHCIIOPTE.

17. Meroasl co3maHuss W MOOAJAEpKaHUA  OC30MACHBIX  YCIIOBHUU
KU3HEJEATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHM YPE3BBIYAWHBIX CUTYAIlUH B
MpoIIeCCe OpraHu3alul CEPBUCHOIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

18. Mertoasl co3manusi M TMOIIAEPKKH O€30TACHBIX YCIOBUN 00CITYKHMBaHUS
MAacCaXUpoB, B TOM 4YHCIE TPU BO3HUKHOBCHUW UPE3BBIYANHBIX CHUTYyallMid B
MpOIIECCe OpPraHu3alui CEPBUCHOIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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19. Meroasl TpUMEHEHUS  KIMEHTOOPHUCHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOWM JESITCIPHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUS C
MOTPEOUTEISIMU, B TOM YHCJIC WHTEPHET-MIPOABIKCHHUS YCIAyr B Tpolecce
OpraHu3aliy CEPBUCHOTO 00CITY)KHBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

20. Meroasl yyacTusi B pa3pabOTKE CHCTEMBbI KIMEHTCKUX OTHOIICHUU W
OpraHu3aliy Iporecca OOCTY)KMBAaHHS TOTPEOUTENIe HAa OCHOBE NPUMEHEHUS
3aKOHOJATEIBHBIX aKTOB W MPABOBBIX HOPM B TPOIECCE OPraHU3AIHUUA CEPBHUCHOTO
oOcy)KUBaHMSI TIOTPEOUTENICH Ha TPAHCTIOPTE.

21. MeToasl y4yacTHUsi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIHEHTCKHX
OTHOIIICHUH B CEPBUCHOM JICATCIIBHOCTH Ha TPAHCIOPTE C HCIOIb30BAaHUEM
UHTCPHET-TEXHOJIOTUA B TIPOIECCE OpraHu3alli CEPBUCHOTO  OOCITY)KHMBaHUS
notpeOuTenel Ha TPaHCIIOPTE.

22.  MeToasl BIAAEHUS TCOPETUYCCKUMH 3HAHUSAMHU W TPAKTUYCCKUMHU
nprueMaMHu YIpaBieHUs TpoekTamMu B chepe oOCTy)KMBaHHS B TIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITY)KMBaHUS MMOTPEOUTENICH Ha TPAHCIIOPTE.

23.  MeToasl  yOpaBJICHHS  TYPUCTCKO-PEKPEAMOHHBIMM  MPOCKTaMHU,
METOJIbI IIJITAaHUPOBAHMSI 1 MOHUTOPHHT JICITCILHOCTH CEPBUCHOM KOMITaHHH B cepe
TPaHCIIOpPTa B MPOIIECCE OPTaHU3AINN CEPBUCHOTO OOCITY)KMBaHHS MOTpEOUTENEH Ha
TpaHCIIOpTe.

24. Mertonsl BbeIOOpa MaTepHATIbHBIX PECYpCOB, OO0OpPYAOBaHUS s
OCYIIECTBIJICHHSI TIPOIECCa CEPBUCA.

25.  MeXaHW3M MPOBEICHHS NEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ClIy4astM UM OMpeJeieHUs TMPUYUH BO3HUKHOBEHMS TPETEH3WM B Tmpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

26. Metoasl pa3pabOTKU M HCIIOJIB30BAHUS THUIOBBIX TEXHOJOTHUECKHX
POIIECCOB.

27. Metoasl GOpMHUpPOBAHUS U BHEAPEHHUS KOPIOPATUBHBIX CTAHIAPTOB H
PETJIAaMEHTOB MIPOLIECCOB 0OCITYKMBAHUS MMOTPEOUTENIEH Ha TPAHCTIOPTE.

28. MeToapl B3aUMOJCHCTBUSA C KJIMEHTAMH IO OpTaHM3alluu Ipoliecca
o0cCITy>)KuBaHMs TOTPEOUTENEeH B cepe TOoCTeNPUUMCTBA B IPOIIECCE OpraHU3alluM
CEPBHUCHOTO OOCITY)KMBaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

29. TpeboBaHusi TPOM3BOJICTBEHHOW MUCIUIUIMHBI, TPAaBHJI MO OXpaHe
TpyJa U MOKapHO# 0€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHYECKOTO Tpoiiecca
B IIPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCTYKHUBAaHUS TIOTPEOUTENEH HA TPAHCIIOPTE.

30. Metonbl BbIOOpa OpraHU3AlMOHHBIX pemeHUuH Il (HOPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITY)XHUBAaHUS C HMCIIOJI30BAaHUEM METOJIOB OpPraHW3allud WU
YIPABICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITYKHUBAHUS
MOTpeOHTENICH Ha TPAHCTIOPTE.

31. MeTonbl  OCYIICCTBICHHS OpPraHu3alUOHHOTO o0CTy>KUBaHHS
aBUAIMOHHOW WHOPACTPYKTYpPhl W OPTaHU3AIMOHHOTO oOOecreueHus Tmporecca
CEPBUCHOTO OOCITY>)KMBaHUS B adPOIMOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B TIPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENICH Ha TPAHCTIOPTE.

Tunogvie cumyayuonnvle 3a0anus 0Jisl peuleHus Ha NPAKMUYECKUX 3AHAMUAX

112



[Ipennoxxure METONBI BHIOOpAa MaTe€pHAIbHBIX PECYPCOB, 00OpYAOBaHUS s
OCYIIECTBIICHHUSI TIpollecca CEepBUCAa C Y4eTOM OOOCHOBaHUSI BbIOOpA BIMSHUS
rOCy/IapCTBEHHBIX MEXaHU3MOB Ha IMPOLECC pa3BUTHS YCIYr Ha TPAHCIOPTE B
KOHKPETHOU OpraHu3alyu.

Tema 5. CoBpeMeHHOE CEpBUCHOE OOIIECTBO: OCOOCHHOCTH CTAHOBJICHUS U
MEPCIEKTUBE Pa3BUTUSA HAa TPAHCIIOPTE, B TOM 4YHCIE B cdepe BO3IYIIHOTO

TpaHCIopTa

llepeuens munogwvix 60npocos 0.1 yCMHO20 ONpoca

1. N3menenne poiin  CEpPBUCHOW  JCSATEILHOCTH B  COBPEMEHHOM
SKOHOMUYECKOM U OOIIIECTBEHHOM Pa3BUTHUH.

2. Nutencudukanus MexayHapogHOTO 0OMEHa yCJIyraMyd Ha TPaHCIOPTE,
B TOM 4ucJje B cepe BO3AYIIHOTO TPAaHCIOPTa.

3. DKOHOMHYECKHUE U COIMATbHBIC aCTEKThl CEPBUCHOMW JESATEIHLHOCTH Ha
TPAHCIIOPTE, B TOM YHUCJIE B cepe BO3AYITHOTO TPAHCIIOPTA COBPEMEHHOTO THUIIA.

4, CoBpeMeHHBIE CYOBEKTHl CEPBUCHOM NIESITEIBHOCTH Ha TPAHCIOPTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCTIOPTA.

5. N3menenne kputepueB 3(PGEKTUBHOCTU CEPBUCHOM JESATEIBHOCTH Ha
TPaHCIIOPTE, B TOM YHUCIIE B cepe BO3AYIUTHOTO TPAHCIIOPTA.

6. Oco0eHHOCTH U TEPCHEKTUBBI PA3BUTHSI CEPBUCHOM JEATECIBHOCTU Ha
TPAHCIIOPTE, B TOM YHUCIe B cepe BO3AYUTHOTO TPaHCIIOpTa B coBpeMeHHoi Poccum.

7. JuBepcudukanuss CEpBUCHOM JIEATENTBHOCTH B COOTBETCTBHH C
ATHOKYJIBTYPHBIMU, UCTOPUYECKUMH U PETUTHO3HBIMU TPAJAUIIMSIMU OOIIECTBA.

8. Meronpl MOMCKa, KPUTHYECKOrO0 aHaiM3a U CHHTe3a WH(pOpManuu B
Ipolecce OpraHu3ali CEPBUCHOTO 00CITYKMBaHUS MTOTpeOUTENeH Ha TpaHCIIOpTE.

Q. MexaHu3M CHUCTEMHOIO MOJX0Ja JUIsl PEIICHUs MOCTaBICHHBIX 3a/1a4 B

IpOIEeCCe OpTraHU3alMK CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpAHCIIOPTE.

10. Meroasl mNpUMEHEHHS ~ CHUCTEMHOrO  TOJIXOAa  JUIsl  PeIlIeHUs
MOCTABIICHHBIX 3a/lad B TIPOIIECCE OpPraHU3alMU CEPBUCHOTO OOCITYKHMBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

11. Meroasl OCyIIECTBIEHUS COLMAIBHOTO B3aUMOJCUCTBUS U peaInu3aluu
CBOEH pOJIM B KOMaHAE B MPOLECCE OpPraHU3alMu CEPBUCHOIO OOCITYKMBaHUS
noTpeduTeneil Ha TpaHCTIOpTE.

12.  Mertoasl ompenenceHUs W pealnd3allid CBOCM pPOJM B KOMAaHIE B
MpoILIecce OpPraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCTIOPTE.

13.  Meroasl oOecredeHns COIMAIBLHOTO B3aMMOJICHCTBUS B IIpoIecce
OpraHU3alMy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpaHCIIOPTE.

14. Meroasl BOCHPHUATHUS MEKKYIbTYPHOTO pa3HOoOOpas3usi oOumiecTBa B
COIMAJIEHO - MUCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MpoIliecce
OpraHU3alUy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpAaHCIIOPTE.

15. Metoasl mpUMEHEHUS OCOOCHHOCTEH MEXKYIbTYPHOI'O pPa3zHOOOpasus
oOl1iecTBa B MPOIECCEe OPraHU3allMM CEPBUCHOIO OOCIYKMBaHUS MOTpeOUTenel Ha
TpPaHCIIOPTE.
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16. Meroasl pemieHHs NPOU3BOACTBEHHBIX KOH(IUKTOB C  Y4YETOM
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO00pa3usi o0IIecTBa B MPOIECCE OpraHU3aluu
CEPBUCHOTO OOCIYKMBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

17. Mertonsl CO3IaHUS " MOAAEPKKH 0e30IMacHbBIX YCIOBHUM
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ NIPU BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLIecCe OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTpeOUTENEH Ha TPAHCIIOPTE.

18. Meroasl co3gaHuss M HoOAJEpKaHUS ~ O€30MacCHBIX  yCIOBUMU
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ NIPU BOZHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLiecCce OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

19. Merozasl co3nanusi M NOJIEPKKH O€30MacCHBIX YCIOBUN 00CTYKMBaHUS
NaccakMpoB, B TOM YHCIE MpPU BO3HUKHOBEHUM YPE3BbIYANHBIX CHUTyallUid B
poLEecce OpraHu3alMKi CEPBUCHOIO 00CITy KMBaHUS MOTpeOUTENeH Ha TpaHCTIOpTE.

20. MeToapl TpPUMEHEHUS  KIMEHTOOPUEHTHMPOBAHHBIX TEXHOJIOTHM B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUSAX B3aUMOJCHUCTBUS C
NoTpeOUTENIMH, B TOM YHCII€ HWHTEPHET-MPOJABIKEHHS YCIyr B Ipolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

21. Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIICHHH H
OopraHu3aldy Ipoiecca OOCTY>KMBaHHS TOTpeOUTENed HAa OCHOBE NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OpPraHU3alUU CEPBUCHOTO
oOcCIy>KMBaHMsI TOTpEOUTENIel Ha TPAHCTIOPTE.

22. Metoapl yyacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIMEHTCKHUX
OTHOIIEHU B CEPBUCHOM JEATENILHOCTH Ha TPAHCIOPTE C HCIOIb30BAaHUEM
MHTEPHET-TEXHOJIOTUA B TIPOILIECCE OpraHu3allil CEPBUCHOTO OOCTYKMBaHUS
norpeduTenel Ha TpaHCIOPTe.

23. MeToapl BIAAEHUS TEOPETUYECKUMH 3HAHUSMU W TPAKTUYECKUMU
npueMaMu yIpaBJeHusi TMpoekTamMu B chepe oOcmykuBaHHS B TIpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TPAaHCTIOPTE.

24, MeToasl  yOpaBICHHUS  TYPUCTCKO-PEKPEAMOHHBIMH  MPOEKTaAMU,
METO/IbI TJIAHUPOBAHMSI 1 MOHUTOPUHT JIEATEILHOCTH CEPBUCHOM KOMITaHUH B cepe
TpPaHCTIOPTa B MPOIIECCE OPTaHU3AIMU CEPBUCHOIO OOCIY)KHBaHUSI MTOTPEOUTENEH Ha
TPAHCIIOPTE.

25. Meroasl BbIOOpa MaTepHAIbHBIX PECypcoB, 00OpymOBaHUS  JJIs
OCYILIECTBJICHHSI IIPOLIECCA CEPBUCA.

26. MexaHu3M MPOBEJICHUS TIEPErOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
Clly4astM W ONpEIEIeHUs IPUYMH BO3HUKHOBEHHs IPETEH3U B IpouLecce
OpraHu3ally CEPBUCHOIO 00CITyKMBaHUS MMOTPEOUTENEN Ha TPAHCIIOPTE.

27. Metoasl pa3pabOTKU M HCIOIB30BAHUS THUIOBBIX TEXHOJIOTUYECKUX
IIPOLIECCOB.

28. Metoasl GopMHUpPOBAHUS W BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pPErJIaMEeHTOB IPOLIECCOB 00CITYKMBaHUs MOTPEOUTENEN HA TPAHCIIOPTE.

29. Metoasl B3aUMOJCHCTBUSI C KJIMEHTaMU [0 OpraHM3aldd Ipolecca
o0cly>)KuBaHMsI TTOTpeOUTENel B cepe rocTenpuuMCTBAa B MPOILIECCE OpraHU3alUU
CEpPBUCHOI0 O0CTYKMBaHUS OTpeOUTENEH Ha TPAHCIIOPTE.
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30. TpebGoBaHusi TPOU3BOACTBEHHOW JUCUUIUIMHBL, MpaBWJI IO OXpaHEe
TpyJa U MOKapHOI 0€301aCHOCTH MPU OCYIIECTBICHUH TEXHOJIOIMYECKOro Impolecca
B [IPOLIECCE OPTraHU3alMi CEPBUCHOTO OOCITYKMBaHUsI IOTPEOUTENEH HA TPAHCIIOPTE.

31. Metonpl BbIOOpa OpraHU3alMOHHBIX peleHud s (HOPMHUPOBAHUS
CEpPBUCHOW CHUCTEMBbI OOCIYXHBaHUS C HMCIIOJIb30BAHUEM METOJOB OpraHU3alUud U
yIPaBJIE€HUs UMYLIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM U aKTUBAMU CEPBUCHBIX
NPEANPUATANA HAa TPAHCIOPTE B MPOLIECCE OPTaHMU3ALUU CEPBUCHOTO OOCIYKUBAHUS
noTpeduTesie Ha TpaHCTIOpTe.

32. Mertonbl OCYILECTBIICHUS OpraHU3alMOHHOTO 00CTy>KUBaHUS
aBUALIMOHHOM WHMPACTPYKTYphl W OpraHM3alMOHHOrO o0ecreyeHus mpolecca
CEpPBUCHOTO 00CITYKMBaHUS B a3pONOPTY U Ha OOPTY BO3AYIIHOIO CyJHA B Ipolecce
OpraHu3aliy CEpBUCHOTO 00CITyKMBaHUs MOTpeOUTENe Ha TpaHCTIOpTE.

Tunosvie cumyayuonnvle 3a0aHus OJis peulenus Ha NPAKMUYECKUX 3AHAMUAX

[Ipennoxkure MeTOABI MPOBEJACHUS TEPErOBOPOB C  KIMEHTaMH IO
NPETEH3MOHHBIM CIIy4asiM C y4eTOM OOOCHOBaHUS BbIOOpa BIWSHUS JUHAMUKH JOJIU
CEepPBUCHOW JI€ITEIbHOCTH B COBPEMEHHOM SKOHOMHYECKOM U OOIECTBEHHOM
Pa3BUTHH HA MPUMEPE KOHKPETHOM OpraHU3aluu.

Tema 6. Ycnyra kak NpoayKT CEpPBUCHOM JIEITEIIBHOCTH Ha TPAHCIIOPTE, B TOM
yuclie B cepe BO3AYIIHOIO TPAHCIIOPTa

Ilepeuenv munoswvix 60npocos 0 yCMHo20 onpocda

1. [IpenocraBnenue yciayr Ha TpaHCIOpTe, B TOM 4Hcie B cdepe
BO3JIYLITHOTO TPAHCIIOPTa KaK MPOAYKT CEPBUCHOM AEATEIbHOCTH.

2. JIyXOBHBIE YCIYTH.

3. JIn4HBIC YCITYTH.

4. CoumanbHbIe YCIYTH.

5. dakTopbl, BIUAOIMNE HA (POPMUPOBAHKE YCIYyT Ha TPAHCIOPTE, B TOM
quclie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

6. Oco0eHHOCTH yCIyr KOHTAKTHOW 30HBI MPEANPUSATUS HA TPAHCIIOPTE, B

TOM 4YHCIIe B c(hepe BO3IYIIHOTO TPAHCIIOPTA (B3aUMOCHCTBHE B KOHTAKTHOMN 30HE C
noTpeduTeneM, KOHCYJIBTHUPOBAHUE, COTJIACOBaHWE BHUAA, (OpMBI W TMpoiiecca

cepBuca).

7. Mertoasl TOMCKa, KPUTHUECKOTO aHaNIW3a W CHHTe3a WHPOpPMAIllUK B
MPOIIECCe OPraHU3allui CEPBUCHOTO OOCTYKMBAHUS IMMOTPEOUTEICH HAa TPAHCIIOPTE.

8. MexaHu3M CHUCTEMHOTO MOJAXO0Aa JJIs PEIICHUs MOCTAaBJICHHBIX 3a7a4 B
MPOIeCCEe OPTraHu3aIii CEPBUCHOTO 00CTYKUBaHUS MOTPpEOUTENEH HA TPaHCIIOPTE.

Q. MeTonpl  TPUMEHEHUS]  CUCTEMHOTO  TOAXOJa  JJIsi  PEIICHUS

MOCTaBJIEHHBIX 33J]a4 B TMPOLECCEe OpraHu3aldd CEPBUCHOTO OOCTYKMBAHUS
MOTpeOHTENICH HA TPAHCTIOPTE.

10. Metoasl OCYImIECTBIEHUS COIMATBHOTO B3aMMOJICUCTBUS W PeaTN3allin
CBOEH pOJMM B KOMaHJAE€ B MPOLIECCE OpraHU3alMid CEPBUCHOTO OOCITY>KMBaHUS
noTpeduTesie Ha TpaHCTIOPTE.

11. Meroasl ompeAesNeHUss W pealu3alMd CBOEW pOJIM B KOMaHAE B
MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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12.  Meroasl oOecreueHusi COIUAIBLHOTO B3aMMOJICUCTBUSL B TIpoliecce
OpraHu3ally CEPBUCHOIO 00CITyKMBaHUs MOTPEeOUTENEN Ha TPAaHCIIOPTE.

13.  Meroasl BoOCHpUATHS MEXKYJIBTYPHOTO pa3zHooOpa3us oOuiecTBa B
COLIMAJIBHO - MCTOPUYECKOM, STUYECKOM U (PUIOCOPCKOM KOHTEKCTaxX B IpoLecce
OpraHu3alyy CEpBUCHOIO 00CITyKMBaHUs MOTpeOUTENE Ha TpaHCTIOPTE.

14. Meroasl NMpUMEHEHUSI OCOOCHHOCTEM MEXKYJIbTYPHOTO pa3zHOOOpa3us
oO1IecTBa B MPOLIECCE OpPraHMU3alMid CEPBUCHOTO OOCITYyXUBaHUS MOTpeOUTENned Ha
TpaHCIIOPTE.

15. Meroasl pemieHHus NPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEN MEKKYJIbTYPHOI'O pa3HO0Opa3usi o01ecTBa B MPOIecce OpraHu3aluu
CEPBUCHOTO OOCITYKHMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

16. Meroasl  co3maHuss M MOAJACPKKM  O€30MACHBIX  YCJIOBUM
KU3ZHEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTYyallud B
poLecce OpraHu3alMKi CEPBUCHOTIO 00CITYKMBaHUS OTpeOUTENe Ha TpaHCTIOpTE.

17.  Meroasl co3gaHusi ©  TOAJEpKaHUS ~ O€30MAaCHBIX  YCIOBUM
KU3ZHEJEATEILHOCTH, B TOM YHCJI€ NPU BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTYyallul B
Ipolecce OpraHu3alMKi CEPBUCHOTIO 00CITYKMBaHUS MOTpeOUTENeH Ha TpaHCTIOPTE.

18. Merozasl co3nanusi ¥ MOJIEPKKH O€30MaCHBIX YCIOBUN 00CTYKMBaHUS
NaccakXMpoB, B TOM YHCIE MPU BO3HUKHOBEHUM YPE3BBIYANHBIX CHUTyallUid B
Ipolecce OpraHu3alMi CEPBUCHOTO 00CITYKMBaHUS MOTpeOUTENe Ha TpaHCTIOPTE.

19. Meroasl npUMEHEHUS  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHM B
CEpPBUCHOM JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJECUCTBUS C
NoTpeOUTENIIMH, B TOM YHCII€ HWHTEPHET-MIPOJABIKEHHS YCIyr B Ipolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

20. Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIICHHH H
OpraHu3aliy Ipolecca OOCTY>KMBaHHS TOTpeOUTENed HAa OCHOBE NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OpPraHU3alUU CEPBUCHOTO
oOcIy>)kuBaHMs TOTpeOUTENICH Ha TPAHCTIOPTE.

21. MeToasl y4yacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIHMEHTCKHUX
OTHOIICHUN B CEPBUCHON JEATEIILHOCTH Ha TPAHCIOPTE C HCIOIH30BAHUEM
WHTEPHET-TEXHOJIOTUA B IPOLIECCE OpraHM3alil CEPBUCHOIO O00CIyKMBaHUS
noTpeduTeneil Ha TpaHCTIOpTE.

22. MeToapl BIajeHUST TEOPETUYECKUMH 3HAHUSMU W TPAKTUYECKUMU
IpUeMaMy YIpaBl€HHUs MpoeKTaMu B cdepe oOCHyKuBaHUS B Ipoliecce
OpraHU3allU CEPBUCHOIO 0OCTYKMBAaHUS MOTpeOUTENEH Ha TpaHCIIOpTE.

23. MeToasl  yOpaBICHHS ~ TYPHUCTCKO-PEKPEANMOHHBIMH  MPOCKTaAMU,
METO/1bl IIJIAHUPOBAHUS 1 MOHUTOPHHI JI€ATEIBHOCTH CEPBUCHOM KOMITAaHUH B cepe
TPaHCIOPTa B MPOLIECCE OPTaHU3ALMU CEPBUCHOIO OOCITY>KMBaHUsI OTpEOUTENE Ha
TPAHCIIOPTE.

24.  Metoasl BbIOOpa MaTepHUANBHBIX PECYPCOB, O0O0OPYIOBAaHUS IS
OCYIIECTBJICHHSI IIPOLIECCA CEPBUCA.

25. MexaHu3M MPOBEICHUS TIEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ClIly4astM UM ONpEIeJeHUs MPUYMH BO3HUKHOBEHMs IPETEH3U B mpouecce
OpraHu3aliy CEPBUCHOIO 00CITyKMBaHUs MOTPEOUTENEN Ha TPAHCIIOPTE.
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26. Mertonasl pa3paOOTKM W KCIOJIB30BAHHUS THUIOBBIX TEXHOJOTMYECKUX
MPOLIECCOB.

27. Metoasl (GOpMHUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB W
pErjlaMeHTOB IPOLIECCOB 00CITYKMBaHUs MOTPEOUTENEH Ha TPAaHCTIOPTE.

28. Meroasl B3aMMOJACHCTBUS C KIMEHTaAaMU IO OpraHU3aluu Ipoiiecca
oOcIy>)kuBaHMsI TTOTpeOUTENe B cepe TocTeNnpUUMCTBA B MPOIIECCE OpraHU3alUU
CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HA TPAHCIIOPTE.

29. TpeOoBaHus NPOU3BOJCTBEHHONW AUCIUIUIMHBI, MPaBWJI MO OXpaHe
TpyJa U MOKapHOI 6€301aCHOCTH MPU OCYIIECTBICHUH TEXHOJIOTMYECKOr0 Impolecca
B IIPOLIECCE OpPraHu3ali CEPBUCHOTO O0CITYKUBaHUS MOTpeOUTENeH Ha TPaHCIIOPTE.

30. Metonbl BbIOOpa OpraHU3alMOHHBIX peleHud s (HOPMUPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCITYXUBaHUS C HUCIOJIb30BAaHUEM METOJOB OpraHU3alud U
YIPaBJIE€HUs UMYIIECTBEHHBIM a3pOMOPTOBBIM KOMILIEKCOM U aKTUBAMHU CEPBUCHBIX
OpEeaNpUsTAN Ha TPAHCIOPTE B MPOLECCE OpPraHu3alMi CEPBUCHOTO OOCIYKUBaHUS
notpeduTenel Ha TpaHCIOPTe.

31. MeToapl  OCYIIECTBJICHHMS OpPraHU3alUOHHOTO 00CTy>KUBaHUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHM3alMOHHOTO o0ecreueHus mpolecca
CEPBUCHOTO O0CITYKMBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B IpoIecce
OpraHu3aliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUs 01 peUuleHUsl Ha NPAKMU4eCcKux 3aHamusix

[Ipennoxkute MeETOABl B3aUMOJCHCTBUS C KIMEHTAMU [0 OPTraHHU3alUuU
nporecca oO0CIyKUBaHUS TOTpeOuTeneid B cdepe TOoCTENPUUMCTBA C  YYETOM
o0oCHOBaHUS (PAaKTOPOB, BIUSIOMMX Ha (OPMHUPOBAHUE YCIAYT B KOHKPETHOU
OpraHu3aluu.

Tema 7. Ilcuxosiorusi CEpBUCHOM E€ATEIBHOCTH Ha TPAHCIIOPTE, B TOM YHCIIE B
cdepe BO3IYyIIHOTO TPaHCTIOPTa

Ilepeuenv munogvix 60npoCco8 OJisl YCMHO20 ONPoca

1. B3anMooTHOIIEHUsI ClIENMANIKNCTa IO CEPBHUCY M KIMEHTa B IPOIECCE
OCYIIECTBJICHHSI CEPBUCHOW JESATEIILHOCTH Ha TPAHCIOPTE, B TOM uucie B cdepe
BO3AYIIHOTO TPAHCIIOPTA.

2. [Icuxomoruyeckue acieKThl CEPBUCHOM JESITEILHOCTH HA TPAHCIIOPTE, B
TOM 4Hcie B chepe BO3AYIIHOTO TPAHCTIOPTA.

3. EnWHCTBO OSTHKM W TICUXOJIOTUM B CEPBUCHOM JCSATENIBHOCTH Ha
TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

4, [{udbpoBas MOOMIIBHOCTH HACETICHHUS.

5. 1.TToHsITHE KOMMYHUKATUBHOW KOMIETEHTHOCTH HA TPAHCIIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCTIOPTA.

6. 2. Tunel motpebuteneidi (KIMEHTOB) HA TPAHCIOPTE, B TOM YHUCJIE B
cdepe BO3AYITHOTO TPAHCTIOPTA M B3aUMOJEHCTBUE C HUMHU.

1. OCHOBHBIC TICHXOJIOTHYECKHE OCOOCHHOCTH TMOTpEeOUTENsT B MpoIlecce
CEPBUCHOM JESITETbHOCTH

7. Metonpl TOMCKa, KPUTHYECKOTO aHaIW3a W CHHTE3a WH(OpMaIuu B

MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

117



8. MexaHu3M CHUCTEMHOTO MOJXO0Ma JJISl PEIICHUsS] MOCTABICHHBIX 3a7a4 B
MpoLIecCe OpraHr3ali CEPBUCHOTO OOCITYKMBaHUA MOTPEOUTENEH HA TPAHCIIOPTE.

Q. Metoasl  TPUMEHEHHS  CHUCTEMHOTO  MOJAXOoJa  JUIsl  pelleHus
MOCTaBJICHHBIX 3aJlad B TMPOIECCEe OpraHu3alud CEPBUCHOTO OOCTYKHBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

10. Meroasl OCYIIECTBICHUS COLMAIIBHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOCl pojii B KOMaHAE B IMpPOILIECCE OPraHu3alMid CEPBHCHOIO OOCIYKUBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

11. Meroasl omnpeneneHUss M pealud3allid CBOEH pPOJM B KOMAaHIE B
polLecce OpraHu3ali CEPBUCHOIO 00CITy KMBaHUS OTpeOUTENeH Ha TpaHCIIOpTE.

12. Meroasl oOecreueHusl COIMAILHOTO B3aMMOJICUCTBUS B TIpoliecce
OpraHU3aIMy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TPAHCTIOPTE.

13.  Meroasl BOCHPHUSTUS MEXKKYIbTYPHOTO pa3HOOOpazusi oO0IecTBa B
COITMATIBHO - MCTOPUYECKOM, dTHUUYECKOM U (UIOCOPCKOM KOHTEKCTax B Mpoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

14, Meroasl NpUMEHEHUSI OCOOCHHOCTEM MEXKYJIbTYPHOTO pa3zHOOOpa3us
oOIIecTBa B MPOIIECCe OPraHM3aIlMU CEPBUCHOTO OOCIYKMBaHMS MOTpeOUTENel Ha
TPaHCIIOPTE.

15.  Meroasl pelieHHs MPOW3BOJACTBCHHBIX KOH(MJIUKTOB C  YYETOM
0COOEHHOCTEHW MEKKYJIbTYPHOIO pa3HO0Opa3usi o0IecTBa B MPOIECCe OpraHu3aluu
CEPBHUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

16. Meroasl  co3maHuss M TMOIACPKKM  O€30MACHBIX  YCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYallUd B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCTIOpTE.

17.  Meroasl co3gaHusi ©W  TOAJEpKaHUS ~ O€30MaCHBIX  yCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYallud B
IpOIEeCCe OpTraHU3alMK CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpAHCIIOPTE.

18. Meroasl co3gaHus M MOMICPKKH OC30MACHBIX YCIOBUM OOCTYKHMBaHUS
NacCa)kXUpoB, B TOM 4YHCIE TMPU BO3HUKHOBEHUM UPE3BBIYANHBIX CHUTyalluid B
IPOIECCe OpTraHU3alMKA CEPBUCHOTO 0OCITYKMBaHUS MTOTPEeOUTENEH Ha TpaHCTIOPTE.

19. Meroasl npuMEHEHUS  KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHM B
CEpPBUCHOM JESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCUCTBUS C
MOTpeOUTENSIMU, B TOM YHCII€ WHTEPHET-MPOABIKCHHUS YCIyr B IIpolecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

20. Metoasl y4actus B pa3pabOTKe CHCTEMbl KIUEHTCKUX OTHOIICHUH H
OpraHu3aluy Iporecca OOCTY)KMBaHHS TOTPEOUTENed HAa OCHOBE NPUMEHEHUS
3aKOHOJATEHHBIX aKTOB W MPABOBBIX HOPM B MPOIECCE OPraHU3AINUA CEPBUCHOTO
oOcCy>KWBaHMsI TIOTPEOUTENCH Ha TPAHCTIOPTE.

21. Metoasl y4yacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIMEHTCKHX
OTHOIICHWH B CEPBUCHOW JESITEIILHOCTH Ha TPAHCIOPTE C HCIOIh30BAHUEM
WHTEPHET-TEXHOJIIOTHIA B TPOIECCE OPTraHU3aIlMi CEPBUCHOTO OOCITYKHBaHUS
noTpeduTesie Ha TpaHCTIOPTE.

22. MeToasl BIajeHUS TEOPETUYCCKUMH 3HAHUSMHU W TPAKTUICCKUMU
nmpueMamMu ympaBleHUs TpoekTamMu B chepe oOcmyxkuBaHUS B TIpolecce

OpraHU3alUy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpAaHCIIOPTE.
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23. Meroasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAllMOHHBIMHU  MPOEKTaMH,
METO/IbI TUNIAHUPOBAHUS U MOHUTOPHUHT JEATEIHHOCTH CEPBUCHON KOMITAaHUU B cepe
TPaHCIIOpPTa B MPOLIECCE OPTaHMU3ALNN CEPBUCHOTO OOCITYy)KMBaHUS MOTpeOUTENEH Ha
TpaHCIIOpTE.

24. Metoapl GOpMHUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB U
perIamMeHTOB MPOIECCOB 0OCITyKUBaHUS MMOTPEOUTENEH Ha TPAHCTIOPTE.

25. Mertoasl B3aMMOJACHCTBUS C KIMEHTAaMU IO OpraHU3aluu Ipoliecca
o0cy>)kuBaHMsI TTOTpeOUTENEe B cepe TrocTeNnpuUMCTBAa B MPOIIECCE OpraHU3aluU
CEPBUCHOTO OOCITYXKMBaHUS MOTpeOUTENEH HA TPAHCIIOPTE.

26. TpeOoBaHHsI TPOWU3BOJACTBEHHOW JWCIUILUIMHBI, TMPABWI IO OXpaHe
TpyJa U MOKapHO# 6€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOIMYECKOro Impoliecca
B TIPOIIECCE OpTraHU3aIlMi CEPBUCHOTO OOCITYKMBaHHS MMOTPEOUTENEH Ha TPAHCTIOPTE.

27. Metoasl BbIOOpa OpraHU3alMOHHBIX peUIeHUH 1is (GOpMHUpPOBAHUS
CEpBHUCHOI CHUCTEMBI OOCTYXMBAaHHUS C WCIOJIB30BAHHEM METOJOB OPTaHM3AINH U
yIPaBJICHUS UMYIIECTBEHHBIM a’pOIIOPTOBBIM KOMIUIEKCOM M aKTUBAMHU CEPBHCHBIX
NpeNpPUATAH HA TPAHCIIOPTE B MPOIIECCE OPraHU3aI[MH CEPBHCHOTO OOCITYKUBAHUS
notrpeduTenel Ha TpaHCIOPTe.

28. MeToasl  OCYIISCTBIICHHS  OPTaHM3AIMOHHOTO  OOCIY>KWBAaHHUS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AIMOHHOTO OOECTeueHusl mpoiecca
CEPBUCHOTO O0CITYKMBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B IpoIecce
OpraHU3alMU CEPBUCHOIO 00CITYKMBAaHUS IOTPEOUTENEH Ha TpaHCIIOpTE.

Tunosvie cumyayuonnvle 3a0aHus OJis peulenus Ha NPAKMUYECKUX 3aHAMUIX

1. Meronbl  BbIOOpa MaTepHANBHBIX PECYpCOB, OOOpPYHOBaHWS ISt
OCYIIECTBIJICHHSI TIPOIECCa CEPBUCA.
2. MexaHu3M pOBEIEeHUs IEPErOBOPOB € KIMEHTAMU 110 MPETEH3NOHHBIM

ClyyasM U ONpPEACJIICHUS TMPUYMH BO3HUKHOBEHMSI TMPETEH3Wl B Mpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTpEeOUTENEH Ha TPAaHCTIOPTE.

3. Meronbl pa3pabOTKM W HCMOJIB30BAHUS THUIIOBBIX TEXHOJIOTHYECKUX
IPOLIECCOB.

Tema 8. DTuka cepBUCHON JEATEIHPHOCTH HA TPAHCIIOPTE, B TOM YHUCIE B chepe
BO3JIYLIHOTO TPAHCIIOPTA
llepeuenv munogvix 60npoOCo8 OJisl YCMHO20 ONPOCA

1. MecTo 3THKH B CEPBUCHOM JIEITEILHOCTH Ha TPAHCIIOPTE, B TOM YHCIIC B
chepe BO3AYITHOTO TPAHCIIOPTA.

2. [ToHsiTHE ATUKH.

3. OTpacnu 3TUHYECKOro 3HAHUS.

4, JlenoBas 3THKa CEPBUCHOMN JAEATEILHOCTH Ha TPAHCIIOPTE, B TOM YHCIIC B
chepe BO3AYINTHOTO TPAHCIIOPTA.

5. [TpodeccronanpHas 3THKa CEPBUCHOM ACATCIBHOCTH HA TPAHCIIOPTE, B
TOM 4Hciie B chepe BO3AYIIHOIO TPAHCIIOPTA.

6. HopmaTtunas sTuka.

7. NMupk 1eoBOro 4veioBeka Ha TPaHCIOPTE, B TOM 4YHCIEe B cdepe

BO3JIYILIIHOTO TPAHCIIOPTA.
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8. OTHUKa M ITHKET WHPOPMAIMOHHOTO CEpBHCAa Ha TPAHCIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCIIOPTA.

Q. [Ipo6nema 3ammThl WH(DOPMAIMUM HA CEPBHUCHBIX MPEANPUATHIX Ha
TPAHCTIOPTE, B TOM YHUCIIE B chepe BO3AYITHOTO TPAHCIIOPTA.

10. TlonsaTve MHPOPMALMOHHON KYJIbTYPhl HA CEPBUCHBIX MPEANPUATUAX HA
TPAHCIIOPTE, B TOM YHUCIIE B chepe BO3AYITHOTO TPAHCIIOPTA.

11.  DTUKO-KYJIBTYPOJOTHUECKHE TMPEANOCHUIKA PAa3BUTHUS  CEPBHUCHOTO
Ou3Heca Ha TPAHCIOPTE, B TOM YHCIIE B cepe BO3AYIITHOTO TpaHCcopTa B Poccun.

12.  DOtuyeckue acnekTbl pabOThl B KOHTAKTHOM 30HE C MOTpeOUTENEM,
KOHCYJIbTUPOBAHUE, COTJIACOBaHKE BUIA, POPMBI M TpoIlecca CepBUCa

13.  Meroasl moucka, KPUTHYECKOTO aHalW3a W CHHTe3a WHGOpMAIUH B
IPOIIECCe OPTraHU3AIMK CEPBUCHOTO 0OCITY)KMBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

14,  MexaHuU3M CHUCTEMHOTO TOJXO0Ja JJIsS PEIICHHUS MOCTABJICHHBIX 3a]1a4y B
IPOIIECCe OPTraHU3AIMK CEPBUCHOTO 00CITY)KMBaHUS MOTPEOUTENCH Ha TPAaHCIIOPTE.

15.  Meroasl NpUMEHEHHS  CHUCTEMHOrO  TOJAXOJa  JUIS  PEIICHUs
IOCTABJICHHBIX 3aJlad B IMIPOIECCE OpPraHU3AlMM CEPBUCHOTO OOCITY)KMBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE.

16. MeTtoasl OCYIIECTBICHUS COIMAIBHOTO B3aMMOJICHCTBUS M pean3alliu
CBOCH poIM B KOMaHAC B IMPOIECCE OPraHM3allid CEPBHCHOTO OOCITY)KMBaHUS
noTpeOuTeNel Ha TPAHCIIOPTE.

17. Meroasl ompeneneHUss W pealud3alid CBOCM pOJM B KOMAaHIE B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCTIOpTE.

18. Meroasl obecrnedyeHHs] COLMATBLHOTO B3aUMOJICUCTBUS B TIpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

19. Meroasl BOCHpUATHS MEXKKYJIBTYPHOTO pa3zHOoOOpa3us oOIIecTBa B
COLIMAJIBHO - UCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B Mpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKMBaHUS MOTPEeOUTENEH Ha TPAHCTIOPTE.

20. Meroasl nMpUMEHEHUS OCOOCHHOCTEH MEXKYJIbTYPHOTO pa3zHOOOpaszus
oOIiecTBa B IPOIECCE OPTaHW3alMKM CEPBHUCHOIO OOCTY)KMBaHUS TOTpeOUTeNeld Ha
TPaHCIIOPTE.

21. MeToasl pemieHHs MPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEH MEXKYJIbTYPHOTO pa3sHOOOpa3usi 00IecTBa B MPOIECCe OpraHu3aluu
CEPBUCHOTO OOCITY)KUBaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

22. Metonsl CcO3JaHUsI U MOJACPKKH 0€e30IacHbIX YCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJIC NPU BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MPOIIeCCe OPraHr3aIi CEPBUCHOTO OOCTYKUBAHUSA MMOTPEOUTENEH HA TPAHCIIOPTE.

23. Meroasl co3maHUs W TOAJAEpKaHHWS ~— O€30macHBIX  YCJIOBHUH
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MPOIIeCCe OPraHr3aIKi CEPBUCHOTO OOCTYKUBAHUSA MMOTPEOUTENEH HA TPAHCIIOPTE.

24.  Metoabl CO3/aHUs U TOJICPIKKH OS30IMaCHBIX YCIIOBHI 0OCITYKUBaHUS
MAacCaXUpOB, B TOM 4YHCIE TPU BO3HUKHOBCHUW UPE3BBIYAMHBIX CHUTYyallMid B
MPOIIECCe OPTraHU3aIK CEPBUCHOTO OOCTYKUBAHUS IMMOTPEOUTENEH HA TPAHCIIOPTE.

25. MeToasl TpPUMEHEHUS  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JESITEIIPHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCUCTBHUS C
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MOTPEOUTEISIMU, B TOM YHCJIC WHTEPHET-MIPOABIKCHHUS YCIyr B TIpolecce
OpraHu3aliy CEPBUCHOTO 00CITyKHBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

26. Mertoasl yyacTusi B pa3paOOTKE CHCTEMBbl KIMEHTCKUX OTHOIICHUU U
OpraHu3anuy Tporecca OOCTY)KMBaHHS TOTPEOUTENIe HAa OCHOBE NPUMEHEHUS
3aKOHOJATEIBHBIX aKTOB W MPABOBBIX HOPM B TMPOIECCE OPraHU3AIHUUA CEPBHUCHOTO
oOcCTy)KUBaHHsI TIOTPEOUTENICH Ha TPAHCTIOPTE.

27. MeToasl ydacTUsi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIHEHTCKHX
OTHOIICHWH B CEPBUCHOH JCATCIIBHOCTH Ha TPAHCIOPTE C HCIOIb30BAHUEM
WHTEPHET-TEXHOJIOTHA B TMPOIECCe OpraHU3alliil CEPBUCHOTO  OOCITY)KHBaHUS
notrpeduTenel Ha TpaHCIOpPTe.

28. MeToapl BIAJAEHUS TCOPETUYCCKUMH 3HAHUSAMH W TPAKTUYCCKUMHU
nprueMaMHu YIpaBieHUs TpoekTamMu B chepe oOCTy)KMBaHHS B TIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITY)KHBaHUS MMOTPEOUTENICH Ha TPAHCIIOPTE.

29. MeToasl  yOpaBJICHHS  TYPUCTCKO-PEKPEAMOHHBIMH  MPOCKTaMU,
METOJIbI IIJITAaHUPOBAHMSI 1 MOHUTOPHHT JICITCILHOCTH CEPBUCHOM KOMITAaHHH B cepe
TpaHCIIOpTa B MPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCITY>KUBAHUS MOTPEOUTENEH Ha
TPaHCIIOPTE.

30. Metonbl BbIOOpa MaTEpPHANBHBIX PECYPCOB, O00OpPYIOBaHUSA IS
OCYIIECTBIJICHHSI TIPOIIECCa CEPBUCA.

31. MexaHu3M TPOBEJICHUS MTEPETOBOPOB C KIUEHTAMH TI0 MPETCH3NOHHBIM
Clly4assM U OMpeJeieHus TMPUYMH BO3HUKHOBEHMS TPETEH3WM B Tmpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOpTE.

32. Metonbl pa3pabOTKM U HCIOJNB30BAHUSA THUIOBBIX TEXHOJOTHMUECKHX
IPOIIECCOB.

33. Metonbl GopMHpPOBAaHUS U BHEAPEHUS KOPIOPATHUBHBIX CTAHIAPTOB M
PETJIAaMEHTOB MPOLIECCOB 0OCITYKMBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

34. Metonbl B3aMMOJEHCTBUA C KIHMEHTaAMH IO OpTaHM3aIlMU Ipoliecca
o0cCITy>)KuBaHHS TOTPEOUTENEeH B cepe ToCTeNPUUMCTBA B IPOIIECCE OpraHU3alUM
CEPBUCHOT'O OOCTY)KMBaHUS TOTpeOUTENIel Ha TPAHCIIOPTE.

35. TpeOGoBanusi TPOU3BOACTBEHHOW JTUCHUIUIMHBI, TPABWJI IO OXpaHEe
TpyJa U MOKapHO# 0€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHYECKOTO Tpoliecca
B MIPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCTYKHMBaHUS TIOTPEOUTENEH HA TPAHCIIOPTE.

36. Metonbl BbIOOpa OpraHWU3AlMOHHBIX pemeHUuH Il (HOPMHUPOBAHUS
CEPBHUCHOW CHUCTEMBI OOCITYXHUBaHUS C HMCIIOJIb30BAaHUEM METOJOB OpPraHU3allud U
VIPaBICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITYKHUBAHUS
MOTpeOHTENICH HA TPAHCTIOPTE.

37. MeTonbl  OCYIIECTBIICHHS OpPraHu3alUOHHOTO o0CTy>KUBaHHS
aBUAIMOHHOW WHOPACTPYKTYphl W OPTaHHU3AIMOHHOTO oOecreueHus Tporecca
CEPBUCHOTO OOCITY)KMBaHUS B adPOMOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B TIPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITyKHBaHUS MOTPEOUTENECH HA TPAHCIOPTE.

Tunogvie cumyayuonnvle 3a0anus 0Jisl peuleHus Ha NPAKMUYECKUX 3AHAMUAX

[Ipenmoxkxure  METOABI  BBIOOpA  OPTaHMU3AIIMOHHBIX  PCHICHUH  JUIs
bopMUpOBaHUS CEPBUCHOM CHUCTEMBI OOCTY)XHBaHHS C Y4eTOM OOOCHOBaHMS

po¢eCCUOHANILHON ATUKU CEPBUCHOMU JIESITEIHLHOCTH B KOHKPETHOM OpraHU3aluu.
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Tema 9. CepBucHas AesATENBHOCTh Ha TPAHCIOPTE, B TOM 4YHCIE B cdepe
BO3JIYIITHOTO TPAHCIIOPTa KaK COCTaBHAs YaCTh IKOHOMUKHU
llepeuenv munogwvix 60npocos 0 yCMmHO20 Onpoca

1. OKOHOMMYECKAsI CYIIIHOCTh CEPBUCHOM AEATEIbHOCTH.

2. OKOHOMMYECKAs] CYLIIHOCTb CEPBUCHOU NIEATEIIBHOCTH HA TPAHCIIOPTE, B
TOM 4HCJIe B c(epe BO3IyIIHOIO TPAHCIIOPTA.

3. CepBucHasi JA€STEIBHOCTh HA TPAaHCIOPTE, B TOM 4HClIe B cdepe
BO3YIIHOTO TPAHCIIOPTA B CTPYKTYPE XO3IMCTBEHHOM IPAKTUKHU.

4, CepBucHas JAeSTENbHOCT, HA TpaHCHOpPTE, B TOM 4dHCIe B cdepe
BO3AYIIHOIO  TPaHCIOpTAa Kak  crnoco0  yIOBJIETBOPEHHUS  OOLIECTBEHHBIX
NOTPEOHOCTEH.

5. OcHOBHBIEC HaIlpaBJIEHUsI TUBEPCUDUKAIIUN CEPBUCHOU JEATEIHHOCTU B

COOTBETCTBHH C dTHOKYJIBTYPHBIMH, HCTOPHUYCCKUMHU U PEITUTHO3HBIMH TPATUITUIMHU
B paMKaxX HAaIlMOHATBLHON IKOHOMUKH.

6. Metoasl TIOMCKa, KPUTUUECKOTO aHaiW3a W CHUHTe3a HHGOpPMAllUM B
IpoIIeCCe OpraHU3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAHCTIOPTE.

7. MexaHu3M CHUCTEMHOTO MOJX0/a ISl PEIICHUS IMOCTABICHHBIX 3a7a4 B
IPOoIIeCCEe OpraHU3aIii CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAHCTIOPTE.

8. Mertoasl  TPUMEHEHHS  CHCTEMHOTO  TOJAXoJa  JUIsl  pelieHus
MOCTABIICHHBIX 3a/lad B IIPOILIECCE OpraHU3alMh CEPBUCHOTO OOCITYKHUBaHUS
norpeduTenel Ha TpaHCIOPTe.

Q. MeTonbl OCYIIECTBICHHS COLIMATBHOTO B3aUMOJICHCTBUS U peau3aluu
CBOCHl poiliM B KOMaHAE B IMpPOIECCe OPraHu3allMd CEPBHCHOTO OOCIYKHUBaHUS
notrpeduTenel Ha TpaHCIOPTe.

10. Meroasl ompeAcieHUS W pealu3alldd CBOCH pOJIM B KOMaHAEC B
IPOIECCe OpraHU3alMK CEPBUCHOTO 00CITYKMBAHUS MTOTPpEeOUTENEH Ha TpaHCIIOPTE.

11. Meroasl obecrniedyeHHs] COLMATBLHOTO B3aUMOJICUCTBHUS B TIpoOIEcce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTpEeOUTENEH Ha TPAHCTIOPTE.

12. Meroasl BOCHPHUATHS MEKKYJIbTYPHOTO pa3HOoOOpas3usi oO0IecTBa B
COIMAJIEHO - UCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B Ipoliecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEeH Ha TPAHCTIOPTE.

13. Meroasl nMpuMeHEHUSI OCOOCHHOCTEH MEXKYJIBTYPHOT'O pasHOOOpasus
o0IIecTBa B MPOIIECCE OPTaHM3AIMU CEPBUCHOTO OOCTY)KMBaHMS TMOTpeOUTENel Ha
TPaHCIIOPTE.

14. Meroasl peuieHUs MPOU3BOJACTBEHHBIX KOH(MIUKTOB C  YYETOM
0COOEHHOCTEHW MEXKYJIbTYPHOTO pa3HOOOpa3usi 00IecTBa B MPOIECCe OpraHu3aIluu
CEPBHUCHOTO OOCITY)KUBAaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

15. Mertoxanl CO3IaHUS u MOJIJICPIKKH 0e30IacHbIX YCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHM YPE3BBIYAWHBIX CUTYAIlUH B
MpoIIeCCe OpraHu3alul CEPBUCHOIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

16. Meroasr co3maHUs W TOAJACPKAHHWS ~ O€30MACHBIX  yCIOBUU
KU3HEJEATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHW YPE3BBIYAWHBIX CUTYAIlUH B
MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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17. Meroasl co3gaHusa U MOMJEPKKU OC30MACHBIX YCIOBUM OOCTY>KHUBaHUS
MAacCaXUpoB, B TOM 4YHCIE TPU BO3HUKHOBCHUW UPE3BBIYAHHBIX CHUTYyallMid B
MPOIIecce OpPraHr3aIi CEPBUCHOTO OOCTYKUBAaHUS IMOTPeOUTENEH HA TPAHCIIOPTE.

18. Mertoasl TpUMEHEHUS  KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHH B
CEpPBUCHOM JIESITCIILHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUS C
MOTPEOUTEIIIMU, B TOM YHCJIC WHTEPHET-NPOABIKCHHUS YCIAyr B IIpolecce
OpraHu3alliy CEPBUCHOTO 00CITY)KHBaHUS MMOTPEOUTENICH Ha TPAaHCIIOPTE.

19. Meroasl y4yacTusi B pa3pabOTKE CHUCTEMbI KIMEHTCKUX OTHOIICHUU W
OpraHu3aliy Iporecca OOCTY)KMBAaHHS TOTPEOUTENIe HAa OCHOBE NPUMEHEHUS
3aKOHOJIATEIPHBIX aKTOB W MPABOBBIX HOPM B TMPOIECCE OPraHU3aIUMUA CEPBUCHOTO
oOcy)KUBaHMsI TIOTPEOUTENICH HAa TPAHCTIOPTE.

20. MeToapl ydyacTUsi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIUEHTCKHX
OTHOIIICHUH B CEPBUCHOW JICATCIIBHOCTH Ha TPAHCIOPTE C HCIIOIb30BAaHUEM
WHTCPHET-TEXHOJIOTUA B TIPOIECCE OpraHu3alli CEPBUCHOTO  OOCITY)KMBaHUS
norpeOuTeNnel Ha TPaHCIIOPTE.

21. MeToapl BIAAEHUS TCOPETUYCCKUMHM 3HAHUSAMH W TPAKTUYCCKUMHU
nprueMaMHu YIpaBiCHUsS TpoekTamMu B cdepe 0oOCTy)KMBaHHS B TIpolecce
OpraHu3alliy CEPBUCHOTO 00CITY)KMBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

22.  MeToasl  yOpaBJICHHS  TYPUCTCKO-PEKPEAMOHHBIMM  MPOCKTaMHU,
METOJIbI IIJIAHUPOBAHMSI 1 MOHUTOPHHT JICATCILHOCTH CEPBUCHOM KOMITaHHH B cepe
TpaHCIIOPTa B MPOIIECCE OPTaHU3aIMU CEPBUCHOIO 0OCIIY)KHMBaHUsI TOTPEOUTENEH Ha
TpaHCIIOPTE.

23. Meronsl BbeIOOpa MaTepHAIBHBIX PECYpCcOB, OOOpPYIAOBaHUS s
OCYIIECTBIJICHHSI TIPOIECCa CEPBUCA.

24. MexaHu3M MPOBEJEHUS NIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ClIy4asiM U OMpeNeJeHUs TMPUYMH BO3HUKHOBEHMS TIPETEH3WM B Tmpoliecce
OpraHu3alliy CEPBUCHOTO 00CITyKHBaHUs MOTpEeOUTENEH Ha TPAHCTIOPTE.

25. Metoasl pa3pabOTKU M HCIIOJIB30BAHUS THUIOBBIX TEXHOJIOTHMUYECKHUX
IIPOIIECCOB.

26.  Mertoasl hopMUPOBaHUS M BHEIPEHUS KOPIMOPATHBHBIX CTaHIAPTOB W
PETIIAaMEHTOB MIPOIIECCOB 0OCITYKMBaHUS MOTPEOUTENICH Ha TPAHCTIOPTE.

27. MeToasl B3aUMOJEHCTBUSA C KIMEHTAMH MO OpTaHM3AIlMU Ipoliecca
oOcimy>KuBaHMsI TIOTpeduTeNne B chepe TOCTENPUUMCTBA B MPOIECCE OpraHU3aluu
CEPBUCHOTO OOCITY)KMBaHUS MIOTPeOUTENEH HA TPAHCTIOPTE.

28. TpeboBaHus TPOW3BOJICTBEHHOW JUCIUIUIMHBI, TPAaBHJI IO OXpaHe
TpyJa ¥ MOKapHO# 0€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHYECKOTO TpoIiecca
B MIPOIIECCE OPTaHU3AIMN CEPBUCHOTO OOCTYKMBAaHUS TIOTPEOUTENEH HA TPAHCIIOPTE.

29. Metoasl BBIOOpPA OPraHW3AIMOHHBIX pEHICHUN i (HOPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXMBaHUS C HMCIIOJIb30BAaHUEM METOJOB OpPraHU3allud U
YIPABICHUS UMYIIECTBEHHBIM a3POMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HA TPAHCIIOPTE B MPOIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITYKHBAHUS
noTpeduTesie Ha TpaHCTIOPTE.

30. MeTombl  OCYIISCTBICHHS  OpPTaHU3AIMOHHOTO 00CTy>KUBaHHS
aBUAIMOHHOW WHOPACTPYKTYphl W OPTaHHU3AIMOHHOTO oOOecreueHus Tmporecca

123



CEPBHUCHOI0 OOCIYKUBAHUS B a3pOINOPTY U Ha OOPTy BO3AYLIHOIO CYAHA B IIPOLECCE
OpPraHM3ALMU CEPBUCHOIO 00CITYKUBAHUS IOTPEOUTENEN HAa TPAHCIIOPTE.
Tunosvie cumyayuonuvie 3a0anus Os peuleHus: Ha NPAKMU4ecKUx 3aHAMUsIX
[Ipennoxxure  MeTonbl  pa3padOTKM M MCHOJB30BAHMS  THUIIOBBIX
TEXHOJIOTUUECKUX IPOLIECCOB C YYETOM OOOCHOBAHMSA SKOHOMMUYECKON CYHUIHOCTHU
CEpPBHUCHOM JEATEIILHOCTH Ha IIPUMEPE KOHKPETHON OpraHU3aluu.

2 kypc (4 cemectp )

Tema 10. CepBucHasi nesSTeIbHOCTh Ha TPAHCIOPTE, B TOM 4Hcie B cdepe
BO3JIYIITHOTO TPAHCIIOPTa B KOHTEKCTE YCIOBUM KUZHEACATCIHHOCTHU JIOACH

Ilepeuens munoswix 60npocos 01 yCmMHo20 onpocda

1. 3aBUCUMOCTh CEPBUCHOM JEATEIBHOCTH Ha TPAHCIOPTE, B TOM YHCJIE B
chepe BO3AYIIHOTO TpaHCIOpPTa OT TreorpaduyecKkux, IMOCEIEHYECKUX U
nemorpagduyeckux GakTopoB.

2. ['ocynapcTBeHHO-TIPaBOBOE PEryJIMPOBAHUE CEPBUCHON JACATEIHLHOCTU
Ha TPaAHCIOPTE, B TOM 4YHClIe B cdepe BO3AYIIHOIO TPAHCIOPTA U BBINOJIHEHUE
TrOCYJapCTBOM CEPBUCHBIX (YHKIIHIA.

3. CepBucHas JAesATEILHOCT, HAa TpaHCIOPTE, B TOM uucie B cdepe
BO3JIYIITHOTO TPAHCIIOPTA B CTPYKTYPE COMHATBHBIX OTHOIICHUH.

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

S. OcobOeHHOCTH  pa3pabOTKM  TEXHOJOTHM Tpollecca CcepBHUCa Ha
TPAHCIIOPTE, B TOM 4YHCIIe B cepe BO3IYIIHOTO TPAHCIOPTa B KOHTEKCTE YCIOBUIA
KU3ZHEJEATEITLHOCTH JIIOJIEH.

6. OcobOeHHOCTH  pa3pabOTKM  TEXHOJOTHM Tpollecca cepBHUCa Ha
TPAHCIIOPTE, B TOM YHUCJE B cPepe BO3AYIIHOTO TPAHCIOPTA C YYETOM TpeOOBaHUM
OTpeOUTEIIS.

7. Meronpl MOMCKA, KPUTHYECKOTO aHalIM3a U CHHTE3a WH(pOpManuu B
IpOIEecCe OpraHU3alMKi CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpaHCTIOPTE.

8. MexaHu3M CHUCTEMHOIO MOJX0Ja JUIsl PEIICHUs MOCTaBICHHBIX 3a/1a4 B
Mpoliecce OpraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

Q. Meroasl  INpPUMEHEHHS  CHUCTEMHOTO  MOAXOJa  JUIsl  pelleHus
MOCTaBJIECHHBIX 33Ja4 B TMPOLECCE OpPraHu3alud CEPBUCHOTO OOCITYKHBAHUS
noTpeduTeNeil Ha TpaHCTIOpTE.

10. Mertoasl OCYIIECTBIEHUS COIUATBHOTO B3aMMOJICUCTBUS U peaTH3alliu
CBOEH pOJMM B KOMaHAE B MPOLECCE OpPraHU3alMUd CEPBUCHOIO OOCITYKMBaHUS
MOTpeOHTENICH HA TPAHCTIOPTE.

11. Meroasl ompeAeNeHUs] W pealu3alMd CBOEW pOJIM B KOMaHAE B
MpOIIeCCe OpPraHu3alUK CEPBUCHOTO OOCITYKUBaHUS MOTPEOUTEEH HAa TPAHCIIOPTE.

12.  Meroasl oOecledeHHs COIMAILHOTO B3aMMOJICHCTBUS B IIpoIecce
OpraHU3aly CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpaHCIIOPTE.

13.  Mertoasl BOCTIPUATHS MEXKKYJIBTYPHOTO pa3zHOOOpa3us oOOIecTBa B
COIIMAIBHO - MCTOPUYECKOM, 3THUUYECKOM U (UIOCOPCKOM KOHTEKCTax B Mpoliecce
OpraHU3alUy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpAaHCIIOPTE.
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14. Meroasl NpUMEHEHUSI OCOOCHHOCTEM MEXKYJIbTYPHOIO pa3zHOOOpa3us
oOLIecTBa B IMPOLIECCE OPraHU3alMU CEPBUCHOTO OOCIYKMBaHMs MOTpeOUTENel Ha
TPAaHCIIOPTE.

15. Meroasl pelieHHs NPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4YETOM
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3HO0Opa3us oOIIecTBa B MPOIECCe OpraHU3aluu
CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

16. Meroasl  co3maHuss M NOAAEPKKM  O€30MACHBIX  YCIOBUU
KHU3HEACATETLHOCTH, B TOM YHCIIE TIPU BOZHUKHOBEHUHU YPE3BBIYAHBIX CUTYyallUul B
MpoLiecCce OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

17.  Metoasl co3maHus W TOAJEPKaHUS ~ OE30TMACHBIX  YCIOBHM
KHU3HEICITETLHOCTH, B TOM YHCIIE TIPU BOZHUKHOBEHUHW YPE3BBIYAHBIX CUTYyallUl B
poLEecce OpraHu3alMKi CEPBUCHOIO 00CITy KMBaHUS MOTpeOUTENeH Ha TpaHCTIOpTE.

18. MeTtoasl co3gaHus M MOIAEPKKH O€30MacHBIX YCIOBHN 00CTY)KUBaHUS
NacCaXMpPOB, B TOM YHCIE MpPH BO3HUKHOBEHWH YPE3BBIUAHHBIX CUTyallMid B
Ipolecce OpraHu3alMKi CEPBUCHOTO 00CITYKMBaHUS MTOTpeOUTENeH Ha TpaHCTIOPTE.

19. MeToasl mpUMEHEHHsS  KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHH B
CEpBHCHOHM JIEATEIHHOCTH Ha TPAHCIOPTE B YCIOBHUSAX B3aUMOJICHCTBUS C
NoTpeOUTENISIMA, B TOM YHCJIE WHTEPHET-TIPOJBIDKEHUS YCIAYyr B IPOIEcce
OpraHu3aliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOPTE.

20. Meroasl ydacTHsi B pa3paOOTKE CHUCTEMBI KIMEHTCKUX OTHOIICHUW U
OpraHu3aldy Ipoiecca OOCTY>KMBaHHS TOTpeOUTENed HAa OCHOBE NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OpPraHU3alUU CEPBUCHOTO
oOcCIy>KMBaHMsI TOTPEOUTENIel Ha TPAHCTIOPTE.

21. Metoapl yyacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIMEHTCKHUX
OTHOIIEHU B CEPBUCHON JIEATENILHOCTH Ha TPAHCIOPTE C HCIOIb30BAaHUEM
MHTEPHET-TEXHOJOTUA B TIPOILIECCE OpraHu3allil CEPBUCHOTO OOCITYKMBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

22. Metoasl BIAAEHUST TEOPETUYECKUMH 3HAHUSMU W TPAKTUYECKUMU
npueMamMu yIpaBJeHusi TMpoekTamMu B chepe oOchmykMBaHHS B TIpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTPEeOUTENEH Ha TPAHCTIOPTE.

23. Meroasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAllMOHHBIMU  MPOEKTaMH,
METO/Ibl TNIAHUPOBAHUS U MOHUTOPHUHT JIE€ATEIHOCTH CEPBUCHON KOMIITAHUU B cdepe
TPaHCIIOPTa B MPOLIECCE OPTaHU3ALNUN CEPBUCHOTO OOCIIYy)KMBaHUS MOTpeOUTENEH Ha
TPaHCIIOpTE.

24. Metoasl BbIOOpa MaTepHAIbHBIX PECypcoB, 00OpyHOBaHUS s
OCYILIECTBJICHHSI IIPOLIECCA CEPBUCA.

25.  MEeXaHM3M NPOBEACHMS MEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
cllydyasM U OINpeAeNieHUus TNPUYMH BO3HMKHOBEHHS TMPETEH3WH B Mpolecce
OpraHM3ally CEPBUCHOIO 00CTY>KMBAaHUS MOTPEOUTENEH Ha TpaHCIIOpTE.

26.  Metoasl pa3pabOTKU M WCIOJIB30BAHUS THUIOBBIX TEXHOJIOTHUECKHUX
IIPOLIECCOB.

27. Metoasl GopMHUpPOBaHUS M BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
perJamMeHToB MPOIECCOB 00CITyKUBaHUS MMOTPEOUTENECH Ha TPAHCTIOPTE.
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28. Meroasl B3aMMOJACHCTBUS C KIMEHTAaMU MO OpraHU3aluu Ipoiiecca
oOciy>)kuBaHMsI TTOTpeOUTENe B cepe TrocTenpuuMCTBA B MPOIIECCE OpraHU3alUU
CEPBUCHOTO OOCIYKMBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

29. TpeboBaHus NPOU3BOJCTBEHHONW AUCIUIUIMHBI, MPAaBHJI MO OXpaHe
Tpy/a U MOXapHOH 0€30MacHOCTH MPH OCYIIECTBICHUN TEXHOJIOTHYECKOro Mmpolecca
B MIPOIIECCE OPTaHU3allMU CEPBUCHOTO OOCTYKMBaHUS OTpeOUTENel Ha TPAHCTIOPTE.

30. Meronsl BBIOOpa OpPraHM3AIMOHHBIX pPEIMICHUH s (QOpMHUpPOBAHUS
CEPBHUCHOM CHUCTEMBI OOCTYXMBAaHHUS C HCIOJIB30BAHHEM METOJOB OpPraHM3AINH U
yIpaBICHUS UMYIIECTBEHHBIM a’pOIMOPTOBBIM KOMIUIEKCOM M aKTUBAMHU CEPBHCHBIX
NpeNpUATHH Ha TPAHCIOPTE B MPOIIECCE OPTaHU3AI[MH CEPBUCHOTO OOCITYXKUBaHUS
notpeduTenel Ha TPAaHCTIOPTE.

31. Meronbl  OCYIIECTBICHHS  OpPraHU3AIMOHHOTO  OOCITYXKHBaHHS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AIMOHHOTO OOECTeueHusl mpoiecca
CEpBHUCHOTO OOCTY)KUBAHUS B a3pOIMOPTY U Ha OOPTy BO3AYIIHOTO CYAHA B MPOIECCE
OpTraHU3aIMK CEPBUCHOTO 0OCTY)KUBAaHUS MOTPEOUTENCH Ha TPaHCIIOpTE.

Tunosvle cumyayuorHwvle 3a0aHUs O peUleHUsl Ha NPAKMUYEeCKUX 3aHAMUAX

[lpeqnoxuTe METONbI IUIAHUPOBAHHWS W MOHHUTOPWHTA  JACSITEIHLHOCTH
CEpBHUCHOU KOMITAHUU C y4eTOM OOOCHOBAaHHMS BIUSHUS TOCYIapCTBEHHO-TIPABOBOTO
pEeTyIMpPOBaHUS CEPBUCHOMN JCSATEILHOCTH HA TPUMEPE KOHKPETHOW OpraHu3aIny.

Tema 11. Opranuzanust oOcny>KUBaHHs MOTpeOUTENeH HA TpaHCIOPTE, B TOM
yuclie B cepe BO3AYIIHOIO TPAHCIIOPTa
Ilepeuens munoswvix 60npocos 0 YCmMHo20 onpocda

1. Teopust opraHuzanuu OOCITY)KHBaHHsI Ha TPAaHCIIOPTE, B TOM YHCIE B
cdepe BO3IyITHOTO TPAHCTIOPTA.

2. Kareropuu npeanpusTuii, OCyIIeCTBISIONNX MPEIOCTaBICHIE YCIYT Ha
TPaHCIIOPTE, B TOM YHCJIE B C)epe BO3AYNTHOTO TPAHCIIOPTA.

3. [TonsiTust 1 oTpacieBas CTPyKTypa chepsl yCIyT.

4. [ToHATHS O MPOIYKTAaX CEPBUCHOM JCATCIHHOCTH HAa TPAHCIIOPTE, B TOM
qrciie B cepe BO3AyITHOIO TPAHCIIOPTA.

S. [Ipouiecc mpuHATHSA pEIICHUS TOTPEOUTEIEM.

6. dakTopbl, BIMSIONME HA TMPOILECC MPUHATHAS PEUICHUS B MpoIecce

CEpPBUCHOM JESITEIIBHOCTH HA TPAHCIOPTE, B TOM dHcle B cdepe BO3IYIIHOTO
TPaHCIOPTA: UHAUBUIYaJIbHbIE, ICUXOJIOTUYECKHUE U COLIUAIbHBIE.

1. [Ipotiecc ocozHanus MOTPEOHOCTH MOTPEOUTENIEM HA TPAHCIIOPTE, B TOM
qrclie B chepe BO3AYIIHOTO TPAHCIIOPTA.

8. Bo3zaeiicTBre KynbTyphl Ha MOBEACHUE MOTPEOUTENST HA TPAHCIOPTE, B
TOM 4Hcye B chepe BO3MYIIHOTO TPAHCTIOPTA.

Q. Cucrema LieHHOCTEN.

10. BmwmsHMEe cembH, pEeNUTHH W OO0pa30oBaHUS HA MPHUHATHE PEIICHUS
noTpedutenieM B mpoliecce OOCITY>KMBaHUS Ha TPAHCIOPTE, B TOM yucie B cdepe
BO3JYILIHOT'O TPAHCIOPTA.

11. BausHMe STHUYECKOM KyJbTYpbl Ha T[OBEICHUE MOTPEOUTENs B
npoiecce OOCIyXKMBaHHUSI Ha TPAHCIOPTE, B TOM 4YHUCIE B c(epe BO3AYIIHOIO

TpaHCIopTa.
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12.  KynbTypa KOPEHHOTO HaceJIeHHUS.

13. Penuruo3sHble ¥ 3STHUYECKUE TPYIIIIHI.

14. JluBepcucuxanusi CEpBUCHOM JEATENHHOCTU B COOTBETCTBUU C
ATHOKYJbTYPHBIMH, HCTOPHYECKUMHU W PEIUTHO3HBIMU TPAIUIUSIMU B TIpOIecce
o0CTy)KWBaHHSI Ha TPAHCIIOPTE, B TOM YHCIIC B c)epe BO3AYIITHOTO TPAHCIIOPTA.

15. TexHomoruum mporiecca CEpBHCA, CHCTEMbl KIMCHTCKHUX OTHOIICHHHA C
y4eToM TpeOOBaHUN MOTPEOUTENS.

16. Meroasl moucka, KPUTUUYECKOTO aHalW3a U CUHTE3a MHGPOpMALMU B
MpoLiecCce OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

17. MexaHuU3M CHUCTEMHOTO TOJXO0Ja JJIs PEIICHUS MOCTABJICHHBIX 3a]1a4y B
polLEecce OpraHu3ali CEPBUCHOIO 00CITy KMBaHUS MOTpeOUTENe Ha TpaHCTIOpTE.

18. Meroasl NpUMEHEHHS ~ CHUCTEMHOTO  TOIXOJa  JUISl  PEIICHUs
NOCTABJICHHBIX 3aJlad B IMPOIIECCE OpPraHU3AlMH CEPBUCHOTO OOCITYKHMBaHUS
notpeduTenel Ha TpaHCIopTe.

19.  Mertoasl OCYIIECTBICHUS COIMAIBLHOTO B3aMMOJICHCTBUS M peau3alliu
CBOCH poOJIM B KOMaHJE B TMPOIECCE OpPraHU3alMU CEPBUCHOTO OOCITYKUBAHUS
notrpeduTenel Ha TpaHCIOPTe.

20.  MeToapl ompeneiACHUS WM pealM3alldd CBOCH pPOJUM B KOMaHJE B
Ipolecce OpraHu3alMKi CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCIIOPTE.

21. Meroasl oOecrieyeHHUs] COIMAIBHOTO B3aUMOJCHCTBUS B IIpoIlecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOpTE.

22. Metoasl BOCHPHUATHS MEXKKYJIBTYPHOTO pPa3HOOOpa3us oOIiecTBa B
COLIMAJIBHO - MCTOPUYECKOM, STUYECKOM U (PUIOCOPCKOM KOHTEKCTaX B Mpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

23. MeToapl MpUMEHEHUsI 0COOEHHOCTEW MEXKYJIBTYPHOTO pa3HOOOpa3us
oOIiecTBa B IMPOIECCE OPTaHU3alMKM CEPBHUCHOIO OOCTY)KMBaHUS TOTpeOUTeNeld Ha
TPaHCIIOPTE.

24. MeToapl pelieHHs TMPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pa3HOOOpa3us oOIIecTBa B MPOIECCe OpraHU3aluu
CEPBUCHOT'O OOCTY)KMBaHUS MOTpeOUTENIel Ha TPAHCIIOPTE.

25. Mertonasl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbIX YCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJIC NPU BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
Mpoliecce OpraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

26. Meronsl co3maHus W TOAJAEpKaHMS — O€30MacHBIX  YCJIOBHUH
KU3HEJEATEILHOCTH, B TOM YHCJIC NPU BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYAIlUH B
MPOIIeCCe OPraHr3aIi CEPBUCHOTO OOCTYKUBAHUSA MMOTPEOUTENEH HA TPAHCIIOPTE.

27. Metoanl co3aHMs U TOICPKKH OS30IMaCHBIX YCIIOBHI 00CITYKUBaHUS
MacCaXUpoB, B TOM 4YHCIE TPU BO3HUKHOBEHUW UPE3BBIYANHBIX CHUTYyallMid B
MPOIIeCCe OPraHr3aIKi CEPBUCHOTO OOCTYKUBAHUSA MMOTPEOUTENEH HA TPAHCIIOPTE.

28. MeToapl TpPUMEHEHUS  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHHA B
CEpPBUCHOW JESITEIILHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCUCTBUS C
MOTPEOUTENISIMI, B TOM YHCJIC WHTEPHET-MPOABIKCHHUS YCIyr B TIpolecce
OpraHu3aliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

29. Metoasl y4actus B pa3pabOTKe CHCTEMBl KIUEHTCKUX OTHOIICHUH H

OpraHu3aluy mporecca OOCITy)KMBaHHUS TMOTPeOUTENe Ha OCHOBE IPHUMEHEHHS
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3aKOHOJATEIbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OPTraHU3AlMUA CEPBHUCHOTO
oOCITy>)KMBaHHsI TOTPeOUTENEeH HA TPAHCTIOPTE.

30. Meronbl ywacTHs B COBEpIICHCTBOBAHHU CHUCTEMBl KIHMEHTCKUX
OTHOIIEHUN B CEPBHCHON [IEATEIHHOCTH Ha TPAHCIOPTE C HCIOJIb30BAaHUEM
WHTEPHET-TEXHOJOTUH B TMPOILIECCEe OpraHu3allid CEPBUCHOTO OOCTY)KHUBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

31. Meronbl BIaACHUS TEOPETUUYCCKUMH 3HAHUSAMH W TPAKTUYCCKUMU
npueMaMy YIpaBICHHs TMpoeKTaMu B cdepe oOCHyKuBaHUS B MpoIlecce
OpTraHM3alMU CEPBUCHOTO 0OCTYKMBAaHUS MOTPeOUTENEH Ha TpaHCIIOpTE.

32. Meronpl  ympaBi€HHS ~ TYpPUCTCKO-PEKPEAIMOHHBIMHU  MPOCKTaMH,
METOJIbI TUTAHUPOBAHUS U MOHUTOPHHT JIEATEIBHOCTH CEPBUCHON KOMIAaHUM B cepe
TPaHCIIOpPTa B MPOIIECCE OPTaHM3AINN CEPBUCHOTO OOCITY)KMBAaHHS MOTpeOUTENEH Ha
TpaHCIIOpTe.

33.  Metonpl BbIOOpa MaTEpHANBHBIX PECYPCOB, O00OpYIOBaHUS IS
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

34. MexaHHU3M MPOBEICHUS NIEPETOBOPOB C KIMEHTAMH T10 MPETCH3NOHHBIM
cllydasM U OMNpeAeNieHUS TPUYNH BO3HUKHOBEHHS TMIPETCH3WH B MPOIEcce
OpTraHM3aIMH CEPBUCHOTO 0OCTY)KUBAaHUS MOTPEOUTENCH Ha TPaHCIIOPTE.

35.  Meronbl pa3pabOTKH M UCIOJIB30BAHUS THUIIOBBIX TEXHOJOTHUECKUX
TPOIIECCOB.

36. Metonbl GopMHpPOBAHUS U BHEAPEHUS KOPIOPATHUBHBIX CTAHIAPTOB M
PErJIaMEHTOB MPOLIECCOB 0OCITYKMBaHUs MOTPEeOUTENEH Ha TpaHCTIOPTE.

37. Metonbl B3aMMOJEHCTBUA C KIMEHTaAaMH MO OpTraHM3alluu Ipoliecca
oOcnmy>KMBaHMsI TIOTpeOuTene B chepe TOCTENPUUMCTBA B IMPOIECCE OpraHU3aluu
CEPBHUCHOTO OOCITYKMBaHUS MOTPeOUTENEH HAa TPAHCTIOPTE.

38. TpebomaHus MNPOM3BOACTBEHHONW JIUCHMIUIMHBI, MPaBWJI 110 OXpaHe
TpyJa ¥ MOXKapHO# 6€30MaCHOCTH MPU OCYIIECTBICHUH TEXHOJIOTHYECKOTO Mpoliecca
B IIPOLIECCE OpPTraHU3ali CEPBUCHOTO OOCITYKUBAaHUS MOTPeOUTENEH HA TPAHCIIOPTE.

39. Metoabl BbIOOpa OpraHU3AIMOHHBIX pEIICHUN 111 (OPMHUPOBAHUS
CEPBUCHOW CHUCTEMBI OOCITYXHUBAaHUS C HUCIIOJIb30BAaHUEM METOJOB OpraHU3allud U
VIPABJICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
OpEeINpUITUI Ha TPAHCIIOPTE B MPOIIECCE OpPraHU3alMU CEPBUCHOIO O0CTYKUBaHUS
noTpeduTeneil Ha TpaHCTIOpTE.

40. Meroapl  OCYLIECTBICHUSA OpPTraHU3aIIMOHHOTO 00CTy>KUBaHHS
aBUAIIMOHHOM WHQPPACTPYKTYphl M OPraHU3allMOHHOIO oOOecreueHust mpoliecca
CEpBUCHOT0 OOCTYXHUBAHUS B a3pONOPTY U Ha OOPTy BO3AYIIHOTO CYAHA B MPOLECCE
OpraHM3ally CEPBUCHOIO 0OCTY>KMBAaHUS MOTPEOUTENEH Ha TpaHCIIOpTE.

Tunosvie cumyayuoHuvie 3a0anus 0I5l peuleHus: Ha NPAKMU4eCcKUX 3aHAMUSIX

[IpennoxuTe METOIbI OPraHU3ALMOHHOTO O0ECTIeUeHHUs IMpoIlecca CEPBUCHOTO
00CTy)KWBaHHSI B a3POTNOPTY C YIETOM OOOCHOBAHUS BIUSHUS (HDAKTOPOB, BIUSIOIINX
Ha TIPOIIECC MPUHSATHUS PEIICHHS Ha PUMepe KOHKPETHOW OpTaHU3aIiy.

Tema 12. ApjanTallMOHHO-IWHAMHUYECKHE XapaKTEPUCTUKH CEPBUCHOMU
NeSTeIbHOCTH Ha TPAHCIIOPTE, B TOM YHUCJIe B c(pepe BO3AYIIHOTO TPAHCIIOPTa

llepeuenv munogvix 60npoCco8 OJisl YCMHO20 ONPOCA
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1. CepBucHas JAEITEIBHOCTh, Ha TPAHCIOPTE, B TOM 4HCIEe B cdepe
BO3AYIIHOTO TPAHCHOPTa Kak TMPOLECC U €ero CBA3b C DKOHOMHYECKOU

KOHBIOHKTYPOHU.

2. OcobeHHOCTH Tpollecca BHEAPEHUS WHHOBALUA B cdepy yciayr Ha
TPAHCIOPTE, B TOM YHUCIE B chepe BO3AYLUIHOTO TPAHCIIOPTA.

3. VYrpaBineHre HOBOBBEJCHUSIMH Ha TPAHCIOPTE, B TOM 4ucie B cdepe
BO3JIYIIIHOT'O TPAHCIIOPTA.

4, NHHOBaIIMOHHBIN MPOIECC CEPBUCHOTO OOCTY>KMBAHUSI HAa TPAHCIOPTE,
B TOM 4Huciie B chepe BO3YIIHOTO TPAHCIOPTa.

5. JKu3HeHHBIH UK YCIYTH B TMPOIECCE CEPBUCHOTO OOCIYKMBaHHS Ha

TpaHCIOPTE, B TOM 4YHCI€ B c@epe BO3AYIIHOIO TPAHCIOPTA W YYET €ro
O0COOCHHOCTEH B MPEANPUHUMATEITHLCKOMN eI TETLHOCTH.

6. [Tpormecc o6cmy)rBaHus MOTPEOUTENEH HA TPAHCIIOPTE, B TOM YHUCJIE B
cdepe BO3YIIHOTO TPAHCTIOPTA.

7. Teopust opranuzanuu 00CITyKUBAHUS.

8. [lonsitTue “KOHTAKTHOW 30HBI” Kak cdepbl peanu3aluu CEpPBUCHOM
JeSTEILHOCTH HA TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

Q. ®opMmbl  00CTy)KMBaHUSI HAa TpPaHCIOPTE, B TOM u4ucie B cdepe

BO3JIYIITHOTO TPAHCIIOPTA M TIOKa3aTeNib 3aTPaT BPEMEHHU.

10. OcoGennoctu pabOThl B KOHTAKTHOM 30HE C TNOTpeOUTENeM Ha
TpPaHCIIOPTE, B TOM 4YHCIE B cepe BO3AYIIHOTO TPAHCIOPTA, KOHCYJIHTUPOBAHHE,
corjacoBaHHe BUAa, GOPMBI U MPOIECCa CEPBHCA.

11. Meroasl moucka, KPUTHYECKOTO aHalu3a W CUHTE3a MHGOpMAIMU B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCTIOpTE.

12.  MexaHu3M CHUCTEMHOTO MOAXOJA JAJisi PEHICHUsS MOCTABJICHHBIX 3a/lay B
IPOIECCe OpTraHU3alMK CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpaHCIIOPTE.

13. Meroasl mpUMEHEHHMS ~ CHUCTEMHOrO0  TOIXOJAa  JUIsl  PelIeHUs
MOCTABIICHHBIX 3a/lad B TIPOIIECCE OpPraHU3alMU CEPBUCHOTO OOCITYKHBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

14.  Mertoasl OCYyIIECTBICHHUS COIMAIBHOTO B3aMMOJICUCTBUS U peaTn3alliu
CBOEH pOJIM B KOMaHAE B MPOLECCE OpPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS
noTpeduTeneil Ha TpaHCTIOpTE.

15. Meroasl ompeAeneHUs W pealu3aluMyd CBOEW pOJIM B KOMaHAE B
MpoILIecce OpPraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCTIOPTE.

16. Meroasl oOecredeHHs COIMAILHOTO B3aMMOJICHCTBUS B IIpoIecce
OpraHU3alUy CEPBUCHOTO 0OCITYKUBAHUS MOTPEOUTENEH HA TPAaHCIIOPTE.

17. Meroasl BOCHPHUATHS MEXKKYJIbTYPHOTO pa3zHOoOOpas3usi oOuiecTBa B
COIMAJIEHO - MUCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B MpoIliecce
OpraHU3aly CEPBUCHOTO OOCITYKUBAHUS MMOTPEOUTENEH HA TpAaHCIIOPTE.

18. Meroasl NMpUMEHEHUSI OCOOCHHOCTEH MEXKKYJIBTYPHOTO pa3zHOOOpa3ms
oOl1iecTBa B MPOIECCEe OPraHU3allMM CEPBUCHOIO OOCTYKMBaHUS MOTpeOuTenel Ha
TpaHCIIOPTE.

19. Meroasl pemieHHs TPOW3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEW MEXKYJIBTYPHOTO pazHOOOpa3us o0IIecTBa B MPOIECCE OpraHU3aIuu

CEpPBUCHOI0 O0CTYKMBaHUS OTpeOUTENEH Ha TPAHCIIOPTE.
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20. Metoapl  co3maHuMs M NOAAEPKKM — O€30MacHbIX  YCIIOBUM
KU3HEJEATESILHOCTH, B TOM YHCJIC NP BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYaIlUH B
MpoIiecce OpraHu3alui CEPBUCHOTIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

21. Meroasl co3maHuss W HOAJEpKaHUS — O€30MacHbIX  YCJIOBUH
KU3HEJEATEILHOCTH, B TOM YHCJIC NTPH BOSHUKHOBECHUHU YPE3BBIYAWHBIX CUTYaIlUH B
MpoIiecce OpraHu3alui CEPBUCHOIO OOCTYKUBAHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

22. Mertoasl co3aHus U MOACPKKH O€30IMaCHBIX YCIOBHUM 00CITYKUBaHUS
MacCaXUpoB, B TOM 4YHCIE TPU BO3HUKHOBCHUW UPE3BBIYAHHBIX CHUTyallMid B
MpoIiecce OpraHu3aliui CEPBUCHOIO OOCTYKUBaHUS MOTPEOUTEIEH Ha TPAHCIIOPTE.

23. MeToasl TPUMEHEHUS  KIMCHTOOPUCHTHPOBAHHBIX TEXHOJIOTHH B
CEPBUCHOW JICSITCIIbHOCTH HA TPAHCIOPTE B YCIOBUAX B3aUMOJICHCTBUS C
NOTPEOUTENIIMK, B TOM YHCIIC WHTEPHET-MPOJABIKCHHS YCIAyr B IIpolecce
OpraHu3alliy CEPBUCHOTO 00CITY)KHBaHUS MMOTPEOUTENICH HA TPAHCIIOPTE.

24.  Metoasl y4actus B pa3pabOTKE CHCTEMbl KIUCHTCKMX OTHOIICHUH H
OpraHu3aliy Iporecca OOCTY)KMBAaHHS TOTPEOUTENIeH HAa OCHOBE NPUMCHCHUS
3aKOHOJIATCIPHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OpPraHU3alMA CEPBUCHOTO
oOciy>)kuBaHMs TOTpeOUTENeH Ha TPaHCTIOPTE.

25. MeToapl ydyacTUsi B COBCPIICHCTBOBAHMHM CHUCTEMBI KIUEHTCKHX
OTHOIIICHUH B CEPBHUCHON JICATCIIBHOCTH Ha TPAHCIOPTE C HCIOIb30BAaHUEM
MHTCPHET-TEXHOJIOTUH B TIPOIECCE OpraHu3ali CEPBHUCHOTO  OOCITY)KHBaHUS
notpeduTenel Ha TpaHCIOPTe.

26. MeToapl BIAJAEHUS TEOPETUYECKUMM 3HAHUSMU W TPAKTUYECKUMU
npueMaMu yIpaBieHUsi TMpoekTamMu B cdepe oOcmyKuBaHHS B TIpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

27. Metoasl  ymOpaBieHHUS ~ TYPUCTCKO-PEKPEAMOHHBIMH  MPOEKTaMU,
METO/IbI TJIAHUPOBAHMSI 1 MOHUTOPUHT JIEATETLHOCTH CEPBUCHOM KOMITaHUH B cepe
TPaHCTIOPTa B MPOIIECCE OPTaHU3AIMU CEPBUCHOIO OOCIY)KHBaHUSI MTOTPEOUTENEH Ha
TPaHCIIOPTE.

28. Meronsl BbeIOOpa MaTepHAIBHBIX PECYpCOB, OO0OpPYAOBaHUS IS
OCYIIECTBJICHHSI TIPOIECCa CEPBUCA.

29. MexaHu3M MPOBEJCHUS TIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIy4asiM U ONpeJeJeHUs TMPUYMH BO3HUKHOBEHMS TIPETEH3WH B Tmpolecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

30. Metonpl pa3pabOTKH W HCIOIB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

31. Metonbl GhopMHpPOBAHUS U BHEAPEHHUS KOPIOPATHBHBIX CTAHIAPTOB H
PETIIAaMEHTOB MIPOIIECCOB OOCITYKMBAHUS MMOTPEOUTENEH HA TPAHCIIOPTE.

32. MeTonbl B3aWMOJEHCTBUS C KIMEHTAMH IO OPTaHHW3AIMU Tpoiiecca
oOcimyKuBaHHsI TIOTpeduTeNne B chepe TOCTENPUUMCTBA B MPOIECCE OpPraHU3allun
CEPBUCHOTO OOCITY)KHBAaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

33. TpeOoBanusi TPOWU3BOACTBEHHOW JUCIUIIIMHBI, TPABWI 10 OXpaHE
TpyJa U MOKapHOU 0€30MaCHOCTH MPH OCYIIECTBICHUH TE€XHOJIOTHYECKOTO TpoIiecca
B IIPOIIECCE OPTaHMU3AIMN CEPBUCHOTO OOCTYKHUBAaHUS TIOTPEOUTENEH HA TPAHCIIOPTE.

34. Metonbl BbIOOpa OpraHW3AMOHHBIX pemeHUuH Il (HOPMHUPOBAHUS

CepBHCHOfI CHCTCMBI O6CJ'Iy>KI/IBaHI/I$I C HCIIOJIB30BAHHECM MCTOJOB OpraHu3allii H
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yIpaBICHHUS] UMYIIECTBEHHBIM a’pOMOPTOBBIM KOMIUIEKCOM M aKTUBAaMHU CEPBHCHBIX
OpEeINpUITUN Ha TPAHCIIOPTE B MPOIIECCE OPTraHU3alMU CEPBUCHOTO OOCTY>KMBaHUS
noTpeduTenei Ha TpaHCTIOPTe.

35. MeTonpl  OCYHIECTBIEHHS  OpPraHU3AIMOHHOIO o0CIy>)KUBaHUS
aBUAIIMOHHOW WHQPACTPYKTYpPHl M OPTaHMU3AIMOHHOTO OOECTeueHusl mpoiecca
CEpBHUCHOTO OOCTY)KUBAHUS B a3pOMOPTY U Ha OOPTy BO3AYIIHOTO CYAHA B MPOIECCE
OpTraHU3alMU CEPBUCHOTO 0OCTYKMBAaHUS MOTPeOUTENEH Ha TPaHCIIOpTE.

Tunogvie cumyayuonHsle 3a0anus 0 peuleHus Ha NPAKMUYecKUX 3aHamusx

[lpennoxute MeToABl BHIOOpAa MaTepUaJbHBIX PECYpCOB C  Y4ETOM
00OCHOBaHUSI BIUSHHUS OCOOCHHOCTEH Mpollecca BHEAPCHUsS WHHOBAIMN B cdepy
yCIyT Ha TPAHCTIIOPTE Ha MPUMEpPE KOHKPETHON OpTraHU3aIINH.

Tema 13. KauectBo, 0€30macHOCTb YCAYr U KYyJIbTypa CEpPBHCHOM
JeSTEILHOCTH HA TPAHCIIOPTE, B TOM YHUCJIC B c(hepe BO3AYIIHOTO TPAHCIIOPTA

Ilepeuens munoswvix 60npocos 0 yCmMHo20 onpoca

1. [TpoGiembl kauecTBa U OE30MACHOCTH YCIYT B TIPAKTHKE COBPEMEHHOTO
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIe B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

2. [TonsiTHe KauecTBa CEPBHCHOW JEATEILHOCTH Ha TPAHCIIOPTE, B TOM
quclie B cepe BO3AYIIHOTO TPAaHCIIOPTA.

3. YrpaBieHre KaueCTBOM YCIYT, KOHTPOJIb CTaHIAPTOB M OC30MaCHOCTH
oOCy>KMBaHMsI Ha TPAHCIIOPTE, B TOM YHCII€ B c)epe BO3AYITHOTO TPAHCIIOPTA.

4, Bunper Oe3omacHocT 0OCTy>KMBaHHUS Ha TPaHCIOpPTE, B TOM YHUCIE B
cdepe BO3AYLIHOTO TPAHCIIOPTA.

S. KynbpTypa cepBuca u cepBUCHOUN NEATEILHOCTH HA TPAHCIOPTE, B TOM
guclie B cepe BO3AYIIHOTO TPAaHCIIOPTA.

6. Y4eT OCHOBHBIX TICHXOJIOTHYECKUX OCOOEHHOCTEW moTpedurens B
IpOIIecCe CEPBUCHOM NESITEbHOCTH Ha TpPaHCIOpPTe, B TOM 4Hcie B cdepe
BO3JYIIHOTO TpPAaHCIOPTa M WX BJIUSHHE HA BOCHPUITHE KadecTBa YCIYT
OTpeOUTEIIEM.

7. Meronpl MOMCKa, KPUTHUYECKOTO aHalIM3a U CHHTE3a WH(pOpManuu B
Mpoliecce OpraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

8. MexaHu3M CHCTEMHOTO MOJX0Ja ISl PEIIeHUs MOCTaBJICHHBIX 3a/1a4 B
Mpoliecce OpraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

Q. Meronpl  TpPUMEHEHUS  CHCTEMHOTO  MOAXOAAa  JJisi  PEIICHHS
MOCTABJICHHBIX 33/lad B TMPOIECCe OpPraHU3AIMH CEPBUCHOTO OOCITYKHMBAHUS
MOTpeOHTENICH HA TPAHCTIOPTE.

10. Metoasl OCYyIIECTBIEHUS COIUATBHOTO B3aMMOJICHCTBUS W PeaTU3allin
CBOCH polM B KOMaHAE B TMPOIECCEe OPTraHM3aIlMU CEPBHCHOTO OOCITYKHBaHUS
MOTpeOHTENICH Ha TPAHCTIOPTE.

11. Meroasl ompeAeNeHUss W pealu3alMd CBOEW pOJIM B KOMaHAE B
MPOIIECCe OPTraHU3aIK CEPBUCHOTO OOCTYKUBAHUS IMMOTPEOUTENEH HA TPAHCIIOPTE.

12.  Meroasl oOecleUeHHs COIMAILHOTO B3aMMOJICHCTBUS B IIpOIEecCe
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENICH Ha TPAHCTIOPTE.
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13.  Meroasl BoOCHpUATHS MEXKYJIBTYPHOTO pa3zHooOpa3us oOuiecTBa B
COLIMATBHO - UCTOPHYECKOM, ITHUYECKOM U (UIOCOPCKOM KOHTEKCTaX B IMPOIECCE
OpTraHM3allK CEPBUCHOTO 0OCTY>KMBAaHUS MOTPEOUTENEH Ha TpaHCIIOpTE.

14. Meroasl NpUMEHEHUSI OCOOCHHOCTEM MEXKYJIbTYPHOT'O pa3zHOOOpa3us
o0IecTBa B MPOLIECCE OPTaHM3AINU CEPBUCHOTO OOCTYyXMBaHUS MOTpeOuTenel Ha
TpaHCIIOpTe.

15. Meroasl pemieHHs NPOU3BOACTBEHHBIX KOH(MIUKTOB C  Y4ETOM
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO0Opa3us oOIIecTBa B MPOIECCe OpraHU3aluu
CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HAa TPAHCTIOPTE.

16. Metoasl  co3maHust WU TOAJACPKKH  OE30MacHBIX  YCIOBHMA
KHU3HEICITETLHOCTH, B TOM YHCIIE TIPU BOSHUKHOBEHUHU YPE3BBIYAHBIX CUTYyallUul B
IpoIiecce OpraHu3aIlui CEPBUCHOTO 00CITYy)KMBaHUS MTOTPEOUTENEH Ha TPAHCIIOPTE.

17.  Metoasl co3maHuss W TOAJEPKaHUS ~ OE30TMACHBIX  YCIOBHMA
KU3HEICITETLHOCTH, B TOM YHCIIE TIPU BOZHUKHOBEHUHU YPE3BBIYAHBIX CUTYyallUul B
IpoIecce OpraHu3aIlui CEPBUCHOTO 00CITY)KHBaHUS MMOTPEOUTEINEH Ha TPAHCIIOPTE.

18. MeTtoasl co3naHus M MOAEPKKH O€30MacHBIX YCIOBHN 0OCTY)KUBaHUS
NacCaXMPOB, B TOM YHCIE MPH BO3HUKHOBEHWW UPE3BBIUAHHBIX CUTyallMid B
IpoIlecce OpraHu3aIlui CEPBUCHOTO 00CITY )KHBaHUS MTOTPEOUTEINEH Ha TPAHCIIOPTE.

19. MeToapl mpuUMEHEHHsS]  KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHH B
CEpBHUCHOUM JIEATEIHHOCTH Ha TPAHCIOPTE B YCIOBHUSAX B3aUMOJCHCTBUS C
NOoTpeOUTENIIMH, B TOM YHCII€ HWHTEPHET-MIPOJABIKEHHS YCIyr B Ipolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOpTE.

20. Metoasl ydactus B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOIICHHH U
OpraHu3aldy Ipoiecca OOCTY>KMBaHHS TOTpeOUTeNed HAa OCHOBE NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OpPraHU3alUU CEPBUCHOTO
oOcy>)kuBaHMs TOTpeOUTENICH Ha TPAHCTIOPTE.

21. MeToasl yyacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIMEHTCKHUX
OTHOIICHUN B CEPBUCHOW JEATEIILHOCTH Ha TPAHCIOPTE C HCIOIb30BAHUEM
MHTEPHET-TEXHOJOTUA B TIPOILIECCE OpraHU3allil CEPBUCHOTO OOCIYKMBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

22. Metoapl BiaJ€HUS TEOPETHUUECKUMHU 3HAHUSAMU M MPAKTUYECKUMHU
IpUeMaMy YINpaBi€HHUs MpoeKTaMu B cdepe o0OcHyKuBaHUS B Ipoliecce
OpraHU3alUU CEPBUCHOIO 00CTYKMBAaHUS MOTpeOUTENEH Ha TpaHCIIOpTE.

23. Meroasl  ympaBi€HHS ~ TYPUCTCKO-PEKPEAllMOHHBIMU  MPOEKTaMH,
METO/Ibl TJIAHUPOBAHUS U MOHUTOPUHT JIE€ATEIHOCTH CEPBUCHON KOMIIAHUU B cdepe
TPaHCIIOpPTa B MPOLIECCE OPTaHMU3ALNUN CEPBUCHOTO OOCITYy)KMBaHUS MOTpeOUTENEH Ha
TPaHCIIOpTE.

24.  Metoasl BbIOOpa MaTepHUANBHBIX PECYPCOB, OO0OPYIOBAaHUS IS
OCYILIECTBJICHUS MPOIIecca CEPBHCA.

25.  MexaHu3M MPOBEJICHUS TIEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
cllydyasM U OMNpeAeNieHUs TPUYMH BO3HMKHOBEHHS TMIPETEH3WM B Mpolecce
OpTraHM3allU CEPBUCHOTO 0OCTY>KMBAaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

26. Metoasl pa3pabOTKU M HCIOIB30BAHHUS THUIOBBIX TEXHOJIOTHUYECKUX
IIPOLIECCOB.
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27. Metoasl GOpMHUPOBAHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
pErjlaMeHTOB IPOLIECCOB 00CITYKMBaHUs MOTPEOUTENEH Ha TpAaHCTIOPTE.

28. Meroasl B3aMMOJACHCTBUS C KIMEHTAMU MO OpraHU3aluu Ipoiiecca
oOciy>)kuBaHMsI TTOTpeOUTENe B cepe TrocTeNnpuuMCTBAa B MPOIIECCE OpraHU3alUU
CEPBUCHOTO OOCITYKMBaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

29. TpeboBaHusi NPOU3BOJCTBEHHONW AMCIUIUIMHBI, MPaBWJI MO OXpaHe
TpyJa U MOKapHOI 6€30MacCHOCTH MPU OCYIIECTBICHUH TEXHOJIOIMYECKOro Impolecca
B [IPOLIECCE OPraHU3alMi CEPBUCHOTO OOCITYKMBaHUsI OTPeOUTENEH HA TPAHCIIOPTE.

30. Meronsl BBIOOpa OpPraHM3AIMOHHBIX PEIICHUH s (QOpMHUpPOBAHUS
CEPBUCHOW CHUCTEMBbI OOCITYXUBaHUS C HUCIOJIb30BAHUEM METOJOB OpraHU3alud U
yIpaBJICHUS UMYIIECTBEHHBIM a’pOIMOPTOBBIM KOMIUIEKCOM M aKTUBAMHU CEPBHCHBIX
OpEeaNpUsTAN Ha TPAHCIOPTE B MPOLECCE OpPraHU3alMy CEPBUCHOTO O0CIYKUBaHUS
notpeduTenei Ha TpaHCIopTe.

31. MeTonbl  OCYHIECTBIEHHS  OpPraHU3AIMOHHOIO  OOCIYXKMBaHUS
aBUALIMOHHOW WHOPACTPYKTYphl W OPraHM3alMOHHOTO o0ecreueHus mpolecca
CEPBUCHOTO O0CITYKMBaHUS B adpONOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B IpoIecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

Tunosvie cumyayuonnvle 3a0aHus OJis peulenus Ha NPAKMUYECKUX 3aHAMUX

[IpemnoxuTe METONbI B3aUMOJICHCTBUS C KIMEHTAaMU TI0 OpTraHHU3AINH
nporecca 00CIy:KUBaHUSI TOTpeOuTeneil B cdepe TOCTENPUUMCTBA C  YYETOM
000CHOBaHUS 0€30MACHOCTH 00CITY>)KMBaHMsI HA TPAHCIIOPTE HA MPUMEPE KOHKPETHON
OpraHu3alNN.

Tema 14. TIlpoueccbl ympaBiieHHs, OpraHM3allMOHHAs CTPyKTypa U
IPOU3BOJCTBEHHBIN MEHEIKMEHT CEPBHUCHOTO MPENNPUATHS Ha TPAHCIOPTE, B TOM
quclie B chepe BO3AYIIHOTO TPAaHCIIOPTA.

Ilepeuenv munogvix 80npoCco8 OJisl YCMHO20 ONPoca

1. [Ipennpustus, oka3pIBaIONINE YCIYTH HACEICHUIO HA TPAHCIIOPTE, B TOM
quclie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

2. OcobeHHOCTH 0O0IIETr0 YINPaBICHUS CEPBUCHBIM TMPEANPUATACM Ha
TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

3. OYHKIUMYU U 337124l OOIIET0 YIPaBJICHUs] CEPBUCHBIM MPEANPHUATHEM HA
TPAHCTIOPTE, B TOM YHUCIE B cepe BO3AYITHOTO TPAHCIIOPTA.

4, OpranuzaniioHHass  CTPYKTypa  CEPBUCHOIO  MPENNpUATHS  Ha
TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

5. @DopMbI OpraHU3alMKA CEPBUCHBIX MPEANPUSATHN HA TPAHCIIOPTE, B TOM
qrciie B cpepe BO3AYIIHOTO TPAHCIIOPTA.

6. [Ipon3BOACTBEHHBIN MEHEI)KMEHT.

1. Oco0eHHOCTH TIPOM3BOJICTBEHHOTO MEHEI)KMEHTa Ha CEPBUCHOM
MPEANPUATAN HA TPAHCTIOPTE, B TOM YHUCIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

8. OcHOBHBIE HaTpaBJICHUS MIPOU3BOJICTBEHHOTO MEHEKMEHTA

NpeAnpusTUuss cepBuca (pa3padaTbiBaTh TEXHOJOTHUU Tpoliecca CepBHCa, Pa3BUBATH
CUCTEMBbI KIIMEHTCKUX OTHOIICHUH C y4eTOM TpeOOBaHUI OTpeOUTEN).
Q. Metoasl MOMCKa, KPUTUYECKOTO aHaiM3a U CHUHTe3a HHPOpPMAllUU B

MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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10. MexaHu3M CHUCTEMHOTO MOJX0JIa JJis PEIICHUs MOCTAaBIECHHBIX 3a/1a4 B
MpoIiecce OpraHu3alui CEPBUCHOTIO OOCTYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.

11. Meroasl TPUMEHEHHS]  CHUCTEMHOTO  TMOJAXOJda JUIS  PEIICHUS
MOCTaBJICHHBIX 3aJlad B TMPOIECCEe OpraHu3alud CEPBUCHOTO OOCTYKHBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

12. Meroasl OCYIIECTBICHUS COLMAIIBHOTO B3aUMOJICUCTBUS U peaTu3aiiu
CBOEH pOJMM B KOMaHJAE€ B MPOLECCE OpraHU3alMud CEPBUCHOTO OOCITY>KUBaHUS
noTpeduTesie Ha TpaHCTIOpTe.

13.  Meroasl omnpeneneHuss M pealud3alid CBOEM pPOJM B KOMAHIE B
IpoIIeCCe OpraHU3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAaHCIIOPTE.

14. Meroasl oOecreueHusl COIMAILHOTO B3aWMOJICUCTBUS B TIpoliecce
OpraHU3aIMy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENCH HA TPAHCTIOPTE.

15.  Meroasl BOCHPUSATUS MEXKKYIbTYPHOTO pa3HOoOOpazusi oO0IIecTBa B
COITMATIBHO - MCTOPUYECKOM, dTHUUYECKOM U (UIOCOPCKOM KOHTEKCTax B Mpoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

16. Meroasl NMpuMEHEHUsI OCOOCHHOCTEM MEXKYJIbTYPHOTO pa3zHOOOpa3us
oO1iecTBa B MPOIECCE OPraHU3allMM CEPBUCHOTIO OOCTY>KMBaHUS TMOTpeOuTeneld Ha
TpPaHCIIOPTE.

17. Meroasl pemieHUs MPOU3BOJCTBEHHBIX KOH(MIUKTOB C  Y4ETOM
O0COOCHHOCTEH MEXKYJIBTYPHOTO pa3zHOOOpa3us oOIIecTBa B MPOIECCe OpraHU3aluu
CEPBHUCHOTO OOCITYKMBaHUS MOTpeOUTENEH Ha TPAHCTIOPTE.

18. Meroasl  co3maHuss M TMOAACPKKH  O€30MACHBIX  yCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYallUd B
Ipolecce OpraHu3alii CEPBUCHOTO 00CITYKMBaHUS MTOTpEeOUTENeH Ha TpaHCTIOpTE.

19. Meroasl co3gaHuss W TOAJEpKaHUS ~ O€30MacCHBIX  yCIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJI€ NP BOSHUKHOBEHUHU YPE3BBIUAWHBIX CUTYallul B
IpOIEeCCe OpTraHU3alMK CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpAHCIIOPTE.

20. Mertoasl co3maHus U TOJIEPKKH O€30IMaCHBIX YCIIOBHM 00CITYKUBaHUS
NacCa)kXUpoB, B TOM 4YHCIE TMPU BO3HUKHOBEHUM UPE3BBIYANHBIX CHUTyalluid B
IPOIECCe OpTraHU3aIMKA CEPBUCHOTO 00CITYKMBAHUS MTOTPEeOUTENEH Ha TpAaHCIIOPTE.

21. MeToasl TpPUMEHEHUS  KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHH B
CEpBUCHOW JESATEIbHOCTH HAa TPAHCIOPTE B YCIOBHUSIX B3aUMOJIECHUCTBUS C
MOTpeOUTENSIMU, B TOM YHCII€ WHTEPHET-MPOABIKCHHUS YCIyr B IIpoliecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENICH Ha TPAHCIIOPTE.

22.  Metoasl y4actus B pa3paboOTKe CHCTEMbl KIUEHTCKUX OTHOIICHUH H
OpraHu3aluu IMpolecca oOCTyKMBaHHS MOTpeOHUTeNiell Ha OCHOBE MNPUMEHEHUS
3aKOHO/ATENIbHBIX aKTOB W IMPABOBBIX HOPM B MPOIECCE OPraHU3alMU CEPBUCHOTO
oOcy>KWBaHMsI IOTPEOUTENEH Ha TPAHCTIOPTE.

23. MeToasl y4yacTusi B COBEPIICHCTBOBAHMHM CHUCTEMBI KIMEHTCKHX
OTHOLIEHUM B CEPBUCHOM JEATEIbHOCTH Ha TPAHCIOPTE C HCHOJIb30BaHUEM
MHTEPHET-TEXHOJIOTUM B TMPOLECCE OpraHu3alli CEPBUCHOIO OOCIY>KUBaHUS
noTpeduTesie Ha TpaHCTIOPTE.

24. MeToasl BIAJEHUS TEOPETUYCCKUMH 3HAHUSMHU W TIPAKTUICCKUMU
npueMaMH yNpaBJIeHUsT TMpoeKTamMu B cdepe o0OCiIyX uBaHUS B Mpoliecce

OpraHU3alUy CEPBUCHOTO OOCITYKUBAHUS MOTPEOUTENEH HA TpAaHCIIOPTE.
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25. Meroasl  ympaBieHHS ~— TYPUCTCKO-PEKPEAllMOHHBIMH  MPOEKTaMH,
METO/IbI TNIAHUPOBAHUS U MOHUTOPHUHT JEATEIHLHOCTH CEPBUCHON KOMITAHUU B cepe
TpaHCIOPTa B MPOILIECCE OPraHU3ALMU CEPBUCHOIO 0OCIIY>)KHMBaHUsI OTpeOUTENE Ha
TPAaHCIIOPTE.

26. Mertonsl BbeIOOpa MaTepHATIBHBIX PECYpCOB, OO0OpYAOBaHUS s
OCYIIECTBJICHHSI IIPOLIECCa CEPBUCA.

27. MexaHU3M MPOBEJICHUS TIEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
cliydasM U OMNpeAeNieHHs TPUYMH BO3HMKHOBEHHS TMIPETEH3W B Mpolecce
OpraHu3alyy CEpBUCHOIO 00CITyKMBaHUs MOTpeOUTENe Ha TpaHCTIOPTE.

28. Metoasl pa3pabOTKU W WCIOIH30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
POLIECCOB.

29. Meroasl GpopMHUpPOBaHUS U BHEAPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pErjlaMeHTOB MPOLIECCOB 0OCITYKMBaHUs MOTPeOUTENeH Ha TpaHCTIOPTE.

30. MeTonabl B3aMMOJEHCTBUA C KJIMEHTaAaMH MO OpraHM3aluu Ipoliecca
oOcny>KuBaHMsI TIoTpeduTenei B chepe TOCTENPUUMCTBA B IMPOIIECCE OpraHU3aluu
CEPBUCHOTO OOCITYKMBaHUS MOTpeOUTENEH HA TPAHCTIOPTE.

31. TpebGoBaHus MPOU3BOJICTBEHHOW IUCIMIUIMHBI, TPAaBHI 10 OXpaHe
TpyJa U MOKapHO# 6€30MacHOCTH MPU OCYIIECTBICHUH TEXHOJIOTMYECKOT0 Mmpoliecca
B IIPOLIECCE OPraHu3ali CEPBUCHOTO OOCITYKUBaHUS MOTpeOUTENeH Ha TPaHCIIOPTE.

32. Metonbl BbIOOpa OpraHU3alMOHHBIX peleHud Il (HOPMUPOBAHUS
CEPBUCHOM CHUCTEMBI OOCITYKHMBAaHHS C HUCIIOJIb30BAHUEM METOJIOB OpraHU3allMh U
yIPaBJIEHUs UMYIIECTBEHHBIM a3POMOPTOBBIM KOMILIEKCOM U aKTUBAMHU CEPBUCHBIX
NPENNpUsATAN Ha TPAHCIOPTE B MPOIECCE OPraHU3aIlii CEPBUCHOTO OOCITYKHUBAHUS
norpeduTenel Ha TpaHCIOPTe.

33. MeTonpl  OCYIIECTBICHHUS OpPraHU3alUOHHOTO 00CTy>KUBaHUS
aBUAIIMOHHOW WHOPACTPYKTYphl W OPTraHM3AIMOHHOTO oOecreueHus Tmpolecca
CEPBUCHOTO OOCITYKMBaHUS B adPOMOPTY U Ha OOPTY BO3AYIIHOTO CYJHA B IIPOIECCe
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTPEeOUTENEH Ha TPAHCTIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUs O peUuleHUs Ha NPAKMU4eCcKux 3aHamusix

[Ipennoxxkure Meroabpl (GOPMUPOBAHUS W BHEAPEHUS KOPHOPATHUBHBIX
CTaHJApPTOB M PETJIAMEHTOB IPOILIECCOB OOCIY)KMBaHHUS MOTpeOUTENEH € YydeToM
o0ocHOBaHMS (YHKIIUNA U 3a7a4 OOIIETo YIPaBICHHs CEPBUCHBIM MPEANPUITHEM Ha
npUMepe KOHKPETHOM OpraHu3aluu.

Tema 15. Baxueiinmue pa3sHOBUJAHOCTH COIMAIBHOIO MEHE)KMEHTA Ha
CEPBUCHOM TMPEINPUATUU Ha TPAHCIOPTE, B TOM 4HciIe B cdepe BO3IYIIHOTO
TpaHCcHopTa

llepeuenv munogvix 60npoOCo8 OJisl YCMHO20 ONPOCA

1. Hcnonp3oBaHuEe OCHOB COLMAIBHOIO MEHEI)KMEHTa Ha CEPBHCHOM
MPEANPUATAN HA TPAHCTIOPTE, B TOM YUCie B chepe BO3AYIIHOTO TPAHCTIOPTA.

2. MeHemKMEeHT MepcoHajia Ha CEPBUCHOM MPEANPUATHH HA TPAHCIOPTE, B
TOM 4HuCJ€e B cpepe BO3AYIIHOTO TPAHCIIOPTA.

3. OcCOo0OEHHOCTH COLIMAJIBHOTO MEHEKMEHTa B OOCIYyKMBaHUM Ha
TPAHCIIOPTE, B TOM YHCIIE B c(hepe BO3AYIIHOIO TPAHCIOPTA.
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4, Oco0eHHOCTH MEHEKMEHTA MepCcoHalla Ha MPEANpUsTUIX CEepBUCA HA
TPAHCTIOPTE, B TOM YHUCIIE B chepe BO3AYNTHOTO TPAHCIIOPTA B Pa3BUTHIX CTpaHaX.

5. B3aumoneiictBue ¢ moTpeOUTENsIMU YCIYr Kak yIpaBieHYecKas 3ajayda
o0Cy’KMBaHMsI Ha TPAHCIIOPTE, B TOM YKCII€ B cpepe BO3AYLIHOTO TPAHCIIOPTA.
6. 3aKOHOMEPHOCTH U MPHUHIMUIB B3aUMOJEUCTBUSA IMpPEJCTaBUTENEH

MEHEKMEHTa C MOTPEOUTEISIMU B MPOIECCe OOCITy)KMBaHUS HA TPAHCIOPTE, B TOM
qrcie B cepe BO3AYITHOTO TPAHCIIOPTA.

7. ToroBHOCTBH mpencTaBUTENCH MEHEKMEHTA pa3padbaThIBaTh TEXHOJIOTHH
mpolecca CepBUCa, pPa3BUBATh CHCTEMbl KIMCHTCKUX OTHONIICHHH C YYETOM
TpeOoBaHUMN MOTPEOUTEIS.

8. Metoasl Mmoucka, KPUTHYECKOTO aHajivW3a M CHUHTe3a WHpopManuu B
IpoLEecce OpraHu3allKi CEPBUCHOTIO 00CITy KMBaHUS MOTpeOUTENeH Ha TpaHCTIOpTE.
Q. MexaHu3M CHUCTEMHOIO MOJAXOAa JIJIsl PElICHHs MOCTABJICHHBIX 3a7a4 B

IpoIIeCCe OpraHUu3aIiy CEPBUCHOTO OOCITYKUBAHUS MTOTPEOUTENCH HA TPAaHCTIOPTE.

10. Metonpl  nNpUMEHEHUS ~ CHUCTEMHOTO  TOJAXOJa  JJIsi  PEIICHHS
MOCTaBJICHHBIX 3a7ad B TMPOIECCEe OpraHu3allid CEPBUCHOTO OOCTYKHBaHUS
noTpeduTenel Ha TPaHCIIOPTE.

11. MeToabl OCYIIECTBICHUS COIIMATBHOTO B3aMMOJICHCTBUSA U peaau3aiiuu
CBOEH pOJM B KOMaHJE B MPOIECCE OPraHU3aIMUd CEPBUCHOTO OOCITY>KMBAHUS
noTpeOuTenel Ha TPaHCIIOPTE.

12. Metoab! onpenesieHns U pean3aluy CBOSH poJid B KOMaH i€ B IIpoIiecce
OpraHU3aIliy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

13. Metonpl obecrieueHUsl COIMAIBLHOTO B3aUMOJICHCTBUS B IIpoliecce
OpraHU3aIliy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

14,  MeTonpl BOCHPHUATHS MEXKKYJBTYPHOTO pa3HOOOpa3us oOIIecTBa B
COITMAIBHO - HMCTOPHYECKOM, 3THUYECKOM U (UIOCOPCKOM KOHTEKCTax B Tpoliecce
OpraHU3aIliy CEPBUCHOTO OOCITYKUBAHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

15. Metonpl mpuUMEHEHHS OCOOCHHOCTEH MEXKKYJIBTYPHOTO pa3HOOOpasus
oOIiecTBa B IPOIECCE OPTaHW3alMKM CEPBHUCHOIO OOCTY)KMBaHUS TOTpeOUTeNeld Ha
TpPaHCIIOPTE.

16. MeTonpl pemieHUS  MPOM3BOJCTBEHHBIX KOH(DJIMKTOB €  Y4ETOM
0COOCHHOCTEH MEXKYJIBTYPHOTO pPa3HOOOpa3us OOIIecTBa B MPOIECCE OpraHU3alluM
CEPBUCHOTO OOCITY)KUBaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

17. Metonsl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbIX YCIIOBUU
KU3HEACATEILHOCTH, B TOM YHCJIE TP BOSHUKHOBCHUHU UPE3BBIUYAWHBIX CUTYyaIlUl B
MPOIeCCEe OPTraHu3aIuy CEPBUCHOTO 00CTYKUBAaHUS MMOTPEOUTENIEH HAa TPaHCIIOPTE.

18. Metonpl  co3maHMs WM TMOJUICP)KAHHMS — OE30MAacCHBIX  YCIOBHH
KU3HEACATEILHOCTH, B TOM YHCJIE TP BOSHUKHOBCHUHN UPE3BBIYAMHBIX CUTYyaIlul B
MPOIeCCEe OPraHu3aIlii CEPBUCHOTO 00CTYKUBAaHUS MOTPEOUTENIEH Ha TPaHCIIOPTE.

19. MeToabpl co3maHus W MOJICPKKH O€30MMacCHBIX YCIOBUM OOCITYyKUBaHHS
MacCaXMPOB, B TOM YHCIIC IIPH BO3HMKHOBCHUH YPE3BBIYANMHBIX CHTYyallHd B
MPOIECCE OPraHu3aIlui CEPBUCHOTO 00CTY)KUBAaHUS MOTPEOUTENICH HAa TPpaHCIIOPTE.

20. MeTonpl TPUMEHCHHS KIIMCHTOOPUEHTHPOBAHHBIX TEXHOJOTHH B
CEpBHCHON JCATEIPHOCTH Ha TPAHCIOPTE B YCIOBUAX B3aUMOJCHCTBUSA C
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noTpeOUuTesIMi, B TOM YHCIE HMHTEPHET-IPOABIKCHHUS YCIyr B TpoIecce
OpTraHM3allU CEPBUCHOTO 0OCTY>KMBAaHUS MOTPEOUTENEH Ha TpaHCIIOpTE.

21. Meroabl yyactusi B pa3pabOTKe CHCTEMbl KJIMEHTCKUX OTHOIICHHH H
OpraHM3alMy Tpolecca OOCTYyXHBaHHS TMOTpeOUTEeNell Ha OCHOBE NPUMEHEHUS
3aKOHO/ATEIbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OPTraHU3AIHNUA CEPBUCHOTO
oOCITy>)KMBaHHSI TOTPEOUTENEH HA TPAHCTIOPTE.

22. Meronpl yd4acTHSi B COBEPIICHCTBOBAHWU CHCTEMBI KIHUEHTCKHX
OTHOIIEHUH B CEPBHCHON [IEATEIHHOCTH Ha TPAHCIOPTE C HCIOJIb30BaHUEM
WHTEPHET-TEXHOJOTUH B TMPOILIECCEe OpraHu3alldd CEPBUCHOTO OOCTY)KHUBaHUS
notpeOuTenel Ha TPaHCIIOPTE.

23. Meronpl BIAJCHUS TEOPETUYCCKUMH 3HAHUSAMH M TPAKTHYCCKUMHU
npueMaMu  YIpaBJICHUsS TpoeKTaMu B cdepe OoOCITyKHBaHHS B Ipolecce
OpTraHM3aIMK CEPBUCHOTO 0OCTYKUBAaHUS MOTPEOUTENCH Ha TpaHCIIOpTE.

24. Meronpl ynpaBlIeHHs] TYPUCTCKO-PEKPEAIIMOHHBIMU MTPOCKTAMHU, METO/IbI
IUTAHUPOBAHUS W MOHUTOPHUHT JCATCIBHOCTH CEPBUCHON KoMIaHuu B cdepe
TPaHCIIOpPTa B MPOIIECCE OPTaHU3AINN CEPBUCHOTO OOCITY)KMBAaHHS MOTpEOUTENECH Ha
TpaHCIIOpTe.

25. Metonpl BbIOOpa MaTEpHANTBHBIX PECYpPCOB, OOOpYAOBaHUS s
OCYIIIECTBJICHHS MPOIIeCcCa CEPBHCA.

26. MexaHU3M MPOBEACHUS NIEPETOBOPOB C KIMECHTAMHU IO MPETEH3UOHHBIM
ClIy4assM U OMpeJeieHus TMPUYMH BO3HUKHOBEHMS TPETEH3WM B Tmpolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOpTE.

27. Meronpl pa3pabOTKX W MCHOJIB30BAHMS THUIOBBIX TEXHOJIOTHUECKUX
IPOIIECCOB.

28. Meroapl GopMUpOBaHHUS U BHEAPEHUS] KOPHOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB MPOLIECCOB 0OCITYKMBAHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

29. Meroapl B3aUMOJACHCTBUS C KIMEHTAMHU [0 OpraHU3allMy Ipoliecca
o0cITy>)KuBaHMs TOTPEOUTENEeH B cepe ToCTeNPUUMCTBA B IPOIIECCE OpraHU3aluM
CEPBUCHOT'O OOCTY)KMBaHUS TOTpeOUTENIel Ha TPAHCIIOPTE.

30. TpebGoBaHus MPOU3BOJACTBEHHON MUCIMILUIMHBI, TIPABUII IO OXpaHE TPy/ia
U TOXKapHOM O€30MacHOCTH MpPU OCYLIECTBIEHHWU TEXHOJIOTMYECKOro Ipolecca B
MpolIecce OpPraHr3aIii CEPBUCHOTO OOCTYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

31. Meroasl BbIOOpa OpPraHU3ANMOHHBIX pEIICHWH i (HopMupoBaHUS
CEPBUCHOW CHUCTEMBI OOCITYXHUBaHUS C HMCIIOJIb30BAaHUEM METOJOB OpPraHU3allud U
VIPaBICHUS UMYIIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM M aKTUBAMH CEPBHCHBIX
MPEANPUATANA HAa TPAHCIIOPTE B MPOIIECCE OPTAHMU3AIUU CEPBUCHOTO OOCITYKHUBAHUS
MOTpeOHTENICH HA TPAHCTIOPTE.

32. Meroasl OCYIICCTBIICHHSI OpPraHU3aIUOHHOTO o0CTyKUBaHUS
aBUAIMOHHOW WHOPACTPYKTYphl W OPTaHHU3AIMOHHOTO oOecreueHus Tporecca
CEpBUCHOT0 OOCTYXKHUBAHUS B a3pONOPTY U Ha OOPTy BO3AYIIHOTO CYAHA B MPOLECCE
OpraHu3alliy CEPBUCHOTO 00CITyKHBaHUS MOTPEOUTENECH HA TPAHCIOPTE.

Tunogvie cumyayuonnvle 3a0anus 0Jisl peuleHus Ha NPAKMUYECKUX 3AHAMUAX

[Ipenmoxxure  MeTOmbI  pa3pabOTKM W MCIOJB30BAHWS  THUIIOBBIX
TEXHOJIOTMUECKUX TPOIECCOB C YYETOM OOOCHOBAaHUS OCOOCHHOCTEH COLMAIBHOIO
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MEHEUKMEHTa B OOCIY)KMBAHMM HAa TPAHCIOPTE Ha MpPUMEPE KOHKPETHOU
OpraHU3alNH.

Tema 16. MapkeTuHr u omnpeaeneHue 3(pPEeKTUBHOCTH padOThl CEPBUCHOIO
MPEANPUITHS HA TPAHCTIOPTE, B TOM YHUCIIe B cpepe BO3IYITHOTO TPAHCIIOPTa

llepeuenv munogvlx 60npoOCo8 OJisi YCMHO20 ONPOCA

1. Mecto cepBrca B CUCTEME MAapKETUHTOBOM JIEATEIIBHOCTU MPEANPUSTUS
Ha TPAHCIIOPTE, B TOM YKCJIE B chepe BO3AYIIHOI'O TPAHCTIOPTA.

2. Crpareruss M TaKTUKa MAapKETUHra CEPBUCHOTO WPEANPUATUS Ha
TpPaHCIIOPTE, B TOM YKCJIE€ B c(hepe BO3AYIIHOTO TPAHCTIOPTA.

3. OCOOEHHOCTH  CETMEHTHUPOBAHUS BHYTPEHHEr0  MOTPEOUTEIHCKOTO
peiHka Poccun Ha TpaHcmopTe, B TOM unciie B chepe BO3AYITHOTO TPAHCIIOPTA.

4, [IpeanponaxkHoe u MoclenpoAakHOe OOCIyKUBAaHHE B JIESITCIBHOCTH
IpEeANpPUITHS HA TPAHCIIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCTIOPTA.

5. Crpareruu mocCHIenpoaaXHOTO OOCTY)KUBAaHUS Ha TPAHCIIOPTE, B TOM
gucie B chepe BO3yIMIHOTO TPAHCIOPTA.

6. Opranuzanus MocjaenpoIakKHOr0 00CIyKUBaHHUS Ha TPAHCIOPTE, B TOM
gucie B chpepe BO3yIIHOTO TPAHCIOPTA.

7. Jloructuka CEepBUCHOTO OOCIYKMBAaHHS HAa TPAHCIIOPTE, B TOM YHUCJE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

8. Metoasl  NPUMEHEHHS  CUCTEMHOrO0  MOJAXO0JMa  JUIsl  pelleHHUs
IIOCTABJICHHBIX 3a/aY.

9. MeTtoabl OCYIIECTBICHUS! COLMAIBHOTO B3aUMOJICUCTBUS M pPeaTU3alliu
CBOEH POJIM B KOMaH/IEC.

10. MeToabl yMeHUS ONPEACIATh U PEaTu30BBIBaTh CBOIO POJIb B KOMaH/IE.

11. Meroasl o0ecrieueHrs COMAIBHOTO B3aUMOIEHCTBHUS.

12.  Metonpl BOCHPHATHS MEXKKYJIBTYPHOTO pa3HOOOpa3us oOIIecTBa B
COITMATbHO- HCTOPUUYECKOM, dTHUYECKOM U (PrrocohcKoM KOHTEKCTaXx.

13. Metonpl npuMeHEHUsS OCOOCHHOCTH MEXKYJIbTYPHOTO pa3HOOOpasus
oO1ecrna.

14, Metonpl pemieHUS MPOU3BOJCTBEHHBIX KOH(JIMKTOB C€  Y4ETOM
0COOCHHOCTEH MEXKYIBTYPHOTO Pa3HO00Opa3us 00IIecTBa.

15. Metonsl CO3JIaHUS u MOJIJICPIKKH 0€e30IacHbBIX YCIIOBUU
KU3HEJIESITEILHOCTH, B TOM YHCJI€ MPU BOSHUKHOBEHUHU YPE3BbIYalHBIX CUTYAIIUH.

16. Metonpl  co3maHMS M TOJJEp)KaHUS ~ Oe30MacHbIe  YCIOBHS
KU3HEJIECSITEILHOCTH, B TOM YHCJIE€ TIPY BOBHUKHOBEHUM YPE3BBIYANHBIX CUTYyaIlMid Ha
TpPaHCIOPTE.

17. Mertoapl co3manusl M MOJJIEPKKH O€30MaCHBIX YCIOBUM OOCTYKMBaHUS
MacCaXMpoB, B TOM YHUCJIE NP BO3ZHUKHOBEHUH YPE3BBIYANHBIX CUTYAIIHH.

18. MeTonpl TpPUMEHCHHS KIIMCHTOOPUEHTHPOBAHHBIX TEXHOJIOTUHA B
CEpBHCHON JCATEIBHOCTH Ha TPAHCIIOPTE B YCIOBUSX B3aUMOJCHCTBUSA C
MOTPEOUTENISIMU, B TOM YUCJIE UHTEPHET-TIPOBMKEHUS YCITYT.

19. Metonpl ydactusi B pa3pabOTKE CHCTEMBl KIMCHTCKHX OTHOIICHUH W
OpraHu3aluy mporecca OOCITy)KMBaHHUS TMOTPeOUTENe Ha OCHOBE IPHUMEHEHHS

3daKOHOJATCIIbHBIX aKTOB M IIPABOBBIX HOPM.
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20. Meronpl y4acTUsi B COBEpIICHCTBOBAHMM CHUCTEMBI KIMEHTCKHX
OTHOIIEHUI B CEpPBUCHOM JEATENIBHOCTH Ha TPAHCIOPTE C HCIOIb30BAaHUEM
MHTEPHET-TEXHOJIOTUM.

21. Meronbl BbIOOpa OpPraHU3aLMOHHBIX pelIeHUd a1 (HOPMHUPOBAHUS
CEpPBUCHOW CHUCTEMBbI OOCIYXHBaHUS C HMCIIOJIb30BAHUEM METOJOB OpraHU3alUud U
YIPaBJIE€HUs UMYLIECTBEHHBIM a3pOMOPTOBBIM KOMIUIEKCOM U AKTUBAMHU CEPBUCHBIX
IIPEAINPUITUN HA TPAHCIIOPTE.

22. Metonasl OCYILIECTBIICHUS OpPraHU3aIMOHHOTO 00CITyKUBaHUS
aBUALIMOHHOW WHQPACTPYKTYyphl W OpraHu3alMOHHOE oOecreueHue mpolecca
CEPBUCHOTO OOCITYKMBAaHUS B a3pONOPTY U HA OOPTY BO3YIIHOTO CYy/IHA.

23. Meroapl BHaJeHUS TEOPETUYECKUMM 3HAHUAMH M TPAKTUUYECKUMU
npueMamu yIpaBJeHUs IpoeKTamMu B cepe o0cayKuBaHMUs.

24. Meronbl ynpaBleHHUs] TYPUCTCKO-PEKPEALIMOHHBIMU MIPOEKTaMU, METOIbI
IUIAHUPOBAHUSA M MOHUTOPUHT JESTENBHOCTH CEPBUCHOM KOMIaHuU B cdepe
TpaHCIOPTA.

25. Metonpl BbIOOpa MaTepHANTBHBIX PECYpPCOB, OOOpYAOBaHUS s
OCYIIECTBJIICHHsSI TIPOLIECCa CEpBHUCA, IPOBOJUT TMEPETOBOPHl C KIMEHTAMH TIO
PETEH3MOHHBIM CITy4YasiM U ONpeeNsieT MPUYUHbI BO3HUKHOBEHUS IPETCH3UH.

26. Meroapl pa3pabOTKX W MCHOJB30BAHMS THUIOBBIX TEXHOJIOTHUECKUX
IPOIIECCOB, METOJbI (POPMUPOBAHMS U BHEAPEHUS KOPIHOPATUBHBIX CTAHIAPTOB U
PErJIaMEeHTOB TPOLIECCOB OOCITY)KMBaHUSI TMOTpEeOUTENEe Ha TPaHCHOPTE, METOIbI
B3aMMOJICUCTBUS C KJIMEHTaMH [0 OpraHu3aluyd T[polecca 00CITyKHUBaHUS
norpedurenei B cepe rocTenpuuMcTBa.

27. Meroapl y4dThIBaHUS TPEOOBAHHN MPOW3BOJICTBEHHOW TUCIHUILIUHBI,
OpaBWJI 1O OXpaHe Tpyla U TOXKapHOW O€30MaCHOCTH TMPU OCYIIECTBICHUU
TEXHOJOTUYECKOTO Tpoliecca.

Tunosvle cumyayuorHbvle 3a0aHUs O peUleHUs Ha NPAKMUYeCKUX 3aHAMuUsaX

[Ipennoxxutre MeTonbl METOABI (POPMHUPOBAHUS W BHEAPEHUS KOPIOPATUBHBIX
CTaHJApTOB M PETJIaMEHTOB TMPOIECCOB OOCTY>KUBAHHS TMOTpPEOUTENEH C y4eTOM
000CHOBaHHMS OCOOCHHOCTEH CErMEHTHUPOBAHHUS BHYTPEHHEIO0 MOTPEOUTEIHCKOTO
peiHka Poccun Ha TpaHcopTe Ha IPUMEPE KOHKPETHOU OpraHU3alnu.

IpumepHbIi NepevyeHb TEM KOHTPOJBLHBIX PadoT no qucuuniuHe «CepBucHasi
AeSITeIbHOCTh HA TPAHCIIOPTE»
2 kypc (cemecTp 3)

1. CoumanbHble TPEANOCHUIKA BO3HUKHOBEHHS W PAa3BUTUS CEPBUCHOU
JESTETHbHOCTH.

2. Juddepennmanuss 3aHATHA W CONMAIBHBIX pOJIEH B MEPBOOBITHOM
KyJbType U apXandeCKUX COOOIIEeCTBAX.

3. 3apokaeHue U pa3BUTHE YCIYT B OOMIECTBAX APEBHETO MUPA.

4. VYcayru B cpeIHEBEKOBOM o0I1iecTBe 3amagHoi EBporibl.

5. OcHoBBI nuBepcU(HUKAIIUNA CEPBUCHON NEATEIHLHOCTH B COOTBETCTBHH C
STHOKYJIbTYPHBIMH, HWCTOPUYECKUMH W PEIUTHO3HBIMU TpagulusMu B cdepe

BO3/IYLITHOT'O TPAHCIIOPTA.
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CouunanbHO-3KOHOMHUYECKAsl XapaKTEPUCTHKA COBPEMEHHOTO OOLIECTBA.
VYcenyru B COBpeMEHHOM OOIIIECTRE.
VYenyru B MHAYCTpUATIBHOM MPOU3BOICTBE.

9. BnusHWe = WHAYCTPUAIBHOTO  MPOU3BOJACTBA  HAa  CEPBUCHYIO
NS TENbHOCTb.

10. CepBucHas neATeIbHOCTh B Pa3BUBAIOIINXCS CTpaHaX.

11. CepBucHasi JeSITENBHOCTH B pa3BUBAIOIIUXCSA CTpaHax B cdepe
BO3JIYIIIHOT'O TPaHCIOpPTA.

12. OcHOBHbIE TICUXOJOTHYECKHE OCOOEHHOCTHM MOTpPEOUTENsi B Mpolecce
CEpBUCHOM JESITEIBHOCTH.

13. H3meHeHue pojid  CEPBUCHOM  JICSITEIBHOCTM B  COBPEMEHHOM
SKOHOMUYECKOM U OOIIIECTBEHHOM Pa3BUTHUH.

14. UnteHcudukamus MeKIyHApOIHOTO OOMEHa yclIyraMyu Ha TPaHCIOpTe,
B TOM 4ucJje B cepe BO3AYIIHOTO TPAHCIOPTA.

15. DKOHOMMYECKHE U COLMAJIbHBIE ACIEKThl CEPBUCHOM JCATEIHLHOCTH Ha
TPAHCIIOPTE, B TOM YHUCJIE B cepe BO3AYIUTHOTO TPAHCIIOPTa COBPEMEHHOTO THUTIA.

16. CoBpeMeHHBIE CYOBEKTHI CEPBHUCHOW JACATEILHOCTH HA TPAHCIOPTE, B
TOM 4ucie B chepe BO3AYIIHOTO TPAHCTIOPTA.

17. TlpenmocraBieHue ycIyr Ha TpaHCIIOPTe, B TOM 4ducie B cdepe
BO3JIYIITHOTO TPAHCIIOPTa KaK MPOIYKT CEPBUCHOM JEATEILHOCTH.

18. JlyXxoBHBIE yCIyTH.

19. JIuunble ycayru.

20. CoumanbHbIE YCIYTH.

21. DxoHOMHYECKasi CYIIIHOCTb CEPBUCHOM ESITEIIbHOCTH.

22. DKOHOMHYECKasi CYIIHOCTh CEPBUCHOM NESITENbHOCTH Ha TPAHCIIOPTE, B
TOM 4Hcie B chepe BO3AYIIHOTO TPAHCTIOPTA.

23. CepBucHas JAesATEILHOCT, Ha TpAHCIOPTE, B TOM uyucie B cdepe
BO3JYIITHOTO TPAHCIIOPTA B CTPYKTYPE XO3IUCTBEHHON MPAKTUKHU.

N

IpuMepHDBIii epeYeHb TeM KOHTPOJILHBIX padoT mo qucuuiinie «CepBucHast
AeATEJbLHOCTh HA TPAHCIOPTE»
2 Kypc (cemectp 4)

1. [TIpon3BOACTBEHHBIM MEHEI)KMEHT Ha CEpPBUCHOM MPEANPUSITUM Ha
TPaHCIIOPTE, B TOM YHCJIC B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

2. VYenyru B apxanueckom oOILIEeCTBE.

3. IlonsaTne conuanbHONM OTBETCTBEHHOCTH, COIIMAIbHBIM MEHEKMEHT Ha

CEPBUCHOM TMpPEANPUSTUM Ha TPAHCIOPTE, B TOM 4YHUCJIE B c(epe BO3IYIIHOTO
TPAHCNOPTA.

4, VYenyru B CpelHEBEKOBOM OOIIECTBE.

5. MeHemKMEHT MmepcoHalia Ha CEPBUCHOM TIPEINPUSATHN HA TPAHCIIOPTE, B
TOM 4YHCIie B chpepe BO3MYIIHOTO TPAHCIIOPTA.

6. Ycayru B mHAyCTpHATBLHOM OOIIECTBE HAa TPAHCIIOPTE, B TOM YHCIIC B

chepe BO3AYLIHOTO TPAHCIIOPTA.
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7. CermeHnranusi norpeduteneil B cepe cepBuca Ha TPaHCIOPTE, B TOM
qucie B cepe BO3AYIIHOIO TPAaHCIIOPTA.

8. Cdepa ycnyr Ha TpaHCHOpPTE, B TOM 4YHCIEe B cepe BO3AYLIHOTO
TpaHcIopTa B COBpeMeHHOU Poccun.
9.  OpraHu3alMOHHO-TIpaBOBbIE  (OpPMBI  TPEINPUHUMATEIHCTBA B

CEpBHUCHOM JESATENPHOCTH HAa TPAHCIOPTE, B TOM 4YHUCIE B cdepe BO3AYIIHOTO
TpaHCIOPTA.

10. OpraHuzanmoHHas CTPYKTypa CEPBUCHOTO MPEANPHUATHS Ha TPAHCTIOPTE,
B TOM 4HMciie B c(pepe BO3AYIIHOIO TPAHCIOPTA.

11. TloctunayctpuanbHOe OOIIECTBO M cdepa cepBUca HA TPAHCIOPTE, B
TOM YHCJIC Ha BO3AYIIIHOM TPAaHCIIOPTE.

12.  TlpeanochiIkd BOZHUKHOBEHUS U Pa3BUTHS CEPBUCHOM NIEATEITHHOCTH.

13. Kynsrypa B cdepe cepBuca Ha TpaHCHopTe, B TOM uucie B chepe
BO3YIITHOTO TPAHCIIOPTA.

14. CepBucHas IeATENBHOCTh KaK (opMa YAOBICTBOPCHHS UYEIOBEYCCKUX
NOTPEOHOCTEH.

15. BiumsHue KynbTyphl Ha MOBEJICHUE MOTPEOUTENCH Ha TPAHCTIOPTE, B TOM
quclie B cepe BO3AYITHOTO TPAHCIIOPTA.

16. AccopTuMeHTHas TOJHWTHKA B cepe cepBHca Ha TPAHCIOPTE, B TOM
YKCJie Ha BO3AYIIIHOM TPAHCIIOPTE.

17. Dcretuka B cepBHCE Ha TPAHCIOPTE, B TOM YHUCIE B cpepe BO3MYIIHOTO
TpaHCIIOPTA.

18. HMuHOBanMoHHas MOJUTUKA CEPBUCHOTO MPEANPUATHS HA TPAHCIIOPTE, B
TOM 4HCIIE B c(hepe BO3IYIIHOTO TPAaHCIIOPTA.

19. Mapxketunr B cpepe yciayr Ha TPAHCIIOPTE, B TOM UYKCJIE HA BO3YIIIHOM
TPaHCIIOPTE.

20. BenuypHsIii Ou3Hec B cdepe cepBuca.

21. HWuauBuayallbHO-TMYHOCTHBIC u COLIMANTbHO-KOPTIOPATUBHBIE
NPENNOChUTKA pa3BUTUsL OuW3HEca B cdepe yciayr Ha TPaHCIOpTE, B TOM YHCIIE Ha
BO3/yIIIHOM TPAHCIIOPTE.

22. ®panuaii3uHT B cpepe cepBuca.

23. Koukypenmusi B cdepe cepBuca Ha TpaHCHOPTE, B TOM YHCIE Ha
BO3/yLITHOM TPAHCIIOPTE.

24.  OcobenHoctd paboOThl B KOHTAaKTHOM 30HE C TOTpEOUTENEM,
KOHCYJbTHPOBaHHE, COIJIacOBaHME BHJAa, (OPMbI M Ipolecca CepBHca Ha
TPaHCIIOPTE, B TOM 4HCIe B cepe BO3AYIIHOTO TPaHCTIOPTA.

25. Yd4er OCHOBHBIX TICUXOJOTUYECKHX OCOOCHHOCTEH TmMOTpeOuTens B
MPOIIECCE CEPBUCHOM NESITENBHOCTH U UX BIMSAHUE HA BOCHPUATHE KadyecTBa YCIYT
MoTpeOduTENIeM Ha TPAHCTIOPTE, B TOM YHCIIE B Chepe BO3AYITHOTO TPAHCIIOPTA.

26. JluBepcudukammsi CEpPBUCHON JCATEIHBHOCTH B COOTBETCTBUU C
ATHOKYJIBTYPHBIMH, UCTOPUUECKUMHU U PEIIMTHO3HBIMU TPAAUIUSMU Ha TPAHCIIOPTE,
B TOM 4HCJie B c(hepe BO3AYIIHOIO TPAHCIOPTA.
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IIpumepHDBIii epevyeHb BONPOCOB K IK3aMeHY JUIS MPOBeIeHHsT MPOMEKYTOYHOI
aATTeCTAIIMHU MO JUCHHIINHEe «CepBUCHAN AeATEIbHOCTD HA TPAHCIIOPTE»
(2 kypc (3 cemecTp))

1. DKOHOMHUYECKAs CYIIHOCTh CEPBUCHOM NIEATEILHOCTH Ha TPAHCIOPTE, B
TOM YHUCJIE B cpepe BO3AYLUTHOTO TPAHCIIOPTA.

2. DTHKa B CEpBUCHON JEATEILHOCTH Ha TPAHCIIOPTE, B TOM YHCIE B cepe
BO3JIYIIIHOT'O TPAHCIIOPTA.

3. Cdepa yciyr B COBETCKUIM NIEPHUOI.

4, JlenoBas »THKa M JEJIOBOM 3TUKET B cepe cepBHUca Ha TpaHCHOPTE, B
TOM YHKCJIE Ha BO3AYIITHOM TPAHCIIOPTE.

5. Knaccudukanus ycnyr Ha TpaHCHopTe, B TOM 4Hcie B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

6. [TonsiTue npodeccuoHanbHOr0 KOAEKCa Ha TPaHCIOPTE, B TOM YHUCIE B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

7. [Tpodeccuonanbhplii KOJEKC pabOTHUKA cephl CEpBUCA HA TPAHCIIOPTE,
B TOM 4HCJIE B cpepe BO3AYUTHOTO TPAHCIIOPTA.

8. WNnpyctpus cepBrca Ha TpaHCIIOPTE, B TOM YHUCIE B cepe BO3IYIIHOTO
TpaHCIOPTA.

Q. [lcuxonorus cepBUCHON NESITEILHOCTH HA TPAHCIOPTE, B TOM YHMCIE B

cdepe BO3IYyILIHOTO TPAHCIIOPTA.

10. TocynmapcTBeHHOE peryjaupoBaHHE CEPBUCHOW JESATEIHHOCTH Ha
TPAHCIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

11. Tlonsatue wumumka npeanpustus. WUMumk npeanpusTus cepBuca Ha
TPAaHCIIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

12.  TocynapcTBO Kak CYOBEKT CEPBUCHOM JEATEIHHOCTH.

13. HWudopmammonHas KyJabTypa W YypOBHHM 3alllMThl HH(pOpMAIIUU Ha
TPAHCIIOPTE, B TOM YHUCIIE B cepe BO3AYIUTHOTO TPAHCIIOPTA.

14,  ®opwmsl oOcTyXKHBaHUS TOTPeOHUTENICH B chepe cepBrca Ha TPAHCIIOPTE,
B TOM YHMCJI€ Ha BO3JIYIITHOM TPAHCIIOPTE.

15. Tlonsatue u crienudrika KOHTAKTHON 30HBI HA TPAHCIIOPTE, B TOM YHCJIC B
chepe BO3AYITHOTO TPAHCIIOPTA.

16. JKu3HEHHBIN IUKI yCIyTH M €ro y4eT B JEATEIbHOCTU NPEINPHUSATHS
cepBHCa Ha TPAHCIIOPTE, B TOM YHCIIe B chepe BO3AYIIHOTO TPAHCTIOPTA.

17. TlomsaTtue kauecTBa yCIyr Ha TpaHCIOpPTe, B TOM dHcie B cdepe
BO3JIYIITHOTO TPAaHCTIOPTA.

18. Vcnyra u ee cmenmduka Kak ToBapa Ha TPAHCIOPTE, B TOM YHCIIC B
chepe BO3AYINTHOTO TPAHCIIOPTA.

19. VmpaBneHue KadyecTBOM Ha MPEANPUITHIX CEpBHCA HA TPAHCIIOpPTE, B
TOM YHCJIE B chepe BO3AYITHOTO TPAHCIIOPTA.

20. TlpenmpomaxHBIi CEpBUC HA TpPAHCIOPTE, B TOM dYHcie B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.

21. OOmee ympaBieHUE MPEANPHUATHEM CEPBHCA Ha TPAHCIOPTE, B TOM
yucie B cdepe BO3AYIIHOIO TPAaHCIOPTa: (PYHKUIUU U 3a]a4H.

142



22. llocnenpojaxHblii CEpBUC HA TPAHCHOPTE, B TOM 4ucie B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

23. IIpou3BOJACTBEHHBII MEHEIKMEHT Ha CEPBUCHOM TMPEANPHUITHH Ha
TPaHCIIOPTE, B TOM YHCIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

24,  VYciyru B apXxaundeckoM OOIIECTBE.

25. TloHsATHE COIMANBHOM OTBETCTBEHHOCTH, COIIMAIBHBIA MCHEKMEHT Ha
CEepBHCHOM TPEANPUATAN Ha TPAHCIOPTE, B TOM 4YHCIE B cdepe BO3IYIIHOTO
TpaHCIOpTa.

26.  Ycuyru B CpeiHEBEKOBOM OOIIECTBE.

27. MeHeDKMEHT IepcoHalia Ha CEPBUCHOM MIPEANPUATAN HA TPAHCIIOPTE, B
TOM 4HCIIe B cpepe BO3AYIUTHOTO TPAHCIIOPTA.

28. Yciyru B MHIYCTpHAJIbHOM OOIIECTBE HA TPAHCIOPTE, B TOM YHCJE B
cdepe BO3IyIIHOTO TPAaHCTIOPTA.

29. CermenTanus noTtpeduteneil B cepe cepBuca Ha TpPaHCIOPTE, B TOM
yrcie B chepe BO3AYITHOTO TPAHCIIOPTA.

30. Cdepa ycayr Ha TpaHCHOpPTE, B TOM YHCIE€ B cdepe BO3IYITHOTO
TpaHCIopTa B COBpeMeHHOU Poccuu.

31. OpraHu3allMOHHO-TIPaBOBbIC  (OpPMBI  MpEANPHUHUMATEIBCTBA B
CEpBHUCHOU JMEATEIHHOCTH Ha TPAHCIOPTE, B TOM YHUCIEe B cdepe BO3AYIIHOTO
TpaHCIOpTa.

32. OpraHu3allMOHHas  CTPYKTypa  CEPBUCHOTO  MPEANpHUATHS  Ha
TPAHCIIOPTE, B TOM YHUCIIE B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

33. TlocturnycrpuanpHoe 00miecTBO U cepa cepBHUca Ha TpaHCIOpPTE, B
TOM YHKCJIE Ha BO3AYIITHOM TPAHCIIOPTE.

34.  IlpenmnochuUiKy BOSHUKHOBEHHS M Pa3BUTHUSI CEPBUCHOM €SI TEIILHOCTH.

35. Kynerypa B cepe cepBuca Ha TpaHCIOpPTe, B TOM 4HCIEe B cdepe
BO3/yIIHOTO TPAHCIIOPTA .

36. CepBucHas JIeITEIBHOCTh Kak (hopMa YIOBIETBOPEHHUS YEIOBEUYCCKHUX
OTPpeOHOCTEH.

37. BrnusHue KynbTypbl Ha TIOBEICHUE TIOTPEOUTENEH Ha TPAHCIIOPTE, B TOM
qucie B chepe BO3AYIIHOIO TPAHCIIOPTA.

38. I[udpoBas MOOMILHOCTH HACEICHHUS.

39. AccopTuMeHTHas TMOJHWTHKA B cepe cepBuca HAa TPAHCIOPTE, B TOM
qrclie Ha BO3YITHOM TPAHCIIOPTE.

40. Dcrerrka B CepBHCE Ha TPAHCIOPTE, B TOM YHUCIE B chepe BO3MYIIHOTO
TPaHCIIOPTA.

41. VuHoBanuoHHAs MOJUTHKA CEPBUCHOTO MPEANPUATHS HA TPAHCIIOPTE, B
TOM YHCJIE B cpepe BO3AYLUTHOIO TPAHCIIOPTA.

42. MapxkeTuHr B cepe ycayr Ha TPAHCIIOPTE, B TOM YUCJIE Ha BO3IYITHOM

TPaHCIIOPTE.
43. BeHuypHbIii Ou3HEC B cepe cepBUca.
44,  VaauBuayanbHO-JTIMYHOCTHBIC 1 COIMATbHO-KOPIIOPATUBHBIC

MPEANOChUIKM pa3BUTHsl Ou3Heca B cdepe yciIyr Ha TPaHCIOPTE, B TOM YHUCIE Ha
BO3YIIIHOM TPAHCHOPTE.

45.  ®panuaii3uHr B cepe cepBuca.
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46. KonkypeHuuss B cdepe cepBuUca Ha TPAHCIOpPTE, B TOM 4YHUCIE Ha
BO3/IYLITHOM TPaHCIIOPTE.

47.  OcobeHHocTd pabOThl B KOHTAKTHOM 30HE € MOTpeOUTENEM,
KOHCYJIhTUPOBAaHMUE, COTJIacOBaHWE BHAa, (OpMBI U TMpolecca cepBUca Ha
TpPaHCIIOPTE, B TOM YKCIIC B cpepe BO3YITHOTO TPAHCIIOPTA.

48.  VYd4er OCHOBHBIX IICHXOJIOTMUYECKHX OCOOEHHOCTEM moTpeduTens B
MPOIIECCe CEPBUCHOM NESITEIBLHOCTH M UX BIUSHHUE Ha BOCIPHUSATHE KAayeCTBa YCIYT
noTpeduTesieM Ha TPAHCIIOPTE, B TOM UUCIIE B cpepe BO3IYIIHOTO TPAaHCIIOPTA.

49. JluBepcudukaiys CEpPBUCHOU JEATEIBHOCTH B COOTBETCTBUU C
STHOKYJbTYPHBIMU, UCTOPHUYECKHUMH U PEIIUTHO3ZHBIMHU TPATUIIMSIMHA HA TPAHCIIOPTE,
B TOM 4HCJI€ B c(hepe BO3AYIIHOT'O TPAHCTIOPTA.

50. Jloructuka Ha MPEANPUSATAU CEpBHCA HA TPAHCIOPTE, B TOM YHUCIE B
chepe BO3AYIIHOTO TPAHCIIOPTA.

51. Texuosoruu mpolecca CcepBUCa W OCOOCHHOCTH  KJIMEHTCKUX
OTHOIIICHUM ¢ y4eToM TpeOOoBaHMI MOTpeOUTENss Ha TPAHCIOPTE, B TOM YHCIIC B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

52.  OcHOBHI JHBEpCH(PUKAIIMA CEPBUCHOHN JCATCIBHOCTH B COOTBETCTBHH C
STHOKYJbTYPHBIMHU, UCTOPUYECKUMH M PEITUTHO3HBIMU HA TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

53. Meroapl MOWCKA, KPUTHYECKOTO aHAIW3a W CHHTE3a WHOOpMalUH B
Ipolecce OpraHu3ali CEPBUCHOTO 00CITYKMBaHUS MTOTpeOUTENe Ha TpaHCIIOpTE.

54. MexaHU3M CHCTEMHOI'O MOJX0Ja JUIsl PEIICHUs MOCTaBIECHHBIX 3a7a4 B
Ipolecce OpraHu3ali CEPBUCHOTO 00CITYKMBaHUS MTOTpeOUTENeH Ha TpaHCIIOpTE.

55.  Meroabsl  TpPUMEHEHUS  CUCTEMHOTO  MOAXOAA  JJIsi  PEIICHHS
MOCTABIICHHBIX 3a/lad B IIPOILIECCE OpraHU3allMh CEPBUCHOTO OOCIYKHMBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56. Metoabl OCYIIECTBICHHUS COIMAILHOTO B3aUMOJICHCTBHS U peau3aliu
CBOCHl poilM B KOMaHAE B IMPOIECCe OPraHU3aIlMi CEPBHCHOTO OOCIYKHBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

57. Metoabl ompenesieHUsT U pealv3allid CBOEW poJM B KOMaHIE B
MpolIecce OpPraHru3aIi CEPBUCHOTO OOCTYKUBAHUSA MMOTPeOUTENEH HA TPAHCIIOPTE.

58. Meroasl o0OecreuyeHHus COIMAIBHOTO B3aUMOJICHCTBHS B IPOIECCE
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

59. Meroapl BOCHPHUSATHS MEXKKYJIBTYpPHOTO pa3HOoOpasmsi oOiiecTtsa B
COIIMAJIEHO - MUCTOPUYECKOM, STUYECKOM U (PHIOCOPCKOM KOHTEKCTaxX B Mpoliecce
OpraHu3alliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

60. MeToapl MpUMEHEHHUS OCOOCHHOCTEH MEKKYJIbTYPHOTO pa3HOOOpa3us
o0IecTBa B MPOIECCE OPTaHM3AIMU CEPBUCHOTO OOCITY)KHMBaHHs TOTpeOUTENel Ha
TPAHCTIOPTE.

61. Meronpl pemieHUS NPOU3BOJCTBEHHBIX KOH(MIUKTOB C  Y4ETOM
0COOEHHOCTEW MEXKYJIbTYPHOTO pazHOOOpas3us O0IIeCcTBAa B IMPOIECCE OpraHU3aIuu
CEpPBUCHOT0 O0CTYKMBaHUS OTpEeOUTENEH Ha TPAHCTIOPTE.

62. Meronpl  co3maHWsT M TOMJEPKKH  OE30MACHBIX  yCIIOBUM
KU3HEJEATEILHOCTH, B TOM YHCJIC NP BOSHUKHOBEHUHU YPE3BBIYAWHBIX CUTYAIlUH B

MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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63. Meronbpl co3maHMs WM NOAJAEpKaHUSA ~ O€30MacHBIX  YCIIOBUM
KHU3HEACITETLHOCTH, B TOM YHCIIE TIPU BOZHUKHOBEHUHU YPE3BBIYAMHBIX CUTYyallUl B
MPOIECCE OPTaHU3alMU CEPBUCHOTO OOCTYXKUBaHUsI MOTPEOUTENIeH Ha TPAHCTIOPTE.

64. Meronbl co3gaHus U NOJJAEPKKH O€30MACHBIX YCIOBUN 00CTYKMBaHUS
MacCaXUpPOB, B TOM YHCIE MPH BO3HUKHOBEHHWH YPE3BBIYaWHBIX CHTyallMil B
MPOIECCE OPTaHU3alMU CEPBUCHOTO OOCTYKUBaHHsI MTOTPEOUTENeH Ha TPAHCTIOPTE.

65. Meroapl TpPHUMEHEHUS  KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTUH B
CEpBHUCHOHM JIEATEIHHOCTH Ha TPAHCIOPTE B YCIOBHUSAX B3aUMOJCHCTBUS C
noTpeOUTesIMA, B TOM YHCIE WMHTEPHET-IPOABIKCHHUS YCIyr B TpoIecce
OpTraHM3aIMK CEPBUCHOTO 0OCTYKUBAaHUS MOTPEOUTENCH Ha TpaHCIIOpTE.

66. Meroapl ydacTuss B pa3pabOTKe CHCTEMbI KIMEHTCKUX OTHOIICHHH U
OpTraHM3alMy Tpolecca OOCTYyXHBaHHS TMOTpeOUTENel Ha OCHOBE NPUMEHEHUS
3aKOHO/IATEIbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OPTraHU3AIMUA CEPBUCHOTO
oOCITy>)KMBaHHSI TOTPEOUTENICH HA TPAHCTIOPTE.

67. Meronpl y4acTWsi B COBEPIICHCTBOBAHHWU CHCTEMBl KIHMEHTCKUX
OTHOIICHUH B CEPBHCHON JIEATENHHOCTH Ha TPAHCIOPTE C HCIOJIb30BAHUEM
MHTEPHET-TEXHOJOTHI B TIPOIECCe OpraHW3alMl CEPBUCHOTO OOCITYKHBaHUS
norpeOuTeNnel Ha TPaHCIIOPTE.

68. Meroapl BIAJCHHUS TEOPETHUYSCKHMMH 3HAHUSAMU M TPAKTHYCCKUMHU
npueMaMu  YIpaBJICHUs TPOeKTaMu B cdepe OoOCTyKHBaHHS B Ipolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENIeH Ha TpaHCTIOpTE.

69. Meronpl  ympaBieHUS  TYPUCTCKO-PEKPEAIMOHHBIMH  MPOEKTaMU,
METO/IbI IJITAHUPOBAHMSI U MOHUTOPUHT JIEATEILHOCTH CEPBUCHOM KOMITaHUH B cepe
TpPaHCIOPTa B MPOIIECCE OPTaHU3aIMU CEPBUCHOIO 0OCIYy)KHBaHUSI MOTpEOUTENEH Ha
TpaHCIIOPTE.

70.  Metonpl BBIOOpa MaTepHAIBLHBIX PECYpPCOB, OOOPYIOBaHMS IS
OCYIIECTBIJICHHSI TIPOIECCa CEPBUCA.

71. MexaHu3M NpOBEJIEHUS IEPETOBOPOB C KIUEHTAMU IO MPETEH3MOHHBIM
ClIy4asiM U OMpeNeJeHUs TMPUYMH BO3HUKHOBEHMS TIPETEH3WM B Tmpoliecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUS MOTPEeOUTENEH Ha TPAHCTIOPTE.

/2. Meronpl pa3pabOTKM U HCIHOJB30BAaHUS TUIOBBIX TEXHOJOTUYECKUX
MIPOLIECCOB.

73. Meroapl GopMUPOBaHUS W BHEAPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U
perJamMeHToB IMPOLECCOB 00CITyKUBaHUS MTOTPEOUTENEH Ha TPAHCTIOPTE.

74. Meronpl B3aUMOJAEWUCTBUS C KIMEHTaMHM [0 OpraHM3allMU Ipolecca
oOcmyKuBaHHsI TIOTpeduTeNne B chepe TOCTENPUUMCTBA B MPOIIECCE OpPraHU3allun
CEPBUCHOTO OOCITY)KHBAaHUS MOTPeOUTENEH HA TPAHCTIOPTE.

75. TpeGoBanusi NpPOU3BOACTBEHHOM IUCHMIUIMHBL, TPaBUI IO OXpaHe
TpyZAa U MOXapHOW 0€30MacCHOCTH MPH OCYIIECTBICHUN TEXHOJIOTHYECKOro mpolecca
B IIPOILIECCE OPTraHU3alMU CEPBUCHOTO OOCTYKMBaHUs NOTpeOUTENIel Ha TPAHCIIOPTE.

76. Meroapl  OCYIIECTBICHHS  OPTaHHU3AIMOHHOTO  OOCIYKMBAaHHUS
aBUAIIMOHHON WHQPACTPYKTYpPHl M OPTaHM3AIMOHHOTO OOECTeueHusi mpolecca
CEpBUCHOTO O0CTYXKMUBAHUS B a3pONOPTY U Ha OOPTy BO3AYIIHOTO CYAHA B MPOLIECCE
OpraHM3allU CEPBUCHOTO 0OCTYKMBAaHUS MOTPeOUTENEH Ha TPaHCIIOPTE.
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IIpumepHDBIii epevyeHb BONPOCOB K IK3aMeHY JUIS MPOBeIeHHsT MPOMEKYTOYHOI
aTTeCTAIMHU MO JUcHHIINHEe «CepBUCHAN AeATEIbHOCTD HA TPAHCIIOPTE»
(2 kypc (4 cemecTp))

27. DKOHOMHYECKAsl CYNTHOCTh CEPBHCHOW JIEATECILHOCTH HA TPAHCIIOPTE, B
TOM YHCIIe B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

28. DJTuKa B CEpBUCHOM AEATEIHLHOCTH HAa TPAHCIOPTE, B TOM YHCIE B cdepe
BO3/yLTHOTO TPAHCIIOPTA.

29. Cdepa ycayr B coBeTckuit nepuoj. [lemoBas 3Tuka U J1€I0OBOM STHKET B
cdepe cepBuCca Ha TPAHCIIOPTE, B TOM YHCIIE HA BO3AYIIIHOM TPAHCIIOPTE.

30. Kraccudukaruss yciayr Ha TpaHCHopTe, B TOM uuclie B cdepe
BO3YIITHOTO TPAHCIIOPTA.

31. Ilonstue npodeccuoHANTBHOTO KOJIeKCa Ha TPAHCIOpPTE, B TOM YHCIE B
cdepe BO3IyIIHOTO TPAaHCTIOPTA.

32. TIpodeccuonanpHbIil KOJCKC paboTHUKA cPephl CEpBUCA HA TPAHCIIOPTE,
B TOM YHCJIie B c()epe BO3IYIIHOTO TPAHCTIOPTA.

33. MHunpycTpus cepBHca Ha TPAHCIIOPTE, B TOM 4YHCIE B chepe BO3AYIIHOTO
TpaHCIOpTa.

34. Tlcuxoyiorusi CEpBHCHOW ACATCIBHOCTH HA TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3IyIIHOTO TPAHCTIOPTA.

35. TocymapcTBeHHOE peryJupoBaHUE CEPBUCHOM  JESATENBHOCTH Ha
TPAHCIIOPTE, B TOM YHUCIIE B chepe BO3AYIIHOTO TPAHCTIOPTA.

36. Ilonstne wmmmka npeanpusTus. VUMHUIDK mpeanpusTHs cepBuca Ha
TPAHCIIOPTE, B TOM YHUCIIE B chepe BO3AYIIHOTO TPAHCTIOPTA.

37. TocynapcTBo Kak CyOBEKT CEpBUCHOM JESATEIHHOCTH.

38. MudopmanwoHHas KyJbTypa W YPOBHHM 3aIIUTHl HHGPOPMAIMK HA
TPAHCIIOPTE, B TOM YHUCIIE B cepe BO3AYITHOTO TPAHCIIOPTA.

39. ®opwmbl oOcy)KHBaHUS MMOTPEOUTENEH B chepe cepBrca Ha TPaHCIIOPTE,
B TOM YHMCJIE HA BO3YIIHOM TPAHCIIOPTE.

40. Tlonsatue u cnenuduka KOHTAKTHON 30HBI HA TPAHCIIOPTE, B TOM YHUCIIE B
chepe BO3AYITHOTO TPAHCIIOPTA.

41. JKu3HeHHBI LUKJI YCIYTH U €r0 Y4eT B JEATCIbHOCTH MPEANPUATHS
CepBHCa Ha TPAHCIIOPTE, B TOM YHCIIE B cpepe BO3AYIIHOTO TPAHCIIOPTA.

42. TlonsaTtue kavecTBa YyCIyr Ha TpaHCIOpTe, B TOM uucie B cdepe
BO3/IYIIIHOTO TPaHCTIOPTA.

43. VYcnyra m ee crnenudpuka Kak TOBapa Ha TPAHCIOPTE, B TOM YHCIE B
chepe BO3AYINTHOTO TPAHCIIOPTA.

44, VYmhpaBneHuWE Ka4eCTBOM Ha TPEANPHUSATHUSAX CEpPBUCA HAa TPAHCIIOPTE, B
TOM YHCTIE B c(hepe BO3MYIIHOTO TPAHCIIOPTA.

45. IlpeanpojakHblii CEpBHC Ha TpaHCHOpPTE, B TOM 4YHUCIE B cdepe
BO3JIYIITHOTO TPAHCTIOPTA.

46. OOmee ympaBiIeHUE NPEANPHUSITAEM CEpPBUCA HA TPAHCIOPTE, B TOM
yucie B cepe BO3AYIIHOTO TpaHCTIOpTa: PYHKIUH U 33/1a4U.

47. TlocnenmpolakHbIi CEpBUC Ha TpaHCHOpPTE, B TOM 4ucCIe B cdepe

BO3/IYLITHOT'O TPAHCIIOPTA.
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48. IIpom3BOACTBEHHBIH MEHEKMEHT Ha CEPBUCHOM MPEINPHUITHH Ha
TPaHCIIOPTE, B TOM YHCIE B cepe BO3IYIIHOTO TPAHCIOPTA.

49. VYcayru B apxandecKoM O0IIeCTBe.

50. TloHsATHE conuMalbHON OTBETCTBEHHOCTH, COIMAIbHBIA MEHEIKMEHT Ha
CEpBHCHOM TMPEANPHUATHH Ha TPAHCIOPTE, B TOM 4dHCIE B cdepe BO3AYIIHOTO
TpaHCIOpTa.

51. Vcayru B CpelHeBEKOBOM OOIIECTBE.

52.  MeHemKMEHT TIepcoHalla Ha CEPBUCHOM MPEANPHUSTHH Ha TPAHCIIOPTE, B
TOM 4HCIIe B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

53. Vciayru B MHAYCTpUAIbHOM OOIIECTBE HA TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3IyIIHOTO TPAaHCTIOPTA.

54. CermeHrauus norpedbuteneil B cepe cepBuca Ha TpaHCIOPTE, B TOM
grcie B cepe BO3AYIIHOTO TPAHCTIOPTA.

55. Cdepa ycayr Ha TpaHcmopTe, B TOM 4YHClIEe B cdepe BO3AYITHOTO
TpaHCIOpTa B COBpeMeHHOoU Poccuu.

56. OpraHu3allMOHHO-TIpaBOBbIE ~ (QOpPMBI  NPEANPUHUMATEIHCTBA B
CEpBHUCHOM JEATENLHOCTH Ha TPAHCIOPTE, B TOM 4YHUCIE B cdepe BO3MAYIIHOTO
TpaHCIOpTa.

57. OpraHu3zaiMoHHasl CTPYKTypa CEPBUCHOTO MPEATIPUATHS HA TPAHCIIOPTE,
B TOM YHCJIie B c()epe BO3IYIIHOTO TPAHCTIOPTA.

58. IloctunayctpuanbHoe 00IIeCTBO M cdepa cepBHca HA TPAHCIOPTE, B
TOM YHKCJIE HA BO3YIIHOM TPAHCIOPTE.

59. IIpeanochbuIKM BOBHUKHOBEHUS U PA3BUTHS CEPBUCHOM JIEATEITLHOCTH.

60. Kymbsrypa B cepe cepBuca Ha TpaHcHopTe, B TOM uucie B cdepe
BO3/yIIHOTO TPAHCIIOPTA.

61. CepBucHas AEITEIBHOCTh Kak (opMa YTOBJIETBOPEHHUS YEIOBEUECKHUX
OTpeOHOCTEH.

62. BrausHue KyabTyphl Ha TOBEJACHUE NOTpeOUTENel Ha TPAHCTIOPTE, B TOM
quclie B cepe BO3AYITHOTO TPAHCIIOPTA.

63. AccopTuMeHTHas TOJUTHKA B cdepe cepBHca Ha TPAHCIOPTE, B TOM
YHCIie Ha BO3AYIIHOM TPaHCIIOPTE.

64. Octeruka B cepBUCE Ha TPAHCIOPTE, B TOM 4YHCIE B cepe BO3TYLIHOTO
TpaHCIOpTa.

65. HuHOBanuoOHHAs MOJUTHUKA CEPBUCHOTO MPEANPUATHS HA TPAHCIIOPTE, B
TOM 4HCJIe B c(hepe BO3AYIIHOTO TPAHCIIOPTA.

66. Mapketunr B cepe ycIyr Ha TPAHCIIOPTE, B TOM YHCIIE HA BO3IYITHOM

TPaHCIIOPTE.
67. BeHuypHsIlii Ou3HEC B cepe cepBuca.
68. HMuauBHIyaIbHO-JTMYHOCTHBIC u COILIMAJIbHO-KOPIIOPaTUBHBIC

MPEANOCHUIKN Pa3BUTHS OW3Heca B cdepe yCIyr Ha TPAaHCIOPTE, B TOM YHUCIE Ha
BO3JIYLTHOM TPaHCIOPTE.

69. ®panuaii3uHT B cepe cepBuca.

70. Koukypenmuss B cdepe cepBuca Ha TpaHCIOPTE, B TOM YHCIE Ha
BO3JIYLITHOM TPaHCIOPTE.
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71.  OcobenHoctu paboOTbl B KOHTAaKTHOM 30HE C TOTpEOUTENEM,
KOHCYJIbTHPOBaHHUE, COIJIACOBaHME BHJAa, (OPMBI M Ipolecca CcepBUca Ha
TpaHCHOPTE, B TOM YHUCJE B c(hepe BO3YIIHOIO TPAHCIIOPTA.

/2. Yder OCHOBHBIX TICUXOJIOTHYECKHX OCOOCHHOCTEH moTpeOuTens B
MPOIIECCE CEPBUCHON NEITEIHHOCTH U WX BIUSHUE HA BOCIPUATHE KadyecTBa YCIYT
NOoTpeOuUTENIeM Ha TPAHCIIOPTE, B TOM YHCIIE B cpepe BO3AYLUIHOTO TPAHCIIOPTA.

73. JluBepcudukanus CEpBUCHOM JEATEIBHOCTM B COOTBETCTBUM C
STHOKYJIbTYPHBIMHU, UCTOPHUECKHUMH U PEIIUTHO3HBIMHU TPATUIIASIMHA HA TPAHCIIOPTE,
B TOM 4HCJI€ B c(hepe BO3YIIHOTO TPAHCTIOPTA.

74.  JlorucTuka Ha MPEANPUITHH CEPBHCA HA TPAHCIIOPTE, B TOM YHCIIC B
cdepe BO3YLIHOTO TPAHCIIOPTA.

75. TexHonorum mporiecca cepBUca U 0COOEHHOCTH KIIMEHTCKUX OTHOIICHUN
C ydeToM TpeOoBaHUN TOTpPeOUTENIsI HAa TpaHCIOpPTe, B TOM uYucie B cdepe
BO3JIYIITHOTO TPaHCIIOPTA.

76.  OcHOBBI nUBEpCUDUKAIINN CEPBUCHOU JEATEIHLHOCTH B COOTBETCTBUM C
STHOKYJbTYPHBIMHU, HCTOPHUYSCKHUMH U PEIIMTHO3HBIMHU HA TPAHCIIOPTE, B TOM YHCJIC B
cdepe BO3AYILIHOTO TPAHCIIOPTA.

/7. Mexanu3sm paboThl B  KOHTAaKTHOM 30HE C  MOTpedUTENEM,
KOHCYJIbTUPOBAHUIO, COIJIACOBAaHUIO BHJAa, (OPMBI W TMpoIllecca CepBUCAa Ha
TPAHCIIOPTE, B TOM YHUCIIE B chepe BO3AYIIHOTO TPAHCTIOPTA.

52. ITlcuxonmoruyeckre OCOOEHHOCTH MOTpPEOUTENsT B MPOIECCE CEPBUCHOM
JESITEIHLHOCTH HA TPAHCTIOPTE, B TOM YHUCIIE B cepe BO3AYIIHOTO TPAHCIIOPTA.

53  Meroasl moucKa, KPUTHUYECKOTO aHAIM3a M CUHTE3a WHMOpMAIUu B
Ipolecce OpraHu3alMi CEPBUCHOTO 00CITYKMBaHUS MTOTpeOUTENeH Ha TpaHCIIOpTE.

54. MexaHU3M CHCTEMHOIO TOJXOJa NIl PEHICHUsI MOCTaBIECHHBIX 3a7a4 B
IpOoIecCe OpraHU3alMKi CEPBUCHOTO 0OCITYKMBAHUS MTOTPEOUTENEH Ha TpAHCIIOPTE.

55. Metonpl  TmpUMEHEHUS ~ CHCTEMHOIO0  TOAXOJIa  JJsl  pelieHUus
MOCTABIICHHBIX 3a/lad B IIPOILIECCE OpPraHU3alMU CEPBUCHOTO OOCIYKHMBaHUS
noTpeOuTenel Ha TPaHCIIOPTE.

56. MeTonbl OCYIIECTBICHUS COIMATBHOTO B3aUMOJICUCTBUS U PEaH3aIluu
CBOEH pOJIM B KOMaHAE B MPOLIECCE OPraHU3alMU CEPBUCHOIO OOCITYKMBaHUS
noTpeduTeneil Ha TpaHCTIOpTE.

57. Metoabl onpenesieHNs U peain3aluy CBOEH POJIM B KOMaHJI€ B IIPOLIECCE
OpraHu3alliy CEPBUCHOTO 00CITyKHBaHUS MOTPEOUTENEH Ha TPAHCIIOPTE.

58. Metonpl obOecriedyeHHs] COIMAIBLHOTO B3aUMOJACHCTBHS B IIpoIecCe
OpraHu3aliy CEPBUCHOTO 00CITy)KHBaHUS MOTPEOUTENECH Ha TPAHCTIOPTE.

59. MeTonbl BOCHPHUSTHS MEXKYJIBTYPHOTO pasHooOpasmsi o0ImiecTBa B
COIMAJIEHO - MUCTOPUYECKOM, dTUYECKOM U (PHIOCOPCKOM KOHTEKCTaX B MpoIiecce
OpraHu3aliy CEPBUCHOTO 00CITyKHBaHUS MOTPEOUTENEH Ha TPAHCTIOPTE.

60. Meroasl TpUMEHEHHS OCOOCHHOCTEH MEXKKYJIBbTYPHOTO Ppa3HOOOpasus
oOl1iecTBa B MPOIECCEe OPraHU3allMM CEPBUCHOIO OOCTYKMBaHUS MOTpeOuTenel Ha
TpaHCTIOpTE.
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61. MeToapl pemieHUs OPOU3BOJICTBEHHBIX KOH(QIUKTOB C  yYETOM
O0COOCHHOCTEM MEXKYJIBTYPHOTO pa3zHO0Opa3us oOIIecTBa B MPOIECCE OpraHU3aluu
CEPBUCHOTO OOCITYKMBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

62. Metoapl  co3maHMs M TOAAEPKKM  O€30MACHBIX  YCJIOBHUU
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ NIPU BOSHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLiecCce OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTPeOUTENEH HA TPAHCIIOPTE.

63. Metoapl co3maHMs M TOAJAEpkKaHUS ~— Oe30macHBIX  YCIOBUH
KU3ZHEJEATEIbHOCTH, B TOM YHCJI€ NIPU BOZHUKHOBEHUHU YPE3BBIUYAWHBIX CUTyallud B
MpoLiecCce OpraHu3alii CEPBUCHOTO OOCITYKMBAaHUA MOTpeOUTENEH HA TPAHCIIOPTE.

64. MeToapl co3gaHusl U MOIAEPKKH O€30MacHBIX YCIOBHM 00CTYKUBaHUS
NaccakXMpoB, B TOM 4YHCIE MpPU BO3HUKHOBEHUM YPE3BbIYANHBIX CHUTyallUid B
poLEecce OpraHu3alMKi CEPBUCHOIO 00CITy KMBaHUS MOTpeOUTENeH Ha TpaHCTIOpTE.

65. MeToapl NpUMEHEHUsS  KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUH B
CEpPBUCHOW JIESITEIbHOCTH Ha TPAHCIOPTE B YCIOBUSAX B3aUMOJCHUCTBUS C
NoTpeOUTENIMH, B TOM YHCIIE€ HWHTEPHET-MIPOJABIKEHHS YCIyr B Ipolecce
OpraHu3alliy CEpBUCHOTO 00CITyKHBaHUs MOTpeOUTENeH Ha TpaHCTIOpTE.

66. Metoapl ywyacTusi B pa3pabOTKe CHUCTEMbl KIMEHTCKUX OTHOLIEHUU W
OpraHu3aldy Ipoiecca OOCTY>KMBaHHS TOTpeOUTeNeld HAa OCHOBE NPUMEHEHUS
3aKOHOJATENbHBIX aKTOB M MPABOBBIX HOPM B MPOIECCE OpPraHU3alUU CEPBUCHOTO
oOcCIy>KMBaHMsI TOTpEOUTENIel Ha TPAHCTIOPTE.

67. Meroapl y4yacTHsI B COBEPIICHCTBOBAHMU CHUCTEMBl KIMEHTCKHX
OTHOLLIEHUI B CEPBUCHOM JIE€ATEIbHOCTH HA TPAHCIOPTE C HCIOJb30BaHUEM
MHTEPHET-TEXHOJOTHM B IPOLECCe OpraHU3alMl CEPBUCHOIO OOCITYXUBaHHS
notpeOuTenel Ha TPaHCIIOPTE.

68. Meroapl BIAAEHUS TEOPETUYECKUMHU 3HAHUSAMU U IPAKTHYECKUMHU
OpueMaMu YIpaBJIeHHs NpoeKkTaMu B cdepe oOcCayX HBaHUS B Ipolecce
OpraHM3alUU CEPBUCHOIO 00CTYKMBAaHUS OTPeOUTENEH Ha TpaHCIIOpTE.

69. Meroabl ynpaBieHUsl TYPUCTCKO-PEKPEALIMOHHBIMU POEKTaMH, METObI
IUIAHUPOBAaHUS W MOHUTOPUHI [JEATEJIBHOCTH CEPBUCHOW KOMIaHUM B cdepe
TPaHCIIOPTa B MPOLIECCE OPTaHU3ALUN CEPBUCHOTO O0CIIY>)KMUBaHUs MOTpeOUTENEeH Ha
TPAHCIIOPTE.

70. Meronsl BbIOOpa MaTepUaJbHBIX PECYpcOB, O0OOpYIOBaHUS Jis
OCYILIECTBJICHHSI IIPOLIECCA CEPBUCA.

/1. MexaHnu3M NPOBEJECHUS IIEPErOBOPOB C KIUEHTAMU IO NMPETEH3MOHHBIM
Clly4astM W ONpEIEIeHUs IPUYMH BO3HUKHOBEHHs IPETEH3U B IpouLecce
OpraHu3ally CEPBUCHOIO 00CITyKMBaHUS MOTPEOUTENEN Ha TPAHCIIOPTE.

72. Metonsl pa3paOOTKH M UCHOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.

73. Meroasl GopMUPOBaHUS M BHEAPEHUS KOPIIOPATUBHBIX CTAHIAAPTOB U
pPErJIaMEeHTOB IPOLIECCOB 00CITYKMBaHUs MOTPEOUTENEN HA TPAHCIIOPTE.

/4.  MeToapl B3aMMOJEWCTBUS C KIMEHTaMHM [0 OpraHU3allMM Ipouecca
o0cly>)kuBaHMsI TTOTpPeOUTENEe B cepe rocTenpruuMCTBa B MPOIIECCE OpraHU3alUU
CEpPBUCHOI0 O0CTYKMBaHUS OTpeOUTENEH Ha TPAHCIIOPTE.
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75. TpeboBaHus MpoU3BOACTBEHHOM NMCUMIUIMHBI, IPABUII 110 OXpaHe TpyAa
U TMOXApHOM 0€30IacCHOCTH NPH OCYIIECTBICHUH TEXHOJOTMYECKOIO Ipolecca B
MpoLIecCe OpraHr3ali CEPBUCHOTO OOCITYKUBaHUA MOTPEOUTENEN HA TPAHCIIOPTE.

/6. Metoapl BbIOOpa OPraHU3aUMOHHBIX pEUICHUH [ (OpMUPOBAHUS
CEpPBUCHOW CHUCTEMBbI OOCIYXHBaHUS C HMCIIOJIb30BAHUEM METOJOB OpraHU3alUud U
yIPaBJIE€HUs UMYLIECTBEHHBIM a3pPOMOPTOBBIM KOMIUIEKCOM U aKTUBAMU CEPBUCHBIX
MPEeANPUATANA HA TPAHCIOPTE B MPOLIECCE OPTaHU3ALUU CEPBUCHOTO OOCITYKUBAHUS
noTpeduTesie Ha TpaHCTIOpTe.

TunoBble NpakTHYEeCKHE 3aJaHUSA VIl IPOBEACHUS MMPOMEKYTOUYHOM
arrectannu (3K3aMeHa) Mo AucuuIinHe «CepBUCHAS AeSITeJIbHOCTh HA
TPAHCIIOPTE»

1. OxapakTepu3yWTe TEXHOJOTHH CEPBHCHOTO OOCITYXWUBaHUS, Mpeiaras
HOBYIO CTPYKTYPy B3aUMOOTHOIICHHH C KJIMEHTOM B TIPOILIECCE pa3pelieHus
KOH(MJIUKTHBIX CHTYaIlUid B IPOIECCe 3TAroB (HOPMHUPOBAHHS B3aMMOOTHOIICHUN C
KJIMEHTOM C Y4€TOM TpeOOBaHU MOTpeOHUTENs B chepe BO3IYIIHOTO TPAHCIIOPTA.

2. OxapakTepu3ylTe CEpBUCHYI JEATEIBHOCTH B  COOTBETCTBHUU C
STHOKYJbTYPHBIMH, HWCTOPUYCCKUMH M PEIMTHO3HBIMU TPAIUIUIMH B cdepe
BO3IYIITHOT'O TPAHCIIOPTA.

3. OxapakTepu3yliTe OCHOBHBIC IICUXOJOTHYECKHE OCOOCHHOCTH TOTPEOHUTENs
B TIPOIIECCE CEPBUCHOTO 00CTYKMBaHUs B c(hepe BO3AYIIIHOTO TPAHCIIOPTA.

4. OxapakTepu3yWTe OTambl OKa3aHUS YCJIYr B KOHTAaKTHOM 30HE C
noTpeOuTeNeM, ITarbl KOHCYJIBTUPOBAHUS, JTalbl COTJIACOBAHHS BHIBI, (DOPMBI H
nporiecca 00CITy)KuBaHus B chepe BO3IYIIHOTO TPAHCTIOPTA.

5. OxapakTepu3ydHTe METOABI YIPAaBICHUS TYPHCTCKO-PEKPEeallMOHHBIMU
NPOCKTaMH, METOJbl TUIAHUPOBAaHUS W MOHUTOPUHT JESATCIBHOCTH CEPBUCHOU
KOMIIaHHH B chepe TpaHcropTa

6. OxapakTtepu3yiiTe = METOAbl  BbIOOpAa  MaTepUAIBHBIX  PECYpPCOB,
00OpyIOBaHUS I OCYIIECTBICHHUS TpOIlEcca CEpBHCA, MPOBOJUT TEPETOBOPHI C
KIIMEHTAMU 110 MPETCH3WOHHBIM CIy4asiM W OMpeessieT MPUYMHBI BO3ZHUKHOBEHUS

MIPETECH3U.
7. OxapakTepu3yiiTe METONIbl pPa3pabOTKM ¥ MCIOJIb30BAHUS THUIOBBIX
TEXHOJOTUYECKUX  MPOIECCOB,  METOABl  (OPMUPOBAHHS U BHEJAPCHHUS

KOPIOPAaTUBHBIX  CTaHJAApPTOB M  PEMJIAMEHTOB  TPOIECCOB  OOCITYy>KMBaHUS
noTpeduTeNneid Ha TPAHCIOPTE, METOABl B3aWMMOJCHCTBUA C KIUEHTAMHU TIO
OpraHu3alny Mpoiiecca 00CITyKUBaHUA MOTpeduTenel B chepe rocTenpuuMcTBa.

1. OxapakTepu3ylTe MEXaHU3M CHCTEMHOTO TIOAXOJa IS PEIICHHUS
MOCTABJIICHHBIX 33/lad B TMPOIECCE OpPTraHU3AIMH CEPBUCHOTO OOCITYKMBAHUS
MOTpeOHTENICH Ha TPAHCTIOPTE.

2. OxapakTepu3ylTe METOJbl TMPUMEHEHUS CHUCTEMHOTO MOAX0oAa IS
pEIICHHS TIOCTABIICHHBIX 33729 B TIPOIECCE OPTAaHU3AIMH CEPBUCHOTO OOCITYKUBAHHUS
noTpeduTeiei Ha TpaHCIOPTE.
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3. Oxapaxkrtepusyite METO/IbI OCYLIECTBICHUS COLIMAJIBHOTO
B3aMMOJICHCTBUSl M pealn3allii CBOEH pOJIM B KOMaHJE B MPOIECCE OpraHu3aIuu
CEPBUCHOTO OOCIYKMBAaHUS MOTPEOUTENEH HA TPAHCIIOPTE.

4, OxapaktepuzyiTe METOAbl ONMpPEACICHUsI U peaau3aliud CBOEH poJik B
KOMaHJIe¢ B MPOLECCE OPraHM3alMud CEPBUCHOTO OOCIYyXUBaHUSA MOTpeOuTenel Ha
TpaHCIIOPTE.

S. OxapakTepuzyiTe MeTOIbl 00€CTIEYeHUsI COIMAILHOTIO B3aUMOICHCTBUS
B [IPOLIECCE OPraHU3alMi CEPBUCHOTO OOCITYKMBaHUsI OTPeOUTENEH HA TPAHCIIOPTE.

6. Oxapakrepusyite METO/IBI BOCIIPUSATHS MEXKYITbTYPHOTO
pa3zHooOpa3ust 00111ecTBa B COLIMAIBHO - HICTOPUUECKOM, STUYECKOM U (PUI0CcO(CKOM
KOHTEKCTax B MPOIIECCE OpraHu3allid CEPBUCHOTO OOCIyKMBaHHS MOTpeOUTenei Ha
TpaHCIIOPTE.

7. Oxapakrepusyiute METO/IBI MPUMEHEHUS ocoOeHHOCTeM
MEXKYJIbTYPHOIO pPa3zHOOOpa3usi o0IIecTBa B MPOLECCE OPraHU3ALMHU CEPBHCHOTO
o0cCy>KMBaHMsI TOTpEOUTENIel Ha TPAHCTIOPTE.

8. OxapakTepu3ynTe METO/IbI pelieHUs MPOU3BOJICTBEHHBIX KOH(IUKTOB C
y4eTOM OCOOCHHOCTEH MEXKYJIbTYpPHOrO pa3HoOoOpa3usi oOmiecTBa B Ipoliecce
OpraHu3aIiy CEPBUCHOTO OOCITYKUBAaHUS IMOTPEOUTENCH HA TPAHCIIOPTE.

Q. OxapakTepu3yTe METOAbl CO3JaHUsI W TOJJEPKKHA Oe30MacHBIX
YCJIOBUM KU3HEACATEILHOCTH, B TOM YHCJIE NPH BO3HHUKHOBEHHHU YpPE3BBIUAMHBIX
CUTYyalluii B MPOIECCE OPraHU3alMKU CEPBHCHOIO OOCIYXHBaHUSA MOTpeOUTeNnel Ha
TpaHCIIOPTE.

10. OxapakrepusyiTe METOIBI CO3JaHUS U TOIJEPKAHUS OE30MacCHBIX
YCIOBUN KU3ZHENEATENbHOCTH, B TOM YHCIE MPU BO3HUKHOBEHHMH YPE3BBIYANWHBIX
CUTYyalluii B MPOIECCE OpraHU3alMU CEPBUCHOrO OOCITYXHBaHUSA MOTpeOUTeNnel Ha
TPaHCIIOPTE.

11. OxapakrepuzylTe METOABl CO3JaHHS H TOJJIEPKKHA Oe30MacHBIX
YCIOBUW  OOCHTY)XKMBAaHMSI TMACCAXUPOB, B TOM 4YHCIE TMPU BO3HUKHOBEHUU
Ype3BbIUAWHBIX CHUTYyallMd B TMPOIECCE OpraHU3allid CEPBUCHOTO OOCIYKHUBaHUS
noTpeOuTesnel Ha TPaHCIIOPTE.

12.  OxapakrepusyiTe METOAbl MPUMEHEHUS  KIMEHTOOPHUEHTHUPOBAHHBIX
TEXHOJIOTUA B  CEpPBUCHOM  JESITENBHOCTH Ha  TPAHCIOPTE B  YCIOBUSAX
B3aMMOJICUCTBHS C MOTPEOUTEISIMU, B TOM YHCIIE MHTEPHET-TIPOJBUIKEHUS YCIYT B
MpoILIecce OpPraHr3aIii CEPBUCHOTO OOCITYKUBAHUA MMOTPeOUTENEH HA TPAHCIIOPTE.

13.  Oxapakrepu3yiTe METOABI y4acTHUsl B pa3pabOTKe CUCTEMBI KITMEHTCKUX
OTHOILIEHUM M OpraHu3alMM Ipolecca OOCTYKHMBaHUS MOTPEOUTENEel Ha OCHOBE
MPUMEHEHUST 3aKOHOATEIbHBIX aKTOB M MPABOBBIX HOPM B IMPOIIECCE OpraHU3AINN
CEPBUCHOTO OOCITY)KHBAaHUS MOTPEOUTENEH HA TPAHCTIOPTE.

14.  OxapakrepuszyiiTe METOJbl Y4acTHUs B COBEPIICHCTBOBAHUU CHUCTEMBI
KIIMEHTCKUX OTHOIIEHUHA B CEPBUCHOM JEATEIbHOCTH Ha TPAHCIOPTE C
WCIIOJIb30BAaHUEM MHTEPHET-TEXHOJOTUM B MPOIECCEe OpPraHu3alli CEPBUCHOIO
oOciy>)kuBaHMsI TOTpeOUTeNel Ha TPaHCTIOPTE.

15. OxapaktepusydTe METOAbI BIAJACHUS TEOPETHUYCCKUMHU 3HAHUSAMH U
MPAKTUYECKUMH TIpHeMaMHu YIpaBIEHUST TPOeKTaMu B cdepe OOCTyKWBaHUS B

MpOIIECCe OpPraHu3alUul CEPBUCHOIO OOCITYKUBaHUS MOTPEOUTEIEH HAa TPAHCIIOPTE.
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16. OxapakrepusyiiTe METOIBI YIPABICHUS TYPUCTCKO-PEKPEAMOHHBIMU
MPOCKTaMH, METOJbl TUIAHUPOBAHUS W MOHUTOPUHT JIEATEILHOCTH CEPBUCHOM
KoMIaHuu B cdepe TpaHCHOpTa B TMPOLECCE OpPraHMU3alMd  CEPBHCHOTO
oOCITy>)KMBaHHS TOTPEeOUTENEH HA TPAHCTIOPTE.

17.  Oxapakrepu3yiTe MeETOAbl BbIOOpa MaTe€pUANbHBIX  PECYPCOB,
000pyIOBaHUS AJIsl OCYIIECTBICHUS TIpoIlecca cepBuUca.

18.  OxapakrepusyiiTe MEXaHHU3M MPOBEACHUS IEPETOBOPOB C KIIMEHTAMH T10
MPETCH3UOHHBIM CITy4asiM ¥ OTMpESICHUS MPUYMH BO3HUKHOBEHUS TPETECH3WHA B
MPOIECCE OPraHU3alliU CEPBUCHOTO OOCTYKUBaHUsI OTPEOUTENeH Ha TPAHCTIOPTE.

19.  OxapakrepusyiiTe METOAbI pa3pabOTKM M HCIIOJB30BAHUS THUIIOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

20.  Oxapakrtepusyiite METOJIBI dbopMupoOBaHUS " BHEIPCHUS
KOPIIOPATUBHBIX  CTAaHAApTOB M  PErJIaMEHTOB  MPOILECCOB  OOCTYKMBaHUS
notpeOuTenel Ha TPaHCIIOPTE.

21. Oxapakrepu3yiiTe METOABl B3aWMMOACHCTBHSA C KJIMCHTaMH IIO
OpTraHM3alMK Tpollecca OOCTyXKMBaHUS TOTpeOuTeneld B cepe rocTenpuuMcTBa B
IpoIlecce OpraHU3aIlui CEPBUCHOTO 00CITY)KHBaHUS MTOTPEOUTEINEH Ha TPAHCIIOPTE.

22.  Oxapakrepu3yiitTe TpeOOBaHHS MPOU3BOJCTBEHHONW JHUCIUIUIMHEI,
NpaBUJ TIO OXpaHE Tpyla W TMOXKApHOW OE30MacHOCTH TIPU OCYIIECTBICHUHU
TEXHOJIOTUYECKOTO IMpOoIlecca B MPOIECCe OPraHM3AIMH CEPBUCHOTO OOCITY)KHWBaHUS
notpeduTenel Ha TpaHCIOPTe.

23. OxapakrepusylTe METOJbl BbIOOpa OpPTraHM3AIMOHHBIX PEIICHUN s
(dbopMHUpOBaHUSI CEPBUCHON CUCTEMBI OOCITYKUBAaHUS C HMCIOJIB30BAHUEM METOJ0B
OpraHu3allid W YOPaBJICHUS HMMYIIECTBEHHBIM a’pONOPTOBBIM KOMILIEKCOM U
aKTMBaMH CEpPBHUCHBIX NPEANPUATHNA Ha TpaHCIOpPTE B IMPOIIECCe OpTraHHU3aIlUuU
CEPBUCHOTO OOCTY)KMBaHUS MOTpeOUTENel Ha TPAHCIIOPTE.

24.  OxapakTepuzyWTe  METOJIbI  OCYIIECTBICHHUS  OPraHU3aAIIOHHOTO
o0CITy)KMBaHMs aBUAIIMOHHONW MHQGPACTPYKTYPhl U OPTaHM3ALMOHHOTO 00CCIIeUeHUS
IpoIecca CEPBUCHOTO OOCTYKMBAHMSI B adpONOPTY U Ha OOPTY BO3AYILIHOTO CyAHA B
IPOIIECCe OPTraHU3aIMKA CEPBUCHOTO 00CITYKMBAHUS MOTPEeOUTENEH Ha TPAHCIIOPT.

38. OxapakTepu3yiTe METOJIbl yUYUTHIBAaHUS TPEeOOBAHUUN MPOU3BOJACTBEHHOM
TUCIUIUIMHBI, TPaBWJI 1O OXpaHe Tpyla M TMOXapHOW O€30MacHOCTH TIpH
OCYILIECTBICHUH TEXHOJIOTMYECKOro Mpolecca.

39. OxapakTepusyiTe METOJbl IMOUCKA, KPUTUYECKOTO aHallh3a U CUHTE3a
uHpOpMallMU B MPOIECCE OpPraHU3alliU CEPBUCHOTO OOCITYXMBaHH MOTpeOuTeNen
Ha TPAHCTIOPTE.

10 MeTtoauyeckne peKOMeHAANUH ISl OOYyYAIONIUXCH IO OCBOEHHIO
AUCUMILTAHBI

[Tpuctynas Ha 2 Kypce B 3 ceMecTpe K M3y4eHHUIO AUCIUILUIHMHBI «CepBHUCHAS
NEATeNIbHOCTh HAa TpPaHCHOpPTE», OOyYalIHUXcsy HEOOXOAUMO BHHUMATEIBHO
O3HAKOMHTBHCA C TEMAaTHYECKUM IUJIAHOM 3aHSITUUA W CIIMCKOM PEKOMEHJOBAHHOMU
nutepaTypbl. OOydaronuMcs ClIeyeT YSICHUTb, YTO YPOBEHb U IIyOHMHA YCBOCHHS

JUCHOUIIIINHBI 3aBUCAT OT €TI0 aKTUBHON U CHUCTEMAaTUYCCKOM pa6OTI)I Ha JICKIHAX H
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MPaKTUYECKUX 3aHATUSIX. B 93TOM  mporecce BaXXHOE 3HAYCHUE  HMMEET
caMocTosiTelbHass paboTa, HaMpaBlieHHAss Ha BOBJIEUEHHE OOydarouuxcsia B
CaMOCTOSITEJIbHYIO TTO3HABATEIbHYIO JEATEIBHOCTh C I1eNlblo  (HOPMUPOBAHUS
CaMOCTOSITEJILHOCTH  MBIIUICHHUS,  CHOCOOHOCTEH K MpodheCCHOHAIIBHOMY
CaMOpPa3BUTHIO, CaMOCOBEPIICHCTBOBAHUIO M CaMOpeau3alldd B COBPEMEHHBIX
YCIOBHUSX  COLMAbHO-d)KOHOMHUYECKOTO  pa3BUTHs.  M3ydueHue  IUCIUIUIMHBI
«CepBuCHas IEATEIIBHOCTh HA TPAHCIIOPTE» MPOIOJHKAETCS Ha 2 Kypce B 4 cemecTpe,
M 4YacTb CaMOCTOSITEILHOW pabOThl OTBOAMUTCS OOYYAIONIMXCSY Ha BBIMOJHEHHE
KypcoBod pabotrel (1. 5.7), TeMbl KoTopod mnepeuncieHbl B 1. 9.3. B Hauane 4
ceMecTpa 0O0ydYarolmuxcs BBIOUpAET TEMY KypCOBOM palOThl, COIJIACOBBIBAET €€ C
npernojaBaTejieM U TMPUCTYNAET K CaMOCTOATEIBHOMY BBITIOJTHEHUIO, a TakKXKe
MOCEIIAaeT KOHCYJIbTAIIUU, KOTOPhIE MpPErnoaaBaTeb MPOBOJUT OJUH pa3 B HENEIIO.
3ammuTa KypcoBOM pabOThI MPOBOAUTCS Ha 2 Kypce B KoHIe 4 cemecTpa
OIICHUBAETCsI corjlacHo 1. 9.5.

BxogHoit koHTposib B (hopMe YCTHOTO OIpOca MPEenojaBaresib MPOBOJIUT B
Hayayne u3yueHus teM Ne 1 mo BompocaM AHMCIUIUIMH, Ha KOTOPBIX Oazupyercs
auctuinHa «CepBUCHAs AeITeIbHOCTh Ha TpaHcnopTe» (im. 2 u 1. 9.4).

OCHOBHBIMU BHJIaMH ayJUTOPHOU pabOTHI 00YUYAIOIIUXCSIOB SIBJSIOTCS JICKITUU
U npakTrdeckue 3auatus (m. 5.2, 5.3, 5.4). B xoje aekiuu npemnogaBaTesib U3jgaract
U pPa3bsCHSAECT OCHOBHBIC, HAUOOJIEE CIIOKHBIC TOHATHUS, a TAKXKE COOTBETCTBYIOIIHE
TEOPETHYECKUE M IMPAKTUYECKHE MPOOJEeMBbI, JaeT 3aJaHusl W PEKOMCHIAIMHU IS
NPaKTUYECKUX 3aHATHM, a TaKkKe YKa3aHUS I10 BBIMOJHEHUIO OOYyYarOIIUMCS
CaMOCTOSITeJILHON PaOOTHI.

3aauamMu JIEKIUH SIBISIOTCS:

— O03HAKOMJICHHE OOYYaroluxcs ¢ IEeIsIMH, 3aJa4aMd U CTPYKTYpOi
nucuuIuinabl «CepBUCHAsT JIEATEIBHOCTh Ha TPAHCIOPTE», €€ MECTOM B CHUCTEME
HAyK U CBA3SIMU C IPYTUMH JTUCITUIUTMHAMU,

— KpaTKoe, HO 10 CYIIECTBY, M3JI0’KCHHE KOMILJIEKCAa OCHOBHBIX HayYHBIX
MOHATHUH, TTOAX0I0B, METOJIOB, IPUHITUIIOB TAHHOW JTUCITUILINHBI,

— KpaTKOE M3JIOKEHHNE HanboJiee CYIIECTBEHHBIX MOJIOKEHUM, PACKPHITHE
O0COOEHHO CIIOXKHBIX, AKTyalIbHBIX BOIPOCOB, OCBEIIEHNE JUCKYCCUOHHBIX TIPOOIIEM;

— ONpEeNIeJICHUE MEPCIEKTUBHBIX HAMPABICHUN MAIbHEHIIEr0 pPa3BUTHS
HAyYHOTO 3HAHUS B O0JIACTH SKCHEPTHU3BI U JAUATHOCTUKUA OOBEKTOB MPEANPUITHIA
cepBuca.

3HaYMMBIM (PAKTOPOM ITOTHOIICHHOH M IJIOJOTBOPHON pabOThl 00yUaromerocs
Ha JICKIUH SIBISIETCA KyJIbTypa BeJAEHUA KOHCHEeKTa. [[pUHIIMNIHUanbHO HEBEPHBIM, HO
MOJIYYUBIIMM B Hallle BPEMsSl JOCTATOYHO IIMPOKOE PACHPOCTPAHECHHE, SIBISETCS
OTHOIIEHUE K JICKIUU KaK K «IUKTAHTY», KOTOPbII 00y4daronuicsa MOXET aKKypaTHO
U J0CIOBHO 3amucarh. Ciymasi JIGKUWIO, HEOOXOJIUMO HAy4YUThCA BBLACIATh U
buKCHpPOBATH €€ KIF0UEBBIE MOMEHTBI, 3aITUCHIBast X 00JIee YETKO U BBIIETSAS KAaKUM-
1160 crnocoOoM U3 0OIIIEeTO TEKCTA.

[lone3no mNpuUMEHATh Kakyro-IMOO yAOOHYIO CHUCTEMY COKpalleHUH U
YCJIOBHBIX 00O3HaueHUM (M3 M3BECTHBIX WM BBIPAOOTAHHBIX CaMOCTOSITEIBHO,
HarpuMep, MEHEIKMEHT o0o03HauaTh Ooibliol OykBod M). Ilpumenenue Takoit

CUCTCMbI IIOMOJKCT 3HAYUTCIBHO YCKOPUTL IIPOLCCC 3aIllMCH JICKIHH. Koncnekrt
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JIEKIIUU TPEANOYTUTEIbHO MUCATh B OJHOM TeTpajau, a HE Ha OTACIbHBIX JUCTKAX,
KOTOpBbIE€ MMOTOM MOTYT 3aTepsAThCs. PEKOMEHAyeTcsl B KOHCIIEKTE JIEKIIUHA OCTaBIAThH
CBOOOJIHbIC MECTa WJIM TMOJis, Hampumep, IJs TOTO, YTOObI ObLJIa BO3MOXKHOCTH
3anucH HEOOXOAMMOM HH(pOPMALIMK MTPU padOTEe HAJ MaTEpUATIAMU JIEKLIHUM.

[Ipyu BeneHMM KOHCHEKTAa JIGKIMU HEOOXOAMMO YETKO (UKCUpPOBATH
pyOpuKaIrio MaTepuaia — pa3rpaHMueHHE pa3jeoB, TEM, BOMPOCOB, maparpadoB u
T. . O0s3aTeNBHO CIIEYET AeaTh CHElUAIbHbIE MOMETKH, HalpuMep, B ClIydasx,
KOrja Kakoe-mubo omnpejeseHrue, TMOJ0KEHHUE, BBIBOJ OCTAIUCh HESICHBIMH,
COMHUTEIbHbIMU. MHorma oOywaromwuiics HE yCHeBaeT 3amucaTh BaXKHYIO
uH(dOpMaIMiO B KOHCIEKT. Torna HeoOX0AuMO CIenaTh COOTBETCTBYIOIINE TTOMETKH
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJTHUTB 3Ty HH(OPMAIIUIO B JaJbHEUIIIEM.

KauecTBeHHO clieTaHHBIA KOHCIEKT JIEKIIMH TMOMOXKET O00ydarliemMycs B
POIIECCE CAMOCTOSITEIbHON pabOoThI U MPHU MOATOTOBKE K Cl1aue dK3aMeHa.

[IpakTuyeckue 3ansTus 1o gucuuiuinHe «CepBHUCHas JAESATEIBHOCTh Ha
TPAHCIIOPTE» MPOBOJATCS B COOTBETCTBUHU C M. 5.4. lleam mpakTUUECKUX 3aHSATUMN:
3aKpENUTh TEOPETUUYCCKUE 3HAHUS, MOJTYUYCHHBIC OOYUYAIOIIMXCSIOM Ha JICKIUSAX U B
pe3yibTaTe  CaMOCTOATEIbHOTO  M3Y4Y€HHS  COOTBETCTBYIOIIUX  Pa3feiioB
PEKOMEHYeMOU JIUTEepaTyphl; MPUOOPECTH HayajgbHbIE TMPAKTHUYCCKUE YMCHHS U
HABBIKM MMPUMEHEHHUS METOJI0OB M1 MHCTPYMEHTOB MCCJICIOBAHUS SIBICHUI SKOHOMUKH
IPEANPUATHSI CEPBUCA, O CIIOCO0AX U CPEACTBAX PEIICHUS] YIKOHOMUYECKHUX MPOOIIeM
Ha MPEANPUITANA CEPBHUCA.

Tembl npakTHueckux 3aHaTui (1. 5.4) 3apaHee COOOMIAIOTCS O0YYAIOMUMCS
JUIL TOTO, YTOOBI OHHM UMEIU BO3MOXKHOCTb TIOJTOTOBUTHCS U MPOpadboTaTh
COOTBETCTBYIOIIME TEOPETUUYECKHUE BOMPOCHl IUCHMUIUIMHBL. B Hauame Kaxaoro
MPAKTUYECKOTO 3aHATHS MPETNO1aBaATEb:

— KpPaTKO JOBOAUT JIO OOYyYalOmMXCs e W 3aJauyd 3aHsATHs, oOparas
UX BHUMaHHE Ha HanOoJiee CI0KHBIE BOIIPOCHI 110 U3y4YaeMOU TEME;

— IPOBOJIUT YCTHBIM OMPOC OOYYAIOMIUXCS, B XOJE€ KOTOPOTO TaKXkKe
00CYXIar0TCs JUCKYCCHOHHBIC BOTIPOCHI.

Ha mpakTudeckux 3aHATHSX OOydYaroniuecs MPEICTABISIOT CaMOCTOSTEIHHO
MOATOTOBJICHHBIE COOOIICHWS, B TOM 4YHCJIE€ B BHJE TMPE3CHTALUNA, KOTOPHIC
BBIIONHAIOTCS B MS PowerPoint, KOHCIEKTHpPYIOT HOBYIO HWHGOPMAIUIO H
oOcyxnarT 3tu cooOmeHus. [IpenmogaBarens B ’TOM MpoOIecce MOXKET BHICTYIATH B
pOJIM KOHCYJIbTaHTA WM MojepaTopa. OOydarommXcsbl PEmarT MPoOJIEeMEl,
BO3HHUKAIOUIME B KOHKPETHOW CUTYyalluu B MPOLECCE MPOBEAEHUS KPyIJIoro crona (1.
9.6). Ilocnme Toro Kak Kakaas MOATrPYyIIa IPEIJIOKHT CBOW BapHaHT PEIICHMS
MpoOIeMbl, HAYWHACTCS NHUCKYCCHs, B XOJ€ KOTOpPOW HEO0OXOAMMO 0Ka3aTh €ro
HUCTUHHOCTb.

[lo wroram neKuM W OPAKTUYECKUX 3aHATHUH MPENOAABATENIb BBICTABIISIET
MmoTydeHHble oOywarommmcst Oamrbl, cormacHo 1. 9.1 m m 9.2. OrcyrcTBHE
oOyJaroIxcsa Ha 3aHATHSAX WIM €ro HEAaKTUBHOE Y4YacTHE B HHX MOXET OBITh
KOMIIEHCUPOBAHO CaMOCTOSITEJIbHBIM BBITIOJIHCHUEM JIOTIOJHUTENBHBIX 3aJlaHUN U
MpeJICTaBICHUEM X Ha MPOBEPKY MPETOAaBATENIO B YCTAHOBICHHBIE UM CPOKH.

B coBpeMeHHBIX yCIOBHSX Tepell OOyJaloIIMXCSIOM CTOUT BakHas 3ajadya —

Hay4yuThcs paboraTh ¢ MaccuBamMu wuHpopmanuu. OOyyaromumcss HEoOXOAUMO
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pa3BuBaTh B ce0e CHOCOOHOCTh M NOTPEOHOCTh HCMOJIB30BAaTh JOCTYIHBIE
WH()OPMAITMOHHBIE BO3MOXKHOCTH M PECYPCHI IS TOWCKAa HOBOTO 3HAHUS M €ro
pacripoctpaneHusi. OOydarmuMmcs HEOOXOAUMO HAy4YUThCS YOPABISATH CBOEH
MCCJICIOBATEIBLCKON U TTO3HABATEIIPHON JIEATEILHOCTRIO B CUCTEME «HH(MOPMAIIHS —
3HaHue — uHbopmarmsa». [Ipexae Bcero, s JOCTHXKCEHHUS OTOW IETH, B BY3e
OpTraHU3yeTCsl caMOCTOsITeNbHas paboTa oOydaromuxcs. Kpome Toro, coBpeMeHHOE
oOydeHHWe TIpearnojaraer, 4Yro CYIIECTBEHHYIO YacTh BpPEMEHH B OCBOCHUH
JTUCITUTUTHHB  OOYYAIOIIMICS TIPOBOAMT CaMOCTOSITENIbHO. [IpHHATO cYUTaTh, YTO
TaKOM MeToJ OOy4YeHHs] JOJKEH CIOCOOCTBOBAaTh TBOPYECKOMY OBIAJICHUIO
O0O0yYarOIIMMHUCS CIICITUATBHBIMHA 3HAHUSMU U HaBBIKAMH.

CamocrosiTenbHass  pabota oOydwaromierocs BecbMa MHOTOOOpa3Ha U
cozepkatenbia. OHa BKJIIOYAET CICAYIOIIME BUIbI 3aHATHI (11. 5.6):

—  CaMOCTOSITCNIbHBIA MMOWCK, aHaau3 WHGOpMAIMA W TPopaboTKa y4eOHOTO
MaTepuana;

— TMOATOTOBKY K YCTHOMY ompocy (IepedyeHb THIOBBIX BOIPOCOB JIJIst
ycTHOTO ompoca B 1. 9.6);

— TMOATOTOBKY K BBHINIOJHEHUIO CHUTYAaIlMOHHBIX 3aJlaHui  (MPUMEPHBIN
nepeveHsb 3aaHuil B 1. 9.6);

— TMOATOTOBKY K BBIMIOJTHCHHIO KOHTPOJIBHOW pabOTHI (TUITOBOW NEPEUCHb TEM
B 11. 9.6);

—  BBINOJIHEHHE KYPCOBO# pabOTHI (TeMBI KypcoBOi paboThI B 11. 9.3).

CHucTeMaTUYHOCTh 3aHATUN TPEANnojaraeT paBHOMEPHOE, B COOTBETCTBUH C
nn. 5.2, 54 wu 5.6, pacnpenenenue oObema pabOTBl B TEUYEHHWE BCETO
PEyCMOTPEHHOTO Y4eOHBIM TUTAHOM CPOKa OBJIAJIEHUS NUCHUIIIMHON «CepBUCHAs
JeSTeNFHOCTh Ha TpaHcrmopTe». TakoW MOAXoJ TMOo3BOJIsIeT W30exarh aedummra
BPEMEHH, TMEpPerpy30K, CIEMKH MU T. 1. B 3aBEPIIAOIIUA TEPUOA H3yUCHUS
muciuIuinHbl. [locaenoBaTenbHOCTh padOThl O3HAYAET MPEEMCTBEHHOCTh U JIOTUKY B
OBJIaJICHUU 3HAHUSMU MO aucturiuHe «CepBHUCHAs JAEATEIBHOCTh Ha TPAHCIIOPTE.
JlaHHBI TPUHIMI W3HAYAJIBbHO 3aJI0KEH B Y4YEOHOM IUIaHE MPHU OMpPEAeNICHUU
OUYEPETHOCTU W3YUYEHHUS JUCHUUIUIUH. AHAJOTUYHBIA TMOJIXOJ] TMPUMEHSETCA TpHU
OTIPEJICIICHUH TTOCTIE0BATEILHOCTH B U3YYCHUHN TEM JTUCIUILIAHBI.

3aBepIaronM 3TaloM CaMOCTOSTETbHON pabOThl SBIAETCS MOATOTOBKA K
clade PK3aMeHa Ha 2 Kypce B TPEThEM M YETBEPTOM CEMECTpe M KypcoBasi padora,
MIPEAToIararIias MHTETPayio ¥ CUCTEMATH3aIIMI0 BCEX MOTYyUYCHHBIX MPU U3yUYEHUN
TUCIUIUIMHBL. [IpuMepHBIil mepedeHb BOMPOCOB IS AK3aMEHOB, MPAKTHUECKHUX
3amannii mo gucruiuinae «CepBUCHAs MEATeIbHOCTh Ha TPAHCIIOPTE» MPUBEIICHHI B
. 9.6. OnieHouHas nIKana A1 KypcoBoid paboThl onmcana B 1. 9.5.
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PaGowyas mnporpamma mo pgucnuiuinHe «CepBUCHAs HEsATENBHOCTH Ha
TPaHCIIOPTe» COCTaBleHa. B cooTBeTcTBUHM ¢ TpeboBanmsamu PI'OC BO mo
HamnpaBneHuto nmoAarotosku 43.03.01 «Cepucy.

I[IporpamMma paccMOTpeHa H yTBEpXKAeHA Ha 3acefaHuH Kadenpsl Ne 2
«CoOnHanbHO-5KOHOMHYIECKUX TUCIHMILIME U cepBuca» « 4 » et l 2023
rona, mpotokon Ne {0 . '
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