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1 Ileau ocBOeHMSI JUCIHUTINHBI

Hucrumummaa «IIpodeccrnonanbHas 3THKa, CTaHIAPTH3AIMUSA, CEPTUDUKAIUST U
yIpaBlieHHWEe  KadyeCTBOM B CEPBHCHOM  OOCITY)XMBaHUU»  CIIOCOOCTBYET
(GOpMHUPOBAHUIO CHUCTEMBI 3HAHUW O METOAOJOTHYECKHX OCHOBaX COBPEMEHHBIX
HAyYHBIX W TPAKTUYECKUX 3HAHUW 110 OCHOBAM COBPEMEHHBIX HAyYHBIX U
MPAKTUYCCKUX 3HAHUH B 00JacTH NPO(EeCCHOHATBHOW ATHUKH, CTaHAAPTU3AINH,
cepTuUKalM ¥ yOPABICHUS KadyeCTBOM B CEPBUCHOM OOCITYy)KMBaHHUH Ha
BO3/YIIIHOM TPAHCIIOPTE, a TAKKE 00 0COOCHHOCTSAX, CIIOCO0aX U CPEACTBAX PEIICHUS
po0JIEM B TIPOIECCE CEPBUCHOM JICATSILHOCTH Ha COBPEMEHHOM aBUATIPEANIPUATHH .

[enssmu ocBOCHMS AUCIMIUIMHBI «IIpodeccrnoHanbHas dTUKA, CTaHAAPTH3AIIHS,
cepruduKalys U yrnpaBJICHHE KaueCTBOM B CEPBHUCHOM OOCTY)KUBAHHH» SIBIISIFOTCS
dopMHupOBaHUE Yy OOYYaIONMUXCS TPEACTABICHUS O MOPAIBHBIX TPEOOBAHMSIX,
NPEIBSABIACMBIX K MPO(PECCHOHATBHON NeATeTbHOCTH PaOOTHUKOB c(ephbl CepBHUCa;
TEOPETUYCCKUX OCHOB, MPAKTUYCCKUX (OPM M METOJIOB MPHUHATHUS YIPABICHUSCKUX
pPEIICHW Ha OCHOBE WCIIOJIb30BaHUS COBPEMCHHBIX HAYYHBIX M IMPAKTHYECKHUX
3HaHHMHA TI0 OCHOBaM MPO(EeCCUOHAIBHOW 3THKH, CTaHAAPTU3AIMHU, CEPTHPUKALINHA U
yIIPaBJICHUsST KAadyeCTBOM B CEPBHUCHOM OOCITY)XKUBAaHWUU: TPUOOpPETCHUE YMCHHM
NPUMCHSATH TOJYYCHHBIC 3HAHHWS Ha MPEANPUATHIX CEepBHUCAa B cepe BO3AYITHOTO
TPaHCIIOPTa; YMEHHUH B OpraHW3alliy MpoIlecca CEPBHCa Ha BO3AYIITHOM TPAHCIIOPTE;
NproOpETCHHE YMEHHI MPUMEHSTH IMOJTYYCHHBIE 3HAHUS.

3amayamMu OCBOCHUS TUCIUTUINHBI SIBIISTFOTCS

- TO03HAKOMHUTH OOYYAIOUIUXCSA C OCHOBHBIMH METOJaMH BOCIIPHUSATHUS
MEXKYJTbTYpHOT'O pa3HOOOpa3uss oOO0IIecTBa B COIHMAIBHO - HCTOPUYCCKOM,
ATHYECKOM M (UIOCOPCKOM KOHTEKCTaX B IPOIECCE OCBOCHUS JTUKH, ICTCTUKH
oOCITy)XMBaHMsI, OTHKETa, MOpalld W  HPABCTBEHHOCTH, CTaHIAPTHU3AIIWH,
cepTUdUKAIMA ¥ YIPaBICHUS KaduecTBOM B cepe cepBHCHOrO oOCIy)KMBaHHS Ha
TPaHCIIOPTE;

- TI0O3HAaKOMHUTh  OOydYalOmMUXCI C  OCHOBHBIMH  OCOOCHHOCTSIMH
MEXKYJIbTYPHOTO pa3HOOOpa3usi 0011eCTBa;

- TI03HAKOMHTH OOYYAIOIIUXCS C MEXaHH3MOM oOecreueHus TpeOyeMoro
KauecTBa TIPOIECCOB OKa3aHUA YCIAyr, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX
TEXHOJIOTUHA B TIPOILIECCE OCBOCHUSA OJTHKH, OICTETHKU OOCIYKUBaHUS, OJTUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEepTU(UKAIMU U yIpaBICHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKUBAHHS HA TPAHCIIOPTE;

- TIO3HAKOMHUTh OOYYAOMIMXCA C MEXaHU3MOM CHCTEMBI OO0ECTICUCHHUS
TpeOyeMbIX  KayeCcTBO TMPOIECCOB OKa3aHUS YCIYr B  COOTBETCTBHH  C
MEXIYHAPOIHBIMUA W HAIMOHAJIBHBIMH CTaHJAApTAMU B IMPOIIECCE OCBOCHUS JTHKH,
ACTETHKU OOCITY)XHBAHUS, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepruuKanMu W yNpaBJICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TPaHCTIOPTE,;

- TO3HAKOMUTH OOYYAOIIHUXCS C MEXaHU3MOM (hOPMHUPOBAHUS OKA3aHUS YCIIYT
B COOTBETCTBUU C 3aSBICHHBIM Ka4eCTBOM, C MEXaHM3MOM OKa3aHUS YCIyT B
COOTBETCTBHH C 3asBJICHHBIM Kauye€CTBOM B TIPOIIECCE OCBOCHHS ITHKH, JCTETHKU
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oOCIy’KMBaHMSI, OTUKETa, MOpPAJIM W  HPABCTBEHHOCTH,  CTAaHJIAapTU3aLHH,
cepTU(PUKALMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHBAHHS Ha
TPAaHCIOPTE;

- MO3HAKOMUTH OOYYalOUIUXCsl ¢ OCHOBHBIMM MaT€pHAIbHBIMU pECypcaMH, U
o0opyAOBaHUEM [JIsl OCYILIECTBIEHUS MPOLECCa CEpBHUCA, METOJbl IMPOBEICHUS
MEPEroBOpPOB € KIMEHTAaMU [0 MPETEH3UOHHBIM Cly4yasM | MEXaHU3MBI
ONpeJeNeHUs] TMPUYMH BO3HUKHOBEHUS MPETEH3UH B MPOILIECCE OCBOEHUS OSTUKH,
ACTETUKU OOCIY)XKMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTUPUKAIMU U YNPABICHUS KAYECTBOM B c(epe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TPAaHCIOPTE,;

- MO3HAKOMUTH OOYHYarOmMXCS C METOJaMH pPa3pabOTKU U MCMOJIb30BaHUS
THUMOBBIX TEXHOJIOTUYECKUX MPOIECCOB, METoAaMu (OPMUPOBAHUS M BHEIPECHUS
KOPIOPaTUBHBIX ~ CTAaHIAPTOB W  PErJIAMEHTOB  MPOILIECCOB  OOCTY>KUBaHUS
norpebuTeNned Ha TPAHCIOPTE, METOJAAaMU B3aUMOJACHCTBUS C KIMEHTAaMH [0
OopraHu3aluu Ipoliecca 00CITyXKUBaHUS MOTpeduTeneil B cdepe rocTrenpuuMcTBa B
Ipolecce OCBOCHHUS OTHUKHM, OCTETUKU OOCIYyKMBaHUS, OSTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTU3alMU, CEpPTU(PUKAIMU M YNpaBIEHUS KauyeCTBOM B
chepe cepBUCHOTO 0OCITYKHMBaHUSI HA TPAHCIIOPTE;

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

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

Hucuunnuna «IIpodgeccuonanbHas 3THKa, CTaHAAPTH3ALMS, cepTUDUKALIS U
yIpaBiI€HUE KAa4eCTBOM B CEPBUCHOM OOCITYXMBaHUM» OOECIEUMBAET MOATOTOBKY
BBIYCKHUKA K CEpPBHCHOM W OpraHU3allMOHHO-YIIPABJICHYECKOMY THIIy 3ajad
npo¢eCCUOHANTBHOMN AESITETbHOCTH.

2 Mecto tucumiuinabl B ctpykrype OITOII BO

Huctumummaa «IIpodeccronanbHas 3THKa, CTaHIAPTH3AIMS, CepTUDUKAIUS U
VIOpPaBIICHUE KAa4eCTBOM B CEPBUCHOM OOCIY)XKHBAaHUU» TPEACTABIAECT COOOM
TUCHUIUIMHY, OTHocsamyrocs Kk OoOs3arenbHol wactd brmoka 1 JlucnurinHb
(Monmynm).

Hucrumumaa «IIpodeccrnonanbHas 3THKa, CTaHAAPTH3AIMS, CEpTUDUKAIUSI U
VIpaBJICHHE KauyeCTBOM B CEPBHCHOM OOCTY>KMBaHHWH» 0a3MpyeTCs Ha pe3ysbTarax
oOydeHusi, CHOPMHUPOBAHHBIX Y OOy4aIOMmErocss TPH OCBOSHUW JIUCIIUTUINH:
«Texnomorum  nenoBoro  OOMmIEHHWS,  TICUXOJOTHST W KOH(DIUKTOJIOTHS,
«Cepsucosiorust («CepBHCOJIOTHS W OpraHu3alvs OOCITYy)KHBAHHS»)», «YIIpaBICHUE
NpeANpUsTUIMU  CcepBHCa Ha TpaHcnopre», «CepBUCHAas [IEATEIBHOCTh Ha
TPAHCIIOPTEY.

HNucuumnuna «IIpodeccuonanbHas 3TMKa, cTaHAapTU3ALUA, CepTUDUKALUS U
yIpaBJjeHUE KaueCTBOM B CEPBUCHOM OOCIY>KMBAaHUMU» SABJISIETCA OOEcCIeuuBaronien
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IUI U3YYEeHUS TUCIUIUINH: «YTIpaBiICHUE TyPUCTCKO-PEKPEAIIMOHHBIMU TPOCKTAMHU U
opranuzanmen oocmyKuBaHus», «Opranu3anys U MIaHUPOBAHKE MPOLIECCa OKa3aHUs
CEpBHUCHBIX YCIYr Ha TpaHcmopTe», «OpraHu3amus cepBuUca B a’poropTy U Ha
BO3AYIIHOM cyaHe», «MHaycTpusi rocrempuuMcTBa B cdepe TpaHCHOPTay,
«IIpaBoBoe obecnieueHre CepBUCHOTO 0OCTYKMBAHUS Ha TPAHCIIOPTE.

JucuuruinHa u3yyaercs B 4 u 5 ceMecTpax.

3 Komnerenunu o0yuawuerocsi, gopMmupyeMbie B pe3yJibTaTe OCBOEHHUSA
AUCUMILTHHBI

IIponecc OCBOEHUS JVCLUTUIHBI «IIpodeccrnonanbHas ATHKa,
CTaHAapTu3alMs, cepTUdUKAKMs ¢  yOpaBICHHE KAaueCTBOM B  CEPBUCHOM
00Cy’KHBaHMM» HaIpaBJeH Ha GOPMUPOBAHUE CIAECAYIOIUX KOMIETEHIUM |

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

pazHooOpa3ust o01ecTBa

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

Opranusyer OICHKY KadecTBa OKa3aHUsA YCIYI B CEpBHCE Ha

N omk-3 o,
OCHOBE KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOIOIM;

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

OObecnieunBaeT OKa3aHHE YCIYT B COOTBETCTBUU C 3asBICHHBIM

N %0mk-3
Ka4eCTBOM

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

OIIK-7

OOGecneunBaer  coOmtogeHue  TpeOoBaHuM  0€30MaCHOrO

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

Co0nroflaeT  MOJOKEHUSI HOPMATHUBHO- IPABOBBIX  AKTOB,

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




Ilepeyenp u ko [lepedeHb MIaHUPYEMBIX Pe3yJIbTATOB OOYUYEHHUS 110

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

0o0cJIy’)KUBaHUSI TOTpeOMTEeNeM M OPraHM3aluM IpoLecca
YJIAYYIICHUS] KAYeCTBA 0KA3aHU TPAHCIOPTHBIX YCJIYT

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

N ks

[TpumenseT METOabl pa3pabOTKM W HMCIOJIb30BAHHUS THUITOBBIX
TEXHOJOTUYECKUX TIPOIECCOB, METOJbI (OPMHUPOBAHUS U
BHEJPCHHSI KOPIOPATHBHBIX CTAHJAPTOB M PETJIAMEHTOB
U3 NPOIIECCOB  OOCIY)XMBaHHsI TOTpeOUTENeH Ha TpaHCIopTe,
METOJIBI B3aMMOJCHCTBUS C KIMEGHTaMH I10 OpraHu3aIuu
mpoiiecca 00CITy>)KHBaHUS norpeouTeneit B cthepe
TOCTEIIPUUMCTBA

I[Inanupyembie pe3yabTaThl H3yYeHUS JUCHUIIIMHBI:

3HaTh:

- OCHOBHBIE METObl BOCIIPUSTHS MEKKYJIbTYPHOTO pa3HOOOpa3us o0IIecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHYECKOM U (PriIocOPCKOM KOHTEKCTaxX B Mpoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIH M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CcepBUCHOTO
obcnyxkuanus Ha Tpancrnopre (Mlyks); 0OCHOBHBIE 0COOEHHOCTH MEKKYIBTYPHOIO
pasHoobpasus obmecta (M1%yk-s);

- MEXaHU3M oOecredeHus: TpeOyeMoro KauecTBa MPOIECCOB OKa3aHUsl YCIYT,
Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMM B MPOIIECCE OCBOCHUS ITHUKH,
ACTETHKU OOCIY)XMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTupUKalii W YNpaBICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCITYy)KMBaHUS Ha
tpancnopre (U1'onk-3); MexaHusM cucTeMbl obecredeHus TpebyeMOoro KadecTBa
MPOIIECCOB OKA3aHUs YCIYT B COOTBETCTBUH C MEKIYHAPOAHBIMUA M HAITMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, AITHKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMN U yIpaBICHUS
kadecTBOM B cdepe cepBucHOro obcayxkuBanus Ha tpancnopre (MI%omk-3);
MEXaHW3M OKa3aHWs YCIyr B COOTBETCTBUU C 3asBICHHBIM Ka4eCTBOM B TPOIECCE
OCBOCHHS 3THKH, DCTCTUKH OOCTY)XKHWBAaHHS, ITHKETA, MOPAIH W HPABCTBEHHOCTH,
CTaHJapTU3ANNHA, CEpTU(DUKAIMK W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
obcamyxuBanus Ha Tpancnopre (M13omx-3);

- TpeOoBaHUs 0OE30MacHOr0 OOCIY)KHMBAHUSA, OXpaHbl TpyJda M TEXHUKHU
0€30MacCHOCTHU 3alUTHI OT TeXHOC(EpHBIX PAKTOPOB HA TPAHCIIOPTE MPUMEHUTEIIHHO
x chepe ceppuca Ha Tpancnopre (U omk.7); MONI0XKEHHS HOPMATHBHO-IPABOBHIX
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aKTOB, PETYIHPYIOMIMX OXpaHy TpyJda M TEXHHKY O€30MacHOCTH, B TOM YHCIE Ha
npeanpuATHAX ceppuca B cdepe tpancnopta (U1%0mk-7);

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

Ymers:

- IPUMEHATH OCHOBHBIC METObI BOCIIPUATHS MEKKYJIBTYPHOTO pa3HOOOpa3us
00IIIecTBa B COIMAIBHO - HCTOPUYECKOM, ITHUECKOM M (PriI0cOhCKOM KOHTEKCTaxX B
IpoIleccCe OCBOCHUS OTHKH, OJCTETUKH OOCTYXMBaHUS, OSTUKETa, MOpald H
HPABCTBEHHOCTH, CTaHJIAPTH3aIlMU, CEpTU(PHKAIMA W YIPaBICHUS KAadyeCTBOM B
cepe cepBucHOro obcnyxuBanus Ha Tpancrnopre (M1yi.s); IPUMEHATH OCHOBHBIE
0COOEHHOCTH MEKKYIBTYPHOTO pasHooOpasus oomectsa (M]1%yks);

- TPUMEHSATh MeXaHu3M olecreueHuss TpeOyeMoro KauecTBa IIPOIIECCOB
OKa3aHMs YCIyr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTUH B MpoIlecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJapTU3ALNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CcepBUCHOTO
oocnyxkuBanus Ha Tpancnopre (Ulonk.3); HpUMEHATH MEXaHH3M —CHCTEMBI
oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHHs YCIYr B COOTBETCTBUH C
MEXIYHAPOJHBIMU W HAIIMOHAJIBHBIMHU CTaHAAPTAMU B TPOIECCE OCBOCHUS STUKH,
ACTETHKU OOCIY)XMBaHUS, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTupuKaMu W yNpaBJICHUS KA4eCTBOM B cdepe CEpPBHUCHOTO OOCTY>KMBAHHS Ha
tpancnopre (UJ1%mk-3); IPUMEHATh MEXaHM3M OKAa3aHHS YCIYT B COOTBETCTBHHU C
3asIBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHHS STHUKH, ICTETUKU OOCITYKMBaHUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAHAAPTU3AINH, CEPTUDUKAIINY U YIIPABICHUS
Ka4ecTBOM B cpepe cepBHCHOro obcayxkuBanus Ha Tpancrnopre (U 1omk-3);

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

- HWCIONB30BaTh MAaTEPHANBHBIE PECYPCHI, TMPUMEHSTH OOOpPYIOBaHUE IS
OCYIIECTBIJICHHSI TPOIIECcCca CEPBUCA, TPUMEHSITh METOIbI TIPOBEICHHSI TIEPETOBOPOB C
KIIMEHTAaMU TI0 TPETCH3MOHHBIM CIIy4asiM ¥ TPUMEHSITh MEXaHU3MBI OIPEACIICHUS
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MPUYUH BO3HUKHOBEHUS TPETCH3WMH B TMPOIECCE OCBOCHHS OTHUKH, JICTETHKU
OoOCITy)XMBaHHsI, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKMBAHHS Ha
tpancnopte (U/1lk-3); IpuMeHaTs MeTOAbl Pa3paboTKU M MCIOIb30BAHUS TUIIOBBIX
TEXHOJOTHYECKUX TPOIECCOB, MPUMEHITh METOAbI (POPMUPOBAHHUS M BHEAPEHUS
KOPIIOPAaTUBHBIX ~ CTAHAAPTOB M  PErJIaMEHTOB  MPOILECCOB  OOCTYKUBaHUS
noTpeduTeneil Ha TPaHCIIOPTE, MPUMEHSATh METO/IbI B3aUMOJICHCTBHS C KIIMEHTaMH 110
OpraHM3aliy Tpolecca OOCTyKHBaHHs MOTpeOuTeneld B chepe rocTenpuruMcTBa B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKUA OOCTYXMBAaHUS, OTHKETa, MOpaIH U
HPABCTBEHHOCTH, CTaHIAPTH3aAIlMU, CEPTU(PHUKAIMK M YIPaBICHUS KAadyeCTBOM B
chepe cepsucHOro oocayxxupanus Ha Tpancnopre (MJ1%mx-3);

Bnaners:

- CIIOCOOHOCTHIO TMTPUMEHSTh OCHOBHBIC METOJIBI BOCIIPUATHS MEKKYJIbTYPHOTO
pa3HooOpasust 00IIeCTBa B COIMAIBHO - HCTOPUYECKOM, ITHUECKOM U (prtocodckoM
KOHTEKCTaX B IMPOIIECCE OCBOCHUS ITUKH, ICTETUKH 00CITY)KUBaHUS, ITHKETA, MOPAITH
¥ HPaBCTBCHHOCTH, CTaHIApPTHU3aIlMH, CEpTU(UKAIIMU W YIPABICHUS KAadeCTBOM B
chepe cepucHoro obcayxkuBanus Ha Tpancnopre (Mlyks); cnocoGHOCTBIO
NPUMEHSATh OCHOBHBIE OCOOEHHOCTH MEXKYJIBTYPHOTO pa3HooOpasus o0OIecTBa
(M Pyks);

- CHOCOOHOCTBIO MPUMEHITh MEXaHH3M oOOecTieueHus: TpedyeMoro KauecTBa
IPOIIECCOB OKa3aHWsl YCIYr, HA OCHOBE KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTUU B
Ipolecce OCBOCHHUS ATHKH, OCTETHUKHM OOCIYXUBaHUSA, OSTUKETa, MOpPAId U
HPAaBCTBEHHOCTH, CTaHIAPTHU3AlMU, CEPTU(PHUKAIMU M YIpaBICHUS KadyeCTBOM B
cepe cepBucHOro obcmyxusanus Ha Tpancrnopre (U lonk-3); crnocoGHOCTBIO
NPUMEHSITh MEXaHU3M CHCTEMBI obOecrieueHus TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHMUsS YCIYT B COOTBETCTBHM C MEXKIYHAPOJAHBIMU W HAIMOHAIbHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS JTHUKH, ICTETHUKU OOCTY>KMBAaHMS, ITHUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTU(UKAIMU U YyIpaBIeHUS
KauecTBOM B cdepe cepBUCcHOro obciyxupanus Ha Ttpancnopre (U1 %onk-3);
CIIOCOOHOCTBhIO TMPUMEHATh MEXaHM3M OKa3aHWi YCIAYr B COOTBETCTBHH C
3asIBJICHHBIM Ka4eCTBOM B TMPOIIECCE OCBOCHHS ITHUKH, ICTETUKU OOCITYKMBaHUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINH U YIIPABICHUS
KayecTBOM B cpepe cepBHCHOro obcayxkusanus Ha Tpancrnopre (U1 omk-3);

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

- CHOCOOHOCTBIO HCIOJB30BaTh MAaTEPHAIBHBIE PECYpChl, TMPUMEHATH
o0opyoBaHUE IJIsl OCYIIECTBICHHS IPOLIECcCa CEpBHUCA, CIIOCOOHOCTHIO MPHUMEHATH
METO/IBI TPOBEICHHS TIEPETOBOPOB C KIMEHTAMH TIO TMPETEH3MOHHBIM CIIydasM MU
CIIOCOOHOCTBPIO TIPUMEHSITh MEXAaHW3M ONpPENETICHUS TPUYMH BO3HUKHOBEHUS
MPETCH3UHN B MPOIECCE OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHBaHUS, dTHUKETA, MOPAIIA
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¥ HPABCTBEHHOCTH, CTaHIAPTHU3AIMH, CEPTUPUKALNUA U YIPABICHUS KAYeCTBOM B
chepe cepucHoro obcmyxupanus Ha Tpancnopre (M[Ilnk.s); crnoco6HOCTBIO
OPUMEHATh METOIABI Pa3pabOTKM M HWCIMOJIb30BaHUS THUMOBBIX TEXHOJIOTHUECKHUX
MPOIECCOB, CIIOCOOHOCTHIO MPHUMEHSTh METOABl (OPMUPOBAHUS W BHEAPEHUS
KOPIIOPAaTUBHBIX  CTAHAAPTOB M  PErNIaMEHTOB  MPOILIECCOB  OOCTYKUBAHUS
noTpeduTeneil Ha TPAHCIOPTE, CIIOCOOHOCTHIO MPUMEHSITH METO/BI B3aUMOICHCTBUS
C KJIMEHTaMHU IO OpraHu3aluu Ipollecca OOCTyKHUBaHUs moTpeduteneit B cdepe
TOCTETIPUUMCTBA B TPOIIECCE OCBOCHUS STUKH, ICTETUKH OOCTY)KUBaHUS, ITHKETA,
MOpaql W HPABCTBEHHOCTH, CTaHIApTU3AlUU, CEpTU(UKANUKA U YIPaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO 00CTykuBanus Ha Tpancropte (M1%mi.3).

4 O0beM AUCHUILIHMHBI ¥ BBl Y4e0HOH padoThI

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

HaunmeHoBaHue Bcero vacos Cemectp
4 5
OO6m1ast TPy1I0€MKOCTh JUCITUTIITUHBI 216 108 108
KonrakTHas pabora: 93 34,5 58,5
JIEKIIUA 44 16 28
IPAKTUYECKUE 3aHATHUS 40 16 24
CEMUHAPBI — — —
1abopaTtopHbIe pabOTHI — — —
KypcoBasi paboTa (IpoeKT) 4 — 4
CamocrosiTenbHas padoTa 00y4daromerocs 56 40 16
ITpomerxyTouHas aTTecTaIus 72 36 36
KOHTaKTHas paboTa 5 2,5 2,5
caMOCTOsITeIbHAsE paboTa IO MOJATOTOBKE K 67 33,5 33,5
HK3aMeHaM

5 Conep:kanue TUCUUIJINHBI

5.1 CooTHeceHHEe TeM MUCHHUILINHBI U GOPMHPYEMBbIX KOMIIETEHIHii
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BK, JI
Tema 1. [Ipeamer u npobiemaTuka 3TUKU . H’3 ’ vO. C3
B cdepe cepBuUcHOro obOcmykuBaHus Hal 9 | + | + + MPI’< C’m ’
aHCIIOpTE ’




o Komnerenuun E = 0
2 S | Z8
58| 2 53 | 25
TeMbl TUCHMITIINHEBI 5z d W0 ::'4 bld o 8 £ S g
= 8 =B 7 R X T o
s |>|&ls | E| &€ =i
~ O o o
O =
Tema 2. Ortuueckue yuenus JlpeBHero JI, 113, vO. C3
Bocroka, AHTH4YHas Dd3TWKa, Od3Tuka] 9 | + | + | — | + | MPK, C’ ’
Cpennux BexkoB 1 HoBoro Bpemenu CPC H
JI, 113,
Tema 3. § AxTyanbHble  TPOOIEMBI 9 |+ | + | — |+ MPK, V% C3,
COBPEMCHHOW ATUKH CPC 11
JI, 113,
Tema 4. IlpodeccuoHanbHas 3TUKa U €€ YO, C3,
. . 9|+ | +|—| + | MPK,
B3aMMOCBS3b C O0IIIel Teopueit Mmopanu CPC Ci
Tema 5. [Ilpodeccuss u  JTHYHOCTE. 9 |+ | + | — |+ Jg/’[;[l? > YO, C3,
HpaBcTBeHHas KynbTypa npodeccruonana CP C’ C
Tema 6. OTHYECKHUE OCHOBBI JI, T13, vO. C3
npodeccuonanpHol  gearenbHocTn B[ 9 | + | + | — | + | MPK, L
Crng
chepe yemyr CPC
JI, 113,
Tema 7. DcTeTrka 00CTyKMBaHUS 9|+ | +|—| + | MPK, YO, C3,
Cig
CPC
Tema 8. IIpodeccronanbHOE MOBEACHUE JI, 113,
YO, C3,
pabOTHUKA cepBHUCa HAa pa3WyHbIX dTamax, 9 | + | + | + | + | MPK,
Crg
00CTy>KWBaHMsI HA TPAHCTIOPTE CPC
Tema 9. OcoOEHHOCTH J1€JIOBOTO OOIICHHUS L, 113, YO, C3,
B chepe yciu S|t —| | MPK C
pe ycayr CPC L
Tema 10. OpranmzanuoHHasi KyJlabTypa JI, 113, vO. C3
Kak (axTop moBbieHus d¢pdextuBnoctul 3 | + | + | — | + | MPK, C’ ’
B c(hepe cepBuca CPC H
Tema 11. YnpaBnendeckas 3Tuka B chepe L I3, YO, C3
c:N:cha. ’ sl MPK, é ’
p CPC =
Tema 12. DtHkeT Kak PETYISTOP
MEXTHYHOCTHBIX OTHOIICHUH " —
JI, 113,
mpodeccuoHaTFHOTO MOBEJICHUS YO, C3,
5| + | + + | MPK,
pPaOOTHUKOB CepBUCA. DTUKET JEIOBBIX CPC C
COBELIAHUN, MPE3CHTAIUN U MyOIMYHBIX
BBICTYILJICHUI
Tema 13. [IlpaBmma moBemenmss B 5 | + | + + | JL, II3, |YO, C3,




o Komnerennnu = E o
/M 5 S 3
5 ot = = M
3 d ™ [~ < 5 T 5
TeMbl TUCHMITIINHEBI 5z d W0 ::'4 bld o 8 £ e =
= 8 =B 7 R X T o
s |>|alg | E| &8 | 2 &
~ O o o
C =2
0OIIIECTBEHHBIX MECTAX — MPK, Ci
CPC
Tema 14. JlenoBoil 3TUKET W MPOTOKOIL.
JI, 113,
OcobeHHOoCTH UX  MPOSIBICHUS Be | 4|+ ||+ | MPK YO, C3,
CEpBUCHOM  JIEATENBHOCTU.  JlemoBbie CPC’ Cu
BCTPEYU U TIEPETOBOPHI
Tema 15. DTHKa CEpBUCHON AEATEIBHOCTH JI, 113,
YO, C3,
Ha TpaHCIOpTe, B TOM uucie B chepel 5 | + | + | — |+ MPK,
Crng
BO3YIIHOIO TPAHCIIOPTA CPC
Tema 16. KauectBo, 6€30MacHOCTh yCIyr
. JI, 113,
U KyJbTypa CEpBHCHOM NESITENIBHOCTH Ha — YO, C3,
TpaHCIIOpTE, B TOM uuciae B cdepe [N R t | MPK, C
pareropte, P KC,cpc| M
BO3/TYIIHOTO TPAHCIIOPTA
JI, 113,
Tema 17. Mojaenb kauecTBa yCiIyru S |+ | + | — | — | MPK, YO, C3,
Cig
CPC
JI, 113,
Tema 18. ITokazaTenu kauecTBa yciayr S |+ | + | — | — | MPK, YO, G3,
Crng
CPC
Tema 19. ®opMbl U METOJBI OICHKHU L, 113, VO, C3
' 5|+ |+ |+ | + | MPK, C’ ’
KauecTBa YCIyT CPC I
Tema 20. MexayHapoaHble OpraHu3aluu
JI, 113,
Mo cra”aapru3auuu. lIpaBoBble OCHOBBI — YO, C3,
5| + | + + | MPK,
NEeATeNIbHOCTH W OpraHu3allMOHHAas C
CPC
ctpykrypa MUCO
Tema 21. Teoperuueckne  OCHOBBI 3+ | 4 + |Lcec| vo
TEXHUYECKOTO PETYIUPOBAHUS —
L3, yo, 3,
Tema 22. Cranmaptuzamus B chepe ycnyr| 5 | + | + | — | + | MPK,
Crg
CPC
Kypcosast pabota 4
Mtoro no AUCIUIUIMHE 140
[IpomexyTouHas aTTecTanus 72 €]
Bcero no aucuumiauze 216

Coxkpamenus: JI — nekuus, [13 - npaktuueckue 3ansarus, KC — kpyribii cron,
CPC — camocrosrenbHas pabota oOyuvatomierocsi, BK — Bxonnoit koutpons, YO —
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ycTHbI onpoc, MPK — merton pasBuBaromerics koonepanuu, C3 — CUTyallHOHHOE

3amanue, Cir — coolOIenne, D — SK3aMeH.

5.2 TeMBbI AMCHUIVINHBI U BUABI 3AaHATHHA

HaumenoBaHue TeMbl AUCLUTIMHBI J | 113 JIP | CPC KP Beero
4acoB
Cemectp 4
Tema 1. IlpenmMer u mnpobnemaTHka
ATUKU B chepe CepBHUCHOro | 2 | 2 — 1| 5 — 9
00CITy)KMBaHHSI Ha TPAHCIIOPTE
Tema 2. Ortuueckue yuenus [peBHero
Bocroka, AmnHTHYHas OSTuka, OJTHKa | 2 | 2 — 5 — 9
Cpeanux BekoB 1 HoBoro BpeMeHH
Tema 3. AkryanbHble MPOOJIEMBI 5| 9 _| 5 . 9
COBPEMEHHOW dTUKH
Tema 4. IIpodeccuonanbHasi 3TUKa U €€ o | o _| 5 . 9
B3aMMOCBSI3b C 00IIEl Teopruel Mopau
Tema 5. Ilpodeccuss u JAMYHOCTE.
HpaBctBenHnas KyJapTypa | 2 | 2 — 1| 5 — 9
npodeccronana
Tema 6. OTuyeckue OCHOBBI
npodeccuoHaabHON  JedaTenbHOoCTH B | 2 | 2 — 1| 5 — 9
chepe ycayr
Tema 7. DcreTnka 06CITyKUBaHUS 2 | 2 — | 5 — 9
Tema 8. [Ipodeccuonansruoe
noBejieHHe paOOTHUKAa cepBHCca Ha 5 | 9 _| s . 9
pPa3TUYHBIX JTamax OOCTYy)KMBaHUS Ha
TPAHCIIOPTE
Wroro 3a cemectp 4 16 | 16 — | 40 — 72
[TpomesxyTouHas arrectanus B popMme dK3aMeHa 36
Bcero 3a cemectp 4 108
CemecTtp 5

Tema 9. OcoOeHHOCTH  [EJIOBOIrO 5 | 9 . 1 . 5
oOmieHus B chepe ycmyr
Tema 10. OpranuzanuoHHas KyibTypa
Kak dakrop MOBBIIEHUS | 2 | — — | 1 — 3
s dexTuBHOCTH B chepe cepBrca
Tema 11. VYmpaBneHueckass 3THKa B 5| o . 1 . 5
chepe cepBrca
Tema 12. DTUkeT Kak PETYIATOP
MEXJTHYHOCTHBIX OTHOIIICHUH 5| 5 |1 . 5
podheCcCHOHaTBHOTO MOBEICHUS
pabOTHUKOB cepBHCA. DTHUKET JEIOBBIX
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HaunmenoBaHue TeMbl JUCHUTLINHBI J |II3|C |JIP| CPC KP E;:;g
COBEILIAHUH, Mpe3eHTALUN 51
MyOJIMYHBIX BBICTYTUICHUIN
Tema 13. IlpaBuna moBeneHUS B o | o || — 1 . 5
0OIIIECTBEHHBIX MECTaX
Tema 14. JlenoBoM 3TUKET U MPOTOKOI.
Oco0eHHOCTM WX  TPOSBICHHUS B ol o | | 1 . 5
CEpBUCHOM  JIESATEIILHOCTU. JlenoBbie
BCTPEYU U NIEPETOBOPEI
Tema 15. OTrka CEpPBHUCHOM
NesTeNbHOCTH Ha TpaHcmopre, B Tom | 2 | 2 | —| — | 1 — 3)
yucie B chepe BO3AYITHOTO TPaHCIIOpTa
Tema 16. KauecTtBo, 0€3011aCHOCTD
yCIyr —u KYJIbTypa CEepPBUCHOU 3 T P D . 7
NEATeIbHOCTH Ha TPAHCIOPTE, B TOM
gucie B chepe BO3AYITHOTO TPaHCIIOPTa
Tema 17. Moaenp kauecTBa yciuyru 2 |2 |— —| 1 — 5
Tema 18. [loka3arenu kauecTBa yCiIyr 2 | 2 |——| 1 —
Tema 19. ®@opmbl U METOABI OLEHKHU o | o || — 1 . 5
KadyecTBa yCIyr
Tema 20. Mex1yHapoaHbie
OpraHM3aUMH N0 CTAHAAPTH3ALMH. | , | 5 | | _ | 4 . 5
[IpaBoBBIE OCHOBBI JEATEIBHOCTH U
opraHu3anuonHas crpykrypa MCO
Tema 21. Teopernueckue OCHOBBI o | || 1 L 3
TEXHUYECKOTO PETYINPOBAHMUS
Tema 22. Cranmpaptuzamus B cdepe ol o | | 1 L 5
ycayr
Kypcosas padora — | — | =] = — 4 4
Uroro 3a cemectp 5 28 |24 | —| — | 16 4 72
[TpomesxkyTouHas arrectanus B popme sK3amMeHa 36
Bcero 3a cemecTp 5 108
Wroro no gucuuminze 216

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

camocTosiTelibHasE pabora oOydwaromerocsi, KP — «kypcoBas pabora, JIP -

nabopaTtopHbie paboThl, C — CEMUHAPBHI.
5.3 Conep:kaHue IMCUUIIMHBI

Tema 1. IIpexmer u mnpodjemMaTHka 3THKH B c(epe CEPBHUCHOIO
00CJIy’>KMBAHUS HA TPAHCIIOPTE
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IToraTne u npeaMer 3TUKU. Mopaib U HPABCTBEHHOCTb. Teopernuyeckas,
HOpMAaTHBHAs U MPUKIIAJHAs 3TUKA. MeCcTO 3THUKH B CUCTEME 'YMaHUTAPHOTO 3HAHUS
(mmsa  camocTosiTenbHOTO U3ydeHus). (OCHOBHbIE OSTUYECKHE KaTeropuum (IJist
CaMOCTOSITEJILHOTO M3y4eHHs1). «HecTb», «I0ar», «COBECTh», «OTBETCTBEHHOCTH) -
BaOKHEHIINE KaTeropuu MpOPECCHOHATIBHOW STUKM pabdoTHHMKA cepBuca (ams
CaMOCTOSITEJILHOTO U3y4eHus). MexaHusm obecnedeHus TpeOyemMoro KadecTBa
MIPOLIECCOB OKa3aHUs YCIyr, Ha OCHOBE KJIMEHTOOPHUEHTUPOBAHHBIX TEXHOJIOTHH B
MPOLIECCE OCBOEHUS OTHUKMU, OCTETUKU OOCIYXKMBaHHUS, JSTHUKETa, MOpaIH H
HPaBCTBEHHOCTH, CTAaHJIAPTU3alUM, CEPTU(PUKALMUU W YIPaABICHUS KAuyeCTBOM B
chepe cepBUCHOrO OOCIYXMBaHHUS Ha TpaHCIOpTe (I CaMOCTOSITEIBHOIO
u3ydyeHus). MexaHu3M cHuCTeMbl oOecrieueHHsl TpeOyemMoro KadecTBa IpPOLIECCOB
OKa3aHMUsS YCIYI B COOTBETCTBUM C MEXIYHAPOJAHBIMU U HAlMOHAIbHBIMU
CTaHJapTaMU B MPOLECCE OCBOEHUS JTHUKH, ICTETHUKU OOCITY>KMBAHMS, STHKETA,
MOpajdd UM HPABCTBEHHOCTH, CTaHAAPTU3ALMH, CEpTU(UKAIMU U YyIpaBIEHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)XKHMBaHMS Ha TpaHcmopTe (s
CaMOCTOSITEJILHOTO M3y4YeHHUs1). MeXaHuW3M OKa3aHus YCIOyr B COOTBETCTBUHU C
3asiBJICHHBIM Ka4eCTBOM B IMPOIIECCE OCBOCHUS STHUKH, ICTETHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3ALINU, CEPTUDUKAIINK U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KHBaHMS Ha TpaHcmopTe  (aus
CaMOCTOATENLHOTO HU3y4eHHs). MarepuanbHble pecypchl, 00OpyJdoBaHUE Jis
OCYILECTBJIEHMsI IIpolecca cepBUca (A1 CaMOCTOSITEIbHOTO M3ydeHus). MeTossl
IOPOBEACHUS IIEPETOBOPOB C KIMEHTaMU IO TPETEH3UOHHBIM ciaydasM ([uis
CaMOCTOSITEJILHOTO H3Y4eHHs). MeXxaHu3M OmpesesieHnuss NPUYMH BO3HHUKHOBEHHUS
IpEeTeH3Ui B MPOLIECCE OCBOCHUS 3TUKHU, 3CTETUKU OOCIYyKHBAaHUS, ITUKETA, MOpaJIU
U HPaBCTBEHHOCTH, CTAaHJAAPTU3ALNU, CEPTU(PUKALMU U YIPABICHUS KaueCTBOM B
chepe cepBUCHOrO OOCIYyXMBaHMs Ha TpaHcmopre (IJii CaMOCTOSITEIIBHOTO
u3ydeHus). MeToasl pa3pabOTKM M HCIHOJB30BAaHUS THUIOBBIX TEXHOJIOTHMUECKHX
OpoleccoB (AJi1 CaMOCTOSITENIBHOTO M3ydeHus). Meroasl (GOpMUPOBaHUSA U
BHE/IPEHUS] KOPIOPATUBHBIX CTaHIAPTOB M PETJIAMEHTOB IMPOLIECCOB OOCTYKUBAHUS
norpeOuteneld Ha TpaHCHOpTe (11 CaMOCTOSITENIBHOTO U3ydeHus). MeTossl
B3aMMOJCHCTBHS € KJIMEHTaMHd [0 OpraHu3allMd Iporecca O00CITyKUBaHUS
notrpebureneil B cdepe rOCTENPUUMCTBA B IPOLIECCE OCBOEHUS ATHKH, 3CTETUKU
oOCITy)KMBaHMsI, OITHKETa, MOpajJld W  HPABCTBEHHOCTH, CTaHJAPTU3ALINH,
cepTupuKanMu W yNpaBJICHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TpaHCHOPTE (IJ11 CAMOCTOATEIBHOTO U3YUEHUS ).

Tema 2. ITuveckue yyenus /[peBHero BocToka, AHTHYHASI ITHKA, ITHKA
Cpennux BexoB 1 HoBoro Bpemenu

CounanbHO-3KOHOMHYECKHE U JyXOBHBIE MPEINOCHUIKMA MOSBICHUS AITHKU.
Otuko-punocodckue cucremsr [pesueir Muauu: Opaxmanusm, OyaausM. JxaltHuzm
U Mora (mJig CaMOCTOSITEILHOTO M3ydeHus ). Dtuueckue ydeHus [[penero Kwuras:
naocus3M, KOHQyIMancTBO. OCOOCHHOCTH aHTUYHOU ATUKU. DTUYCCKUN PEISTHBU3M,
ABJIEMOHU3M, PALMOHAIN3M. JTUYECKOE YUYCHUE APUCTOTENS. ITUUECKUE TE€AOHU3M
U ackeTu3M (I CaMOCTOSITCIILHOTO M3ydeHUs1). ['eJOHM3M B OOCITYy)KMBaHHUU (IJIs
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CaMOCTOSITEILHOTO M3YyuYeHHMs). XpUCTHAHCKas 3Thka. Teonuiies. EcTeCTBEHHBIN U
OOrOOTKPOBEHHBI HPABCTBEHHBIC 3aKOHBI. [ yMaHUCTHUYECKas OSTUKAa SIOXHU
Boszpoxxaenust (a1 caMOCTOSTETBHOTO M3y4eHUs). AHTPOMOIEHTPU3M M TYMaHU3M
(m1st camocTosTeNnbHOTO M3yueHUs). MopanbHast ¢umocopus HoBoro BpemeHw.
Teopus pazymHoro srouzma. Otudeckoe yuenue M. Kanra. OTnueckuil yTuiauTapusm
(n711  caMOCTOSATENTLHOTO HW3Yy4YeHMs). DTHKa Mapkcu3Mma (i1 CaMOCTOSATEIBHOIO
u3yueHust). Otuueckoe ydyeHue @. Hwuime (s camMOCTOSITENBHOTO H3YYCHHS).
OTuyecKkue BO33PEHUS MPEACTAaBUTEICH PYCCKOM penuruo3Hot ¢uiocopuum (s
CaMOCTOSITEJILHOTO U3y4eHus). MexaHusm obecnedeHus TpeOyemMoro KadecTBa
IpPOIIECCOB OKa3aHMs yCIyr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHHA B
NpoIlecCe OCBOCHUS OTHKH, OJCTETUKHM OOCTYXMBaHUS, OTUKETa, MOpaId U
HPaBCTBEHHOCTH, CTaHAApPTH3AINH, CepTU(UKAIMM W YIpPABICHUS KAa4eCTBOM B
chepe CepBUCHOTO OOCIY)KMBaHHMA Ha TpaHCHOpPTE. MeXaHU3M  CHUCTEMBI
oOecrieyeHusi TpeOyeMOro KayecTBa IMPOILIECCOB OKa3aHUSl YCIYyI B COOTBETCTBUU C
MEXTyHapOJHBIMH M HAIIMOHAIBHBIMH CTaHJAPTaMU B TPOIIECCE OCBOCHHS JITHKH,
ACTETUKH OOCITYy)KWBAaHUSA, STHUKETAa, MOpPAJIM W HPABCTBEHHOCTH, CTaHJApPTH3AINH,
cepTudUKalMd U YIPaBIEHUS KauyeCTBOM B c(epe CEepBUCHOTO OOCTY)KMBaHUS Ha
TpaHCTOpTe (TSI CaMOCTOSITEJIBHOTO HM3Y4eHHs). MeXaHW3M OKa3aHHUS YCIyT B
COOTBETCTBHH C 3asIBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHUSI ITHKH, JCTETHKHU
OoOCTy)XMBaHMsI, OTHKETa, MOpaJl W  HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTuUKalMU U YNpaBJICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHCHOPTE (IJI1 CaMOCTOSTEIBHOTO M3ydeHus). MarepuanbHble Pecypchl,
o0opyaoBaHUe [JIsl OCYIIECTBIEHHUs IIpoliecca cepBHuca (IJI1 CaMOCTOSITENILHOIO
u3ydeHus). MeTobl MPOBEJEHUsI MEPErOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
ciy4astM (JJI1  CaMOCTOSITEIBHOTO H3y4deHHs). MexaHu3M OmnpeleseHusT NPUYUH
BO3HUKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUS ITUKH, ICTETHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINU, CEPTUDUKAIINH U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCTy)XKHBaHHS Ha TpaHcmopTe (s
CaMOCTOSTEIILHOTO H3y4eHHs). MeToasl pa3paOOTKH MU HCIONb30BAHUS THUITOBBIX
TEXHOJOTUYECKUX TPOILECCOB (IJI1  CaMOCTOSITENIBHOTO  HM3y4eHHs). MeTobl
(GopMuUpOBaHUS W BHEIPEHUS KOPHIOPATUBHBIX CTaHAAPTOB M  PErJIaMEHTOB
IIPOLIECCOB OOCITYXHUBaHUS MOTpeOUTENeii Ha TpaHCHOpTE (I CaMOCTOSTEIHHOIO
u3ydeHus). MeToasl B3aUMOJEHCTBUS C KIMEHTaMU [0 OpraHM3allMy Ipolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHIPUUMCTBA B IPOIECCE OCBOCHUS
ATUKH, 3CTETUKU OOCIYXMBaHUS, OJTUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CEePTU(PUKAIMK U YIpaBICHUS KaueCTBOM B cdepe CEepBHCHOTO
00CITy>KMBaHMsI Ha TPAHCIIOPTE (JI1 CAMOCTOSITEIFHOTO U3YUYECHHUS).

Tema 3. AkTyasibHbIe IPO0JIEeMbI COBPEMEHHOM ITUKHU

OcCHOBHbIE HamNpaBi€HUS B Pa3BUTUU OATUYECKOM Mbicau XX Beka (s
CaMOCTOSITEILHOTO H3yueHHus). PensiTuBHCTCKas 3THKa mnoctMoiepHusma. Kpusuc
MOpaJii U HpaBCTBEHHOCTH. HeoOxoauMocTh mepexoja K TYMaHHUCTHUYECKOW STHKE
oynymero. IIpo6iemMbl OMOATHKH, TOJIEPAHTHOCTH, COOTHOIIICHUE STUKU M OW3HEca
(711 caMoCTOSITENbHOTO U3ydeHus). Mexanusam obOecrieueHus: Tpe0yemMoro KayecTna
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MPOIIECCOB OKa3aHUs YCIyr, Ha OCHOBE KIMCHTOOPHWEHTHPOBAHHBIX TEXHOJOTHH B
MPOIIECCe OCBOCHUS OTHUKHM, OCTETUKA OOCTYKMBaHWSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3allUH, CEPTH(PUKAIMA W YIPaBICHUS KAadyeCTBOM B
chepe CEpBUCHOTO OOCTY>KMBaHUS Ha TpaHCIOPTe (IS CaMOCTOSTEIbHOIO
U3y4eHUs1). MexaHU3M CHUCTeMBbl oOOecredeHus TpeOyemMoro KauecTBa MPOIECCOB
OKa3aHMWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMA U HAIMOHAJILHBIMHU
CTaHJapTaMHd B TPOIECCE OCBOCHUS DJTHUKH, JCTETHUKUA OOCTY)KHWBAaHHS, JTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTHU3AINH, CEPTU(HUKAIMU W  yIpaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCITy)KMBaHUA Ha  TpaHcmopTe (s
CaMOCTOSITCJILHOTO HM3Yy4YeHHUs). MeXaHW3M OKa3aHUs YCIyr B COOTBETCTBUHU C
3asIBJICHHBIM Ka4eCTBOM B IIPOIIECCE OCBOCHHUS JTHUKH, ICTCTHKU OOCITYKWUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAITIN U YIIPABIICHUS
KadyecTBOM B cdepe CEepBHCHOTO OOCTyXMBaHUS Ha TpaHcmopte  (IJis
CaMOCTOSITETFHOTO ~M3Yy4eHHs). MaTepuanbHble pecypchl, 000pyAOBaHWE IS
OCYIIIECTBJIICHHS TIpoIlecca cepBuca (NI CaMOCTOSITETbHOTO W3ydeHHs). MeTossl
NPOBEJICHUS TEPErOBOPOB C KIMEHTAMHU I10 TPETCH3WOHHBIM CiIy4asMm  (Juis
CaMOCTOSITCJILHOTO HM3y4YeHHs). MexXaHU3M OIpEIeNICHUs NMPUYMH BO3HHMKHOBCHUS
NPETCH3UI B MPOIIECCE OCBOCHUS ITHKH, 3CTETUKH OOCITY)KHMBaHUS, STHKETa, MOPAJIA
¥ HPaBCTBCHHOCTH, CTaHIApPTHU3aIlMH, CEPTU(UKAIIMU W YIPABICHUS KAadyeCTBOM B
chepe CcepBUCHOTO OOCTYKMBaHUS Ha TpaHCHOPTE (IJII CaMOCTOSITEIIBHOTO
u3ydyeHus). MeTonbl pa3pabOTKM M MCHOJIb30BAaHUS TUIIOBBIX TEXHOJOTUYECKUX
nporeccoB (I  CaMOCTOSITENIBHOTO HM3ydeHHs). MeToasl (QopMUpOBaHUS U
BHEJIPEHMsI KOPIIOPATUBHBIX CTAHAAPTOB M PETJIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTeneid Ha TpaHcHopTe (IIsI CaMOCTOATEIBHOTO H3y4YeHus). Mertomsl
B3aMMOJIEUCTBUSI C KIMEHTaMHU [0 OpraHu3aluyd Tmpolecca 00CTyKUBaHUS
norpebutened B cepe rocTEeNPUMMCTBA B IMPOIECCE OCBOCHUSI ITHKH, ICTETHKHU
oOCNy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHAApPTU3AIINH,
cepTUdUKAIMA W YIPaBICHUS KauyeCTBOM B cepe cepBHUCHOTO oOCIyKMBaHHS Ha
TpaHCHOPTE (JI CAMOCTOATEIHLHOTO U3YUYEHHUS).

Tema 4. IlpodeccuonanbHasi ITHKA U ee B3aNMOCBSI3b ¢ 001Iell Teopuei
MOpaJIu

[TonsiTne Mopanu u ee CBsA3b ¢ APYruMu GopMaMu OOIIECTBEHHOTO CO3HAHMUS.
CaoiicTBa Mopanu. MopanbHO€ CO3HaHUE M MOpayibHas MpakTUKa. MopalbHble
MPUHLHUIBI, HOPMBI, LIEHHOCTH M uAalbl (I CaMOCTOSTEIBHOTO H3Yy4YECHUS).
Penurunosnasi,  HaTypanuctuyeckas  (PBOJIIOIMOHUCTCKAs),  COLIMOJOTHYECKas
KOHIIENIIUM  MPOUCXOXKIEHUS Mopaiu (I  CaMOCTOSATEIbHOIO  HM3Y4YCHHS).
Ucropuueckoe  paszButhe  Mopaiud  (AJIsI  CAMOCTOSTENIBHOTO  HM3YYEHHS).
[IpodeccronanpHas dTMKAa Kak CBOJ HPABCTBEHHBIX TPEOOBAHM, OMpPEHEISIOMINX
OTHOIIICHHE YeJIOBEKa K CBOEMY MPOPECCHOHATBHOMY JONTY (I CaMOCTOSITEHHOTO
n3yueHus). MHorooOpasue npoecCHOHANBHBIX 3THUK U UX BHYTPEHHEE E€JIMHCTBO
(m711  caMOCTOSITENIBHOTO U3yuyeHHus). TeopeThyecKudd U HOPMATUBHBIM YPOBHHU
npopecCUOHANBbHOW  3TUKU  (IUIsT  CaMOCTOSITEILHOTO  u3y4deHus). DyHKUUU
npoeCCUOHANBHOW A3TUKM  ([JI1  CaMOCTOSITEIBHOTO — U3YYEHHUS).  OJBOJIOLUS
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poecCHOHATBHOM ATUKH (VI CAMOCTOSATEIIBHOTO H3y4eHwHs ). OTHOIICHUE K TPYIY
Ha Ppa3HBIX HMCTOPUYECKUX dTamax (Mg  CcaMOCTOATEIHLHOTO  M3YYCHWS).
[IpoTecTtanTckast ATHKa O MPOPECCHOHAIBHOM MPU3BAHUU (IJI1 CAMOCTOSITEIIBHOTO
nzydeHus). [lorstue, Buapl M GyHKIHHA TPO(HECCHOHATBHBIX dTHYCCKUX KOICKCOB
(mmst  camocrosiTenbHOrO uW3ydeHus). I[IpodeccroHaNbHBIE ATUYECKHE KOACKCHI B
chepe cepBuca u TypusMma (Ui CaMOCTOATEIBHOTO H3y4deHHs). MexaHusm
oOecrieueHus1 TpeOyeMOro KadecTBa TIPOIECCOB OKa3aHUsS YCIyr, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHHA B TMPOIECCE OCBOCHHUS OSTUKH, 3CTCTUKH
oOCITy)KWBaHMsI, OTHKETa, MOpPAJIM W  HPABCTBEHHOCTH, CTAaHIApPTH3AIIHH,
cepTuUKaliu W YyNpaBiICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TpPaHCTIOPTE (ISl CAMOCTOSITEIBHOTO W3YYCHHS). MeXaHU3M CUCTEMbI 00CCIICUCHHUS
TpeOyeMoro KadecTBa TMIPOIIECCOB  OKa3aHWUS YCIYyr B COOTBETCTBUU  C
MEXTYHAPOJHBIMU W HAIIMOHAJIBHBIMH CTaHJApTAaMU B IPOIIECCE OCBOCHUS 3THKH,
ACTETHKU OOCITY)KMBaHUS, STUKETAa, MOPAJIM M HPABCTBEHHOCTH, CTaHJAApTU3AIIWH,
cepTuUKalMi W YIPaBICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TPaHCIOPTE (I CaMOCTOSATEIBHOTO H3Y4YeHHUs). MeEXaHW3M OKa3aHus YCIyT B
COOTBETCTBHHM C 3asBJICHHBIM KauyeCTBOM B TIPOIECCE OCBOCHHUS ITHKH, ICTCTHKU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIApTH3AIIHH,
cepTuUKaIMA W YNPaBICHUS KA4eCTBOM B cdepe CEpPBHUCHOrO OOCITY)KMBaHUS Ha
TPaHCIOPTE (I  CaMOCTOSATEIBLHOTO M3y4YeHHs). MarepuanbHble PECypCHI,
o0opyaoBaHUE IS OCYIIECTBICHHUS IIpoliecca cepBuca (I CaMOCTOSTCIBHOIO
U3y4eHHs). MeTobl MPOBEJCHUS MEPETOBOPOB C KIMCHTAMHU IO MPETCH3MOHHBIM
cy4astM (JIUI1  CaMOCTOSITEILHOTO HM3y4YeHHMs). MexXaHu3M ONpelIeicHUsS TPHIUH
BO3HUKHOBEHHS MPETECH3MH B TPOIECCE OCBOCHUS 3THUKH, SCTCTHKU OOCITYKUBaHHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDUKAIIMK U YIIPaBICHUS
KauyecTBOM B cdepe CEpBUCHOTO OOCITYy)KMBaHMS Ha TpaHcmopTe (s
CaMOCTOSITCJILHOTO HM3y4eHHs). MeToasl pa3paOOTKH M HCIOJB30BAaHUS THITOBBIX
TEXHOJOTHYCCKUX IPOIECCOB (I  CaMOCTOSTCIBHOIO M3YyYeHHs). METObI
GopMHpOBaHUS H BHEJIPCHHS KOPIOPATHBHBIX CTaHAApPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITY)KUBAaHHS IMOTPEOUTEICH Ha TpaHCIOPTE (UISI CaMOCTOSITEIBHOTO
u3ydeHus1). MeToabl B3aWMOJICUCTBHSI C KIMEHTAMHU [0 OpraHU3alMH TMpolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIPaBICHUS KauecTBOM B c(epe CepBHCHOTO
o0CTy>KWBaHMSI HA TPAHCTIOPTE (ISl CAMOCTOSITEITLHOTO H3YyUCHHUS ).

Tema 5. IIpogeccuss wu JauuHocTb. HpaBcTBeHHass  KyJabTypa
npodgeccuonana

[Ipodeccuonanvubie cocioBus u  obOmectBo. [loHsiTHE ©  2BOMOIHS
npodeccunonanuzma. IlpodeccronanbHas coBeCTh W MNPodECCHOHATBHBIA JOJT.
HpaBctBenHas kynbTypa npodeccuonana (AJisi CaMOCTOSTEILHOTO U3yueHusi). Mecto
ATUYECKOTO0  Kojekca B mpodeccun (11 CaMOCTOSITEIBHOTO — M3YyUEHUS).
[IpodeccuoHanbHO-HPABCTBEHHbIE NPEACTaBICHUS, YOEXIEHUS M YyBCTBAa B
CTPYKType€  HPaBCTBEHHOTO  CO3HAaHWUSI  CHElUanucTa 1o  cepBucy  (ais
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CaMOCTOSATEIBHOr0 U3yuyeHusi). IIpobieMbl KyabTUBHpPOBaHUSA NpodeccuoHaIu3Ma B
Poccun (st caMocToATenbHOTO M3ydeHus). Mexanusm obecniedeHus TpedyeMoro
KauecTBa MPOLECCOB OKa3aHUsA YCIAyr, Ha OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX
TEXHOJIOTUA B TIPOIECCE OCBOCHHS JTHUKH, 3CTETHKH OOCTYXKUBaHHs, JTHUKETA,
MOpall W HPABCTBEHHOCTH, CTaHIApTU3AlUU, CEpTU(UKANUNA U YIPaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCTY)KMBaHUA Ha  TpaHcmopTe (s
CaMOCTOSITEJILHOTO HW3Yy4yeHHUs1). MexaHu3M cucCTeMbl oOecreueHusi TpedyeMoro
KayecTBa IMPOILIECCOB OKAa3aHHs YCIYT B COOTBETCTBHH C MEXKIyHAPOJHBIMH U
HAI[MOHAJIBHBIMU ~ CTaHAApTaMH B  MPOILIECCE OCBOCHUS  OTHKH, JCTETUKU
OOCITy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTudUKalMi U YIpaBIEHUS KauyeCTBOM B c(epe CEepBHCHOTO OOCTY)KMBaHUS Ha
TpaHCOpTe (IJIs CaMOCTOSITENBHOIO H3Yy4YeHHUs). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asiBICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHUS ITHKH, JICTETHKHU
OOCITy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTudUKalMd U YIPaBICHUS KauyeCTBOM B c(epe CEepBHCHOTO OOCTY)KUBaHUS Ha
TpaHCOpPTE (IJI1 CaMOCTOSITEIBHOTO M3ydeHHs). MarepuanbHble pecypchl,
o0opyaoBaHMe [JIsl OCYIIECTBIEHHUS IIpoliecca cepBHuca (IJIs CaMOCTOSITEIBHOIO
u3ydeHusi). MeTonbl MPOBEACHHUS MEPETOBOPOB C KIMEHTAMHU MO MPETCH3UOHHBIM
ciydasM (IS CaMOCTOSATEIBHOTO HW3YYCHHs). MeXaHU3M OIpeaeNeHUs MPUIHH
BO3HHUKHOBEHHS MPETCH3MI B MPOIIECCE OCBOCHUS ITHUKH, ICTETHUKU OOCIY>KHBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALINU, CEPTUDUKAIINK U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KHBaHMS Ha TpaHcmopTe  (as
CaMOCTOSATEILHOTO H3y4eHHs). MeToasl pa3pabOTKH U HUCIOJIb30BAaHUS THUIIOBBIX
TEXHOJOTHYECKUX TMPOILECCOB (IJI1  CaMOCTOSITENIBHOTO  HM3y4eHHs). MeTobl
dbopMUpOBaHUST ¥ BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITYXKMBaHUS TMOTPEeOUTENEeH Ha TpaHCIOPTE (ISl CaMOCTOSITEILHOTO
u3ydeHus). MeToapl B3aMMOJEHCTBUS C KIMEHTAMHU [0 OpraHU3alMM Mpolecca
oOcIy>)kuBaHMs TOTpPeOUTENEH B cdepe TOCTSIPUUMCTBA B IPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3ALNH, CepTU(UKAIMU U YIpaBICHUS KayecTBOM B c(epe cepBHCHOTO
o0CITy>)KMBaHMsI Ha TPAHCIIOPTE (JI1 CAMOCTOSITENIbHOTO U3y4yeHus).  HpaBcTBeHHas
KyJlbTypa mpodeccHoHala Kak IOHMMaHue mpodeccruoHasioM TpeOOoBaHMMA
0e30macHOro oOCIy>KMBaHUS, OXPaHbl TPyJa M TEXHUKH O€30MACHOCTH 3aIIUTHI OT
TeXHOC(epHbIX (HAaKTOPOB HaA TPAHCMOPTE MPUMEHUTENBHO K cdepe cepBuca Ha
TpaHCHOpTe (AJI1 CAaMOCTOSITEIbHOTO M3Y4YE€HUs). 3HAHHUE MOJIOKEHUM HOPMATHUBHO-
MPAaBOBBIX AaKTOB, PErYIHPYIOMIMX OXpaHy TpyJda U TEXHUKY O€30MacHOCTH B TOM
yucie Ha TMPEeANnpUsATHsIX cepBuca B cdepe TpaHCIOpTa Kak MpPOSBICHHE
HPaBCTBEHHOU KyNbTypHhI podeccronana (A1 CaMOCTOSTEIbHOTO U3yUSHUS).

Tema 6. JTH4YeckHe OCHOBBHI MPOdecCHOHATBLHOI JeATeJbHOCTH B cdepe
yCJayr

MopanbHble HOPMBI M MPUHIUIBL B 0O0CTy>KMBaHUU. (OTBETCTBEHHOCTD
paboTHMKa cepBUCa Nepe] KIMEeHTOM. MopaibHblii O00JMMK pabOTHHKA CEpBHUCA.
[loBenenne paboOTHHMKA cepBUCA B CIOXHBIX JATUYECKUX CUTyarusx (ais
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CaMOCTOSITEILHOTO U3ydeHus ). [loHsATHE U moKa3aTenu KauyecTBa 00CTyKUBaHUS (1S

CaMOCTOSITEJILHOTO  M3y4eHHs).  MexayHapoaHble  CTaHAApThl  KayecTBa
oOcnykuBaHusl (V1T CaMOCTOSITENIBHOTO M3ydeHus). MexanusMm oOecreyeHus
TpeOyemoro KauyecTBa IPOLIECCOB OKa3aHMs YCIIYT, Ha OCHOBE

KITIMEHTOOPUEHTUPOBAHHBIX TEXHOJIIOTH B MPOIECCE OCBOCHUS STHKH, ICTETUKU
OOCITy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHMBAHHS Ha
TpaHCOPTE (IIsI CAMOCTOSITENIBHOTO M3Yy4eHMs). MeXaHU3M CUCTEMBbI 0OeCeUeHUs
TpeOyeMoro KadecTBa MpPOLIECCOB  OKa3aHUs YCIYr B COOTBETCTBUU  C
MEXTyHapOJHBIMH M HAIIMOHAIBHBIMH CTaHJApPTaMU B TPOIIECCE OCBOCHHS ITHKH,
ACTETUKH OOCIYy)KMBAaHHS, JTUKETa, MOpPAIH W HPABCTBEHHOCTH, CTaHAApTH3AINH,
cepTudUKalMd U YIpPaBIECHUS KauyeCTBOM B c(epe CEepBHCHOTO OOCTY)KMBaHUS Ha
TpaHCOpTe (IJIs CaMOCTOSITEIBHOIO H3Yy4YeHHUs). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asIBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOSHUS ITHKH, ICTETUKU
OOCITy)XMBaHHsI, OTHKETa, MOpall W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTudUKalMi U YIpPaBICHUS KauyeCTBOM B c(epe CEepBHCHOTO OOCTY)KMBaHUS Ha
TpaHCOpPTE ([JI1 CaMOCTOSITEIBHOTO M3ydeHus). MarepuanbHble pPecypchl,
o0opyaoBaHMe [JIsl OCYIIECTBIEHHUS IIpoliecca cepBUca (IJI1 CaMOCTOSITEIIBHOTO
u3ydeHusi). MeTonbl MPOBEACHHUS TEPETOBOPOB C KIMEHTAMHU MO MPETCH3UOHHBIM
ciydasM (IS CaMOCTOSATEIBHOTO W3YyYCHHs). MeXaHU3M OIpeaelieHUs MPUIHH
BO3HUKHOBEHUS MPETEH3UM B MPOLIECCE OCBOEHUS 3THUKM, 3CTETHUKU OOCITYKUBaHU,
ATUKETA, MOPAJIU U HPaBCTBEHHOCTH, CTAaHAAPTU3ALNH, CEPTUPUKALIUN U YIPABICHUS
KayecTBOM B cdepe CEepBUCHOIO OOCIyXHMBaHUS Ha TpaHcrnopre  (aJis
CaMOCTOSITETILHOTO H3Yy4eHMs). MeToasl pa3pabOTKM W HCIOJIb30BaHUS TUIIOBBIX
TEXHOJIOTUYECKUX TpPOLECcCOB (A1  CaMOCTOSATENBHOIO U3ydeHus). MeTosl
(opMuUpOBaHUS W BHEAPEHUS KOPHOPATUBHBIX CTaHAAPTOB M  PErJIaMEHTOB
IpPOIIECCOB OOCIIYXKMBaHMsI MOTpedUTeNe Ha TpaHcmopre (A7 CaMOCTOSATEIBHOTO
u3yudeHus). Meroapl B3aMMOJEHCTBHS C KIMEHTaMU IO OpraHu3aluy Ipouecca
oOcIy)kuBaHHs TOTpPeOUTENEH B cdepe TOCTSIPUUMCTBA B IPOIIECCE OCBOCHUS
OTHKH, 3CTETUKU OOCIYXUBaHUS, OJTUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CepTU(UKAIMM U YIpPABICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy>KMBaHMsI Ha TPAHCIIOPTE (JI1 CAMOCTOSITEILHOTO U3YUYESHHUS).

Tema 7. IcreTnKa 00CTYKMBAHUS

[TonsiTne M cocraBisOMUE CTETUKU oOciyxuBanusd. [IpaBuna odopmueHus
KOHTakTHOM 30HBI. [lcuxonorus  BocOpusITUS  1[BeTa. OJpProHoMuka (s
CaMOCTOSITETILHOTO HM3y4deHus). TpeGoBaHUs K BHEITHEMY BUIY paOOTHUKA CepBHCa
(mmst  caMmocTosiITeNnbHOTO W3y4yeHUs1). OOIIeHWe KaK HPaBCTBEHHAs I[EHHOCTD.
BepOanbHass u  HeBepOasibHAasi  COCTAaBIAIONIME  KYJIbTYphl — OOwEeHUs (ISt
CaMOCTOSTETLHOTO u3ydeHus). KoMMyHUKaTHBHAs KyJabTypa paOOTHUKa CepBHUCa
(1711 caMOCTOATENIBHOTO M3Y4YEeHUs1). OTHUYECKHME acCleKThl YMEHHUS CiyllaThb H
TOBOPUTH (JIJI1 CAMOCTOSITENILHOTO U3y4YeHUs1). TpeOoBaHus, MPEIbABISIEMbIE K PEUU
pabOTHUKOB cepBHCca (IJI1 CaMOCTOSATENbHOTO u3ydeHus). [IpueMbl, HampaBiIeHHbIE
Ha  pa3BUTHE KOMMYHHUKATHBHBIX HaBBIKOB  paOOTHHUKOB  cepBuca (st
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caMoCTOsATEeNbHOr0 u3ydeHus). Ilpuembl mnpodeccruonanpHOro ciymanus (ans
CaMOCTOSITEJILHOTO U3y4eHus). MexaHusMm obOecneueHus TpeOyemMoro KadecTBa
MPOIECCOB OKa3aHUsS yCIyr, Ha OCHOBE KIMEHTOOPHWEHTHPOBAHHBIX TEXHOJOTHHA B
NpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKUA OOCTY)XKMBaHUS, OJTUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CepTU(HUKAIMM W YIpPaBICHUS KAa4eCTBOM B
chepe CepBUCHOTO OOCTY)KMBaHUS Ha TpaHCHOpPTe (IS CaMOCTOSTEIbHOIO
U3y4eHUs1). MexaHU3M CHUCTeMBbl OOecCHedeHuss TpeOyemMoro KauecTBa MPOIECCOB
OKa3aHUS YCIYI B COOTBETCTBHM C MEXKIYHAPOJHBIMH M HAIMOHATHHBIMHU
CTaHJapTaMU B TIPOLIECCE OCBOCHUS OJTHUKH, JCTETUKU OOCIY)KHBAaHHSA, JTHUKETA,
MOpaJli W HPAaBCTBEHHOCTH, CTaHAAPTU3AlMU, CEPTUPUKAIUU U  YIpaBICHUSI
KadyecTBOM B cdepe CEepBHCHOTO OOCTyXMBaHUS Ha TpaHcmopre  (IJis
CaMOCTOSITETTFHOTO M3ydeHHus1). MeXxaHW3M OKa3aHWs YCIyT B COOTBETCTBUHU C
3asgBIICHHBIM Ka4eCTBOM B MPOIECCE OCBOCHHUS JTHUKH, ICTETUKHA OOCIYKUBAHHUSA,
ATHKETa, MOPAJU U HPAaBCTBEHHOCTH, CTAaHAAPTH3AINH, CEPTUPUKAIIIN U YIIPABICHUS
KadyecTBOM B cdepe CepBHCHOTO OOCTYXMBaHUS HAa TpaHcmopte  (IJis
CaMOCTOSITETTFHOTO M3Yy4eHHs). MatepuaiabHble pecypchl, 000pymOBaHUE st
OCYIIIECTBJIICHHS TIpoIiecca cepBuca (NI CaMOCTOSITETLHOTO W3Yy4YeHHs). MeTossl
NPOBEACHHUS TIEPETOBOPOB C KIMEHTaMU IO TMPETCH3MOHHBIM clydasMm  (IJis
CaMOCTOSITETTLHOTO HW3Y4YeHHs). MeXaHu3M OTNpeJeNIeHHsT TMPUYNH BO3HUKHOBEHUS
NpPETEeH3U B MPOIIECCe OCBOCHHS ITUKHU, 3CTETUKU OOCITY)KHUBAHHS, ITHKETA, MOPaJIU
U HPAaBCTBEHHOCTH, CTaHIApTHU3AIMHU, CEpTU(DUKAIMU U YIPABICHUS KAa4yeCTBOM B
chepe CepBUCHOTO OOCITYXMBaHHUS Ha TpaHCIOPTE (I CaMOCTOSITEIBHOTO
u3ydeHus). MeTonbl pa3paOOTKM M MCHOJIb30BAaHUS TUIIOBBIX TEXHOJOTUYECKUX
nporeccoB (I  CaMOCTOSITENILHOTO  HM3y4eHHs). MeToiasl (QopMUpOBaHUS U
BHEJIPEHMsI KOPIIOPATUBHBIX CTAHIAAPTOB M PETJIAMEHTOB IMPOIIECCOB O0CTYKUBAHUS
norpebuTened Ha TpaHCHOpPTe (IISI CaMOCTOATEIBHOTO H3y4YeHus). Mertomsl
B3aMMOJICHCTBUS C KIMEHTaMHU I[I0 OpraHu3aluu Tporecca o0CTyKUBaHUS
norpebuteneid B cepe rocTeNpUUMCTBA B IMPOIECCE OCBOCHUSI ITHKH, ICTETHKHU
oOCIy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIApTH3AIIHH,
cepTUdUKAIIMA ¥ YIPaBICHUS KauyeCTBOM B cepe cepBHUCHOrO oOCIyKMBaHHS Ha
TpPaHCIOPTE (IJI1 CAMOCTOATEIBHOTO U3YUEHUS ).

Tema 8. IIpodeccuonaibHoe mNOBeleHHEe PadOTHHKA CcepBUCA HA
Pa3JIMYHBIX ITanax 00CJay:KNBAHUS HA TPAHCIIOPTE

[Tonste n PyHkIMu npodeccuoHanbHOTO mopeacHusA. O0mme TpedoBaHUs K
npoecCHOHaT HOMY TIOBEJICHUI0 PAaOOTHHWKA KOHTAKTHOW 30HBI Ha Pa3IMYHBIX
sTanax oOcmykuBaHus. YcTaHOBICHUE 3(PPEKTUBHOTO KOHTAKTa U JOBEPUTEITHHBIX
OTHOLIEHUM MeXAy paOOTHUKOB KOHTAKTHOM 30HBI W  KJIMEHTOM  (IIst
camocTosTeapHOTO n3ydeHus ). [IpodeccnoHanbHOe TOBeACHNE paOOTHHUKA CEpPBHUCA
Ha JTane aHaiu3a noTpeOHocTel kineHToB. [Ipe3eHTanus ToBapa Wiau yciayru (st
caMocTosiTelbHOro u3ydenwusi). IloBemeHne paOoOTHHMKA cepBUCAa Ha  ITame
3aBeplICHUs OOCIYXKMBaHUS Ha TpaHCHopTe (I CaMOCTOSITEJILHOTO H3YyYEHUS).
Mexanusm obecriedueHusi TpeOyeMoro KadecTBa IPOLECCOB OKa3aHUsl YCIyr, Ha
OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B TIPOLIECCE OCBOCHUSI ATHUKH,
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ACTETUKU OOCIY)XKMBaHUS, STUKETA, MOpPAIM U HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKALMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHBAHHS Ha
TpaHCIOPTE (IUIs1 CAMOCTOSITENIBHOTO M3Yy4eHMs). MeXaHU3M CUCTEMBbI 0OeCIeUEeHHUS
TpeOyeMOro KaudecTBa IIPOLECCOB  OKa3aHHUA YCIYT B  COOTBETCTBUU €
MEXIYHApPOJIHBIMU U HAIIMOHAJBHBIMHM CTaHAAPTaMU B IPOLIECCE OCBOEHUS 3THUKH,
ACTETUKU OOCIY)XKMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHMBAHHS Ha
TpaHCIOpTe (UIsI CaMOCTOSITENIBHOTO H3Y4eHMs). MeXaHu3M OKa3aHHUs YCIyT B
COOTBETCTBHM C 3asBJICHHBIM Kay€CTBOM B IIPOLECCE OCBOCHUS ITHKH, ICTETHKU
oOCNy’>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJAapTU3ALIUH,
cepTUUKAIMU U YNPaBICHUS KAa4eCTBOM B cdepe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHCIopTe (1T CaMOCTOSITENIBHOTO  M3yuyeHHs). MaTepuanbHble pecypcsl,
o0opyoBaHUE U1 OCYILECTBIECHMsI Ipolecca cepBuca (A CaMOCTOSATENBHOIO
u3ydyeHus). MeTobl MPOBEJEHUsI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciydastM (JUII  CaMOCTOSITEIBHOTO H3y4deHHs). MexaHu3M OmnpeleseHUusT NPUYUH
BO3HMKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUSI ITUKH, ICTETHUKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALINU, CEPTUDUKAIIMK U YIIPABICHUS
KayecTBOM B cdepe CEepBUCHOIO OOCIyXHMBaHUS Ha TpaHcrnopre (s
CaMOCTOSITEJILHOTO H3y4eHHs). MeToasl pa3paOOTKH U HCIOJIb30BAaHUSA THUIIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11  CaMOCTOSITENIBHOIO  M3y4deHwus). MeTobl
(opMuUpOBaHUS U BHEIPEHHUS KOPHOPATUBHBIX CTaHAAPTOB M  PEIJIAMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpedUTeNe Ha TpaHcmopTe (A7 CaMOCTOSATENIBHOIO
u3ydeHus1). Meroabl B3aMMOJCHCTBHUS C KIMEHTaMU [0 OpraHM3allMy Ipolecca
oOciy)kuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
TUKH, 3CTETUKU OOCIYXUBaHUS, OJTUKETa, MOpajJld M  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CepTU(UKAIMK U YIPABICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (JI1 CAMOCTOSITEILHOTO U3YUYEHMUS).

Tema 9. Oco0eHHOCTH /1€JI0BOT0 0011IeHUs B chepe ycayr

[Tonssitue m QyHkuu npenoBoro oOmeHus. OCHOBHBIE (OPMBI JIETOBOTO
oOmennss (11 CaMOCTOSATEIBHOT0 H3ydeHHus). OCOOEHHOCTH JCIOBOTO OOIICHHUS
paboTHHKaA cepBuca ¢ KIHEHTOM. [IpaBmia KoprmopaTUBHOTO OOIIEHHUSI B KOJUICKTHBE
MpeanpusaTrs ceppuca. MexaHu3M oOecredeHus: TpeOyeMoro KadyecTBa IMpOIeCcCOB
OKa3aHusl YCIyr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHWA B MpoIEcce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY)KHWBAaHMS, ITHKETA, MOPAIH M HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOCTy)KMBaHMsSI Ha TPAHCIOPTE (M1 CaMOCTOATENBHOTO W3y4deHus). Mexanu3m
CUCTEMBI oOOecriedeHHuss TpeOyeMOro KadecTBa TIPOIECCOB OKa3aHUsS YCIyT B
COOTBETCTBUM C MEXAYHApOAHBIMU U HAIIMOHAJIBbHBIMM CTaHAApTaMU B Mpolecce
OCBOCHHS JTHKH, DCTCTUKH OOCTY)XKHWBaHHS, ITHKETA, MOPAIH W HPABCTBEHHOCTH,
CTaHJapTU3alNK, cepTU(UKALUKM U YIOPaBICHUS KauecTBOM B c(epe CepBHUCHOIO
oOcly>)kKMBaHMsI Ha TpaHCHOpPTE (I CAMOCTOSTENBbHOTO M3Yy4YeHUs). MexaHu3m
OKa3aHUsl YCIyTr B COOTBETCTBUU C 3asBICHHBIM KAue€CTBOM B IPOILIECCE OCBOCHUS
ATUKH, OCTETUKU  OOCIY)KUBAHUSA, OTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
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CTaHJAPTU3ALMH, CEpTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBHCHOIO
o0CIy’KMBaHMsI Ha TpaHCHoOpTe (A1 CaMOCTOSATEIBHOIO M3y4yeHus). MarepuaibHbie
pecypcbl, 000pyAOBaHHME s OCYIIECTBIEHHMsA  Ipouecca  cepBuca (UL
CaMOCTOSITEJILHOTO M3y4eHHsI). MeTobl MpOBEJEHUsI IEPETOBOPOB C KIMEHTAMU 10
MPETEeH3UOHHBIM  Ciy4yasiM (I8  CaMOCTOSITENIBHOIO  M3Yy4yeHHs). MexaHusm
ONpeJIeNieH!s] NPUYMH BO3HUKHOBEHUS MPETEH3UH B MPOILIECCE OCBOEHUS STUKH,
ACTETUKU OOCIY)KMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPaBICHUS KAa4eCTBOM B c(epe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHcnopTe (AJI1  CaMOCTOSITENBHOrO  M3ydeHus). Metoasl  pa3paboTku U
UCIOJIb30BAHUSI THUIOBBIX TEXHOJIOTMYECKUX IMPOLECCOB (ISl CaMOCTOSITEIIbHOIO
u3zydenus). Meronbl (popMUpPOBaHUS M BHEJIPEHUS KOPIOPATUBHBIX CTAHJIAPTOB U
pErJaMeHTOB TPOLECCOB OOCIYXUBaHUSA TNOTpeOuTeNeld Ha TpaHcHopTe (Ui
CaMOCTOSITEJILHOTO ~ M3y4yeHHusi). MeToasl B3aMMOJEHCTBUS C KIMEHTaMU IO
OpraHM3alMU Ipolecca oOCIyXUBaHUS MOTpeOuTenel B cepe rocTenpuumMcTBa B
npolecce OCBOCHHUS OTHUKM, OCTETUKU OOCIYyKMBaHUS, OSTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3alMU, CEpTU(PUKAIMU UM YIpaBICHUS KAadeCTBOM B
chepe CepBUCHOIO OOCITYXHBaHUS Ha TpaHcHopre (Il CaMOCTOSTEIbHOIO
U3YUYEHUH).

Tema 10. Opranu3zanmoHHasi KyJabTypa Kak (PaKTop NOBbILIEHUS
3¢ dexkTUBHOCTH B cepe cepBuca

[IpaBuna moBeneHus: Ha Mpa3gHUYHOM Mepomnpusituu. llpurnamienue B rocTu
WIK Ha npa3aHuk. Busut B roctu. [IpaBuia BpydeHus U npueMa IIBETOB U MOJAPKOB
(mmst camocTosiTeNIbHOTO M3yueHus). HoBocenbe (17151 caMOCTOATEILHOTO U3YUEHHS).
Cpampba  (mig  caMocTosITeNIbHOTO  u3ydeHus). JleHp  poxaenuss  (ans
CaMOCTOSAITETILHOTO ~ M3y4eHHs). TpaypHblii d3TUKET (IJ1  CaMOCTOSITENILHOTO
nzydenus). CepBUpoOBKa cToyia (Il caMOCTOSITEbHOTO u3ydeHus). [Ipubopsl, ux
Ha3HAYeHUE W TpaBuja OOpamieHuss ¢ HUMH (VI CaMOCTOSITEIBHOTO H3YYCHHS).
«I3p1k TIpOOpOBY (ANIA caMocTosiTeNbHOrO u3ydeHnws). [logawa Omrog k cromy:
MOCIIEIOBATENIbHOCTh, MpaBHJa TOJA4YM, COYETAEMOCTb OJII0[ W HAMMUTKOB (s
caMOCTOATENbHOTO u3yueHus). OOmue mnpaBwia TOBEACHHUS 3a CTOJIOM (IS
CaMOCTOSITEIbHOTO U3ydeHus1). KyiapTypa eapl pa3InuHbIX NPOAYKTOB: CalaThl, CYIIbI,
MSCO W TTHUIA, pbI0Aa W MOPEMPOIYKTHI, OBOIIM M (PpPyKThI, xyeO, Macio, ChIp,
ropsuye Omroga (Il CaMOCTOSITENIBHOTO — M3ydeHws). HamuTku: KymasTypa
ynoTpeOieHus (11 CaMOCTOATEIIbHOTO H3ydeHus ). OCOOCHHOCTH BEICHHS JEIOBBIX
TeNe(QOHHBIX PaA3roBOpOB (Mg caMocToATeNnbHOTO wu3ydeHwus). [loaroToBka K
JETOBOMY 3BOHKY (IS caMOCTOSITeTbHOrO u3ydeHus). OTBET Ha JeJIOBOMU
TeNeOHHBIH 3BOHOK (VI CaMOCTOSITENIBHOTO W3Y4YeHUs). ABTOOTBETUMK (IS
CaMOCTOSITEIbHOTO M3y4deHusi). [loHsATHEe M Ha3HAUYE€HHE BU3UTHBIX KapTouek (AJis
CaMOCTOSITEJILHOTO M3y4eHMs). BUabl BU3UTHBIX KapTOYEK (IJI1 CaMOCTOSITEIIBHOTO
u3yueHus). BU3BUTHBIE KapTOYKM OpraHu3aluid cepBuca (IJIs CaMOCTOATEIBHOIO
n3yueHus). OOMEH BU3UTHBIMH KapTOuKaMU (IJIsI CaMOCTOSITEIbHOTO H3YyYEHHUS).
OTUKET 00palieHusi ¢ BUSUTHBIMU KapTOUKaMH (Il CAMOCTOSATEIILHOTO WM3YUEHHS]).
Mexanusm obecrieueHusi TpeOyeMoro KadecTBa IPOLECCOB OKa3aHUsl YCIyr, Ha
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OCHOBE KIIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTUW B TMPOIECCE OCBOEHUS OSTUKH,
ACTETUKU OOCIY)XHBaHUS, STUKETA, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKMBAHHS Ha
TpaHCIOPTE (IUIs1 CAMOCTOSITENIBHOTO M3Yy4eHMs). MeXaHU3M CUCTEMBbI 0OeCIeUEeHHUS
TpeOyeMOoro KauyecTBa IPOLECCOB  OKa3aHMUS YCIYI B  COOTBETCTBHUM C
MEXIYHApPOJIHBIMU U HALIMOHAJIBHBIMHM CTaHAApTaMU B IPOLIECCE OCBOEHUS 3TUKH,
ACTETUKU OOCIY)KMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPaBICHUS KAa4eCTBOM B c(epe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHCHOpTe (UIsI CaMOCTOSITEJIBHOTO M3Y4eHMs). MeXaHu3M OKa3aHHUs YCIyT B
COOTBETCTBHM C 3asBJICHHBIM Kauye€CTBOM B IPOLECCE OCBOCHUS ITHKH, ICTETHKU
oOCNy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApPTU3ALIUH,
cepTUUKAIMU U YNPaBICHUS KAa4eCTBOM B cdepe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHcIopTe (UIsI CaMOCTOSITENIBHOTO — M3yueHHs). MaTepuanbHble  pecypcsl,
o0opyl0BaHUE U1 OCYILECTBIECHMsI Ipolecca cepBuca (A CaMOCTOSATENBHOIO
u3ydyeHus). MeTojbl MPOBEJEHUSI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciydastM (JUJII CaMOCTOSITEIBHOTO H3y4deHHs). MexaHu3M OmnpeleseHusT NPUYUH
BO3HMKHOBEHUS MPETEH3U B MPOLECCE OCBOCHUSI 3TUKH, ICTETHUKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3ALINU, CEPTUDUKAIINK U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOIO OOCIyXHMBaHUS Ha TpaHcrnopre (s
CaMOCTOSTEIILHOTO H3y4eHMs). MeToasl pa3paOOTKH U HCIOJb30BAHUS THUIOBBIX
TEXHOJIOTUYECKUX TPOLECcCOB (A1  CaMOCTOSATENBHOIO U3ydeHus). MeTosl
(opMuUpOBaHUS U BHEAPEHHUS KOPHOPATUBHBIX CTaHAAPTOB M  PEIJIAMEHTOB
IpPOILIECCOB OOCIYKMBaHMsI MOTpedUTeNe Ha TpaHcmopTe (A7 CaMOCTOSTENIBHOIO
u3yudeHus). Meroabl B3aMMOJEHCTBHS C KIMEHTaMU IO OpraHu3aluy Ipolecca
oOciykuBaHMsI TOTpeOuTene B cdepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
OTUKH, 3CTETUKU OOCIYXUBaHUS, OTHUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CEepTU(PUKAIMK U YIpaBICHUS KaueCTBOM B cepe CEepBHCHOIO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITEILHOTO U3YUYEHMUS).

Tema 11. Ynpasiienueckasi 3Tuka B cepe cepBuca

[Tonsitue ympasnendeckoir 3Tuku. OcHOBHbIE (pyHKIMH yrpabieHus. CTuiau
PYKOBOJICTBA. JTHYECKHE HOPMBI CIIY)KEOHOTO TIOBEJAEHUS PYKOBOJIUTENS B
OTHOLLIEHHUSIX C TOJAYUHEHHBIMH, MPEICTABUTEISIMUA BHEIIHEW Cpebl: KOHKYPEHTAMH,
MOCTaBIIMKAMH, OOIIECTBEHHOCThIO M TMp. (M1 CaMOCTOSITENIbBHOTO H3Y4YEHUs).
HaubGonee pacnpocTpaHeHHbIE OIMMOKA ATHUYECKOTO CBOMCTBA B TOBEJACHHH
pykoBoauTeass (IS  CaMOCTOSITENIBHOTO U3y4deHMs). MexaHusMm oOecrnedeHus
TpedyeMoro KauecTBa MIPOLIECCOB OKa3aHus YCIIYT, Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUA B TIPOLIECCE OCBOEHUS ATUKH, ICTETUKU
oOCIMy)KWBaHMsI, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTAaHIApTU3AIIHH,
cepTuuKanu W yNpaBJICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTYyKMBAaHUS HA
TpaHCcHopTe (JII CaMOCTOSITENIBHOTO M3y4deHHs). MeXaHu3M CHUCTeMbI 00€CTIeUeHUS
TpeOyeMoro KayecTBa IMpPOIECCOB  OKa3aHUs YCAYr B  COOTBETCTBUU C
MEKIyHApPOJHBIMU M HAIIMOHAJIILHBIMU CTaHJapTaMU B MPOLECCE OCBOCHUSI ITUKH,
ACTETUKU OOCITYXKUBAHUS, STUKETA, MOpPAJIM W HPABCTBEHHOCTH, CTaHIApPTU3ALINHU,
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cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHBAHHS Ha
TpaHCIOPTE (IS CaMOCTOSITENBHOIO H3Yy4YeHHUs). MexaHu3M OKa3aHusd YCIyr B
COOTBETCTBHM C 3asBJEHHBIM Kaye€CTBOM B IPOLECCE OCBOCHHUS ITHKHU, ICTETHUKU
oOCNy’KMBaHMsI, O3THUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTAaHJIAapTU3aLHH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHCHopTe (11 CaMOCTOSITENIBHOTO — M3y4yeHHs). MaTepuanbHble  pecypcsl,
o0opyoBaHUE U1 OCYILECTBIEHMs IIpolecca cepBuca (I CaMOCTOSATEIBHOIO
u3ydeHus1). MeToapl NMPOBEAEHUSI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciy4astM (JJI1 CaMOCTOSITEBHOTO H3y4deHMs). MexaHu3M omnpelneseHuss NPUYHUH
BO3HUKHOBEHUS MPETEH3UM B MPOLECCE OCBOCHUSI 3THUKH, ICTETHUKU OOCITYXUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHAAPTU3ALINH, CEPTUDUKAIIMHI U YIIPABICHUS
Ka4yecTBOM B  cdepe CEepBUCHOIO OOCIyXKHMBaHUS Ha TpaHcnopre (s
CaMOCTOSITEJILHOTO M3y4deHMs). MeToasl pa3pabOTKM MU HUCIOJb30BAHUS THUIIOBBIX
TEXHOJOTHYECKUX TMPOILIECCOB (M1  CaMOCTOSITENIBHOTO  M3y4deHus). MeTobl
dbopMHUpOBaHUST M BHEJAPEHHUS KOPIOPATUBHBIX CTAaHAAPTOB M  PErJaMEHTOB
IpPOLIECCOB OOCIYXKMBaHMsI MOTpedUTENe Ha TpaHcmopre (A CaMOCTOSATENBHOIO
u3ydyeHus). MeTojpl B3aMMOJEHCTBUS C KIMEHTAMHU [0 OpraHU3alMM Mpolecca
oOcinyXuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpaJidi M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
oOcinyXMBaHMsI ~ Ha  TpaHcmopTe (i1 CaMOCTOSATEIbHOIO  M3YYECHMS).
VYnopapneHueckass 3THKa B OCBOEHUHM INPO(ecCHOHAIOM TpeOoBaHUN Oe301acHOro
00CITy’)KMBaHMsI, OXpaHbl TPyJa U TEXHUKH 0€30IaCHOCTH 3aLUTHI OT TEXHOC(HEPHBIX
(akTOpOB Ha TpaHCIOPTE NMPUMEHHUTENBHO K cdepe cepBHca Ha TpaHCHoOpTe (s
CaMOCTOSITEJILHOTO M3Y4€HHUs). 3HAHHWE IOJOKEHUH HOPMAaTHUBHO-NIPABOBBIX AKTOB,
pPEryIupyOLMX OXpaHy Tpyda U TEXHHKY O€30[acHOCTH B TOM 4YHUCIE Ha
OpenpUATUsAX cepBUca B cepe TpaHCIOpTa B paMKax yNpaBICHUECKON 3TUKU (IJis
CaMOCTOSITETIbHOTO U3YUYEHHUS).

Tema 12. DTukeT Kak PperyjsiTop MeXJIUYHOCTHBIX OTHOILIEHUH U
Nnpo¢ecCHOHAIBHOTO TOBeJeHUSA PAa0OTHUKOB CepBHCA. JTHKET [eJ0BbIX
COBEILIAHUI, Mpe3eHTalui U MyOJIMYHbIX BbICTYIJICHHIi

[lonsiTue, SBOMIONMS W HPABCTBEHHAas OCHOBa ATHKeTa. Buasl u (yHKIHH
stuketa. COOTHOUIEHUE ATUKU U 3TUKETa. [[pUHIMIBI COBPEMEHHOrO 3THKETa (s
CaMOCTOSITEJILHOTO W3y4YeHHUs). OTHUKET B MNPOPECCHOHAIBHON NIEATeIHHOCTU
paboTHUKOB cepbl yCiuyr (sl camocTosTeTbHOrO n3ydeHus). [lonstiue u GyHKIMH
JIEJOBBIX COBELIAHMM (71 CAMOCTOATENBHOTO M3Yy4YeHHUs). Buasl 1enoBbIX
COBEUIAaHUN (711 caMOCTOSITEIbHOrO u3yueHus ). [IpoBeseHre n1enoBoro coBelaHus
(mmg  caMocTOsAITeNbHOrO u3yuyeHus). [loHsiTue W Buabl mnpe3eHTauud  (AJis
CaMOCTOSITEILHOTO HU3yueHus1). [loaroToBka Kk mpe3eHTaluuy B OpraHU3aluu CepBUCa
(nnsa camocTosITeNbHOTO W3yueHwusi). IIpaBuna moBeneHUss Ha Mpe3eHTAUUH (IS
CaMOCTOSITEIbHOTO u3y4deHus). OCOOEHHOCTH NYOJWYHOTO BBICTYIUJICHUS  (JJIs1
CaMOCTOSITEIbHOTO u3y4yeHus1). OCHOBHBIE MpaBUiia MyOJIUYHOTO BBICTYIUICHUS (MJIs
CaMOCTOSITeIbHOTO M3yueHusi). [Ipuembl MpeoaosieHusl cTpecca MPU BHICTYIUICHUU
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nepea  IMPOKOW ayAUTOpHEed (Afs CaMOCTOSITENIbHOIO  W3Y4Y€HUs). OJTUKET
NPUBETCTBUSA (ST CaMOCTOSITEIbHOTO M3ydeHus). llpuBercTBue KiIMEHTa B
OpraHu3alyy cepBuUca (I caMOCTOATENbHOro u3yuenus). [IpaBuna npencraBieHus
IIPU 3HAKOMCTBE (JJIs1 CAMOCTOSITENIbHOTO M3yueHus1). OOpalieHue, Nepexoa Ha «ThD»
(msa  caMmocTOsATENbHOTO UW3yueHus). Benenue Oecenpl (I caMOCTOATEIBHOIO
n3yueHusi). OOIIeHHe C HEMPUSATHBIMU JIOABMU (IJIs1 CAMOCTOSITEILHOTO U3YUCHHUS).
OTUKET MpoIIaHus (sl CaMOCTOSITEILHOTO U3yUEHHS ). DTUKET paOOTHUKA CEpBHUCA B
Cllydae OTKa3za KJIMEHTa OT OOCHyKMBaHUS (I CAMOCTOSITENBHOIO HM3YYEHMS).
OcoOeHHOCTH  JeJ0BOro OOUIEHUST M O3TUKETa Yy pa3HbIX HapoaoB (A
CaMOCTOSITEJILHOTO  W3y4yeHusi).  TojmepaHTHOCTh M €€  TpaHuubl (I
CaMOCTOSITEILHOTO u3yueHus). OO0mue npaBmia MEXKYJIbTYPHOU KOMMYHUKAIIUU U
JIEJIOBOTO OOUIEHUs (M1l camMOCTOSITENbHOTO H3yuyeHusi). OCOOEHHOCTH J€I0BOIO
OOIlleHHsI C HEMEUKUMHU, aMEPUKAHCKUMHU, STIOHCKUMH, KUTAUCKUMH JI€JIOBBIMU
napTHepaMu, MpejcTaBUTeNsIMU cTpad bawkHero Boctoka (st caMOCTOSITEIBHOTO
u3yuenus). Mexanuzm oOecrieueHusi TpeOyeMoro KadecTBa IPOIIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHUA B MPOLIECCE OCBOCHUSA
OTUKH, OCTETUKU  OOCTY)KUBAHUSA, OTUKETa, MOpPAJIM H HPABCTBEHHOCTH,
CTaHJapTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
oOCIy’>KMBaHMSI Ha TpPAHCIOPTE (M1 CaMOCTOATENBbHOTO H3y4yeHus). MexaHusm
CUCTEMBI oObOecrieueHHus TpeOyeMOro KayecTBa TPOILECCOB OKa3aHUs YCIyr B
COOTBETCTBHM C MEXIYHAPOJHBIMU M HAIIMOHAIBHBIMH CTaHIApTaMu B Mpoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMK U YIpaBICHUS KauecTBOM B c(epe CepBUCHOTO
oOCIy>KMBaHMSI Ha TpPaHCIOPTE (I CaMOCTOATENBbHOTO H3y4yeHus). MexaHnusm
OKa3aHMs yCIyr B COOTBETCTBHM C 3asIBICHHBIM KauyeCTBOM B IPOIIECCE OCBOCHUSA
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CcepBUCHOTO
oOCIy’>KMBaHMsI Ha TpaHCIOpTe (IJII CaMOCTOSTEIBLHOTO M3y4deHus). MarepuaibHbie
pecypcel, 00OpymoBaHWME JUIsI  OCYIIECTBIEHHWs  Ipoliecca  cepBuca  (IJs
CaMOCTOSATEIILHOTO M3y4eHHsI). MeTo bl MPOBEJCHUSI IEPETOBOPOB C KIUEHTAMU TI0
MPETEH3UOHHBIM  clly4asiM  (JIsI  caMOCTOATENIBHOTO  HM3y4eHus). MexaHuszm
omnpeNiesieHUs] TMPUYMH BO3HMKHOBEHHUSI MPETEH3UN B MPOLECCE OCBOCHUS STHUKH,
ACTETHKU OOCIY)XMBAHUS, STUKETAa, MOPAJIM M HPABCTBEHHOCTH, CTaHAApTU3AIIHH,
cepTupuKanMu W yNpaBJICHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TpaHcmopTe (11 CaMOCTOSITENBHOTO  W3y4eHws). MeTtonsl  pa3paboTku |
WCIIOJIb30BaHUSl THUIIOBBIX TEXHOJOTHMYECKUX MPOLECCOB (IJi1 CaMOCTOATEIBHOIO
nu3ydeHus). Meroapl GOpMHUPOBAHUS M BHEIPEHUS KOPIOPATHBHBIX CTAHIAPTOB H
pPErJIaMEHTOB TMPOIECCOB OOCIYKMBaHUA MOTpeOUTENEd Ha TpaHcmopre (s
CaMOCTOSITEJILHOTO M3y4yeHHus). Meroapl B3aUMOJEHUCTBHS C KIHEHTaMU IO
OpraHu3aluy Tpoiecca OO0CITyXKUBaHUS MOTpeduTenel B cdepe rocTrenpuuMcTBa B
MpPOIIECCE€ OCBOGHUSI ATUKH, OCTETUKH OOCIYXMBaHMS, OTUKETa, MOpPAIU H
HPABCTBEHHOCTH, CTAHIAPTU3alUH, CEPTH(PUKANNA W YNPaBICHUS KAadyeCTBOM B
chepe CepBUCHOTO OOCTyXHBaHHS Ha TpaHcmopre (T CaMOCTOSTEIIBHOTO
U3YUYECHUS).
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Tema 13. IlpaBuiia noBeeHus B 0011eCTBEHHBIX MECTAX

OO6uue npaBuiia MOBEJEHUS B OOIIECTBEHHBIX MeCTaX (1Jisl CAMOCTOSITETILHOTO
nuzydyenus). IlpaBuna nosenenust Ha ynuue. [IpaBuna nmoBeaeHus B MarasuHe, kade.
[IpaBunia moBeneHHsT B pecTopaHe, TeaTpe, Mysee, kiaybe. OOmme mpaBuia
MOBEJICHUsI B OONIECTBEHHOM TpaHcmopTe. I[IpaBuna moBeJeHUS B TOPOJCKOM
o011ecTBEHHOM TpaHcnopTe (aBToOyce, TpaMBae, TpoJuieidyce, METPOIOJIUTEHE).
Oco0eHHOCTH TOE3/IKM B MapUIPYTHOM TaKCH (VI CaMOCTOSATEIIBHOIO W3yUYEHHS ).
[IpaBuna moBeAeHUs B MOE3/€, B CaMOJIETe, Ha TEIUIOXOJE (11 CaMOCTOSITENbHOIO
uzydeHus). CyIIHOCTh JEJOBBIX NPHEMOB (VIS CaMOCTOATEIBHOTO HW3YYCHHS).
JlenoBble W CBETCKHE TpUEMbl (IJI1 CaMOCTOSATENBHOTO0 Hu3ydeHus). JIHEBHbIE U
BEUEpPHUE TPHEMBbI (IJI1 CaMOCTOSITEILHOTO U3y4eHHus). JlenoBble TPUEMBI C
paccaakoil 3a cToioM U 6e3 Hee ([JIs1 CaMOCTOSITEIBHOTO U3yUYeHust). 3aBTpaK, JIiaHy,
oben, oben-0yder, OpaHy, Yk uH, «OOKaJ IMIAMIAHCKOT0», KOKTEIIb, a-Jia QypIieT,
Kyppukc (s camocTosTeNIbHOTO M3yueHus). [IpaBuia moBeneHUs Ha Pa3IMUHBIX
JIEJIOBBIX TIpUeMax (IJii CaMOCTOSITeTbHOrO0 u3ydeHwus). OCHOBBI OCYIIECTBICHHS
MOMCKA, KPUTUUYECKOTO aHaIW3a U CHHTe3a WH(OpMaluu, MPUMEHEHUSI CUCTEMHOTO
MOJIX0/Aa JIJIsl PEIICHUS MOCTABJICHHBIX 3a7a4 B MPOIECCE U3YUCHHS ITUKHU, ICTCTUKH
oOcly>)kuBaHMs, JITHUKETa, MOpPaJd W  HPABCTBEHHOCTH, CTaHAapTH3aIIHH,
cepTudUKAIIMA U YIPaBICHUS KauyeCTBOM B c(epe cepBHUCHOTO OOCIyKMBaHHS Ha
TpaHcopTe (A1 camMocTOsATeIbHOro  u3y4deHusi). (OCHOBBI  OCYIIECTBIICHUS
COLIMAJILHOTO B3aMMOJCHCTBUSL M peaju3allud CBOECH pOJIM B KOMaHJIe B IpoIlecce
U3YYEeHHs] ITHKH, ICTETUKU OOCHY>KMBaHHS, JTHUKETa, MOPAIU M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
oOCIy>KMBaHMsSI Ha TpaHCHopTe (VIS CaMOCTOSATEIbHOTrO u3ydeHus). OCHOBBI
BOCTIPUSATHS MEXKYJIBTYPHOTO pa3HOOOpa3usi 00LIECTBA B COIMAIBHO-UCTOPHUECKOM,
ATUYECKOM M (UIOCO(PCKOM KOHTEKCTaX B MPOIECCE H3YYCHHUS ITHUKU, ICTETUKU
oOCNy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIAapTU3ALIHH,
cepTUdUKAIIMA U YIPaBICHUS KauyeCTBOM B cepe cepBHUCHOro oOCIyKMBaHHS Ha
TpaHcrnopTe (11 CaMOCTOSITEILHOIO H3ydeHHUs). (OCHOBBI YNPABICHUS CBOUM
BPEMEHEM, BBICTPAaMBAaHMS W pEAIU3aAlNU TPACKTOPUU CAMOPa3BUTUS HA OCHOBE
MPUHIIMIIOB 00pa30BaHMUS B TEYCHUE BCEH JKM3HM B MPOIIECCE H3YYCHHS STUKH,
ACTETUKU OOCITYKUBAHUS, STUKETa, MOpPAIM W HPABCTBEHHOCTH, CTaHIApPTU3ALINHU,
cepTupuKanMu W yNpaBJICHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TpaHCTIOPTE (711 CaMOCTOSITENIbHOTO M3yueHus ). OCHOBBI o0OecrieueHus: TpedyeMoro
KauyecTBa MPOIECCOB OKa3aHUsI YCIyr B MPOLECCE OCBOCHUS ATUKH, ICTETHUKU
oOCIMy)KWBaHMsI, OTUKETa, MOpPJIM W  HPABCTBEHHOCTH, CTAaHIApPTU3AIIHH,
cepruuKanu W yNpaBICHUS KA4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TpaHcmopTe  (AJi1  CaMOCTOSITENbHOrO  u3ydeHusi). OCHOBBI — OOecleueHHs
dbopMupOBaHUST ¥ BHEAPECHHS KOPIOPATUBHBIX CTAaHAAPTOB H  PETIAMEHTOB
MPOIIECCOB OOCITYKMBAHUSI MOTPEOUTENE U COOTBETCTBUSI CTaHJapTaM KadecTBa B
MpoIleCCe€ HU3YYEHMS] ATUKH, OICTETUKH OOCIYyKMBaHHS, OTUKETa, MOpAId H
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKANNA W YMPaBICHUS KAadyeCTBOM B
chepe cepBUCHOrO OOCTYy)KMBaHUS Ha TpaHCHoOpTe (IsI CaMOCTOSTEIBHOTO
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u3ydeHus1). MeToabl BOCHPUATHS MEXKYJIbTYPHOTrO pa3zHooOpasus oOLecTBa B
COLIMAJIBHO - UCTOPUYECKOM, ITHUYECKOM U (PHIIOCOPCKOM KOHTEKCTax B IpoLecce
OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBaHMS, 3THKETa, MOpPAIXM U HPABCTBEHHOCTH,
CTaHAAPTU3ALNH, CepTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOIO
oOCIy’KMBaHMSI Ha TpaHCHOPTE (I CaMOCTOATENbHOTO H3y4yeHus). MexaHusm
oOecrieyeHusi TpeOyeMOro KauyecTBa INPOLIECCOB OKa3aHUs YCIyr, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTUWA B MPOLIECCE OCBOCHMSI ATHKH, SCTETUKU
oOCNy>KMBaHMSI, OJTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTAaHJIApPTU3ALUH,
cepTUPUKALMU U YNPaABICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHcopTe (A7 CaMOCTOSTENbHOTO Hu3y4eHHs). OCOOEHHOCTH MEXKYJIbTYPHOIO
pazHooOpazusi o0IecTBa. (i1 CaMOCTOATEILHOTO M3Yy4YeHUs1). MeXaHU3M CHUCTEMBbI
oOecrieyeHusi TpeOyeMbIX KayeCTBO MPOLIECCOB OKa3aHUs YCIYr B COOTBETCTBUU C
MEXTyHapOJHBIMH M HAIIMOHAJIBHBIMH CTaHJApPTaMU B TPOIIECCE OCBOCHHS JITHKH,
ACTETUKU OOCIY)XMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAApTU3ALIMH,
cepTupUKalMU U YNpaBICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHcrmopTe (UIsl CaMOCTOSITENIBHOTO  M3ydeHus). MexaHnusm  GopMHpOBaHUS
OKa3aHUs YCIYr B COOTBETCTBHH C 3asiBJEHHBIM KAa4eCTBOM. MEXaHU3MBbI OKa3aHUs
yCIYT B COOTBETCTBUM C 3asBIICHHBIM KadeCTBOM B IIPOILIECCE OCBOCHMS ITHUKH,
ACTETHKU OOCIY)XKHBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAApTU3AILINH,
cepTuUKalMU U YNpaBICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTY>KHMBAHHS Ha
TpaHcmopTe. (AJI1  CaMOCTOSITENBHOTO  M3y4eHHs). MaTepuanbHble PECypCHI,
o0opyAoBaHUe [JIs OCYIIECTBIEHHUs IIpoliecca cepBuca (IJIs1 CaMOCTOSITEIBHOTO
u3ydeHus). Metoapl MpoBEJACHUSI MEPErOBOPOB C KIMEHTAMH MO MPETEH3MOHHBIM
CIy4astM M MEXaHH3Mbl OINpeAeNieHus NPUYMH BO3HUKHOBEHHUS TMPETEH3UN B
npolecce OCBOCHHUS OTHKHM, OCTETUKU OOCITYyKMBaHUSA, OSTUKETa, MOpald U
HPAaBCTBEHHOCTH, CTaHIAPTH3AIlMU, CEPTU(PHUKAIMU M YIpaBICHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCTY>KMBaHHS Ha TpaHCHOPTe (I CaMOCTOSITEIBHOTO
u3ydeHus). MeTonbl pa3paOOTKM M MCIOJIb30BAHUS TUIIOBBIX TEXHOJOTUYECKUX
npoIeccoB (1T  CaMOCTOSITENBHOTO HM3y4eHHs). MeToasl (QopMUpOBaHUS U
BHEJIPEHMSI KOPIIOPATUBHBIX CTAHAAPTOB M PETIIAMEHTOB IMPOIIECCOB 00CTYKUBAHUS
norpeburenel Ha TpaHCHOpTEe (I CaMOCTOSITENLHOTO U3ydeHus). MeTo/sl
B3aMMOJACHCTBHS € KJIMEHTaMU [0 OpraHu3aluy Tporecca 0O0CTyKUBaHUS
notrpeburenei B cdepe rOCTENPUUMCTBA B IPOLIECCE OCBOEHUS ATHKHU, 3CTETUKU
oOCITy’)KMBaHMsI, OTHKETa, MOpajJld W  HPABCTBEHHOCTH, CTaHJAPTU3ALINH,
cepTuuKaMu W yNpaBJICHUS KAa4eCTBOM B cdepe CEpPBUCHOTO OOCTY>KMBAHHS Ha
TpaHCIOPTE (JIJI1 CAMOCTOATEIILHOTO U3YUEHUS ).

Tema 14. JlesnoBoii 3TMKeT U MPOTOKO0J. OCO0EHHOCTH UX NMPOSIBJICHUS B
CEPBHUCHOI 1eATEJIbHOCTH. /le/I0OBbIe BCTPeYH U MePeroBopbl

[TonsiTme, 0coOCHHOCTH W (YHKIIMU JEIOBOTO ATHKETa. J[eTOBOH ATHKET W
JeI0BOM MpOTOKOA. J[eoBoi 3TUKET B 00CHyKuBaHUU. UMUK 1€TOBOTO YeI0OBEKa
(nya camocTosATeNbHOTO U3yueHus). OCHOBHbBIE (DOPMBI AETOBOTO OOIIEHUS: JETOBBIC
COBEUIaHUs, JHUCKYCCUHU, MyOJUYHbIE BBICTYIUICHUS (IJI CaMOCTOSTEIbHOIO
m3yuenust). Cnenuduka genoBoro  oOmeHus B chepe  cepBuca (st
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caMOCTOsITeIbHOTO u3yueHust). [loHATHE W oOpraHu3anus IEJIOBbIX BCTped (AJis
CaMOCTOSITeIbHOTO u3ydeHusi). lloarotoBka K JAeNOBBIM TmeperoBopaM (s
CaMOCTOSITEILHOTO U3y4YeHUs1). MecTo U BpeMsi JIeTIOBBIX BCTPEY U MEPEroBOPOB (AJis
caMoCTOsITeIbHOrO u3y4deHwusi). [Ipurnamienuss Ha JeJOBbIE BCTPEUU U MEPETOBOPHI
(m71g  caMOCTOSITeTLHOTO M3ydeHus). DopMHUpOBaHHUE JeNeranuyd IS ydacTusl B
neperoBopax (I CaMOCTOSITEILHOTO M3y4eHus). Pa3paboTka mporpaMMbl BeJECHUS
MeperoBopoB (JIsI CaMOCTOSATEIIBHOIO M3Yy4YEeHUs). DTallbl MEPErOBOPHOTO Tpoliecca
(ms  camocTosiTenbHOTO u3ydeHus1). OOmMe mnpaBuiia TOBEJAEHUS Ha JIEJIOBBIX
neperoBopax (sl CaMOCTOSITEILHOTO u3ydeHus). MTorm nenoBbIx BCTped U
NEepPEeroBopoB  (JI1  CaMOCTOSATENBHOTO M3y4deHHs). MexaHusMm oOecreueHus
TpebyeMoro KauecTBa MIPOIIECCOB OKa3aHus YCIIyT, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUHA B TPOLIECCE OCBOCHUS ATUKH, ICTETUKH
oOcly>)kuBaHMsl, JITHUKETa, MOpaJld U  HPABCTBEHHOCTH, CTaHAapTHU3aLINH,
cepTudUKAIIMU U YIpaBICHUS KaueCTBOM B c(epe cepBUCHOrO OOCIyKUBaHUS Ha
TpaHCTIOpTe (711 CAMOCTOSITEILHOTO M3y4deHHUs). MeXaHu3M CUCTEMBbl 0OecTieUeHUs
TpeOyeMoro KadecTBa IIPOIIECCOB  OKa3aHHWS YCIAYr B  COOTBETCTBUU  C
MEXIYHAPOIHBIMU M HAIlMOHAJIBHBIMU CTaHJapTaMU B IMPOIECCE OCBOCHUS ITUKH,
ACTETUKU OOCITYXKUBaHMS, STUKETA, MOpPAId W HPABCTBEHHOCTH, CTaHIApPTU3AIINH,
cepTudUKAIIMA U YIPaBICHUS KauyeCTBOM B c(epe cepBHUCHOTO OOCIyKMBaHHS Ha
TpaHCIIOPTE (M1 CaMOCTOSATENILHOTO W3y4YeHHs). MexXaHu3M OKa3aHHs YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kaue€CTBOM B IIPOIECCE OCBOCHUS ITHKH, ICTETHKU
oOCNy>KMBaHMsI, OJTHKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJAapTU3ALINH,
cepTuUKalMi U YNpaBJICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHCOpPTE (IJII CaMOCTOSTEIBHOTO M3ydeHus). MarepuanbHble Pecypchl,
o0opyaoBaHUe [JIsl OCYIIECTBIEHHUs IIpoliecca cepBHuca (I CaMOCTOSITENIBHOIO
u3ydeHus). MeTobl MPOBEJEHUSI MEPErOBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciy4astM (IJI1 CaMOCTOSITEIRHOTO H3y4deHHs). MexaHu3M OmnpeleleHUusT NPUYUH
BO3HWKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUS 3TUKH, ICTETHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIIINHI U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KHBaHHS Ha TpaHcmopTe  (ais
CaMOCTOSITETILHOTO H3y4eHHs). MeToasl pa3paOOTKH U HWCIONB30BAHUS THUITOBBIX
TEXHOJIOTUYECKHX MPOLECCOB (IS CaMOCTOSITEIbHOTO H3y4eHHs). MeToibl
dbopMupoBaHUST ¥ BHEAPECHHS KOPMOPATUBHBIX CTAaHAAPTOB M  PETIAMEHTOB
MPOLIECCOB OOCTY>KMBaHHS TMOTpeOUTeNe Ha TpaHCHOPTE (I CaMOCTOSTEIBHOTO
u3yueHus). MeToabl B3aUMOJCHCTBUS C KIMEHTaAaMU [0 OpraHu3aluu Ipolecca
oOCITy>)KMBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCITY)KMBaHUSA, OTUKETa, MOpaJld U  HPABCTBEHHOCTH,
CTaHJapTU3ANNHA, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOcImy>KMBaHMsI Ha TpaHCIoOpTe (M1 camocTosTenbHOro m3ydeHus). LudpoBuszamus
JOKYMEHTO000pOTa TPAHCIOPTHBIX NEPEBO3OK (MJ11 CAMOCTOSTEIBHOTO U3YUEHHUS ).

Tema 15. ITHKA cCepBUCHOM I€ATEJIbHOCTH HA TPAHCIIOPTE, B TOM YHCJIE B
cdepe BO3AYIIHOTO TPAHCIIOPTA
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MecTo 3TUKM B CEPBUCHOM NESITEIbHOCTH HAa TPAaHCIOPTE, B TOM YHCIE B
chepe BozaymHOoro TpaHcnoprta. [loHsTtue 3Tuku. OTpaciau ITUYECKOTO 3HAHUS.
JlenoBas 3TUKAa CEPBUCHOM NEATEILHOCTH Ha TPAHCIOpPTE, B TOM 4YHUCIE B cdepe
BO3JYIIHOIO TpaHcnopta. [IpodeccnonanbHas 3TUKA CEPBUCHOM NESITEIBHOCTH Ha
TpaHCIOPTE, B TOM uucie B chepe BO3AyWIHOro TpaHcnopra. HopmaTuBHas sTHKA.
NMumpk 1enoBoro 4enoBeKa HAa TPAHCHOPTE, B TOM 4YHCIE B cepe BO3IYIIHOIO
TpaHcnopTa (A1 CaMOCTOSTENBHOTO U3YUEHUS ). DTUKA U ITUKET UHPOPMALIMOHHOTO
cepBUCca Ha TpPAHCIOPTE, B TOM 4HclIe B cepe BO3IYIIHOrO TpaHcmopra (s
caMoCTOsATeIbHOr0 u3ydyeHus). I[IpoOnema 3ammTel MHPOpPMALMKM HA CEPBUCHBIX
OPEeNNpUATUSAX Ha TPAHCIIOPTE, B TOM 4Mciie B chepe BO3AYIIHOTO TpaHcHopTa (s
CaMOCTOATEIbHOT0 u3ydeHus ). [lonsaTre nHGOPMAIIMOHHON KYJIbTYphl HA CEPBUCHBIX
OPEeNNpUATUAX Ha TPAHCIOPTE, B TOM 4HKciie B chepe BO3AYIIHOTO TpaHCHopTa (JJs
CaMOCTOSITEIILHOTO U3yUYEHHUS). DTUKO-KYIbTYpPOJIOrHUECKUE MPEANOCHUIKNA pa3BUTHS
CEpBUCHOr0 OM3HEca Ha TpaHCIOPTE, B TOM 4yucie B cepe BO3AYIIHOIO TpaHCIOPTa
B Poccum (mnsi caMOCTOSITENNbHOTO M3y4yeHusi). MexaHu3M cuUcCTeMbl oOecreueHus
TpeOyeMoro KadecTBa MPOLIECCOB  OKa3aHUS YCIYr B  COOTBETCTBUU C
MEXIYHAPOJHBIMU W HAllMOHAJBHBIMHM CTaHAApTaMU B IMPOILIECCE OCBOCHUS JTHUKH,
ACTETUKU OOCIY)XKMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAApTU3ALIMH,
cepTuUKalMU U YNpaBICHUS KAYeCTBOM B cdepe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHCTIOpPTE (IJI1 CaMOCTOSITEIBHOTO H3Yy4YeHHUs1). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBUM C 3asIBJICHHBIM KadeCTBOM B IMPOIECCE OCBOEHMS ITUKH, ICTETHUKH
oOCNy>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJApPTU3ALINH,
cepTuUKalMi U YNpaBJICHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCTY>KMBAHHS Ha
TpaHCIOpTEe (711 CAMOCTOATENIBHOTO HW3Y4Y€HHUs). MaTepuaibHble PECYpCHI,
o0opyaoBaHUe [JIsl OCYIIECTBIEHHUs IIpoliecca cepBHuca (I CaMOCTOSITENIBHOIO
U3y4yeHus). MeTolbl MPOBEACHUS MEPErOBOPOB C KIMEHTAMH MO NPETEH3MOHHBIM
ciayyasMm (IJI CaMOCTOSITEJIbHOTO H3y4deHUs). MexXaHu3M ONpelesieHus] NpUYHH
BO3HWKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUS ITUKH, ICTETHKU OOCITYKUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINU, CEPTUDUKAIINK U YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KHBaHHS Ha TpaHcmopTe  (ais
CaMOCTOSITETILHOTO HW3Yy4eHMsT). MeToasl pa3pabOTKM W HMCHOJIb30BAaHUS THUIIOBBIX
TEXHOJOTMYECKUX IPOLIECCOB (I  CAMOCTOSITENIBHOIO  M3y4deHMs). MeTosl
dbopMupOBaHUST ¥ BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB H  PETIaMEHTOB
MIPOLIECCOB OOCITYXUBaHUS MOTpeOUTENeil Ha TpaHCHOpTE (I CaMOCTOSTEIHHOI'O
u3ydeHus). MeToapl B3aMMOJEHCTBHS C KIMEHTAaMU [0 OpraHM3alid Ipolecca
oOcmy)KuBaHHsI TOTpeOuTeNnel B cdepe TOCTEIPUUMCTBA B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCIYKMBAaHMS, OTHUKETa, MOpPAJIM M  HPABCTBEHHOCTH,
CTaHJApTU3AlNU, CepTU(UKAIMK M YIPABICHUS KAaueCTBOM B c(epe CepBHCHOTO
00CITy>KMBaHMsI Ha TPAHCIIOPTE (JI1 CAMOCTOSITEIEHOTO U3YUYCHHUS).

Tema 16. KauecTrBo, 0€30MacHOCTb YCJAYI M KYJbTypa CepPBUCHOM
AeSITeJIbHOCTH HA TPAHCIOPTE, B TOM 4YHcJe B cpepe BO3AYLIHOI0 TPAHCIIOPTA

[IpoOnembl kauecTBa M O€30MACHOCTH YCIYr B MPAKTUKE COBPEMEHHOIO
CepBHCa Ha TpPaHCHOPTE, B TOM uwuciie B cepe Bo3aymHOro tpancnopta. I[lonsarue
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KauecTBa CEPBHUCHON JEATEIHPHOCTH Ha TPAHCIOpTe, B TOM 4Yuciae B cdepe
BO3JIYIITHOTO TPaHCIOpPTa. YTPABJICHHE KAYECTBOM YCIYT, KOHTPOJb CTAaHAAPTOB U
0e30macHOCTH OOCITYKUBaHUS HA TPAHCIOPTE, B TOM 4YHCIIe B chepe BO3IYIIHOTO
TpaHcnopTa. Bunmbl Ge3omacHOCTH 0OCTy)KMBaHHMS Ha TPAHCIIOPTE, B TOM YHUCJIC B
chepe Bo3aymHOTO TpaHcmopTta. KyabTypa cepBrca M CEpPBUCHOW NEATEILHOCTH Ha
TPAHCIIOPTE, B TOM 4HCIIe B cdepe BO3AYINIHOTO TPAHCIOPTA. YYET OCHOBHBIX
MICUXOJIOTHYECKUX  OCOOCHHOCTEM  MOTpeOuTeNss B MpoOLleccCe  CEPBUCHOM
JESATEIBPHOCTH HA TPAHCIIOPTE, B TOM YHCIIE B cepe BO3AYIITHOTO TPAHCIIOPTA M MX
BIUSHUE HA BOCIPHUATHE KAadyecTBa YCIYr MOTpeOuTEeNeM (ISl CaMOCTOSTEIHLHOTO
u3ydcHus). MexaHusM oOecrieueHuss TpeOyeMoro KadecTBa IPOIICCCOB OKa3aHMS
yCIIyT, Ha OCHOBE KIMCHTOOPUCHTHPOBAHHBIX TEXHOJOTHH B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHApTU3AIMH, CEPTU(DHUKAIMN W YIPaBICHUS KaueCTBOM B cepe CepBHCHOTO
oOCITy)KMBaHHMsI Ha TpPAHCIOPTE (M1 CaMOCTOSATEIBHOTO H3y4deHUs). MexaHu3Mm
CUCTEMBI OOCCIICUCHHS TPeOyeMOro KayecTBa TIPOIECCOB OKa3aHUs yCIyT B
COOTBETCTBHHM C MEXKIYHAPOJHBIMH W HAIlMOHAIBHBIMU CTaHAApPTaMH B IIpoliecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIXM M HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS KaueCTBOM B cdepe CcepBHCHOTO
oOCITy)KMBaHHMsSI Ha TpPAaHCIOPTE (M1 CaMOCTOSATEIBHOTO H3y4deHUs). MexaHu3Mm
OKa3aHWs YCIyr B COOTBETCTBHH C 3asBJICHHBIM KadyeCTBOM B IPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMKU MU YIPaBIEHUS KadyecTBOM B c(epe CepBUCHOIO
oOCIy>KMBaHMsI Ha TpaHCHOpTe (IJI1 CaMOCTOSTEIBLHOTO M3y4yeHus). MarepuaibHbie
pecypcel, 00OpymOoBaHME JUIsI  OCYIIECTBIIEHHs  Ipoliecca  cepBuca (IS
CaMOCTOSITEJILHOTO M3y4eHHsI). MeTo/Ibl MPOBEJECHUSI IEPETOBOPOB C KIUEHTAMU 110
NPETeH3MOHHBIM  CIIy4astM (I  CaMOCTOSITENIBHOTO — M3ydeHwus). MexaHu3Mm
OTIpeJICICHUs] TIPUYMH BO3HUKHOBEHUS TPETEH3UWH B MPOIECCE OCBOCHUS OITUKH,
ACTETHKU OOCIY)XMBaHUS, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTaHAApTU3AIIMH,
cepTUdUKAIIMA ¥ YIPaBICHUS KaueCTBOM B c(epe CEepBHCHOrO OOCITY)KHMBAHHUS Ha
TpaHcmopTe (A1 CaMOCTOSITENBHOTO  W3y4eHus). MeTtonsl  pa3paboTku |
WCIIOJIb30BAHUSI THUIOBBIX TEXHOJOTMYECKUX MPOLECCOB (ISl CaMOCTOSITEIIBHOTO
uzydeHus). Meroasl GOpMHUpPOBAHUS M BHEIPEHUS KOPIOPATHBHBIX CTAHIAPTOB H
pPETJIaMEHTOB TIPOILIECCOB OOCTYy)KMBaHHUSI TMOTpeOuTeNnel Ha TpaHcmopte (IS
CaMOCTOSATETILHOTO M3y4YeHHUs). MeToapl B3aWMOJEHCTBUSA C KIWEHTAaMU TIO
OpraHu3aluy Tpoiecca OO0CTyXKUBaHUS MOTpeduTeneil B cepe rocTenpuuMcTBa B
MpOIleCCe OCBOCHUSI OTHUKH, OCTETUKH OOCTYKMBaHUSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAHIAPTU3AlUH, CEePTHU(PUKAIMA W YNPABICHUS KAadueCTBOM B
chepe CEpBHUCHOTO OOCTY)KMBaHUS Ha TpaHCIOPTe (1T CaMOCTOSATEIBHOIO
W3YUYECHUS).

Tema 17. Moaeiib KauecTBa yCJayru

HNHTepBanbHas MOJIENb KauyecTBa YCIYrd. [ISTh pa3ppiBOB, KOTOpPBIE SIBISIOTCA
MIPUYMHON HEYAOBJIETBOPEHHOCTH KJIMEHTOB IMPEAOCTABISIEMBIMU yCiIyramu. PaspeiB
MEXKJy MOTPEOUTEILCKUMH OXHAAHUSIMHU U HUX BOCIPUATHEM PYKOBOJCTBOM
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KOMITaHUU. Pa3phiB MKy BOCTIPUATHEM PYKOBOACTBA MOTPEOUTEIBCKUX OKUTAHUHN
1 TpaHCHOpPMAIMEH ITOTO BOCTIPHUATHA. Pa3phiB Mexay crienuukarusMu KadecTBa
YCIYT ¥ Ka4eCTBOM TIPEIOCTABISIEMBIX YCIyr. Pa3pblB MEXmy MpeaocTaBlIeHUEM
YCIYyTH W BHENIHUMH  WH()OPMAIMOHHBIMH  CBS3SIMH, YYacTBYIOIIMMH B
(dbopMHUpOBaHUY TIPEACTABJICHUS MOTPEOUTENICH O ToJlydaeMoll UMK yciyre. Pa3pwiB
MEXAY OXHIAHUSIMH TIOTPEOUTENICH W WX BOCHPHATHEM IOJYYCHHBIX YCIIYT.
Mexaau3M obOecnieueHHsl TpeOyeMoro KadecTBa IPOIECCOB OKa3aHMs YCIyr, Ha
OCHOBE KIIMCHTOOPHUEHTHPOBAHHBIX TEXHOJOTUH B TMPOIECCE OCBOCHUS OTHUKH,
ACTETHKN OOCITY)KMBaHUS, STUKETAa, MOPAIM M HPABCTBEHHOCTH, CTaHAApTU3AIIWH,
cepTuUKaliu W YyNpaBiICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TpPaHCTIOPTE (ISl CAMOCTOSITEIBHOTO W3YYCHHS). MeXaHU3M CUCTEMbI 00CCIICUCHHUS
TpeOyeMoro KadecTBa TMPOILECCOB  OKa3aHUS YCIYr B COOTBETCTBUU  C
MEXTYHAPOJHBIMU W HAIIMOHAJIBHBIMH CTaHJApTAaMU B IPOIIECCE OCBOCHUS 3THKH,
ACTETHKU OOCITY)XKMBaHUs, STUKETa, MOpPAJIM W HPABCTBEHHOCTH, CTaHIAApTU3AIIWH,
cepTuUKalMi W YIPaBICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TPaHCIOPTE (I CaMOCTOSATEIBHOTO H3Y4YeHHUs). MeEXaHW3M OKa3aHus YCIyT B
COOTBETCTBHH C 3asBJICHHBIM KayeCTBOM B TPOIECCE OCBOCHMS ITHKH, ICTCTHKU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIApTH3AIIHH,
cepTuUKalMA W YIPaBICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TPaHCIOPTE (I  CaMOCTOSATEIBLHOTO M3y4YeHHs). MarepuanbHble PECypCHI,
o0opyaoBaHUE IS OCYIIECTBICHHUS IIpoliecca cepBUca (I CaMOCTOSITEIBHOIO
U3y4eHHs). MeTobl MPOBEJCHUS MEPETOBOPOB C KIMCHTAMHU IO MPETCH3MOHHBIM
cIy4astM (JIUI1  CaMOCTOSITEILHOTO HM3y4YeHHs). MexXaHu3M ONpeIeicHUsS PHYUH
BO3HUKHOBEHHS MPETECH3MH B TPOIECCE OCBOCHUS 3THUKH, SCTCTHKU OOCITYKUBaHHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDUKAIIMK U YIIPaBICHUS
KauyecTBOM B cdepe CEpBUCHOTO OOCITYy)KMBaHMS Ha TpaHcmopTe (s
CaMOCTOSITCJILHOTO HM3y4YeHHMs). MeToasl pa3paOOTKH M HCIOJB30BAaHUS THITOBBIX
TEXHOJOTHYCCKUX IPOIECCOB (M1  CaMOCTOSTCIBHOIO M3YYeHHs). METOIbI
GopMHpOBaHUS H BHEJIPCHHS KOPIOPATHBHBIX CTaHAApPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCITY)KHUBaHHS IMOTPEeOUTENCH Ha TpPAHCHOPTE (I CaMOCTOSTCIBHOIO
n3ydeHus). MeToapl B3aMMOJCHCTBHUS C KIMEHTaAMH [0 OpraHU3alluu Ipolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKH, OCTETUKU  OOCITYy)KMBAHHUSA, OTHUKETa, MOpPaJIM W  HPABCTBCHHOCTH,
CTaHJApPTU3AIMK, CePTU(UKAIMK W YIpaBICHUS KadueCTBOM B cepe CepBHCHOIO
00CITy>)KUBaHHS Ha TPAHCIIOPTE (JIJII CAMOCTOSTEIIPHOTO U3YUCHUSA).

Tema 18. Iloka3aTenu KavyecTBa yCJayr

Bunbr mokasareneir kadecTBa MO CIMOCOOY BBIpaKeHHS (B HATypalbHBIX
€UHUIIaX, B CTOMMOCTHBIX €IWHHUIIAX), MO OLEHKE YpPOBHA KayecTBa (0a30oBble U
OTHOCHUTEINIbHBIE), MO0 CTaJAUM OIpeleNeHuss (IMIPOTHO3UPYEMbIE, MPOEKTHbIE,
MPOU3BOJICTBEHHBIE, OJKCIUTyaTal[MOHHBIE T[OKa3aTelid), MO XapaKTepU3yeMbIM
cBOMCTBaM (€AMHUYHBIE U KoMIuiekcHbIe). [lokazarenu QyHKIMOHAIBHOTO
Ha3HAYEeHUsl, HPrOHOMUYHOCTH, I[IOKA3aTeIl HAJEKHOCTH, DSKOHOMHUYECKHE U
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HKOJIOTMYECKUE TTOKA3aTelNd, oKa3aTean 0e30NacHOCTH, MOKa3aTeNId: 3CTETUYECKUE,
CTaHJapTU3AINH, TATCHTHO-TIPABOBEIE.

Cneuunduueckue noKa3aTesu KauecTBa YCIIYT: JOCTYITHOCTb,
KOMMYHHUKa0€IbHOCTh, KOMIIETEHTHOCTh, JOBEPHUTEIBHOCTh, OOXOAMTEIHHOCTD,
HaJIeKHOCTh, OT3BIBUMBOCTh, O€30MACHOCTb, OCA3a€MOCTb, TOHUMaHUE. MeXaHu3M
oOecrieyeHusi TpeOyeMOoro KayecTBa INPOLIECCOB OKa3aHUs YCIyr, Ha OCHOBE
KITIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHA B TMPOIECCE OCBOCHUS STHKH, ICTETUKU
OoOCTy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHBAHHS Ha
TpaHCOpTe (IJIs1 CaMOCTOSITENBHOrO H3y4YeHHUs1). MexaHu3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asIBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHUS ITHKH, JICTETHKHU
OOCTy)XMBaHMsI, OTHKETa, MOpajlld W  HPABCTBEHHOCTH, CTaHJIAPTU3AIINH,
cepTudUKald U YIpPaBIECHUS KauyeCTBOM B c(epe CEepBHCHOTO OOCTY)KMBaHUS Ha
TpaHcoOpTe ([JI1 CaMOCTOSATEIBHOTO U3ydeHus). MarepuanbHble pecypchl,
o0opyaoBaHMe [JIsl OCYIIECTBIEHHUS IIpoliecca cepBHuca (I CaMOCTOSITEIIBHOIO
u3ydeHusi). MeTonbl MPOBEACHHUS MEPETOBOPOB C KIMEHTaMU MO MPETCH3UOHHBIM
ciydasM (IS CaMOCTOSATEIBHOTO M3YyYeHHs). MeXaHU3M OIpeaelieHUs MPUIHH
BO3HUKHOBEHHS MPETCH3MI B MPOIIECCE OCBOCHUS ITHUKH, ICTETHUKU OOCIY>KHBaHUS,
ATHKETa, MOPAJN U HPaBCTBEHHOCTH, CTAHAAPTH3AINH, CEPTUPUKAIIIN 1 YIIPABICHUS
KayecTBOM B cdepe CepBUCHOTO OOCITy)KHBaHMS Ha TpaHcmopTe  (aus
CaMOCTOSITETILHOTO H3Yy4eHMs). MeToasl pa3pabOTKM M HMCHOJIb30BAaHUS THUIIOBBIX
TEXHOJIOTUYECKUX TMPOLECcCOB (A1 CaMOCTOSATENBHOIO U3ydeHus). MeTtosl
(opMuUpOBaHUS U BHEAPEHHUS KOPHOPATUBHBIX CTaHAAPTOB M  PEIVIAMEHTOB
IpPOILIECCOB OOCIY)KMBaHMsI MOTpedUTeNe Ha TpaHcmopTe (A CaMOCTOSATENBHOIO
u3ydeHus). Meroabl B3aMMOJEHCTBUS C KIMEHTaMU [0 OpraHM3alluy Ipolecca
oOcIy)kuBaHMs TOTpPeOUTENEH B cdepe TOCTSHIPUUMCTBA B IPOIIECCE OCBOCHUS
OTUKH, 3CTETUKU OOCIYXUBaHUS, OTUKETa, MOpajJl M  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CepTU(UKAIMM U YIPABICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITEILHOTO U3YUYEHMUS).

Tema 19. @opMbl 1 MEeTOAbI OIIEHKH KA4€CTBA yCJIYT

Knaccudukaius BHIOB W METOIOB OICHKM IO HECKOJIBKUM IPHU3HAKAM,
VYHUTHIBAIOIINX CTPYKTYpPY 3TOTO MpoIlecca U OCOOCHHOCTH MPUMEHEHUS OICHKU
KauecTBa TOBapoB U yciyr. OLIEHKH KauecTBa MO BBIOOPY CUCTEMBI MTOKa3aTeNIe Win
Mo WX BUAY, MOXHO pa3lenuTh Ha Au(QGepeHIIUPOBaHHBIE, KOMIUIEKCHBIE U
cMmemannble. OlnEHKa KadyecTBa MO THUIY U XapakTepy MAEHUCTBUIl: MNpsMble U
KocBeHHbIe. OleHKa KayecTBa MO CPe/CTBaM aHajiu3a U U3MEpPEHHUs: J1abopaTOPHBIM
METOJIOM, OPTraHOJENTUYECKUM METOJOM, OHKCHEPTHBIM METOAOM, CMEIIAaHHBIM
MeromoM. OreHKa KadecTBa 1O (opMe BBIPAKEHHUS OICHKU:  METPUUYECKHE,
OannmpHBIE W Oe3pa3MepHbIe (OTHOCHTENbHBIC). MeXaHW3M CHUCTEMBI 00OecTeueHus
TpeOyeMoro KadecTBa IMPOLIECCOB  OKa3aHWsl YCIYyr B  COOTBETCTBUU C
MEKIyHaApOJHBIMU M HAIlMOHAJIBHBIMU CTaHJAapTaMU B MPOLECCE OCBOCHUS ITUKH,
ACTETUKU OOCITYXUBAHUS, STUKETA, MOpPAJIM W HPABCTBEHHOCTH, CTaHJAPTU3ALINHU,
cepTudUKAMU U YIOpaBICHUS KauyeCTBOM B c(epe CepBUCHOrO OOCIyKMBAaHHS Ha
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TpaHCIOpPTEe (I CaMOCTOSTENBHOIO H3Yy4YeHHUs). MexaHu3M OKa3aHusd YCIyr B
COOTBETCTBHM C 3asBJIEHHBIM Kaye€CTBOM B IPOLECCE OCBOCHHUS ITHKHU, ICTETHUKU
oOCNy’KMBaHMSI, OTUKETa, MOpPAJIM W  HPABCTBEHHOCTH,  CTAaHJIApTU3aLHH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKMBAHHS Ha
TpaHCIopTe (11 CaMOCTOSITENIBHOTO — M3yueHHs). MaTepuanbHble  pecypcsl,
0o0opyl0oBaHUE U1 OCYILECTBIECHMsI Ipolecca cepBuca (A CaMOCTOSATENBHOIO
u3ydeHus1). MeToapl NpOBEAEHUsI MEPEroBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
ciy4astM (JJI1 CaMOCTOSITEIBHOTO H3y4eHMs). MexaHus3M omnpeneneHus NpPUYHH
BO3HUKHOBEHUSI MPETEH3UM B MPOLECCE OCBOEHUS 3TUKH, ICTETHUKU OOCITYXUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAHAAPTU3ALINU, CEPTUDUKALIMK U YIIPABICHUS
Ka4yecTBOM B  cdepe CEepBUCHOIO OOCIyXKHMBaHUS Ha TpaHcnopre (s
CaMOCTOSITEJILHOTO M3y4deHMs). MeToasl pa3pabOTKM M HCIONb30BAaHUS THUIIOBBIX
TEXHOJOTHYECKUX TMPOILIECCOB (11  CaMOCTOSITENIBHOIO  M3y4deHus). MeTobl
dopMHUpOBaHUST M BHEAPEHHS KOPIOPATUBHBIX CTAaHAAPTOB M  PETJaMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpedUTeNe Ha TpaHcmopre (A CaMOCTOSTENBHOIO
u3ydyeHus). MeToapl B3aMMOJEHUCTBUS C KIMEHTAMHU [0 OpraHU3allMM Mpolecca
oOcinyXuBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJapTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
00CTy>KMBaHMS Ha TPAHCTIOPTE (IJIsI CAMOCTOSITEILHOTO U3YyUEHHUS ).

Tema 20. Me:xxayHapo/nble oOpraHu3anuu no cranaapruzanun. [ipaBossbie
OCHOBBI /IeATEJIbHOCTH U OPraHU3anMoHHasA cTpykrypa UCO

EBpomneiickass opraHuzanusi 10 KadecTBy, EBpONEUCKUI KOMHUTET IO
cranpaptuzanuu, CEHJIEK — EBpomneiickas opraHuzaiusi 1O CTaHAapTU3AIUU.
Konexc cranmaproB 'ATT. OcuoBuble nenu u 3agaun MCO. Tlopsaok pazpaboTku
MEXIyHapoaHbIX cTtanaapToB. llepcnektuBHble 3amaun MCO. ba3zoBbie cTaHmapThl
HNCO 9001 — UCO 9004. Obmiee pyKOBOJACTBO KAaYECTBOM M AJIEMEHTHI CHCTEMBI
kauectBa. CraHAapThl MNOAACPX KU, UX GYHKUUM U 1end. MeTogudeckue
PYKOBOJCTBA IO MPAaKTUYECKOMY NPUMEHEHHUI0 MEKIYHAPOJIHBIX CTaHIApPTOB.
Cranpaptuzanus B CIIIA u ctpanax 3anagnoi Esponsl. [IpuHiunuansabie oTanyus
HoBoM Bepcuu ctangaptoB UCO cepun 9000 2000 roma. MaTtepuaiabHble PeCypCHl,
o0opyaoBaHWE [JIsi OCYIIECTBIEHHUS TIpollecca cepBHuca (I CaMOCTOSTEIBHOTO
u3yueHus). MeToabl MPOBEICHHS MEPErOBOPOB C KIMEHTAMH MO MPETEH3HMOHHBIM
ciayyasM (IJI CaMOCTOSITEJIbHOTO H3y4deHUs). MexXaHu3M OmpelesieHus] HpPUYHH
BO3HUKHOBEHUS TPETEH3W B MPOIECCE OCBOCHUS ITUKH, ICTETHUKU OOCITYKUBaHUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3ALUU, CEPTUPUKALIMN U YIIPABICHUS
KauecTBOM B cepe CcepBUCHOrO OOCIHy)XHBaHUS Ha  TpaHcmopre (s
CaMOCTOSTETILHOTO H3y4eHHs). MeToasl pa3paOOTKH W HWCIONB30BAHUS THUITOBBIX
TEXHOJIOTUYECKUX MPOILECCOB (I CaMOCTOSITEIbHOTO H3y4eHUs). MeToibl
dbopMupoBaHUST ¥ BHEAPECHHS KOPIOPATUBHBIX CTAaHAAPTOB H PETIAMEHTOB
MPOIIECCOB OOCHTY>XKMBaHMS MOTpeOuTENed Ha TpaHcmopTe (sl CaMOCTOATEIBHOIO
u3yueHus). MeToabl B3aMMOJACHCTBUSI C KJIMEHTAMU MO OpraHu3aluy Mpoliecca
oOCIy)KMBaHMS TOTpeduTeneld B cdepe TrocTenpuuMCcTBAa B IPOIIECCE OCBOCHMS
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OTUKH, OCTETUKU  OOCITY>KUBAHUSA, OTUKETa, MOpPaJIM U  HPABCTBEHHOCTH,
CTaHJapTU3alMK, CepTU(UKALUKU U YIpaBICHUS KauecTBOM B c(epe CepBHUCHOIO
o0cCITy>KUBaHMs HA TPAHCIIOPTE (IJI1 CAMOCTOATEIIHLHOTO U3YUYEHUS ).

Tema 21. TeopeTnueckue OCHOBbI TEXHMYECKOI'0 PeryJMpOBaHUs

Mopenu TeXHUYECKOTo peryaupoBaHus. TeXHUYecKkue perjiaMeHThbl: OHITHE,
uend,  BuAbl.  [IpennuceiBaromiue — TeXHUYECKHe  perjiaMeHtol.  O6mue
(ropu3oHTaNIbHBIE) TeXHHYecKHe peraameHTel. CTpykTypa U coiep)KaHHe
TEXHUYECKUX perjgameHToB. [lopsinok pa3paboOTKM TEXHMYECKHX pPErjaMeHTOB.
['ocynapcTBeHHBIN KOHTPOJIb M HAA30p 32 COONIOICHHEM TPeOOBAaHUN TEXHUYECKUX
perjiaMeHToB. MexaHu3M OKa3aHHs yCIyr B COOTBETCTBUU C 3asiBJICHHBIM Kau€CTBOM
B IMpOLIECCE OCBOEHUS ATUKU, ACTETUKH OOCIYKMBAaHUS, OSTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHIApPTH3alMU, CEpTU(PUKAIMK M YIpaBiICHUS KayeCTBOM B
chepe cepBUCHOrO OOCIYXMBaHHUS Ha TpaHCIOpTe (I CaMOCTOSITEIBHOIO
u3ydeHus). MarepuanabHble pecypchl, 000pyJ0oBaHUE JJI OCYILIECTBICHUS MpoIecca
cepBuca (I CaMOCTOATENLHOTO U3yudeHHUs). MeToabl MpOBEJEHUsI EPEroBOPOB C
KJIMEHTAMU TI0 TMPETEH3UOHHBIM CiIy4yasiM (ISl CaMOCTOSTEIBHOTO H3YYEHHUS ).
MexaHu3Mm orpesesieHrs NMPUYUH BOSHUKHOBEHHUS MPETEH3UM B MPOIIECCe OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJM U  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
oOCNMy>KMBaHMsSI Ha TpaHcmopTe (A1 CaMOCTOATENBLHOTO U3y4eHus). MeTomsl
pa3pabOTKM M HCIOJIB30BAaHUSA THUIOBBIX TEXHOJOTUYECKUX TMPOLECCOB (IS
CaMOCTOSATEILHOTO  W3y4eHus1). Meroasl  QopMuUpoBaHHS W BHEApPEHUSA
KOPIIOPaTUBHBIX ~ CTAHIAPTOB W  PErJIaMEHTOB  MPOIECCOB  OOCTYKUBAHUS
norpebuTened Ha TpaHCHopTe (ST CaMOCTOATEIBHOTO H3y4YeHus). MeTtomsl
B3aMMOJICHCTBUS C KIMEHTaMU II0 OpraHu3aluu Tporecca o0CTyKUBaHUS
norpeduteneid B cepe rocTeHPUMMCTBA B IMPOIECCE OCBOCHUSI ITHKH, ICTETHKHU
oOCIy>KWBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIAapTU3AIIHH,
cepTUdUKAIMA ¥ YIPaBICHUS KauyeCTBOM B cepe cepBHUCHOrO oOCIy)KMBaHHS Ha
TpaHCHOPTE (JI1 CAMOCTOATEIHLHOTO U3YUYEHHUS).

Tema 22. CranpapTusanus B cepe yciayr.

Henu w npuHmunel craHgaptu3anuud. CHUCTEMHOCTh CTaHAApTU3ALMH.
OddextuBHocTh  cTaHmaptuzanuu. DOyHKIMM W 3a7a4d  CTaHIapTU3AIUU.
Nudopmarmonnas  ¢ynkmus. Meronsl  cranmapTtuzanuu.  [lapamerpudeckas
crangapTu3anus. JIOKyMeHThI MO cTaHaapTuzanuu. Bunsl ctangaptoB. CTanmapt Ha
npoaykiuo.  OOmepoccuiickue  kiaccudukaroppl.  CTaHgapTu3amusi  yCIyT.
MexaHu3M cHCTeMBbl 00eCTICUeHHsI TPEOYyeMOro KadecTBa MPOIECCOB OKa3aHUS yCIyT
B COOTBETCTBUM C MEXIAYHAPOJHBIMU U HAIMOHAIBHBIMU CTaHAApPTaMHU B Ipoliecce
OCBOCHHS 3THKH, DCTCTUKH OOCTY)XWBaHHS, ITHKETA, MOPAd W HPABCTBEHHOCTH,
CTaHJapTU3ANNH, CEpTU(DUKAIMK W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOcly>)kKMBaHMsI Ha TpaHCHOpPTE (I CAMOCTOSTENBbHOTO M3Yy4YeHUs). MexaHu3m
OKa3aHusl YCIyTr B COOTBETCTBUU C 3asBJICHHBIM KAaue€CTBOM B IPOILIECCE OCBOCHUS
ATUKH, OCTETUKU  OOCIY)KMBaHUS, OTUKETa, MOpaJM U  HPABCTBEHHOCTH,
CTaHJapTU3alNK, cepTU(UKALUK U YIPaBICHUS KauecTBOM B c(epe CEepBHUCHOIO
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o0CIy’KMBaHMs Ha TpaHCHOpTe (A1 CaMOCTOSATEIBHOrO M3y4yeHus). MarepuaibHbie
pecypcbl, 000pyAOBaHHME s OCYLIECTBIEHHsA  Ipouecca  cepBuca (UL
CaMOCTOATEIBLHOTO U3y4eHHs). MeTolbl MpOoBEJEHUsI IEPETOBOPOB C KIUEHTAMU 10
MPETEH3UOHHBIM  Cy4asiM (I  CaMOCTOSITENIBHOIO — M3Yy4YeHHs). MexaHusm
ONpeJieNieH!s] TMPUYMH BO3HUKHOBEHUS MPETEH3UH B MPOILIECCE OCBOEHUS ITUKH,
ACTETUKU OOCIY)XKMBaHUS, STUKETAa, MOpPAJIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPaBICHUS KA4eCTBOM B c(epe CEpBUCHOTO OOCTYKHMBAHHS Ha
TpaHcnopTe (AJI1  CaMOCTOSITENBHOrO  M3y4eHus). Metoael pa3paboTku U
MCIIOJIb30BAaHUSI THUMOBBIX TEXHOJOIMYECKUX MPOLECCOB (sl CaMOCTOSITENIBHOIO
u3zydyenus). Meronbl OpMUpOBaHHUS M BHEJIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pErJaMEHTOB TIPOLECCOB OOCIYXUBaHUSA TNOTpeOuTeNeld Ha TpaHcHopTe (Ui
CaMOCTOSITEJILHOTO  H3Yy4yeHHus). MeToasl B3aUMOJEHCTBUS C KIHMEHTaMU IO
OpraHM3alMK IpoLecca O0CIyKUBaHUs MOTpeOuTeneld B cepe rocTenpuuMcTBa B
Opolecce OCBOCHUS OTHUKM, OCTETUKU OOCIYyKMBaHUSA, OSTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTU3alMU, CEpPTU(PHUKAIMU M YIpaBICHUS KAa4yeCTBOM B
chepe CepBUCHOrO OOCHyXKMBaHMs Ha TpaHcmopre (i1 CaMOCTOSITEIBHOTO
U3YUYEHUH).

5.4 IlpakTH4yeckue 3aHATHS

Howmep Tembr Tpynoem
JVCUUTLITAHBI TemaTrka npakTHUECKUX 3aHATUN KOCTb
(dacer)
Cemectp 4
[IpaktTueckoe  3aHsiTue  No 1. «Teopernueckasd,
1 HOPMAaTUBHAs ¥ IPUKJIAJHAS dTUKA» 2

IToaroroBka K BBINOJHEHHUIO CUTYaIMOHHBIX 3aJaHUI

[IpakTrdeckoe 3ansTue Ne 2. «ColHalbHO-3KOHOMHYECKHE
2 U JyXOBHBIE TIPEANOCHIIKH TOSBICHUS STHKU» 2
IToaroroBka K BBITIOJHEHHUIO CUTYaIMOHHBIX 3aJaHUI

[Ipaktuueckoe 3anstue Ne 3. «Kpusuc wmopanu wu
3 HPaBCTBEHHOCTH» 2
[ToaroToBKa K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN

[Ipaktnueckoe 3anste Ne 4. «MopajabHOE CO3HAaHUE U
4 MOpaJIbHAsl TPAKTHKA» 2
[ToaroToBKa K BBITOJIHEHHUIO CUTYAllMOHHBIX 3aJaHHUI

[Tpaktnueckoe 3anstue Ne 5. «IIpodeccnonanbHass COBECTh
) 1 Ipo(heCCHOHATBHBIN JTOJIT» 2
[ToaroToBKa K BBINOJIHEHUIO CUTYalIMOHHBIX 3aJaHUAN

[Ipaktnueckoe 3anatue Ne 6. «MopanpHblii 00JHK
6 paboTHHKA cepBHCa» 2
[TonroroBka K BEIIOJTHCHUIO CUTYAITMOHHBIX 3aJIaHUH

[Ipaktnueckoe 3ansitue Ne 7. «lIpaBuna odopmueHus
KOHTAKTHOU 30HBI»
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Homep tembl Tpynoem
JUCIUATLITAHBI TemaTrka IpaKTUUECKUX 3aHITHI KOCTb
(dacsl)
[ToaroTroBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3aJlaHU
[Ipaktuueckoe 3anste Ne 8. «OO0mwme TpeOoBaHUs K
8 npodecCUOHaTLHOMY MOBEICHUI0 PaOOTHHKA KOHTAKTHOM 9
30HBI HA PA3JIMYHBIX 3TAax 00CTyKUBAHUSI»
[ToaroTroBka K BBIMOJHEHHUIO CUTYAIlIMOHHBIX 3aJlaHUM
Uroro 3a cemectp 4 16
Cemectp 5
[Ipaktuueckoe 3anstue Ne 9. «KamoObl M KOHPIMKTHI C
9 KJIMEHTaMH: TPUYUHBI U CTIOCOOBI pa3peIieHus» 2
IToaroTroBKa K BBIMOJHEHHUIO CUTYAlIMOHHBIX 3aJIaHU I
[Ipaktuueckoe 3ansitue Ne 10. «OcHoBHbIE (PYHKIUU
11 yIPaBIECHUS» 2
IToaroTroBKa K BBIMOJHEHHUIO CUTYAIIMOHHBIX 3a/IaHUI
19 [TpakTuyeckoe 3anstue Ne 11. «Buasl u pyHkumnm sTrkera» 9
IToaroTroBKa K BBIMOJHEHHUIO CUTYAIIMOHHBIX 3aJIaHUI
[Ipaktuueckoe 3anatue Ne 12, «[IpaBuna mnoBeneHHs B
13 OOIIECTBEHHBIX MECTaX» 2
IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3a/IaHHI
[Ipaktrdeckoe 3anstue Ne 13. «JlemoBod ATHUKET B
14 00CITy>KUBaHUH» 2
IToAroToBKa K BBIMOJHEHHUIO CUTYAallMOHHBIX 3a/IaHHI
[Ipaktnueckoe 3anstue Ne 14, «DrTuka cepBHCHOM
15 JESITEILHOCTH Ha TPAHCIIOPTE» 2
IToaroroBka K BBINOJHEHUIO CUTYAIIMOHHBIX 3aJaHUI
16 [IpakTueckoe 3anstue Ne 15. «bezonacHocts ycayr» 2
[ToaroTroBka K BBINOJHEHHUIO CUTYal[MOHHBIX 3aJaHUI
[Ipaktuueckoe 3anste No 16. «Kputepun KadecTtBa
17 YCIIYTH» 2
[ToaroToBKa K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN
18 [IpakTrueckoe 3ansTue Ne 17. «Ouenka kauecTBa yciayr» 2
[ToaroToBKa K BBIIOJIHEHUIO CUTYAIIMOHHBIX 3aJaHUN
[TpakTrdeckoe 3anatue Ne 18. «MeToHMKa OIIEHKH KayecTBa
19 YCILYT» 2
IToaroToBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3a/JaHUI
[Ipaktnueckoe 3amstue Ne 19, «OpranmzanuoHHas
20 ctpykrypa M1CO» 2
IToaroToBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3aJJaHU
ITpakTrueckoe 3anstue Ne 20. «OCHOBBI TOCygapCTBEHHON
22 CHCTEMBI CTaHIapTU3AIUH» 2
IToaroroBka K BBIMOJHEHHUIO CUTYallMOHHBIX 3aJIaHUM
Hroro 3a cemectp 5 24
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Howmep Temsl
JUCIUTIINHBI

TeMaTuka IpakTUYECKUX 3aHATUN

Tpynoem
KOCTh
(dacsl)

Hroro no nucuuiuiae
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5.5 JIaGopaTopHbIii NPAKTUKYM

JIaGopaTOpHBIi MPAKTUKYM YYEOHBIM IIJIAHOM HE MPETyCMOTPEH.

5.6 CamocrosiTesibHAsA padoTa

Howmep Temsbl
JTUCIUTIIMHBI

Buapl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dachl)

Cemectp 4

1. M3yuenue TeopeTndyeckoro marepuaina no teme: «lIpeamer
U npobiieMaTHKa 3THKU B c(epe CEPBUCHOTO OOCITYKHBaHMUSI
Ha TPAHCTIOPTE»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JUTEpATyporl TIO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHO# moarotoBku [1-20].

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATHUHU C
COOOIICHUSIMHU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. ITonroToBKa K BBIITOJIHEHUIO CUTYAIMOHHBIX 3aJJaHUM.

1. H3yueHue TEOPETHYECKOTO Marepuaja TI0 TeMe:
«Jtnueckue yuenus JpeBHero BocTroka, AHTHMYHas 3TUKa,
stuka Cpeanux BekoB 1 HoBoro Bpemenun»
[Togpa3zymeBaeTcss paboTa ¢ y4YeOHOM JHUTEPATYypoOr IO
BOIIPOCAM JIsI CAMOCTOSATEIBHOM OAroTOBKH [1, 2, 3, 4].

2. ITonroToBKa K BBICTYIUICHUSAM Ha MPAKTHIECKOM 3aHSATHH C
COOOIIECHUSIMH.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. TToarotoBKa K BBIMOJHEHHUIO CUTYAIITMOHHBIX 3aJaHUM.

1. H3yuyenume TeopeTHdecKOro marepuansa MO TeEMe:
«AKTyaJIbHbBIE TIPOOJIEMBI COBPEMEHHOM STUKH »
[TonpazymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM JIsi CAMOCTOSITEIIBHOM MOAroToBKY [1, 2, 3, 4].

2. IloAroToBKa K BBICTYIUJIEHUSM Ha MPAKTUYECKOM 3aHSATUHU C
COOOIIIEHUSIMU.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. TlonroToBKa K BHIMIOJIHEHUIO CUTYAIITMOHHBIX 3aJJaHUN.

. H3yueHune TeopeTHMUECKOr0 Marepuansa Mo TEMeE:
«IIpodeccuonanpHass 3THKa W €€ B3aUMOCBS3b C OOIEH
TEOPUEH MOPAITN»
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

[TogpaszymeBaeTcsi paboTa ¢ y4yeOHOM JUTEpaTypoll IO
BOIPOCAM JUIsl CAMOCTOSATEIbHOM OAroToBKH [1, 2, 3, 4].

2. TloaroToBKa K BBICTYIICHUSM Ha MPAKTHYECKOM 3aHATHH C
COOOIIECHUSIMHU.

3. [loaroToBKa K YCTHOMY OTIPOCY.

4. TloaroToBKa K BBIMOJTHEHUIO CUTYAITMOHHBIX 3aJJaHUM.

1. HW3yyeHue TeOpeTHMYECKOr0 Marepuaia Mo TEMeE:
«IIpopeccus u  auyHocTh. HpaBcTBeHHass  KynbTypa
npodeccronana»

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

2. ITonroToBKa K BBICTYIUJICHUSAM Ha MPAKTUYECKOM 3aHSATUH C
COOOIIEHUSIMHU.

3. IloaroroBka K yCTHOMY OIPOCY.

4. TlonroToBKa K BHITIOJTHEHUIO CUTYAIITMOHHBIX 3aJJaHUN.

1. MW3ydyeHue TeOpEeTHMUECKOrO MaTepuana 1o TeMeE:
«ITUYECKUE OCHOBBI TPO(ECCHOHATBHOM ESTENHHOCTH B
chepe yciayr»

[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JHUTEPaATypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHO# moarotoBku [1-20].

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATHUHU C
COOOIIEHUSIMHU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TToarotoBKa K BBIMOJHEHNUIO CUTYAIIMOHHBIX 3aJaHUM.

1. MW3yueHume TEOpPETHYECKOTO Marepuaja IO TeMe:
«ICcTeTUKa 00CITY)KHUBaAHUS»

[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JHUTEPATYypoOr IO
BOIIPOCaM JIsl CAaMOCTOSITSIIBHOM MOAroTOBKY [1, 2, 3, 4].

2. ITonroToBKa K BBICTYILICHUSM Ha MPAKTHICCKOM 3aHSATHH C
COOOIICHUSAMU.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. TToarotoBKa K BBIMOJHEHHUIO CUTYAIITMOHHBIX 3aJaHUM.

1. HW3yyeHume TeopeTHUECKOr0 Marepuajsa MO TEMeE:
«IIpodeccuonanpHOe TMOBeAEeHNE paOOTHHKA CepBHCa Ha
Pa3IMYHBIX 3Tanax oOCTyKHUBaHUS HA TPAHCIIOPTE»
[TompasymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM JIsl CAMOCTOSITEIIBHOM MOATr0TOBKY [1, 2, 3, 4].

2. IloAroToBKa K BBICTYIUJICHUSM Ha MPAKTUYECKOM 3aHSATUHU C
COOOIICHUSMU.

3. IloAroroBka K yCTHOMY OITPOCY.

4. TlonroToBKa K BBIMIOJIHEHUIO CUTYAI[MOHHBIX 3aJJaHUM.
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

Uroro 3a cemectp 4

40

Cemectp 5

1. W3ydeHme TEOpEeTHYECKOTO MaTepHala [0 TeMe:
«OcoOEHHOCTH JIETI0BOr0 O0IIEHUS B chepe yCIayr»
[Togpa3zymeBaeTcsi pabota ¢ y4eOHOM JaUTEpaTyporl IO
BOIPOCAM JIsl CAMOCTOSTEIBHOM MOAroTOBKH [1, 2, 3, 4].

2. [loarotroBka K BRICTYIUICHUSM Ha MPAKTHYECKOM 3aHSATHH C
COOOIIEHUSIMHU.

3. IloaroToBka K yCTHOMY OTPOCY.

4. IToaroToBKa K BBITIOJHEHUIO CUTYAITMOHHBIX 33/ IaHUN.

5. IToarotoBKa K BBITTOJHEHUIO KYPCOBOM pabOTHI.

10

1. MW3ydyeHue TEOpPETHMUECKOr0 Marepuaja Mo TeMeE:
«OpraHu3alMoHHas KyJbTypa Kak (DaKTop TOBBIIICHUS
s dexTuBHOCTH B cdhepe cepBrca»

[Togpa3zymeBaeTcsi paboTa ¢ y4eOHOM JUTEpaATypor TIO
BOIPOCAM JIsl CAMOCTOSTEIbHOM ToAroToBKH [1, 2, 3, 4].
[ToaroToBKa K BBITOJIHEHHIO KYPCOBOM PabOTHI.

11

1. M3yyeHne TEOPETHUYECKOTO MaTepuaga IO TEME:
«YmpaBiueH4YecKas dTUKa B cepe cepBuca»
[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JUTEpaTypor IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM moaroToBku [1, 2, 3, 4].

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATHUH C
COOOIICHUSMU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. TToaroToBKa K BBIMOJHEHNUIO CUTYAIITMOHHBIX 3aJaHUM.

5. IToaroroBka K BBIMOJHEHHUIO KYPCOBOW PaOOTHI.

12

1. N3yueHne T€OpeTHYECKOro Marepuana Mo Teme: «ITUKET
KaK  peryjasiTop  MEXKJIWYHOCTHBIX  OTHOUIEHUH  H
npodeccHoHaIbHOTO  TMOBENEHUS pPabOTHUKOB  CepBHCA.
OTUKET JIeNOBbIX COBEIIAHUM, MpE3eHTAUNd U IyOJIUYHBIX
BBICTYILICHUI»

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

2. IloAroToBKa K BBICTYIUUICHUSM Ha MPAKTUYECKOM 3aHSATUHU C
COOOIIIEHUSIMU.

3. IloAroroBka K yCTHOMY OIIPOCY.

4. IToAroToBKa K BBIMTOJIHEHUIO CUTYAIITMOHHBIX 3aJJaHUN.

5. IloaroroBka K BBIMOJHEHHUIO KYpPCOBOM PabOTHI.

13

1. N3yuenune TeopeTnueckoro mMarepuana mno teme: «lIpasua
MOBEJICHUS B OOILIECTBEHHBIX MECTaX»
IlogpazymeBaercss pabota ¢ y4yeOHOM JUTEpaTypoll 1o
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

BOIPOCAM JIsl CAMOCTOSTEIBHOM OAroTOBKY [1, 2, 3, 4].

2. TloaroroBka K BBICTYILJIEHUSIM Ha MPAKTUUECKOM 3aHSTUU C
COOOIICHUSMU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TlogroTroBKa K BBINIOJTHEHUIO KYPCOBOM pabOTHI.

14

1. M3yuyeHne TEOpETUUECKOTO MaTepuaia 1o reme: «/lenoBoi
OTUKET U MNpoTOKoJd. (OCOOEHHOCTH UX TMPOSIBICHUS B
CEPBUCHOM JEATEIBHOCTH. /[eT0BbIE BCTPEYU U IEPETOBOPHI»
[Togpa3zymeBaeTcss paboTa ¢ y4eOHOM JUTEpaTyporl TIO
BOIMPOCAM JUIsl CAMOCTOSATEIbHOM 1o arotoBku [1-20].

2. IToAroToBKa K BBICTYIUIEHUSAM Ha MPAKTUYECKOM 3aHSATHH C
COOOIICHUSIMHU.

3. IloaroroBka K yCTHOMY ONIpPOCY.

4. TToaroToBKa K BBIMOJTHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

5. [loAroToBKa K BBHITIOJIHEHUIO KYPCOBOM PabOTHI.

15

1. BydyeHue TEOpPETUUECKOTO Marepuana Mo Teme: «ITHKa
CEpPBUCHON JESATEIbHOCTH HAa TPAHCIOPTE, B TOM 4YHUCJIE B
cdepe BO3AYLUIHOTO TPAHCIIOPTA»

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

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATHUHU C
COOOIICHUSIMHU.

3. IloAroroBka K yCTHOMY OIPOCY.

4. TToaroToBKa K BBIMOJHEHUIO CUTYAIITMOHHBIX 3aJaHUM.

5. IToaroroBka K BBIMOJHEHHUIO KYpPCOBOW PaOOTHI.

16

. W3yueHume TeEOpeTHUYECKOrO0 Marepuaja IO TEME:
«KagecTBO, 0€30MacHOCTh YyCIYr W KYJIbTypa CEpPBHUCHOU
NeSTENHPHOCTH HAa TpPAaHCIOPTE, B TOM 4dmclie B cdepe
BO3JYIIHOTO TPAHCIIOPTA»

[TonpazymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypoil IO
BOIIPOCAM ]ISl CAMOCTOSTEIBHON TIoaroToBKH [1-18].

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATUHU C
COOOIIIEHUSIMU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. IloarotoBka K KpyriomMy CTONY.

5. IloAroroBka K BBIITOJIHEHUIO CUTYallHOHHBIX 33/ IaHUM.

6. [TonroToBKa K BBITIOJIHEHUIO KYPCOBOW PaOOTHI.

17

1. NM3yuenue teopeTnueckoro Marepuana mo reme: «Mojeinb
KauecTBa yCIyru»

[logpa3zymeBaeTrcsi pabota ¢ y4yeOHOM JaUTEpaTypoll 1O
BOIPOCAM JUIsl CAMOCTOSITEIIbHOM moAroTosku [1, 2, 3, 4].
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Howmep Tembl
JVCIUTIINHBI

Bunsl camoctosiTenbHON paboThI

Tpynoem
KOCTh
(dacsl)

2. IloaroToBka K BBICTYIIEHUSAM Ha NMPAKTUYECKOM 3aHSATHH C
COOOILEHUSIMU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TToaroToBKa K BBIMOJTHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

5. I[loAroToBKa K BBHIOJHEHUIO KYPCOBOM PabOTHI.

18

. MW3yueHme TeOpeTMUYECKOrO Marepuaga IO TeMeE:
«JToka3zaTenu kayecTBa yciayr»

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

2. IToAroToBKa K BBICTYIUIEHUSAM Ha MPAKTUYECKOM 3aHSATHH C
COOOIICHUSIMHU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TToaroTroBKa K BBIMOJTHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

5. [loAroToBKa K BBHITIOJIHEHUIO KYPCOBOW PabOTHI.

19

1. ByueHue TeopeTuyeckoro Marepuana mno teme: «O@opmbl
Y METOJIbl OLICHKU KauyeCTBa YCIyr»

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

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATHUHU C
COOOIICHUSIMHU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. IToAroToBKa K BBIITOJTHEHUIO CUTYAIIMOHHBIX 3aJaHUN.

5. IToaroroBka K BBIMOJHEHHUIO KYPCOBOW PaOOTHI.

20

. WM3yueHume TeEOpeTHUECKOrO0 Marepuaja IO TEME:
«MexnyHapoAaHble  OpraHuM3alMd 10  CTaHJApPTU3ALUU.
[IpaBoBbIE OCHOBBI JEATEIBHOCTH W OPraHU3alMOHHAS
ctpykrypa 1CO»

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

2. IToAroToBKa K BBICTYIUIEHUSM Ha MPAKTUYECKOM 3aHSATUHU C
COOOIICHUSMHU.

3. IloAroToBKa K yCTHOMY OIPOCY.

4. IToAroToBKa K BBIMTOJTHEHUIO CUTYAI[MOHHBIX 3aJJaHUMN.

5. [loAroToBKa K BBITIOJIHEHUIO KYPCOBOW PaOOTHI.

21

1. H3yyeHume TeopeTHUECKOro Marepuansa MO TEMeE:
«TeopeTnueckne OCHOBBI TEXHUUECKOTO PETYTUPOBAHUSI»
[TonmpazymeBaeTrcsi pabota C y4eOHOW IUTEpPaTypou IO
BOIPOCaM ISl CAMOCTOSITEIIBHOM MOAroTOBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY ONpPOCY.

3. IloaroroBka K BBIMOJHEHHUIO KYpPCOBOM PabOTHI.

22

1. HM3yyeHme TeopeTMUECKOro Marepuaja Mo TEMe:
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Tpynoem
Bunsl camoctosiTenbHON paboThI KOCTb
(dacsl)

Howmep Tembl
JVCIUTIINHBI

«Cranaaptuzanus B chpepe yciayr»

[Togpa3zymeBaeTcsi pabota ¢ y4eOHOM JUTEpaTyporl IO
BOIPOCAM JUIsl CAMOCTOSTEIbHOU OAr0oTOBKH [1, 2, 3, 4].

2. IloaroroBka K BBICTYIUICHUSM Ha MPAKTUYECKOM 3aHATUU C
COOOIICHUSMHU.

3. IloaroroBka K yCTHOMY OIIPOCY.

4. TToaroToBKa K BBIMOJTHEHUIO CUTYAIIMOHHBIX 3aJJaHUH.

5. [loAroToBKa K BBHIMOJHEHHIO KYPCOBOM PabOTHI.

HWroro 3a cemectp 5 16

Hroro no gucuuIuinHe 56

5.7 KypcoBbie padoThbl

HaumMeHoBaHMe 3Tana BITIOJHEHUS KYPCOBOM paOOThI Tp}’l(lt;)aeé\g)OCTB
Oran 1.Beiaua 3aanust Ha KypcoBYIO paboTy 2
Otan 2. BeinonHenue pasnaena 1 4
Otan 3. BeinogHeHue pasaena 2 6
Oran 4. BeinonHeHue pasaena 3 5
3ammTa KypcoBOil paboThI 2
Hroro no kypcosoii pabore: 19
caMocCTosATeNIbHasl paboTa 00yJaroierocs, OTBeICHHAs Ha 15
BBITIOJTHEHUE KYPCOBOM PabOTHI
KOHTaKTHas paboTa COrjacHO y4eOHOMY IUIaHy 4

6 YueOHO-MeTOoAMYecKOe U MHPOPMALIMOHHOE o0ecnevyeHne TUCIUIINHBI

a) OCHOBHasl JJUTEpaTypa:
1 JlaBpunenko, B. H. IIcuxojiorusi 1 3THKAa AeJ0BOIr0 OOILIEHHUS : YYeOHUK
H npakTMKyM s By3oB/ B. H.JlaBpunenko [u ap.]; moxm pegakmuen

B. H. JlaBpunenxko, JI. UI. YUepHsbimoBoit. — 7-¢ u3a., nepepad. u gom. — Mocksa :
WznarenscTBo Opaiit, 2023. — 408 c. — (Bricmee obpazoBanue). — ISBN 978-5-
534-01353-5. — TekcT : amextponubiii // ObpaszoBarenvHas miatdhopma FOpait

[caiitr]. — URL: https://urait.ru/bcode/510546 (mara obpamenus: 26.03.2024). —
[Dnextponnblii pecypc]. - Pexxmm nmoctyma: https://urait.ru/viewer/psihologiya-i-
etika-delovogo-obscheniya-510546#page/l (nata odpamenus: 26.03.2024).

2 Cepree, A.I'. Ceprudukanus : y4yeOHUK M NMPAKTHKYM JJisi BY30B /
A.T. Ceprees, B.B. Tepereps. — MockBa : M3garensctBo FOpaiit, 2023. —
195 c. — (Bwicmee o6OpazoBanme). — ISBN 978-5-9916-9980-8. — Tekcr
anexkTpoHHbIt  //  OOpasoBatenbHas  miatdpopma  FOpait  [caiit]. ——
URL: https://urait.ru/bcode/511947 (nata oOparieHus: 26.03.2024). —
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https://urait.ru/bcode/510546
https://urait.ru/viewer/psihologiya-i-etika-delovogo-obscheniya-510546#page/1
https://urait.ru/viewer/psihologiya-i-etika-delovogo-obscheniya-510546#page/1
https://urait.ru/bcode/511947

[DnekTponHblii pecypc]. - Pexum pocryma: https://urait.ru/viewer/sertifikaciya-
511947#page/l (mata odpamienns: 26.03.2024).

3 PoxkoB, H. H. Kpaaumerpusi U yIOpaBJieHHE KAa4eCTBOM.
MartemaTHyeckue MeTOAbI M MOJEJH : Y4eOHMK H NPAKTHKYM IJjsi BY30B /
H. H. PoxxkoB. — 2-e¢ m3na., mepepad. m mom. — Mocksa : M3narensctBo Opaiir,
2023. — 167 ¢. — (Bricmee obpazoBanne). — ISBN 978-5-534-07048-4. — Tekcr :
anekTpoHHBIN // OOpazoBarenbHas 1iatdopma HOpailt [caift]. — [DAeKTpOHHBIN
pecypc]. - Pexumm gocryma:  https://urait.ru/viewer/kvalimetriya-i-upravilenie-
kachestvom-matematicheskie-metody-i-modeli-515544#page/1 (mata oOpaieHus:
26.03.2024)

0) JOTOJHUTEINIbHAS JINTEpATypa:

4 Jlemuua, O.H. IlpodeccuonanbHas 3TMKA M ITUKeT: MeToa. yka3. 1o
U3YYEHHUIO Kypca M BBIIIOJHEHHIO KOHTpOJbHOU pabdoTel. g ctyn. I'®, KO u 3P
[Texct] / Jleemmua O.H., coct. - CII6. : T'YT'A, 2012. — 33 c¢. KoauuectBo
3K3eMIUIsIpoB 290.

5 Jlu3aiiH U NpPON3BOJACTBEHHASN ICTETHKA: IPOrpaMMa, TUIaHbl CEMUHAPCKUX
3aHATUN, METOJIMUECKHUE yKa3aHus Mo u3ydeHuto kypca. s crynenro I'd [Tekct] /
[Tepenenuna E.B., coct. - CII6.: T'YT'A, 2009. — 30 c. KonuyecTto 3x3emiusipoB 300.

6 Koponera E.A. CepBucosorusi [Tekct]: tekctol nekiuidi. Yacts 1/ E.A.
Koponera, B.C. I1amun. — Cankr-IletepOypr, 2016. KonudectBo 3x3eMIiisipoB 20.

B) IME€pEUYeHb PECYpCOB HMHPOPMALMOHHO-TEIEKOMMYHUKAIIMOHHONW CETH

«HTEpHETY:!
7 Odunuanbubiii caiitT DenepajbHOl  CJIY:KO0bl TOCYyAAPCTBEHHOM
CTATHCTHKH - [DJCKTpOHHBIH pecypc]. - Pexum gocryma: http://www.gks.ru/

cBOOOMHBIN mocTyn (naTa ooparmienus: 26.03.2024).

8 Odunuanbubiii cait Munucrepcrsa ¢puHancoB P®D - [DnekTpoHHBIHI
pecypc]. - Pexum pocryma: http://www.minfin.ru/ cBoOoanslii mocTym (maTa
obpamenus: 26.03.2024).

9 Odunuanbublii caidt MenepajbHOll HAJTOTOBOM CIYKOBI - [ DIEKTPOHHBIHI
pecypc]. - Pexum gmocryma: http://www.nalog.ru/ cBoGommbiii moctyn (mara
obpamenus: 26.03.2024).

10 Odunuanbubiii caiit @DenepajbHOH AHTUMOHOMOJIBbHOW CJIYKOBI -
[OnekTpoHHBId pecypc]. - Pexmm mocryma: http://www.fas.gov.ru/ cBoOGomHBI
noctyn (mara obpamenus: 26.03.2024).

11 Odpunuanbusiii caiit banka Poccum - [DnekTpoHHbI pecypc]. - Pexum
nocryma: http://www.cbr.ru/ ceo6omHbI# mocTyn (naTa oopamenus: 26.03.2024)

12 OpuunanbHbIH calT HH(POPMALIMOHHOI' 0 areHTCcTBa
«POCOM3HECKOHCAJNTHHI» - [ODJEKTpOHHBINM pecypc]. - Pexum gocryma:
http://www.rbc.ru/ ceoGomubIi 1octyn (nata oopamenus: 26.03.2024).

13 OdunuanbHblii caiiT :kypHaiaa «Bonpochbl IKOHOMUKHNY - [ DIEKTPOHHBIN
pecypc]. - Pexum pocryma: http://www.vopreco.ru/ cBoGoanbiii goctym (mgaTta
obpamenus: 26.03.2024).
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https://urait.ru/viewer/kvalimetriya-i-upravlenie-kachestvom-matematicheskie-metody-i-modeli-515544#page/1
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http://www.minfin.ru/
http://www.nalog.ru/
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http://www.cbr.ru/
http://www.rbc.ru/
http://www.vopreco.ru/

14

OpunnanbHbIH

CalT

HAaIIHOHAJBHOI'O

HccJaea0BaTeJIbCKOro

yHuBepcuTeTa BhICcIIasi MIKO/a 3KOHOMHMKHM - [DIEKTPOHHBIA pecypc]. - Pexum
nocryma: http://www.hse.ru/ ceo6oaubIi goctym (1ara odpamenus: 26.03.2024).

15 Odunnanbublii

cauT MeKIyHAapoAHOIr0 BaJIOTHOro ¢oHaa -
[DnexTponnslii pecypc]. - Pexkmm gocrtyma: http://www.imf.org/external/russian/
cBOOOIHBIN mocTyn (naTa ooparnienus: 26.03.2024).

16 Odunuanbubiii caiit BcemupHoro 6anka ¢onga - [DIeKTPOHHBIN
pecypc]. - Pexum gocryma: http://www.worldbank.org/eca/russian/ cBoGoIHBI#
noctyn (nara odpaienus: 26.03.2024).

') IporpaMMHOe oOecreueHre (JIMICH3NOHHOE, CBOOOHO PacpoOCTpaHsIeMoe),
0a3bl TaHHBIX, MH(OOPMAITMOHHO-CITPABOYHBIC U TTOMCKOBBIC CHCTCMBI:

17 bu6auorexka CIIOI'Y I'A - [DnektponHbId pecypc]. — Pexxum pocrtyna:
http://www .biblioclub.ru/ cBoboaHbIN HocTyM (1aTa oopamenus: 26.03.2024).

18 OobpaszoBateabnas miaatdpopma «kOpaiT» [DneKTpoHHBIM pecypc]. —
Pexxum moctyma: https://urait.ru/library/vo / cBoGoaublii qoctyn (mata oOpaleHus:
26.03.2024).

19 Poccuiickass HauuoHaJbHasi OMOJAMOTEeKAa [DJICKTPOHHBIM pecypc]. —

Pexum pocryma:

26.03.2024).
20 DyieKTpOHHO-0MOIMOTeYHAsT cucTeMa «JlaHb» [DIEKTPOHHBIN pecypc]. —

Pexxum  pocryna:

https://e.lanbook.com/books

obpamenus: 26.03.2024).

http://www.nlr.ru / cBoOoaHBI gOCTYynm (maTa OOpAaIICHUS:

/  cBOOONHBIM JocTyn (mara

7 MarepuajibHO-TeXHUYECKOe o0ecneyeHne TUCIUIIUHbI

Hanmmeno | HammeHnoBanue OcCHaIEHHOCTD ITepedyeHb TMIIEH3UOHHOTO

BaHHE CIEIHUATIBHBIX CIEIHUATIBHBIX IPOrPAMMHOTO OOECTICUECHHSI.
JUACIUIUIN | IIOMEIICHUN U IIOMEMIEHUN 1 PexBU3UTHI MOATBEPKAAOIIETO

HEI IIOMEMIEHNH UISI| NTOMEIIEHUN IS JIOKyMEHTa
CaMOCTOSITEIIBHO| CaMOCTOSITEIbHOU
i1 paboTHI paboTHI

[Ipodeccu | Ayn. 319 - | Kommiekr Adobe Acrobat Reader DC
OHaJbHAsl | aygutopws 1S | yaeOHol mebenu | (freeware)
ATHKA, IPOBEICHNUS (30 mecrT) Adobe Flash Player (freeware)
CTaH/JApTH | 3aHATUN Mynsrumenuiinbiii | Kaspersky Endpoint Security 10
3anus, JEKIMOHHOTO | IpoekTop Acer (;mmensus Ne 0AFE-180731-
cepruduka| Tumna, OKpaH 132011-783-1390)
1S U 196210 r. Hoytoyx HP630 K-Lite Mega Codec Pack
ynpasienu| CaHKT- (freeware)
e [TetepOypr, yi1. Microsoft Office
kayecTBOM | [IntoToB, 1oM [Tpodeccuonanbubii mr0c 2007
B 38, T, A (umen3us Ne 43471843 ot 07
CEPBUCHOM despansg 2008 rona)
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http://www.hse.ru/
http://www.imf.org/external/russian/
http://www.worldbank.org/eca/russian/
https://urait.ru/library/vo
http://www.nlr.ru/
https://e.lanbook.com/books

Hanmeno | HaumenoBanue | OcCHaIEHHOCTD ITepedyeHb TULIEH3UOHHOTO
BaHHE crernuaabHbIX crnernyaabHbBIX MPOTrPaMMHOT0 00€CTICUCHHUS.
JUCLMILIA | MOMEIICHUN U MMOMECILICHUHN U PexBU3UTHI MOATBEPKAAOIIETO

HBI NOMEIICHUHN JUIsA| IIOMEIICHUMN I JIOKYMEHTa
CaMOCTOSITEJIBHO| CaMOCTOSTEIbHOM
1 paboThI paboThI
00CITy)K1B Mozilla Firefox (MPL/GPL/LGPL)
aHUU Ultra Defrag 7.0.2 (GNU GPL 2)
Unchecky (freeware)
WInRAR 3.9 (JIunensus Ha Spb
State University of Civil Aviation)
Windows 7 (munen3ust Ne
46231032 ot 4 nexabps 2009 rona)
Ayn. 315a - Kommuiexr
ayIuTopus s | yueOHOM Mebenu
MIPOBEACHUS (16 mecT)
3aHITUU
CEMHUHAPCKOTO
THIIA,
196210 .
Cankr-

[TerepOypr, yi1.
ITunoros, 10M
38, muT. A

AyIuTOpUY ISl CAMOCTOSITEITLHOM PabOThl, XpaHEHHSI M MTPO(YHUIAKTHIECKOTO
00cITy)kKuBaHus y4eOHOT0 000PYI0BAHHS

Ayn. 322 -
ayIUTOPHS IS
CaMOCTOSITEILH
ol paboTHlI,
196210 r.
Cankr-
[leTepOypr, yi.
ITunortos, 1oM
38, mut. A

Kommekr
yaeOHoU Mebenu
(21 mecTo0)
[IpunTep
CanonLBR -1120;
Moy
EcosysM2035dr;
Monwutop LG
23EN43T-B;
CucreMHBIN 0JI0K
KOMILIEKT No |
RamecStorm.
CucreMHBIN 0JI0K

koMmruiekT Corel 7-
800-70

Windows 7 Professional (mumensust
Ne 46231032 ot 4 nexabps 2009
rojia)

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

ABBYY FineReader 10 Corporate
Editional (munen3ust Ne AF 10
3S1V00 102 ot 23 nexabps 2010
r.)

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

8 OﬁpaSOBaTeﬂbeIe H I/IH(l)OpMaHI/IOHH])Ie TEXHOJOI'NN
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B mpomecce mpenomaBanmsi auctuiuinHbl - «[IpodeccnoHanbHas  ATHKA,
CTaHJapTU3aNMsI, CepTUPUKANKMSI ¥ YIOPABICHHE KAdeCTBOM B  CEPBUCHOM
O0OCTY)KWBaHHM» HCIIOJB3YIOTCS KJIacCu4yeckue (OpMbI M METOABI OOYUYCHUS:
BXOJIHOH KOHTPOJIb, JICKIIUH, TMPAKTUYECKHUE 3aHSITHs, KPYTJIBIA CTOJ, KypcoBas
paboTa, camocTosiTelbHAsE paboTa OOydYarolmUXCd ¢ METOJ pPa3BUBAIOIICHCS
KOOTICPAIIHH.

B pamkax n3ydeHus: TUCIUILIMHBI IPEATIONAracTCs UCIIOIb30BaTh CIIEIYIONTUE
o0pa3zoBaTeIbHbIE TEXHOJIOTHH.

BxomHOW KOHTpONb TIpeAHA3HAYEH IS BBIABICHUS YPOBHS YCBOCHHS
KOMIIETECHIIUH OO0yJaromuMcs, HEOOXOIUMBIX TIepe]l HM3yYCHHEM JIUCITUTUIHHEIL.
BxoaHOl KOHTpOIbh MPOBOAMTCS MpEroAaBaTesieM C IEIbl0 KOPPEKIUMH Ipoliecca
YCBOCHHS OOYYAIOIIMMHUCS AUAAKTHYCCKUX eauHuIl. OH OCYIIECTBIsAETCS B (GopMme
YCTHOTO Ompoca IO BOIMPOCaM JHCHUIUIHHBL: « TE€XHOJOTHH JEJIOBOTO OOIIEHUS,
ncuxojoruss u koHdumkTomorus», «CepBuconorus («CepBUCOIIOTHS U OpraHU3aINs
00CITy)KUBaHUSI»)», «YTpaBICHUEC NPCANPUITHIMUA CEPBHCA HA TPAHCIOPTEY,
«CepBHCHas JASATEILHOCTD HA TPAHCTIOPTEY.

TpaguimoHHass JEKIUsS COCTaBISET OCHOBY TCOPETHYCCKOTO OOYYCHHS B
pamMKax JUCHUIUIMHBL Jlekmus kak oOpa3oBareibHas TEXHOJOTHS IPEJICTaBIIsCT
cO00if yCTHOE, CHUCTEMATHUYECKH IOCIIEIOBATEIIPHOE H3JI0OKCHHE MPEeroaaBaTesieM
y4eOHOro MaTepuajla ¥ aKTyaJbHBIX HAYYHBIX 3HAHMHA C I1EJIbI0 OpraHU3aINH
IeJICHANPABIEHHON MO3HABATEIBbHOMN JAESATENHHOCTH 00YUYAIOUUMUCS 110 OBJIAJICHHIO
3HAHUSIMHU, YMEHUSIMU U HAaBBIKAMU YUTAEMOMW TUCUUILTUHBL. JIeKius npenHa3HaueHa
JUISL PacKpBITUS COCTOSIHUS M TEPCHEKTHUB Pa3BUTHA NPO(HECCHOHATBHO-ITHUYECKUX
3HAHUM B COBPEMEHHBIX YCIOBUAX. B JeKIuu gemaercs aklUEHT Ha peaau3aluio
TJIaBHBIX WJACH W HaMpaBlIeHUN B W3YYEHUU TUCHUIUIMHBI, AaeTCd YCTAaHOBKAa Ha
MOCIIEYIONIYI0 CAMOCTOSITENIbHYIO paboTy. Ha nexiuu KoHIeHTpHUpyeTCcs BHUMaHUE
oOydJaromuxcs Ha HauOoJiee CIOXKHBIX M Y3JIOBBIX BOIPOCAX, CTUMYIUPYETCS HX
aKTMBHAs TIO3HaBaTeNbHasA JesaTeNbHOCTh. [lo mucummmuue «IIpodeccrnonanphas
ATUKA, CTaHAApTU3alMs, CepTUUKAIMS U YIPABICHHE KAaueCTBOM B CEPBHUCHOM
OoO0CITy)KMBaHUHU» TUTAHUPYETCS TpOBeIeHHWE WHGOPMAIIMOHHBIX JIEKIIHA, KOTOpPbHIE
HaIpaBJICHbl HA CUCTEMATU3MPOBAHHOE H3JIOKEHUE HAKOIUIEHHBIX M aKTYyaJlbHBIX
HAyYHBIX 3HAHUH B IPEIMETHON 00JIACTH AUCIIUILIMHBEI.

Benymum MeTonoM B JIEKIIMU BBICTYIAET YCTHOE M3JI0KEHUE MPEIoaaBaTesieM
y4eOHOTO MaTrepHuaia, KOTOpOoe COYeTaeTcsl C MCIoJib30BaHMeM cpenbl PowerPoint,
Word, Excel ¢ menpto pacmmpeHuss o0pa3oBaTeIbHOTO HHPOPMAITMOHHOTO TIOJIS,
MOBBIIIEHUS CKOPOCTH 00pabOTKH U mepenadyn nHhopMaIuu, o0ecredeHus: yao0cTra
npeoOpa3oBaHusi W CTPYKTYpHpPOBaHUsA HWHPOpMAMH [Jis TpaHChOpMAIMK €€ B
3HaHHE.

[IpakTuueckne 3aHATAA TIO AWCIHUIUIMHE TIPOBOASITCS B COOTBETCTBHH C
y4e0HO-TEMAaTHYECKUM IIJIJAHOM TI0 OTACNBbHBIM TpymmaM. Llens mnpakTudeckux
3aHITHA — 3aKPENUTh TEOPETUUYCCKHUE 3HAHUS, TMOJYYCHHBIE OOYyYaroNIMMUCS Ha
JEKIUSIX U B PE3yIbTaTe CaMOCTOSITEILHOTO U3YYCHHS COOTBETCTBYIOMIUX PA3CIIOB
PEKOMEHyeMOW JIUTEpaTyphl, a TaKKe MNPUOOPECTH HAYAIbHBIE MPAKTUYCCKUE
HaBbIkU nuctuiinHbl «lIpodeccrnonanpHas 3TUKa, CTaHAAPTU3ANMS, CEPTUPUKAINS
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U YIpaBJ€HUE KaueCTBOM B CEPBUCHOM OOCHyx)uBaHUM». IIpakTuyeckue 3aHATHA
MpeaHa3HaYeHbl i1 Oojiee TIIyOOKOro OCBOEHUS M aHajlu3a TeM, HM3y4yaeMbIX B
paMKax TaHHOW JTUCIUIUIMHBI.

[IpakTuuyeckue 3aHATHS — 3TO METOJ PEHPOJYKTUBHOIO OOy4eHMS,
o0ecrneynBaoIuii CBA3b TEOPUM W MPAKTHUKU, COJAEHCTBYIOUIMM BBIPAOOTKE Yy
oOy4aromuxcs yMEHUN U HaBBIKOB MPUMEHEHHUSI 3HAaHUH, TTOJYYEHHBIX Ha JIEKIIUU U B
XOZIe caMoCTOATeIbHOM paboThl. [IpakTHueckue 3aHATUS Kak oOpa3oBaTeibHas
TEXHOJIOTUSl TIOMOTaloT OOYyYarolIMMCSl CUCTEMAaTU3UPOBaTh, 3aKPENUTh U yriayOUThb
3HaHUS TEOPETHUYECKOro Xapakrepa. Ha mpakTHyeckux 3aHATHAX IO JUCLUUILIMHE
«IIpodeccuonanbHass 3THKA, CTaHAApTU3aLUs, CepTUPUKALUA U YIpaBiIeHUE
KayeCcTBOM B CEPBUCHOM OOCHYKMBaHUM» OOydarolmuecs: oOy4aroTCs yMEHUSIM U
HaBbIKaM, HEOOXOAMMBIM JJI1 OPTraHU3aLMU 3TUYECKOTO B3aUMOJEHCTBUS, 3aKPEIUIsIs
MOJIYYEHHBIE B XOJI€ JICKIIUH U CaMOCTOATENIbHON paboThl 3HaHus. Ha nmpakTuueckux
3aHATHSX B KAYECTBE MHTEPAKTUBHBIX 00PAa30BaTEIbHBIX TEXHOJIOTUN MPUMEHSETCS:
METOJ pa3BUBAIOILIEICS KOONIEPALUU.

B mporecce npoBeneHusi MpakTUYECKUX 3aHSATHI OPraHU3YIOTCS MyOJIMYHBIC
BBICTYIIJICHUSI 00YYaIOIUXCs Mepe] ayIuTOpUe, CriocOOCTBYIONINE PA3BUTHIO Y HUX
YMEHHS COIOCTAaBISATh JaHHBIE Pa3HbIX MCTOYHUKOB W 0000IIaTh HX, YMEHHS
CBSI3BIBATH TEOpPETHYECKHUE TMOJNOKeHUs AuciurumHbl «lIpodeccuonanbHas »THKA,
CTaHjapTu3auus, cepTUUKAIUs ¢  yIOpaBICHHE KAadyeCTBOM B  CEPBHUCHOM
o0CITy’)KMBaHMM» C KOHKPETHBIMH CHUTyalusMu. Takum oOpa3oM, NpaKTHUYECKUE
3aHATU 1o  jgucuuiuinHe  «[IpodeccuonanbHas  3THMKa,  CTaHAApTU3ALMUA,
cepruuUKalysi U YIpaBlIeHUE KadyeCTBOM B CEPBHCHOM OOCIY)KMBaHUM» SIBISIOTCS
COCTaBJSIIOIIMMM ~ IPAKTMUECKONM  IMOATOTOBKM  OOyyaroUIuxcs, TaK  Kak
OpeIycMaTpUBalOT HX Yy4yacTHE B BBIIOJHEHUM OTIENbHBIX 3JEMEHTOB paldorT,
CBSI3aHHBIX C Oyaymied mpodeccuoHanbHON JeAaTebHOCThIO. PaccmaTpuBaeMbie B
paMKax MPaKTUYECKOrO 3aHATUS 3aJaHUsl, CUTyallud, IpUMeEpbl U MPoOIeMbl UMEIOT
npo¢eCCUOHAIbHYIO HAINPaBICHHOCTh U COJEP)KAT 3JIEMEHThI, HEOOXOIUMBIE IS
(opMupoBaHUs KOMIIETEHIIMH B paMKaxX MOATOTOBKHM OakajiaBpa IO HaIlpaBICHUIO
«CepBucy». ['maBHBIM  coAep)KaHWEM  IPAKTUYECKOIO  3aHATHS  SIBISAETCS
MHIMBHlyalIbHAs MIPaKTHUECKas paboTa KaxkJ10ro 00y4aroerocs.

Kpyrneiit cron mo IUCHUIUIMHE TPOBOJUTCS B COOTBETCTBHM C Yy4eOHO-
TEMAaTHYECKUM IIJIAHOM 110 OTAENbHBIM IpynmaM. Llens npoBeneHus Kpyrioro crosa
— 3aKpeNUTh TEOPETUYECKUE 3HAHUS, MOJyYeHHbIE 00YyYalOIMMUCS Ha JIEKIHIX U B
pe3yiapTare  CaMOCTOSATEIBHOIO  M3Y4YEHUS  COOTBETCTBYIOIIMX  Pa3/eiioB
PEKOMEHIyeMON JIUTEepaTypbl, a TakXe MNpUOOpEecTH HayaldbHbIE MPAKTUYECKUE
HaBBIKM W yMeHus mno nucuuiuinHe «lIpodeccuonanpHas sTHKa, cTaHAApTHU3ALMS,
ceptuduUKalysi U YIpaBlIeHUE KA4eCTBOM B CEPBHUCHOM OOCTy>KMBaHUU». Kpyribriit
CTOJ TMpeaHa3HaueH s Oosnee TIIyOOKOTO OCBOGHMS U aHAJINW3a OTAEIbHBIX
BOIIPOCOB, M3y4aeMBbIX B paMKaxX IJaHHOM IUCLHHIUIMHBL B mponecce nposeneHus
KpYTJIOro CTOJa OPraHU3YTCS MyOJUYHbIE KOJUIEKTUBHBIE OOCYKIEHUS OTIEIbHBIX
3apaHee OIpPENEEHHBIX BOIPOCOB TEMBI, BBICTYIUIEHHS OOyYarolmIMxcs Nepen
ayIUTOpPUEN, CIOCOOCTBYIOIIME PA3BUTHI0 Y HHMX YMEHHS COIOCTaBISATH JIAHHbBIE
Pa3HbIX UICTOYHUKOB M 000011aTh UX, YMEHHUS CBA3BIBATH TEOPETUUECKUE MOJTOKEHUS
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mucuurmiiabl - «[IpodeccuonanbHas 3THUKaA, CTaHAapTU3alUs, CcepTUPUKALUS U
yIpaBJeHUE KaYeCTBOM B CEPBUCHOM OOCIIYKUBAHUU» C KOHKPETHBIMHU CUTYaITUSIMH.

YreHue JIEKUMH U NMPOBEACHUE IPAKTUYECKUX 3aHATUM TAKKE MPEAIOIAracT
MIPUMEHEHUE UHTEPAKTUBHBIX (POpM 00ydeHUs (MHTEPAKTUBHBIX JICKI[UNA, TPYIIOBBIX
NHACKYCCUHM, aHAIM3a CUTyallud U UMHUTAUMOHHBIX MOJEIEH U Jp., B TOM YHUCIE C
YU4€TOM  PErHOHAIBHBIX  OCOOCHHOCTEM  MPO(ECCHOHAIBHOU  JEATEIbHOCTH
BBIIYCKHUKOB M TMOTpeOHOCTEN paboTonareineil) s pa3BUTUS Yy OOy4YarOIIMXCS
HaBBIKOB KOMaHHOM pabOThl, MEXXJIMYHOCTHON KOMMYHUKAIIUU, IPUHATHS PEIICHUI
U JTUJIEPCKUX KAYECTB.

Takum oOpa3zom, nmpakTuyeckue 3ausaTus mno gucuurminae «lIpodeccuonanvuas
ATUKA, CTaHJApTU3aIus, cepTUUKALUSI U YIOpaBICHHE KAaueCTBOM B CEPBUCHOM
00CITy’)KUBaHUM»  SIBJSIFOTCSL  COCTaBJISIIOIIMUMM ~ TPAKTHYECKOW  MOJTOTOBKHU
oOydJaromuxcs, Tak Kak MpeaycMaTpUBAIOT UX yYaCTUE B BBITIOJHEHUU OTACIIBHBIX
AJIEMEHTOB PaboT, CBA3aHHBIX ¢ OyayIiel npodeccuoHanbHOM AeTEILHOCTHIO.

B kadecTBe »sjieMEHTa MNPaKTUYECKOM MOATOTOBKM B paMKax TUCIUILIAH
«IIpodeccuonanpHass d3THKA, CTaHAAPTU3AIUA, CEPTHUKAIUS U yIpPaBICHUE
KaueCTBOM B CEPBUCHOM OOCITY>KMBaHUUY WCIIOIb3YETCS HAa MPAKTUYECKUX 3aHATHIX
METO/JI Pa3BUBAIOIICICS KOOIEpaIuy, KOTOPBINA 3aKIIOYAETCs B MOCTAaHOBKE MEpen
00y4JaromMUMHCSl CUTYAIllMOHHOTO 3aJaHusl, JIJIsl PEIICHHUS KOTOPOTO TpeOyeTcs ero
00bEeIMHEHUE C paclpe/ie]ieHneM BHYTPEHHHX pOJied B Tpymrme. OTO TO3BOJSET
oOy4aromemMycs BBICTYIIMBATh U MPUHUMATh BO BHUMAHUE B3TJISIBI IPYTUX JIIOJIEH,
JTUCKYTHUPOBATh B W 3alIMINATh CBOIO TOUYKY 3PEHHUS, CHPABIATHCA C pazHOOOpa3zueM
MHEHUH, COTpyAHHYATh U paboTaTh B KOMaHje, Oparh Ha ce0si OTBETCTBEHHOCTD,
y4acTBOBaTh B COBMECTHOM NPUHATHHU PEIICHUS.

CamocrosiTennbHass paboTa 0O0y4arolUMXCSl SIBISIETCS COCTaBHOM YacThIO
yueOHol paboTel. CamocTosiTenbHass paboTa oO0ydawlierocs peanu3yercs B
CUCTEeMaTH3allui, T[UIAHUPOBAHUU, KOHTPOJIE U PEryJIupOBaHHH €ro y4deOHO-
npodeccuoHaIbHOM  JEATENBbHOCTH, a TaKKe B aKTHUBU3AIMU COOCTBEHHBIX
II03HABATCIIbHO-MBICIIUTCIIBHBIX JICUCTBUNA 03 HEMOCPEJCTBEHHON IOMOIIU H
PYKOBOJCTBA CO CTOpPOHBI mpenojaBarens. Ee OCHOBHOM LENbl0  SIBISETCS
dbopMHUpOBaHUE HABBIKA CAMOCTOSTEIHFHOTO IPUOOPETCHUS 3HAHUHN IO HEKOTOPHIM HE
0Cc000 CJOXKHBIM BOIIPOCaM TEOPETHYECKOTO Kypca, 3aKperuieHHue W yriayOJeHue
MOJIYYCHHBIX  3HAHUW,  camocTosiTelnbHass  paboTa cO  CIpPaBOYHUKAMH,
MEPUOUYECCKUMHU H3JAHUSIMH M HAYYHO-IOMYJIIPHOW JIMTEPAaTypod, B TOM 4YHUCIIE
HAXOJSIIIUMUCS B TI00aTbHBIX KOMIBIOTEPHBIX ceTsaX. CamocrosiTenbHas pabora
MOAPa3yMEBAET BBINOJIHEHUE YYEOHBIX 3a/laHHil, B TOM YHUCJI€ U WHJUBUAYaJbHbIX,
MOJIy4YaeMbIX OOyYarolMMCs TOCJIe Kaxaoro 3aHsaTusi. Bece 3amanusi, BBIHOCUMbIE HA
CaMOCTOSATEIbHYIO pa0O0Ty, BBITIOJHSAIOTCS OOy4YaromuMces JTUO00 B KOHCIEKTE, MO0
Ha OTHENbHBIX JucTax (opmata A4 (mo ykazanur mnpernogasatens). KoHTpoib
BBIMIOJIHEHUS 33J]JaHUM, BBIHOCHUMBIX Ha CaMOCTOSITENIbHYIO padOTy, OCYIIECTBISET
MPEIO1aBaTeNb.

KypcoBast pabota — 3TO BUJ CaMOCTOSATENBbHOM y4eOHO-HCCIIEI0BATEIbCKOMN
paboThl oOOyuaromierocsi, Korga KM MPOBOAUTCS HAYYHOE HCCIEIOBaHHUE II0
KOHKPETHOM TeMe C AJIEeMEHTAMH HAyYHOI'0 aHAJIN3a, OTPAXKAIOMINI MTPUOOpPETEHHbIE

47



00y4JaroImmMMCsl TEOPETUYECKIE 3HAHUS U NMMPAKTUYECKUE HABBIKHA, YMEHUE paboTaTh C
MEPBOMCTOYHUKAMH,  JIeJIaTh  OOCTOSTENbHBIC  BBIBOABI M CTaBUT  IICJb
CUCTEMATU3UPOBATh, 3aKPETHUTh U YIIIYOUTh TECOPETUICCKUC U MPAKTHUCCKHUE 3HAHUSA,
YMEHUS ¥ HABBIKHA TI0 TTPOMIITIO TIOJTOTOBKY C TENbI0 UX MPUMEHEHUS JJIS PEIICHUS
npodeccroHanbHbIX 3amad. [Iporiecc BBITONHEHHS KypCOBOW pabOTHI BKIIOYACT B
ce0si psii ATAloOB: COCTABJICHUE Pa3BEPHYTOrO IUIaHA, MOAOOP Yy4eOHO-HAYUHOM
JUTEPATYpPhl M JPYTHMX TIEPBOMCTOYHUKOB, COOCTBEHHO paboTa Haa KypCOBOM
paboToii, (GopMyIHpPOBAHUE BHIBOJOB, pEAAKIIMOHHO-TEXHUYECKOe OdopmMIIeHHE,
3aIuTa.

9 @oHa OUEHOYHBIX CPEACTB /J TNPOBeJAEHHUS] TEKYUIEro KOHTPOJS
ycneBaeMoOCTH, MPOMEKYTOUHOM ATTeCTAMH M0 UTOraM OCBOEHUSI TUC M ILTHHBI

®doHa OIEHOYHBIX CcpeAcTB mo aucturuinHe «llpodeccuonanbHas 3THKA,
CTaHjapTu3anus, cepTuduKanus U yIOpaBlI€HUE KAa4eCTBOM B  CEPBUCHOM
o0CITy>)KMBaHUM» TIPEAHA3HAYECH IS BBISIBJICHUS W OIGHKHM YPOBHA U KadyecTBa
3HaHUN OOYdYalOlUXCs MO pe3yibTaTaM TEKYIIEro KOHTPOJIS U MPOMEKYTOUHOM
aTTECTAIllMU TI0 MTOTraM OCBOEHHUS IUCIMIUIMHBI B BHJEC JK3aMEHAa B YETBEPTOM H
ISITOM CEMECTpE.

®oH/T OLIEHOYHBIX CPEJACTB ISl TEKYIIEro KOHTPOJIS BKIIOYAET: BOTPOCHI IS
YCTHBIX OMPOCOB, 33JIaHUS JIJII KypCOBOW PabOThI, CUTYallMOHHBIC 3aJIaHUSI U TEMBbI
U COOOIIIEHUM.

Texyuii KOHTPOJIb YCIIEBAEMOCTU U MPOMEKYTOUHAS aTTECTALMS TPOBOASATCS
B cooTBeTCTBUH ¢ «[lookeHHeM O TEKylmeM KOHTPOJIE YCIEBAEMOCTH H
OPOMEXYTOYHOM arrecTalud oO0ydaromuxcs (eaepaqbHOro TOoCyIapCTBEHHOTO
OIOPKETHOTO 00pa30BaTENIbHOTO YUYPEXKJIEHUsT BbIciiero oOpazoBaHus «CaHKT-
[TerepOyprckuii  TOCYIApCTBEHHBIM  YHMBEPCUTET  TPaXKIAHCKOM  aBHUAIIMM,
0o0ydJaromuxcs Mo mporpaMMaM BBICIIETO 00pa30BaHMs — IMporpaMMaM OakaiaBpuaTa
U TporpamMmaM crenuanurera (Gopmbl, TEPUOAMYHOCT, U TOPANOK)». Texkymuii
KOHTPOJIb yCIIEBAEMOCTH OOYYaIOIIUXCSl BKJIIOYAET YCTHBIE OMPOCHI, COOOIIEHUS U
CUTyallMOHHbIE 3aJaHus, a TAKXKE 3aJaHUsl, BbIJABAEMbIE HA CAMOCTOSITEIBHYIO
paboTy Mo TeMaM JTUCIUTIINHBIL.

YCTHBIM ONpPOC MO BONPOCAM BXOJHOIO KOHTPOJISI, KOTOPBIA SABJISETCS
AJIEMEHTOM TEKYILIEro KOHTPOJS YCHEBAEMOCTH, MNpPEIHA3HAYEH ISl BBISBICHUS
YPOBHS YCBOCHHSI KOMIIETCHIIMH O0yJaromuMcs, HEOOXOJUMBIX Tepe]l M3yudeHueM
JUCUUIUIMHBL. Y CTHBIA OMPOC MO BOIMPOCAM BXOJHOTO KOHTPOJIS OCYIIECTBIISIETCS IO
BOIIpOCAaM, Ha KOTOpBIX OasupyeTcss yntaeMasi gucuuiuinaa (m. 9.4). YcTHbIl onpoc
MPOBOJIMTCS HA KaXKIOM IMPAKTUYECKOM 3aHATHH B TedeHue He Ooyee 10 MUHYT C
LETIbI0 KOHTPOJISI YCBOEHHUS TEOPETHUYECKOTO MaTepHuaia, U3JlaraéMoro Ha JIEKIUU U
npeamnoyiaraeT  OTBET  oOydawmommuxcs. Bkitouaer mnepedeHb  BOINPOCOB U
MojenupoBaHue cutyauui. [lepeueHb BOIPOCOB OMpeEAesieTcs YPOBHEM MOJTOTOBKH
y4eOHOM TPYNMbl, a TaKKe HMHAWBHIAYyaTbHBIMH OCOOCHHOCTSMH OOYYarOIIHUXCS.
MopenupoBaHue cUTyalluii mpeAcTaBisieT coOO0M MPOEKTUPOBAHUE MPENoAaBaTeIeM
TUIIOTETUYECKUX CHUTYyallud, B KOTOPBIX MOXET OKa3aTbCsd OOydarouuicst mpu
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COMPUKOCHOBEHHUH C PEAIbHOCTHIO. Peakiusi oOydaroierocsi Ha CMOJIeIMPOBAHHYIO
CUTyaIuIo OyJeT moKa3aTejIeM TOTO YCBOUJ OH YUEOHBIN MaTepuan Ui HeT.

CooOuieHne - TOPOAYKT  CaMOCTOSITENbHOM  paboThl  oOydarolierocs,
MPEACTABISAIONINN cO00# MyOJINMYHOE BBICTYIUICHUE 0 MPECTABICHUIO MOTYYECHHBIX
pe3yJabTaTOB  pelIeHUs  OMpeAeieHHONW  yuyeOHO-TIPaKTHYEeCKOH, y4eOHO-
HCCIIEI0OBATEIIbCKON U HAYYHOU TEMBI.

CutyallMOHHBIC 3aJlaHUsl HOCST MPAKTUKO-OPUEHTHUPOBAHHBIA XapakTep,
UCIIONB3YIOTCS B paMKax MPaKTHUYECKONW TMOJATOTOBKM C  IEJIbI0  OICHKH
dbopmMupoBaHusl, 3aKpEIUICHUS, PA3BUTUS IPAKTUYECKUX HABBIKOB U KOMIIETCHITUH 10
npoduiro 00pa3oBaTeNbHONW MpPOrpaMMbl. BpIMOTHEHWE KOMIUIEKCA YUYEOHBIX H
UCCJICJIOBATEICKUX 3aJlaHuii, B (QopMare CUTYallMOHHBIX 3aJaHUN, IMO3BOJISIIOT
OIICHUTh YMEHHMS U HABBIKA OOYYAIOIIEroCsl CaMOCTOSITEIbHO KOHCTPYUPOBATh CBOU
3HaHUS B TIPOIECCe pelIeHUs NPAKTUUYECKUX 3a/ady, OPUEHTHPOBATHCA B
WH()OPMAIIMOHHOM  TMPOCTPAHCTBE, a TakKke ypoOBeHb C(HOPMUPOBAHHOCTH
AQHAJTUTUYCCKUX, HCCIEOBATEIbCKUX HABBIKOB, HAaBBIKOB TMPAKTHUYECKOTO U
TBOPYECKOT'O MBIIIJICHUS.

OLICHOYHBIM  CPEJICTBOM  SIBJSIFOTCSI  TEMBI  KYPCOBBIX pabOT, KOTOpBIC
npuBeneHbl B m. 9.3. KypcoBas paGoTa — aBTOPCKHN Hay4YHO-HCCJIEIOBATEIHCKUIMA
IPOCKT OOyYaroIierocsi, HalpaBlIeHHBIH Ha BBIPAOOTKY HCCIEAOBATEIBCKHUX
HABBIKOB, ONbITAa Pa0bOTHl C HAyYHBIMHM HCTOYHUKAMU M CO3JIaHUE 3aKOHUYEHHOTO
CaMOCTOSITEJILHOTO ~HcchefoBaHus. Hamucanue u 3ammra KypcoBOW pabOThI
3aIUIAaHUPOBAHA Ha 5 ceMeCTp.

3amuTa KypcoBOro IpO€KTa — KOHEUHBIN MPOAYKT, OJIy4aeMblil B pe3yJbTare
IUTAHUPOBAHUSA U BBITIOJIHEHUS KOMIUIEKCA YU€OHBIX U MCCIEAOBATENbCKUX 3a/IaHUM,
KOTOPBIM TMO3BOJISIET OLEHUTh YMEHMS M HABBIKM OOYYaIOIIErocs CaMOCTOSTEIbHO
KOHCTPYUpPOBaTh CBOM 3HAaHHUS B TMPOLECCE PEHIEHUs NPaKTUYECKUX 3ajad,
OPUEHTUPOBAThCS B  HH(POPMAIIMOHHOM TIPOCTPAHCTBE, a TaKKe YPOBEHb
c(OPMHUPOBAHHOCTH AHAIMTUYECKUX, MCCIEIOBATEIbCKAX HABBIKOB, HAaBBIKOB
IPaKTUYECKOTO U TBOPUYECKOTO MBIILJICHHUS.

KoHTponb BeINOMHEHUS 3a/1aHUs, BBJIABAEMOTO Ha CAMOCTOSITENIbHYIO padoTy,
npeciieayeT co0oi 1ellb CBOEBPEMEHHOTO BBISIBIICHUS TUIOXO YCBOCHHOTO MaTepHaa
JUCUUIUIAHBL JUISl MOCHEAYIONIEH KOPPEKTUPOBKU WIIM OPraHU3aIMU 0053aTeIbHOM
KOHCyJbTauuu. lIpoMexxkyTouHasi arrecTtalysi MO HMTOraM OCBOEHHUS IHCIUIUIMHBI
MPOBOJMTCS B BUJIE 3K3aMeHa B 4 U O cemecTpe. DK3aMEH MO3BOJSET OLEHHUTHh
YpPOBEHb OCBOEHHSI KOMIIETEHIIUHN 32 BECh MEPUOJ U3YUEHUS NUCIUIUIMHBI. DK3aMEH
MpeAIoJiaraeT OTBET Ha BOMPOCHI U3 MEPEUYHs BOIPOCOB, BEHIHECEHHBIX Ha 3K3ameH. K
MOMEHTY CJa4d SK3aME€Ha JIOJDKHBI OBITh OJAromnoJiydHO TPOWIACHBI MPEABIIYINe
(bOpMBI KOHTPOJISL.

Meronuka ¢GOpMHPOBAaHUSA PE3YNBTHPYIONMIEH OICHKA B 005S3aTeTbHOM
MOPSIAKE YYUTHIBAET AKTHUBHOCTH OOYYAIOIIMXCS Ha JIEKUUSIX M MPAKTHUYECKUX
3aHATHUAX, YYaCTHE 00YyUarOMIMNXCs B KOH(DEPEHIUAX U MOATOTOBKY UMU MyOJIMKAIIHA,
YTO OTPAXKEHO B 0AJUIbHO-PEUTHHTOBOM OLIEHKE TEKYIIIETO KOHTPOJISl YCIIEBAEMOCTH U
3HaHUM oOyuaroruxcs B 1. 9.1. Onucanue mKaabl OICHUBAHUS, UCIIOIB3YyEMOM IS
MPOBECHUS MPOMEKYTOUHBIX aTTECTALIMM, TPUBEAEHO B 1. 9.5.
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9.1 banJIbHO — PeTMHI0Basl OLIEHKA TEeKYIIero KOHTPOJIS yCIleBaeMOCTH U

3HAHMH 00yYAKOIIUXCH

OO6mass TpyJ0€MKOCTh JUCHUIUIMHBI COCTaBsieT 6 3aueTHBIX eauHull, 216
aKaJIeMUYEeCKUX 4acoB. By mpoMeKyToOuHOTr0 KOHTPOJIS — dk3aMeH (4 u 5 ceMectp).

. KonuuectBo 6amios Cpok
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TIOpSIIKOBBI
oOyyaroremycs Munu- Makcu- i HOME [Tpumeua
POJEMOHCTPUPOBATH IOCTUTHYTHI | MallbHOE | MaJIbHOE He):[eJmI:: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAuCHWE | 3HaueHwe| — o oo
KOMIICTCHIIU M
cemMecTpa)
Cemectp 4

Tema 1. IIpeomem u npodremamurka IMuKu 8 cghepe cepeucHozo 00CayHcueanus

Ha mpancnopme

Jlekmnsg 1 1 1,5 2 —
ITpakTryeckoe 3ansitue 1 4.8 7,25 3 VO, C3, Cm
Hmozo no meme 1 5,8 8,75

Tema 2. dmuueckue yuenus /I[peenezo Bocmoxa, Aumuunasn ymuxa, ymuKa

Cpeonux eexos u Hoeozo epemenu

Jlexmus 2 1 1,5 4 —
[TpakTudeckoe 3aHsTHe 2 4,6 71,25 5 VO, C3, Cm
Hmozo no meme 2 5,6 8,75

Tema 3. AkmyanvHble RPOOIEMBL COBPEMEHHOU IMUKU
Jlexmus 3 1 1,5 6 —
ITpakTryeckoe 3ansTre 3 4,6 71,25 7 VO, C3, Cm
Hmozo no meme 3 5,6 8,75

Tema 4. Ilpogheccuonanvnan Imuxa u ee 63aumMocesasb ¢ 00ujell meopueil mopanu

Jlexnus 4 1 1,5 8 —
ITpakTraeckoe 3ansatue 4 4,6 7,25 9 VO, C3, C
Hmozo no meme 4 5,6 8,75

Tema 5. Ilpogheccusn u nuunocmov. Hpascmeennan Kynomypa npogheccuonana
Jlexmus 5 1 1,5 10 —
[TpakTrueckoe 3aHATHE 5 4,6 7,25 11 VO, C3, Cm
Hmozo no meme 5 5,6 8,75

Tema 6. Imuueckue 0cHo8bl NPOPeccUOHANLHOU OeameibHOCHU 6 cghepe YCitye

Jlexmus 6 1 1,5 12 —
ITpakTryeckoe 3aHsaTHE 6 4,6 7,25 13 YO, C3, Cu
Hmozo no meme 6 5,6 8,75

Tema 7. Icmemuka o6cayyicusanus
Jlexkmus 7 1 1,5 14 —
ITpakTrdeckoe 3anstue 7 4,6 7,25 15 YO, C3, Cu
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. KonunuectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst Munu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE HC):[CJH/II:) HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
Hmozo no meme 7 5,6 8,75

Tema 8. Ilpogheccuonanvnoe nogedenue padbomuuka cepeuca Ha pa3i1uyHbIX

imanax oﬁc.ay;»cueauuﬂ Ha mpancnopme

Jlekimg 8 1 1,5 16 —
[TpakTrueckoe 3anstue 8 4.6 7,25 18 VO, C3, Cm
Hmozo no meme 8 5,6 8,75

HToro Uno 00513aTeJILHBIM BHJIAM 45 70 . .
3aHATHH

IK3aMeH 15 30 — —
HToro mo tucuuininue 60 100 — —
IIpemuasabHbIC BUABI

aesITeJIbHOCTH

(11 yueTa npu onpeaejaeHUn o o o o
pedTHHIA)

VYyactue B KoHGEpEeHIINH 110 TeMaM L 10 L .
M CITATIIINHBI

Hayunas myOnukanus mo remam L 10 . .
M CITATIIINHBI

HToOro 1onmoJTHUTEJILHO . 20 . .
NpeMHAJIBLHBIX 02J1JI0B

Bcero mno aucuMmiInHe 1A . 120 . .
peiiTHHTra

IlepeBoa 6a/1J10B 0AJIJILHO-PETUHIOBOM CHCTEMbI B OIIEHKY JJIA IK3aMeHa 10

«aKaJeMH4ecKoiD» mKaJe

KoaunuectBo 0a10B mo bPC

Ouenka (Mo «aKaJeMH4YeCKO) MIKaJie)

90 u Goiee 5 — «OTINYHOY
75+89 4 — «XOpOoIIO»
60+74 3 — «yIOBIETBOPUTEIHHO
MeHee 60 2 — «HE yJIOBIETBOPHUTEIHHO)
CemecTtp 5
Tema 9. Ocobennocmu 0enosozo oouienus 6 cghepe yciyz
Jleximsa 9 1 1,5 1 —
ITpakTrdeckoe 3ansTue 9 3,75 5,8 2 YO, C3, Cu
Hmozo no meme 9 4,75 7,3

Tema 10. Opzanuzayuonnasn Kyaismypa Kaxk paxmop nogviuieHus

appexkmuenocmu ¢ cghepe cepeuca
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. KonunuectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHI
N KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst MuHu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE He CJH/II:) HHE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAYEHHE | 3HAUCHUE H;[qana
KOMIICTCHIIU M
ceMecTpa)
Jexmus 10 1 1,5 2 —
Hmozo no meme 10 1 1,5
Tema 11. Ynpaenenueckas Imuxa 6 chepe cepsuca
Jlexmus 11 1 1,5 3 —
ITpakTrueckoe 3anstue 11 3,75 5,8 3 VO, C3, Cm
Hmozo no meme 11 4,75 7,3

Tema 12. Imuxem Kak pezynamop meydcaiudHoCmHbIX OMHOUWEHUTL U

npogheccuonanbHo20 nogedeHus pabomHUKO8 cepeuca

Jexnms 12 1 1,5 4 —
ITpakTryeckoe 3ansitue 12 3,75 5,8 4 VO, C3, Cm
Hmozo no meme 12 4,75 7,3

Tema 13. Ilpasuna noeedenus 6 00uiecmeeHHbIX MeCMAax
Jlexmus 13 1 1,5 5 —
ITpakTryeckoe 3anstue 13 3,75 5,8 5 VO, C3, Cm
Hmozo no meme 13 4,75 7,3

Tema 14. /lenoeoit smuxem u npomokon. Ocobennocmu ux npoaeieHus 6

cepsucHoil oeamenvrnocmu. /leosvle gcmpeuu u nepezosopul

Jexuus 14 1 1,5 6 —
ITpakTrueckoe 3anstue 14 3,75 5,8 6 YO, C3, Cm
Hmozo no meme 14 4,75 7,3

Tema 15. Imuka cepsucnoil desasmenbHOCHMU HA MPAHCROPMeE, 6 MOM YUCTE 8

cghepe 8030yuwinozo mpancnopma

Jlexnus 15 1 1,5 7 —
ITpakTrdeckoe 3anstue 15 3,75 5,8 7 YO, C3, Cu
Hmozo no meme 15 4,75 7,3

Tema 16. Kauecmeo, 6e30nacnocms yciyz u Kyaivmypa cepe
Ha mpancnopme, 8 MOM HuUcjie 8 cjhepe 8030yuH0O20 MpPAHCnOpmMa

UCHOUL Oeam

eéjlbHocmu

Jlexnus 16 1 1,5 8 —

[TpakTrueckoe 3ansaTue 16 3.75 5.8 8 YO, C3, Cu
KC

Hmozo no meme 16 4,75 7,3

Tema 17. Mooenv kauecmea ycayzu

Jlexnus 17 1 1,5 9 —

ITpakTrdeckoe 3anstue 18 3,75 5,8 10 YO, C3, Cu

Hmozo no meme 17 4,75 7,3

Tema 18. Iloxazamenu kauecmea ycayzighghekmusnocmu 8 cghepe cepsuca
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. KonunuectBo 6amios Cpox
Tema/Buj yueOHBIX 3aHATHI
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(MOPSLAKOBBI
oOyyaroiemycst MuHu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE He eJmI:(): HUE
YPOBEHB CHOPMUPOBAHHOCTH 3HAaYeHWE | 3HAYCHUC A
5 Hayasa
KOMITCTCHITHHA
ceMecTpa)
Jlexmus 18 1 1,5 10 —
ITpakTuueckoe 3ansitue 19 3,75 5,8 11 YO, C3, Cm
Hmozo no meme 18 4,75 7,3
Tema 19. @opmbl u MmemoOwvl OyeHKu Kauecmea yciye
Jlexus 19 1 1,5 11 —
ITpakTuueckoe 3ansitue 20 3,75 5,8 12 VO, C3, Cm
Hmozo no meme 19 4,75 7,3

Tema 20. Mescoynapoonsie opeanuzayuu no cmanoapmuszayuu. Ilpasoswvie
canuzayuonnas cmpykmypa HCO

OCHOBbL 0eAMENbHOCMU U O

Jlexmus 20 1 1,5 12 —
[TpakTuueckoe 3anstue 21 3,75 5,8 13 VO, C3, Cm
Hmozo no meme 20 4,75 7,3

Tema 21. Teopemuueckue 0CHOBbI MEXHUUECKOZ0 PE2Y/IUPOCAHUS
Jlexmus 21 1 1,5 13 —
Hmozo no meme 21 1 1,5

Tema 22. Cmanoapmu3sayusn ¢ cghepe yciyz

Jlekuus 22 1 1,5 14 —
ITpakTrdeckoe 3anstue 22 3,75 5,8 14 VO, Cig
Hmozo no meme 22 4,75 7,3
Hroro Uno 00513aTEJBLHBIM BHJIaM 45 20 L L
3aHATHI
IK3aMeH 15 30 — —
HToro mo nucuuminte 60 100 — —
IIpemuasibHbIC BUABI
AEeATEJIbHOCTH
(1151 ydeTa npu onpe/eIeHuH o o o o
peiTHHIA)
VYyactue B KOHGEPEHIIMH 110 TeMaM . 10 . .
JTACHUILIAHBI
Hayunas myOnmkamnus mo remam . 10 . .
JTACHUILIAHBI
HToro nonoaHuTEILHO . 20 . .
NpeMuaJIbHbIX 02J1J10B
Bcero mnmo aumcuMmiMHe IS . 120 . L
peiiTHHra

IlepeBoa 02/1J10B 0AJILHO-PEMTHHIOBOM CUCTEMbI B OLIEHKY JIJISl IK3aMeHa 10
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. KonunuectBo 6amios Cpox
Tema/Buja yueOHBIX 3aHATUM
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TO3BOJISIIOIITUX
(TOPSIKOBBI
oOyyaroiemycst Munu- Makcu- i Home [Tpumeua
MIPOIEMOHCTPUPOBATH JOCTUTHYTHI | MalbHOE | MallbHOE Hez[ennlz: HUE
ypOBEHBb CPOPMUPOBAHHOCTH 3HAUCHWE | 3HAueHWe| — o oo
KOMIIETEH LI
ceMecTpa)
«aKajeMHuuecKkoi» 1miKaJe
KounuectBo 6a/5108 o bPC Ounenka (Mo «aKkaJjeMH4eCcKOoi) IKaJie)
90 u Gosee 5 — «OTIANYHOY
75+89 4 — «XopoIIo»
60+74 3 — «yJIOBJIETBOPUTEIHHO
Menee 60 2 — «HE YJIOBJIETBOPUTEIBHO

9.2 MeTogu4yecKHe PeKOMEHJAIMM MO0 TNPOBEACHUI0 MPOLEAYPbI
OLCHUBAHUA 3HAHMH, YMEHMHA M HABBIKOB M (WJIHM) ONBITA [1eATEJbHOCTH,
XapaKTepU3yIUIUX 3TANbl (OPMHUPOBAHUSA KOMIETEHIUI

[Tocemnenue AEKIMOHHOTO 3aHITHS 00yJarOIUMCs olleHuBaeTcs B 1 6amn (4 u 5
cemectp). Benenue nexunronnoro koncnekrta — 0,2 6amios (4 u 5 cemectp). AKTUBHOE
y4JacTue B 00CY)KJICHUU JUCKYCCHOHHBIX BOIPOCOB B Xoje Jekiuu — 10 0,3 6amios (4
u 5 ceMecTp).

[locemienre MpakTUYECKOro 3aHATHS C BeJICHUEM KOHCIIEKTa olleHuBaeTcs B 4,6
Oaya (o 1 mpakTH4YecKOMy 3aHATHIO — /10 4,8 6aiioB) (4 cemecTp). YCTHBIN OIPOC —
10 0,4 6anna (mo 1 npaktuueckomy 3austuto — 10 0,2 6amna) (4 cemectp). CooOrieHue
- 10 2 6aioB (4 cemectp).

[locemenre MpPakTUYECKOTO 3aHATHS C BEACHHEM KOHCIIEKTa OIIEHHWBAETCS B
3,75 6amna (5 cemectp). YctHbIi onpoc — 110 2 6amioB (5 cemectp). Coobrienue - 10
2 6amioB (5 cemectp). Yuactue B 0OCYXXJIEHUH BOIPOCOB Kpyrioro crona — g0 0,4
0asIoB.

['pynmoBoe pemieHre OO0ydYaOIMIUMHUCS CUTYallUOHHOM 3aJaud B paMKax
peanu3alu MeToa pa3BUBAIOIIEIICS KOOIepalluy OlleHUuBaeTcs 10 1,8 0amos.

9.3 TembI KypcOBBIX PaGOT MO AUCHHUIJINHE

1. TlonsiThe U MpeIMET U KaTErOPUH STUKHU.

2. OCHOBBI OCYIIECTBICHHUS TOWCKA, KPUTUYECKOTO aHalIM3a W CHUHTE3a
uH(bOpMAaIH, MPUMEHEHHSI CHCTEMHOTO TTOIX0/1a JJISI PEIICHUS TTOCTABICHHBIX 3a/1a4
B TMpOLECCEe H3YYEHUs OTUKU, OCTETUKU OOCIYyKUBAHUS, HSTUKETa, MOpPAIU H
HPaBCTBEHHOCTH, CTaHJApTU3AlMHU, CEePTU(GUKAUMU W YOPaBICHUS KAayeCTBOM B
chepe cepBUCHOTO 00CITYKMBaHUS HA TPAHCIIOPTE.

3. OCHOBBI OCYIIECTBIICHHS COIMATHHOTO B3aWMOJICHCTBUS W pealTU3aIiH
CBOEH pOJM B KOMaHAE B MPOIECCE HM3YUYECHHUS 3TUKHU, SCTETHUKU OOCIYKMBaHUS,
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ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAaHIAAPTU3ALIUU, CEPTUPUKAIINU U YIIPABICHUS
KauecTBOM B c(pepe cepBUCHOTO 00CTyKUBaHUS Ha TPAHCIIOPTE

4. OCHOBBI BOCHPHSATHS MEXKYJIbTYPHOTO pa3HOOOpa3usi o0OliecTBa B
COLIMAJIBHO-UCTOPUYECKOM, 3THUECKOM U (PHIOCOPCKOM KOHTEKCTax B IMpOLEcce
W3YUYEHUSI ITUKU, SCTETUKU OOCTY>KUBAHUS, ITUKETA, MOpPAJIM M HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CTy>KUBaHMSI HA TPAHCIIOPTE.

5. OCHOBBI yHpaBji€HUSI CBOMM BPEMEHEM, BBICTPAWBAHUS W peaau3aluu
TPACKTOPUU CaMOPAa3BUTHUS HA OCHOBE MPUHIUIIOB 00pa30oBaHUS B TEUEHUE BCEH
KU3HU B MPOIECCE M3YUCHMs] ITUKH, ICTETUKH OOCITY>KUBAHUS, dTUKETA, MOPAIU U
HPABCTBEHHOCTH, CTaHJApPTU3alMHM, CEPTU(PUKAIIMU U YIPaBICHUS KAueCTBOM B
cdepe cepBUCHOIO 00CITY>)KMBaHUSI HA TPAHCTIOPTE.

6. OcHoBBI 0OecrieueHus: TpeOyeMoro KauecTBa MpoLecCOB OKa3aHUs YCIyT B
IOpolLecce OCBOCHHUS JTHKH, OCTETHUKM OOCIy)XMBaHUS, OTHUKETa, MOpajd U
HPABCTBEHHOCTH, CTaHIAApPTU3alMHM, CEPTHU(PUKAIIMU U YNPABICHUS KAdueCTBOM B
cdepe cepBUCHOIO 00CITYy)KMBaHUSI HA TPAHCTIOPTE.

7. OcHOBBI oOecrieueHuss (POPMHUPOBAHUS W BHEJIPEHUS KOPIOPATHBHBIX
CTaHJApPTOB W  PErJIaMEHTOB TMPOIECCOB  OOCTY)KHMBaHHUS MOTpeOuTene u
COOTBETCTBUSI CTaHJapTaM KauecTBa B TMPOIECCEe H3YYCHHUS DOTUKU, DCTCTHKU
oOciy)kuBaHMsl, JITHUKETa, MOpPaJd W  HPABCTBEHHOCTH, CTaHAapTHU3aIIHH,
cepTupUKalMU U YNpaBICHUS KAa4eCTBOM B cdepe CEpBUCHOTO OOCIyKMBaHUS Ha
TPaHCIIOPTE.

8. DOtuueckue acnekTbl TpeOOBaHMI 0€30MacHOTO OOCIYKMBaHUS, OXPaHBI
TpyJa ¥ TEXHUKH O€30MaCHOCTU 3allUThl OT TeXHOC(hepHBIX (AKTOpOB Ha
TpPaHCTIOPTE MPUMEHHUTENBHO K chepe cepBuca Ha TPAHCIIOPTE.

9. DrTuyeckue OCHOBbI HOPMATHUBHO-TIPABOBBIX AaKTOB, PETYIUPYIOIIUX
OXpaHy TpyJa W TEXHUKY O€30MacCHOCTH B TOM YHCIJI€ Ha MPEANPUATUIX CEpBUCA B
cdepe TpaHCIOpTa KakK MPOSBICHHE HPABCTBEHHOU KYJIBTYpHI podeccroHania.

10. HcTtopudeckure acrieKThl MOSBICHUS STHKU.

11. Dcretrka oOCIY>KMBaHUS B TIpoliecce pa3pabOTKH TEXHOJOTHHU Ipolecca
CepBHUCa, PA3BUTHS CHUCTEMBI KIMEHTCKUX OTHOIICHUUA C Yy4eToM TpeOoBaHUM
noTpeduTens B chepe CepBUCHOTO 00CITY)KMBAaHUS HA TPAHCIIOPTE.

12. TlonatTne u cBoiWicTBa Mopanu. MopallbHOE CO3HAHHWE U MOpajbHas
MIpaKTHKA.

13. MopanbHbie PUHITUIIBL, HOPMBI, IEHHOCTH U HJI€AJTBI.

14. Konueniuu NpoucxoxXIeHUs: MOpau.

15. IlpodeccuonanpHas dSTUKa KaK CBOJA HPABCTBEHHBIX TpeOOBaHUH,
OTIPEIETSAIOUINX OTHOIICHHE YeJIOBeKa K CBOEMY IPO(eCCHOHATEHOMY JOTY.

16. DBomrorus mpodecCHOHATBHOMN Y THKH.

17. OtHomIEHUE K TPYAY Ha pa3HbIX HICTOPUUYECKUX dTarax.

18. IlpoTecTanTckas 3THKa O TPOPeCCHOHATEHOM MTPU3BAHUH.

19. llonatue, BuABI M (QYHKIHH TPOPECCHOHANBHBIX ITHYECKUX KOIEKCOB.
IIpodeccronanbHble 3THYECKHE KOJIEKCHI B cpepe cepBrca U TypU3Ma.
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20. ITpoheccnoHanbHO-HPABCTBEHHBIE MPEICTABICHUS, YOSKIECHUS U YyBCTBa
B CTPYKType HPaBCTBEHHOTO CO3HAHHUS CIICLUATHNCTA IO CEPBUCY.

21. MexaHnu3m obOecrieueHus TpeOyeMOro KadecTBa TMPOIECCOB OKa3aHUs
yCIyr, Ha OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHH B TMPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEepPTU(UKAIMK W YIPaBICHUS Ka4eCTBOM B cepe CEepBHCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

22. OCHOBHBIE OCOOEHHOCTH MEKKYJIBTYPHOTO Pa3HOOOpa3us 00IIecTBa.

23. MexaHu3M cucteMbl obecrieueHus: TpeOyeMbIX MPOIECCOB OKa3aHUs yCIYyT
B COOTBETCTBUU C MEXIYHAPOJHBIMUA M HaIlMOHAIBHBIMH CTaHJApTaMU B MPOIIECCE
OCBOCHHS 3THUKH, 3CTCTUKH OOCTY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEepPTU(UKAIIMM ¥ YIPABICHUS KAaueCTBOM B c(epe CepBHCHOTO
00CITy’)KMBaHHsI Ha TPAHCIIOPTE .

24. Mexaau3M (hOPMUPOBAHUS OKA3aHMS YCIYyT B COOTBETCTBHHM C 3asBIICHHBIM
KauyeCTBOM. MEXaHU3MbI OKa3aHHsI YCIAYT B COOTBETCTBUU C 3asBJICHHBIM Ka4yeCTBOM B
NpoIlecCCe OCBOCHUS OTHKH, OJCTETUKHM OOCTYXMBaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHJIAPTH3aIlMU, CEPTU(PHUKAIMM W YIPaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 0OCITYy>)KMBaHUsI HA TPAHCIIOPTE.

25. MexaHu3M ONpeeICHHs] TPUYMH BO3ZHMKHOBEHUS TPETCH3UI B Ipoliecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJapTU3AlMK, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

26. Metonbl pa3pabOTKM W HCIHOJNB30BAHUSA THUIIOBBIX TEXHOJOTMYECKUX
IIPOIIECCOB.

27. MeTtonbl B3aUMOJIEWCTBHSI C KIMEHTaMHU 1O OpraHU3aluu Ipoliecca
oOcITy>)kuBaHMs TOTpeOUTENeH B cdepe TOCTSIPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIPaBICHUS KayecTBOM B c(epe cepBHCHOTO
00cCITy>)KUBaHMs Ha TPAHCIIOPTE.

28. TeopeTnyeckas, HOpMaTHBHAas W TIPUKIAgHAs 3THKAa. MeCTO JTHKU B
CUCTEME TYMaHUTAPHOTO 3HAHUSI.

29. OCHOBHBIE DITHYECKHE KaTeropuu. «YecTb», «IOAr», «COBECTHY,
«OTBETCTBEHHOCThY» - BAKHEHININE KaTeTOpUU MpodeccHoHaIbHOM 3TUKU paOOTHUKA
cepBuca.

30. IIpodeccronanbHO-HPABCTBEHHBIE TIPE/ICTABICHUS, YOCKICHUS W TyBCTBA
B CTPYKTYpE HPABCTBEHHOTO CO3HAHUS CIIEIIMATIUCTA TI0 CEPBUCY.

31. [IpoGaemsbl KynbTUBHpPOBaHUA NpodeccuoHanmm3ma B Poccum.

32. Betbop cpenctB  m3mepeHuidl. OCHOBBI TOCYIapCTBEHHOW CHCTEMBI
CTaHIapTU3AIINH.

33. Meronpl cTanaapTU3auy yCIyr. BBenenue B cepTuduKaImro.

34. Cepruduxarus cuctem kauectsa. Hopmsl B chepe ycmyr.

35. [IpuHIUTIBET CTaHJApPTU3ALMH. [TpuHIUTIBI KOpIIOPaTUBHOU
OTBETCTBEHHOCTH B c(pepe yciyr.
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36. Kareropun cranmaptoB. Buabl craHmapToB U KOPIOPATHUBHOM
OTBETCTBEHHOCTH B c(pepe yciyr.

37. MopanbHble HOPMBI U IPUHLUIIBI B OOCTY>KUBAHUH.

38. OTBETCTBEHHOCTh PaOOTHUKA CEPBHCA MEPE]] KIUEHTOM.

39. MopanbHbIil 00J1UK pabOTHHKA CEpPBUCA.

40. IToBenenue pabOTHUKA CEPBUCA B CIOKHBIX STUYECKUX CUTYALHSIX.

41. TloHsiTHe U TIOKa3aTeIn KauecTBa OOCTyKUBaHMUS.

42. MexxayHapoIHbIe CTaHAAPThI Ka4ecTBa 00CTyKUBaHUSI.

43. IloHsiTHE U COCTABIIAIONINE YCTETUKU OOCTYKUBAHMUS.

44. TlpaBuna oQpopMIeHUSI KOHTAKTHON 30HBI.

45. Ilcuxonorust BOCIpUATHS 1IBETA. JPrOHOMHUKA.

46. TpeOoBaHUs K BHEIIHEMY BUIY paOOTHUKA CepBUCA.

47. O0meHne Kak HpaBCTBEHHas IIEHHOCTb. BepOanbHas u HeBepOanbHas
COCTaBIIAIOIINE KYJIbTYPbl OOILIEHUSI.

48. KommyHuKaTHBHAs KyJIbTypa pabOTHUKA CepBHUCA.

49. DThyeckue AacmeKThl YMEHUs ChylmaTh M TOoBOpUTh. TpeboBanus,
peIbsBIsIeMble K peUr paOOTHUKOB CepBHCA.

50. Ilpuembl, HampaBlieHHbIE HA pa3BUTHE KOMMYHHUKATHBHBIX HABBIKOB
paboTHuKOB cepBuca. [Ipuembl nmpodeccnoHaIbHOTO CIyIIAHUS.

51. [lonsTue u pyHKIMU TPOPECCHOHATEHOTO TOBEICHHUS.

52. O6mue TtpeGoBaHMs K MPOGECCHOHAIIBHOMY TIOBEJICHUIO pPaOOTHHKA
KOHTaKTHOM 30HBI HAa Pa3IUYHbBIX dTarax o0CIy>KUBaHMUS.

53. Ycranosnenue 3¢p(HEKTUBHOTO KOHTAaKTa M JOBEPUTEIBHBIX OTHOIIECHUMN
MeX 1y paOOTHUKOB KOHTAKTHOM 30HBI M KJIHEHTOM.

54. IIpoeccronanpHoe MoOBeeHUEe pabOTHUKA CEepBHUCAa Ha JTale aHaau3a
oTpeOHOCTEN KIIMEHTOB.

55. Ilpe3enrtanust ToBapa wiu yciayru. IloBemeHue paboTHHKaA cepBHCa Ha
ATarne 3aBepiieHus: 00CTy>KUBaHUS Ha TPAHCIIOPTE.

56. Ilonatue u QyHkuuu naenoBoro odmeHus. OCHOBHBIC (HOPMBI JIETOBOTO
oO01IeHu.

57. DTuka 6m3Heca B cepe cepBuca.

58. DTHKa KOHKYPEHIINH | JIEJIOBOTO MapTHEPCTBRA.

59. DTuka u conmanbHas OTBETCTBEHHOCTH CIICIIMANKCTA B c(hepe cepBuca.

60. DTuueckue TpaAUIMKA POCCUIUCKUX TPEIITPUHUMATENCH.

61. IlonsiTHe, OCHOBHBIE MPUHIUIBI U (PYHKIIUU KOPIOPATUBHOM STHKU.

62. MopaabHO-TICHXOJIOTHYECKHUI KJIMMaT B OpraHU3aIlNH.

63. DTuueckue HOPMBI KOPHOPATUBHOTO TIOBEJACHUS W OOIIEHUS MEKIY
COTPYAHHKAaMH OpraHu3alliy CEpBHCA.

64. IlonsiTHE U 37€MEHTHI KOPIIOPATUBHON KYJIBTYPHI U €€ 3HAUCHUE.

65. IlonsiTue ynpaBnenyeckoit 3Tuku. OCHOBHbBIE (QYHKIIUH YIIPABICHUSI.

66. CooTHOLIECHHE STUKU U 3TUKeTa. [[pUHIIUIIBI COBPEMEHHOTO 3THUKETA.

67. OtukeT B mpodeCcCHOHATBHON AEATETLHOCTH PAOOTHUKOB CHEphI YCIIYT.

68. Imumx neiaoBoro yenoeka. OCHOBHBIE KOMIIOHEHTH UMH/IXKA.
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69. Pa3paboTka mporpaMMbl BEAEHHS IMEPErOBOPOB. IDTambl MEPETOBOPHOIO
npotecca.

70. MexaHu3mMbl obOecrieueHus TpeOyeMoro KadecTBa MPOILIECCOB OKa3aHUs
yCIIyI, Ha OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHWWA B MPOILIECCE OCBOCHUS
OTHKH, OCTETUKHW OOCITY)XKWUBaHUS, OTHKETa, MOpaJld W  HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CTy>KUBaHMSI HA TPAHCIIOPTE.

71. OcHOBHBIE OCOOEHHOCTH MEKKYJIBTYPHOTO Pa3HOOOpa3us 00IIeCTBa.

/2. MexaHu3M CHUCTeMBbI oOecrieueHus TpeOyeMbIX KadeCcTBO IIPOIIECCOB
OKa3aHUs YCIYI B COOTBETCTBHM C MEXKIYHAPOJHBIMH W HAI[MOHATHHBIMHU
CTaHJapTaMU B TMpPOIECCE OCBOCHUS 3TUKH, ACTETHKU OOCITYyKUBaHUSA, ITHKETA,
MOpaJli W HPAaBCTBEHHOCTH, CTaHAAPTU3AlMU, CEPTUPUKAIUU U  YIpPaBICHUS
KayecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHMS Ha TPAHCIIOPTE.

73. Mexanu3m (HOpMUPOBAaHHS OKa3aHUsI YCIYT B COOTBETCTBUU C 3asSBICHHBIM
KayeCTBOM.

74. MexaHu3M OKa3aHHs YCIYT B COOTBETCTBUH C 3asIBICHHBIM KaueCTBOM B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpalud U
HPaBCTBEHHOCTH, CTaHIApPTH3AIMH, CepTU(UKAIMM W YIPABICHUS KadyeCTBOM B
chepe cepBUCHOTO 0OCITY>KHMBaHUsI HA TPAHCIIOPTE.

75. YnpaBieHueckass STHKa B OCBOGHHU THpodeccroHasoMm TpeOoBaHUMA
0e30macHOro0 OOCITYKMBaHUs, OXpaHbl TPYy/a U TEXHUKH O€30MACHOCTH 3aIIUTHI OT
TexHOC(epHbIX (HaKTOPOB Ha TpaHCHIOPTE MPUMEHHUTENILHO K cdepe cepBuca Ha
TpaHCIIOPTE.

76. HopmaTuBHO-TIpaBOBBIE€ aKThl, PETYIUPYIOIIUX OXpaHy TPyAa U TEXHUKY
0e30MacHOCTH B TOM YHCIIE Ha MPEANPUATHUIX CepBUca B cpepe TpaHCTOpTa B paMKax
YIIPaBIEHYECKON ATUKH.

CrpykTypHO KypcoBas paboTa JOJDKHA BKIOYaTh B ceOs BBeaeHue (=1-1,5
CTpaHUIIbl), OCHOBHYIO YacCTh — KaK MPaBUJIO, 2-3 TJIaBbl, KOTOPHIE, B CBOIO OYEPE/Ib,
coctosiT u3 2-3 maparpadoB, 3aKIIOYEHHE, CIHUCOK HCIOJIb30BAaHHOW JUTEPATYpHI.
O6mmit 066éM KYP moxker coctaBmats ot 25 mo 40 cTpaHuI] MaIIHHOIIMCHOTO
tekcta. Teket KYP nmewataercs Ha ofHOM cTopoHe JucTa 6enoit Oymaru hopmara A4
c uarepBasioM 1,5. llIpudt — Times New Roman, pa3zmep mpudra — 14.9.4.

9.4 KoHTpoJibHbIE BONPOCHI W 33JaHUA [JIsi NPOBEJEHUS] BXOJAHOIO
KOHTPOJISI OCTATOYHBIX 3HAHUI N0 00eCTIeYUBA UM JUCIHILIHHAM

Bonpockl BXOJHOrO KOHTPOJS MO JUCHUIIMHE «TEeXHOJOTUU JeI0BOIO
OOIICHHS, TICUXOJIOTHS M KOH(MIUKTOJIOTHSI .

1. ConnaabHO-TICUXOJIOTUUECKHUE TTPOLIECCHI U SIBJICHUS.

2. MeXITUYHOCTHBIEC OTHOIIIEHUS.

3. MeXrpynmnoBbie OTHOIICHHS U B3aUMOJICHCTBHS.
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Bompocbl  BXOIHOro KOHTposii 1o gucuuiuindHe «CepBUcCONIOTHS U
opraHu3anus 00CITyKUBaHUS:

1. CoumanpHoe ObITHE YETOBEKA.

2. JlyxoBHOE ObITHE YeIOBEKA.

3. CoBpeMeHHbII MUp U TICUXHKA YEJIOBEKA.

Bonpocsl BXOAHOTO KOHTPOJIA O AUCLUINUIMHE «Y IIPaBICHUE NPEANPUATUIMHA
CepBUCA HA TPAHCIIOPTE»:

1. MupoBoil pbIHOK CEpBHUCA U €r0 Pa3BUTHE.

2. IlpumeHeHHME COBPEMEHHBIX CEpPBUCHBIX TEXHOJOTHA B  Mpoliecce
IPEJOCTABIEHMSI YCIIYT, COOTBETCTBYIOIIMX TPEOOBAHUSM MOTPEOUTENEH.

3. BrI00p pecypcoB U CpeaCTB C y4eTOM TpeOOBaHUN OTPEOUTENS.

Bomnpocsr BXxogHOTO KOHTpOIIA 10 auciuruinHe «CepBHUCHAs AESITeTbHOCTh Ha
TPaHCIIOPTE»:

1. Cdepa ycnyr B cOBeTCKHil EpUO.

2. JlenoBas »THKa M JETOBOM 3THUKET B cepe CepBHCa HA TPAHCIIOPTE, B TOM
YrCIie Ha BO3YIITHOM TPAaHCIIOPTE.

3. Kiaccudukanms yciayr Ha TpaHCHOPTE, B TOM 4HCie B chepe BO3AYIIHOTO
TpaHCIOpTA.

9.5 Onucanue noka3sareJjieid U KpUTepHeB OleHUBAHUSI KOMIETEHIUI Ha
Pa3IMYHBIX 3TANAX UX (POPMUPOBAHUSA, ONUCAHUE KA OLleHUBAHUS

Komnerennuu | Ilokasarenu Kpurepuu onenvnBanus
OIICHUBAHMS
(MHAMKATOPBI
JTOCTHKCHHS )
KOMIIETEHIIUN
[ 3Tan
3Haer:
- OCHOBHBIC METO/IbI BOCIIPUATHUS
MEXKYJIbTYPHOTO  pa3HooOpasusi oOmecTBa B
I/Iz[lyK_g, COMUAJIBHO -  HUCTOPHUYECKOM, JOTHYECKOM U
YK-5 NU%vks bUI0COPCKOM KOHTEKCTaX B IMPOIECCE OCBOCHHS
STUKH, SCTCTHKHA OOCTY)KMBAHUS, STHKETA, MOPAIU U
HPABCTBEHHOCTH, CTaHAApPTU3AIMU, CEPTUDUKAIUN
U yIOpaBJICHHS KadecTBOM B cdepe CEepBHCHOTO
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Komnerenuu | Iloka3sarenn Kpurepun onennBanus
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH
o0Clly’)kuBaHHsI ~ Ha  TPAHCIIOPTE;  OCHOBHBIC
W omies OCOOCHHOCTH  MEXKYJIBTYPHOTO  pa3sHOOOpasus
191 o011eCTBA;
OIIK-3 o - MEeXaHM3M obecrnedyeHus TpeOdyeMoro kKadecTBa
OpoLEeCcCOB  OKa3aHWs  yCIyr, Ha  OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHUI B MpOIECCce
OCBOCHUS ITUKH, SCTETUKH OOCITYKUBAHUS, STUKETA,
MOpJIM YW  HPABCTBEHHOCTH, CTaHAApTHU3AIIUU,
Mo zzpm(bmcaunn I/é yIOpaBJIeHUs KaueCTBOM B c@epe.:
) PBUCHOTO  OOCHY)XMBaHUS Ha  TPAHCIOPTE;
OIIK-7 Wl o7 | viexamusm  cnctemsr  obecrieuennus TpedyeMoro
KayecTBa  MPOIECCOB  OKa3aHUs  yCIyr B
COOTBETCTBHUHU c MEXTyHAPOIHBIMHU U
HallUOHAJTBHBIMU  CTAHJApTaMH B TIpoIlecce
OCBOCHHUS TUKH, ICTETUKU OOCITYy>KMBaHUS, STUKETA,
MOp&JIM W  HPABCTBEHHOCTH, CTAaHAAPTHU3ALUU,
cepTuUKaMU U YIpPaBICHUS KauyeCcTBOM B cdepe
CEpPBUCHOTO  OOCHY>KMBaHMSI Ha  TPaHCIOPTE;
MEXaHU3M OKa3aHWs YCIyr B COOTBETCTBHUM C
3asBJICHHBIM KAyeCTBOM B TMPOLECCE OCBOECHUS
ITHKH, ICTETUKU OOCITY>KMBaHUS, S TUKETA, MOPAJIU U
HPABCTBEHHOCTH, CTAaHIAPTH3aLMU, CEPTUPUKALNN
U VYOpaBICHHUS KauyeCcTBOM B cdepe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE;
VT s - MarepualibHbIe PECypchl, O00OpYyIOBaHUE MIJIs
TIK-3 W3 OCYILIECTBIICHUSI ~ TIpoIllecca  CEpBUCA,  METOJIbI

IIPOBEJICHUSI  IIEPErOBOPOB C  KIHMEHTaMH IO
IIPETEH3UOHHBIM Cy4asm u MEXaHU3M
ONPENEIICHUS TPUYMH BO3HUKHOBEHUS NIPETECH3UN B
nporecce OCBOCHHS JTUKH, ACTETUKH
00CITyKUBaHMUS, JTHKETA, MOpaiu "
HPaBCTBEHHOCTH, CTaHIApPTU3aLNM, CepTU(UKAIUU
U VYOpaBICHHUS KauyeCTBOM B cdepe CEepBUCHOTO
o0CIy>KUBaHMsI HA TPAHCIIOPTE; METOIBI Pa3paboOTKu
M WCIIOJB30BAaHHUS THUNOBBIX TEXHOJOTHYECKHUX
MPOIIECCOB, METOAbl (HOPMUPOBAHUS U BHEAPECHHUS
KOPIIOPAaTUBHBIX  CTAHIAPTOB W  PErJaMEHTOB
NpOILIECCOB  OOCIY»XKMBAaHUSI  MOTpeOuTENed  Ha
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Komnerenuu | Iloka3sarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

TPaHCIIOPTE, METOIbI B3aMMOJCHCTBHS C KIIMEHTaAMH
0  OpraHu3aluu  mporecca  OOCIyKUBaHUSA
notpebuTeneii B cepe rocTenpuuMCTBa B TIPOIIECcCe
OCBOEHUS ITHKH, SCTETUKN OOCTY)KUBAHUS, ITHKETA,
MOpalM ¥  HPaBCTBEHHOCTH, CTaHAAapTHU3aIUH,
cepTu(UKalMA W YIPaBICHUS Ka4eCTBOM B cdepe
CEPBHUCHOTO OOCITY)KHBaHHsI HA TPAHCIIOPTE;

- TpeOoBaHUs 0€30MaCHOTO 0OCITYKUBAHUS, OXPaHbI
TpyAa © TEXHHKH O€30MacHOCTH 3alUThl OT
TEXHOC(EepHBIX ¢dakTopoB Ha  TpaHCHOpTe
IPUMEHUTENIBHO K cepe cepBrca Ha TPAHCIIOPTE;

Ywmeer:

- TNPUMEHATh OCHOBHBIC METOJBI BOCHPHUATHS
MEXKYJIbTYPHOTO  pa3HooOpa3us  oOmiecTtsa B
COLIMAIBHO -  HMCTOPUYECKOM, DJTUYECKOM U
¢unocopckoM KOHTEKCTaX B MPOLIECCE OCBOCHUS
STUKHU, SCTETUKU OOCITYKUBaHUs, STUKETA, MOPAIH U
HPABCTBEHHOCTH, CTAaHIAPTH3aLMU, CEPTUPUKALUU
U VyIOpaBlIeHUS KayeCcTBOM B cdepe CEepBHUCHOTO
00CITy’)KUBaHHS Ha TPAHCIIOPTE;

- MPUMEHSATh MEXaHU3M O0eCIIeUeHHS TPeOyeMoro
KayecTBa TMPOIECCOB OKa3aHUsA YCIyr, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHI B TIpoliecce
OCBOCHHUS ITUKH, ICTETUKU OOCITYKMBaHUS, STUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
cepruuKaiu M yOpaBICHUS KauyeCTBOM B cdepe
CEpPBUCHOTO  OOCTY>KMBaHHSI Ha  TPAHCIOPTE;
OPUMEHSATh MEXaHH3M CHCTEMBl OOecreueHus
TpeOyeMoro KauecTBa MPOLECCOB OKa3aHMs YCIYT B
COOTBETCTBHUH C MEXIyHapOIHBIMU u
HAI[MOHAIGHBIMU ~ CTaHJapTaMd B TIpoOIecce
OCBOCHHUS ITUKH, ICTCTUKN OOCITYy)KMBaHUS, dTUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTuUKaii M yHpPaBICHUS KadyeCcTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS HA TPAHCTIOPTE;

- WCIIOJIb30BaTh  MaT€pUAIbHBIE  PECYPCHI,
NPUMEHSATH OOOpYAOBAaHHWE ISl OCYIIECTBICHUS
IpoIecca CepBrca, MPUMEHSITh METOIBI TIPOBEIACHUS
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Komnerenuu | Iloka3sarenn Kpurepun onennBanus
OIIEHUBaHUI
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH
NIEPETOBOPOB C KIMEHTAMH TI0 TIPETCH3UOHHBIM
CIy4asiM ¥ TIPUMEHSATh MEXaHU3MBl OTpEIeICHUS
NPUYMH BO3HUKHOBCHHUS TPETEH3WH B IIpolecce
OCBOCHHUS 3THKH, ICTCTHKH OOCITy>)KMBaHUS, dTUKETA,
MOpad M HPABCTBCHHOCTH, CTaHJIApTU3AIINH,
cepTuUKaMA ¥ YIPABICHUS KadyeCTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS Ha TPAHCIIOPTE;
- o0ecrieynBaTh COOJII0ICHUE TpeOoBaHUN
0e30macHOro OOCITYyXUBaHUSA, OXpaHbl Tpyda U
TEXHUKHA OC30IaCHOCTH 3alllUTHl OT TEXHOC(EPHBIX
(GakTOpOB Ha TPAHCIOPTE MPUMEHHUTEIBLHO K cdepe
CepBHCa HAa TPAHCIIOPTE.
IT 3Tan
. Ywmeer:
VK-5 HHZVK'E’ - NPUMEHSTh OCHOBHBIE 0COOEHHOCTH
W] vk MEXKYJIbTYPHOTO pa3HOOOpa3us oOIIECTBa;
U omca - TpPUMEHSATh MEXaHW3M OKa3aHus YCIyr B
W0k | COOTBETCTBHHU C 3asBICHHBIM KaueCTBOM B IIpOLIECCe
OIIK-3 WUllPomk.s | OCBOCHAA STHKH, SCTETHKH 0OCITy>KUBaHMUs, ITUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
Wloms cepTUdUKAIIMA U YIIPaBICHUS Ka“IeCTBOM.B chepe
) CEPBUCHOTO OOCITYKUBAaHUS HAa TPAHCIIOPTE;
OIK-7 N oni7 - OpUMEHATH  METOABl  pa3paboTKM M
UCIIOJIb30BaHUS TUTIOBBIX TEXHOJIOTHYECKHUX
POIIECCOB, MPUMEHSATh METONbI (OPMHPOBAHUS U
BHEJPCHHSI  KOPIOPATUBHBIX  CTaHIAPTOB U
pErIaMeHTOB IIPOIIECCOB 00CTy>KUBaHUS
noTpeduTeNeld Ha TPAHCIIOPTE, MPUMEHSTh METObI
B3aMMOJICUCTBHSI C KJIMEHTAaMHU 110 OpraHu3aluu
W s mpoiecca oOCHyXuBaHUs moTpeduteneit B cdepe
K-3 W rcs TOCTEIIPUUMCTBA B TIPOIECCE OCBOCHUS OTHUKH,

ACTETHKU OOCITYXKMBaHWSA, DJTHKETa, MOpPAId W
HPaBCTBEHHOCTH, CTaHIApPTU3ALNM, CepTU(UKAIUU
U VYOpaBICHHUS KadyeCTBOM B cdepe CEepBUCHOTO
00cCITy>KUBaHUs HA TPAHCIIOPTE;

- coOJ0aTh MOJIOKEHUS HOPMAaTHUBHO-TPABOBBIX
AKTOB, PETYJIHPYIOIIMX OXpaHy TPyla U TEXHHUKY
0€30MacHOCTH, B TOM YHUCJIE Ha NPEANPUSITUAX
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Komnerenuu | Iloka3sarenn Kpurepun onennBanus
OLICHUBAHMS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

cepBuca B chepe TpaHCTIOPTA.

Bnaneer:

- CIOCOOHOCTBIO TPUMEHSTH OCHOBHBIE METOIBI
BOCTIDUSITUSL  MEXKYJIBTYPHOTO  pa3sHOOOpasus
00IIIeCcTBa B COIUANBHO - HCTOPUYECKOM, STUIECKOM
U (HumocodckoM KOHTEKCTaX B MPOIIECCE OCBOCHHS
STHKH, 3CTETUKN 0OCTY)KUBAHUS, ITUKETA, MOPAIU 1
HPAaBCTBEHHOCTH, CTaHAApTH3AINH, CepTUdUKAIH
W YIpaBICHHUS Ka4eCTBOM B cdepe CEepBUCHOTO
OoOCTy)XMBaHHsI Ha TPAHCIOPTE; CIIOCOOHOCTHIO
PUMCHSTH OCHOBHBIC 0COOCHHOCTH
MEXKYJIbTYPHOTO pa3HOOOpa3usi oOIIECTBa;

- CIIOCOOHOCTBIO  TIPUMEHSTH  MEXaHH3M
obecrieyeHnsi TpeOyemMoro KadecTBa MPOIECCOB
OKa3aHUs YCIIyT, Ha OCHOBE
KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTHI B TIpoOIecce
OCBOEHUS ITHKH, 3CTETUKN 0OCITY)KUBAHUS, dITHKETA,
MOpaJlM ¥  HPaBCTBEHHOCTH, CTaHAApTHU3AIUH,
cepTu(UKAUA W YIPABICHUS Ka4eCTBOM B cdepe
CEpPBHCHOTO  OOCIY)XHBaHHS Ha  TPAHCIOPTE;
CIIOCOOHOCTBIO TIPUMEHSATh MEXaHU3M CHCTEMBI
obecrnieueHuss TpeOyeMoOro KadecTBa IPOIECCOB
OKa3aHUs yCIyT B COOTBETCTBHUH C
MEXTyHAPOIHBIMH ¥ HAIIMOHAIBHBIMH CTaHIaPTaMU
B Ipollecceé  OCBOGHMSI  ATHKH,  3CTETUKU
oOcCTyKUBaHMUs, ATUKETA, MOpau u
HPABCTBEHHOCTH, CTaHIApPTH3allMU, CEpTUPUKANN
U YIpaBlICHHUS KaueCTBOM B cdepe CEepBHUCHOIO
oOCIy>KMBaHHsSI Ha TPAHCIOPTE; CIMOCOOHOCTHIO
OPUMEHSATh  MEXaHW3M  OKa3aHWs  YCIyr B
COOTBETCTBHH C 3asBJICHHBIM KauyeCTBOM B IpoOIlecce
OCBOEHUS ITUKH, SCTETUKU 0OCITYKUBAHUS, ITUKETA,
MOpaqTd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTuUKalMd U YIPABICHUS KaueCTBOM B cdepe
CEPBHUCHOTO O0CITY)KMBaHHSI Ha TPAHCIIOPTE;

- CIIOCOOHOCTBIO HCIOJIb30BaTh MaTepuajbHbIC
pecypcehl, NPUMEHSATH o0opyoBaHUE TUTST
OCYILIECTBJICHHsI MPOIIECcca CEPBHCA, CIIOCOOHOCTHIO
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Kowmrmereuimmn

[Tokazarenu
OIICHUBAHUS
(MHAMKATOPBI
JOCTHKCHHS )
KOMIIETCHIINH

Kpurepun onennBanus

IPUMEHATh METOAbl IPOBEACHUS IMEPETOBOPOB C
KJIIMEHTAMU II0 IPETEH3UOHHBIM  CIy4YasM U
CIIOCOOHOCTBIO MPUMEHATh MEXaHU3M ONpEeaeSICHUs
NPUYMH BO3HHWKHOBEHHMS MPETEH3UH B IIpolecce
OCBOEHHUSI 3TUKH, ICTETUKU OOCITyKMBaHUs, STUKETA,
MOpPJIM W  HPABCTBEHHOCTH, CTAHAAPTHU3ALINH,
cepTu@UKaLMU U YHpPaBICHUS KauyecTBOM B cdepe
CEpPBUCHOTO  OOCIY>KHMBAaHHMSI Ha  TPaHCIOPTE;
CIIOCOOHOCTBIO MPUMEHSATH METOIbl Pa3palOTKU U
UCIIOJIb30BAHUS TUITOBBIX TEXHOJIOTUYECKUX
IPOLIECCOB, CIOCOOHOCTBIO TMPUMEHATh METObI
dbopMHUpOBaHUST U  BHEAPEHHUS KOPIOPATHUBHBIX

CTaHJapTOB u pErIaMeHTOB IPOLIECCOB
oOcinyXKMBaHMsl TOTpeOUTENe Ha TpaHCHOPTE,
CIIOCOOHOCTBIO OPUMEHSATh METO/IbI

B3aWMOJICUCTBHUS C KIUEHTAMH TI0 OpTaHU3AIHH
mpoiiecca OOCITyXUBaHUSI TMOTpeOuTeneil B cdepe
TOCTETIPUUMCTBA B TIPOIECCE OCBOCHHS JTHKH,
ACTETUKH OOCITY)XKMBAaHHS, OSTHUKETa, MOpAIH W
HPaBCTBEHHOCTH, CTaHJAPTH3AIUH, CEPTU(UKAIIH
W YIpaBICHHUS KAa4eCTBOM B cQepe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE;

- CIIOCOOHOCTBIO CcOOJIFO1aTh [MOJIOKEHUS
HOPMATHBHO-TIPABOBBIX ~ aKTOB,  PEryJIUPYIONINX
OXpaHy Tpy/Ja ¥ TEXHUKY O€30MacHOCTH, B TOM
4yuclie Ha TPENNnpusTUsAX cepBuca B  cdepe
TpaHCTIOPTA.

IIIkaya oleHNBAHUSA KYPCOBO padoThl NPH UCMOJIb30BAHNHU 0AJIBHO-

PEUTHHTOBOM OLIEHKH

HaumenoBanue sTamna
BBITTOJIHEHUST KYPCOBOM
paboThI

MakcumalibHOE [IIxana oneHuBaHUS
KOJINYECTBO

0OaJIOB
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HanmenoBanwue sranma | MakcuManbHOE [ITkana oneHnnBanust
BBITIOJIHEHUSI KyPCOBOM KOJIUYECTBO
paboThI OaioB
Otan 1. Beigada 3agaHus
Ha KYpCOBYIO padoTy
0,5 6anna cHUMaeTcs 3a OIUOKY B
pacueTe mokasaTes,
1 Gann cHuMaeTcsl 3a OTCYTCTBHUE
Koncynpranust HaydHOTO
pacyeTHOTO MOKa3aTes,
PYKOBOJUTENS o
N 0,5 6amia cHUMaeTcs 3a OTCYTCTBHE
CTPYKTYype KYpPCOBOM
a00TBI mox00 10 BRIBOJA,
P ’ Py 0,3 6ajuta cHUMaeTcs 3a
JTUTEpPATypbl H TOPSAKY N
o HEKOPPEKTHBIN BBIBO/I,
BBITIOJIHCHUSI ~ KYPCOBOM .
0,2 6ajuta CHUMAaETCs 3a HEMOJIHBIN
paboThI
BBIBO/JI,
0,2 Gamta cHUMaeTCs 3a JOMYIIEHHbIE
rpaMMaTHYECKHUE OITUOKH.
0,1 6amta cHumMaercs 3a omuoOKy B
3HAYCHUSAX TTOKa3aTeNeH,
Oran 2. Beinonxenue 1 0,3 cHUMaeTCs 3a HEMOJIHYIO
paszena KypcoBOu 10 nHpopManmio,
paboTHI 0,2 cHuUMaeTcs 3a JOMYICHHBIE
opdorpaduueckue u rpaMMaTHIECKUE
OIIHUOKH.
0,1 6amra cHuMaeTcs 3a omuoOKy B
3HAUCHUAX ITOKa3aTeNeH,
Otan 3. BeinosgHeHue 2 0,3 cHUMaeTCs 3a HETOJIHYIO
paszena KypcoBou 15 uH(pOpMaIHIo,
paboTHI 0,2 cHUMaeTcs 3a JOMYIICHHBIE
opdorpaduueckue 1 rpaMMaTHISCKUE
OIIIMOKH.
0,1 6anna caumaercs 3a omKOKY B
3HAUCHUAX ITOKa3aTeNeH,
Oran 4. BeinonHenue 3 0,3 cHUMaeTCs 3a HEMOJHYIO
paszaena KypcoBou 15 uH(bOpMAIHIO,

paboThI

0,2 cHuMaeTcs 3a JOMYIICHHbIE
opdorpadurueckrie u rpaMMaTHIECKUE
OIITMOKH.
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HaumenoBaHue stana MakcuMainbHOE [IIxana oneHUBaHUS
BBITIOJIHEHUSI KyPCOBOM KOJIMYECTBO
paboThI 0amnoB
1-3 Ganna cHEMAIOTCA 3a
Odopmitenne KypcoBoii HEOPEKHOCTh OPOPMIICHHS TEKCTA,
10 1-2 Ganna cHEMAIOTCA 3a
paboThI
HEOPEKHOCTH O(pOopMIIECHUS
HCIIOJIb30BAHHBIX UCTOYHHUKOB
3a KaKIbId IIPOCPOUYCHHBIN I1E€Hb 110
CBOEBPEMEHHOCTD POeD S
10 HEYBaXUTEJIbHOU MPUYNHE CHUMAETCS
BBIIIOJTHEHUS
0,5 Gama.
HToro BeIIIOJIHEHHE 70
KypcoBOH pabOThI
5 0aJJIOB — HCCIIE0BATEILCKHA I
XapaKkTep;
5 0aIoB — aKTyaJIbHOCTh PabOTHI;
10 6ayu1oB — OTBETHI Ha BOMIPOCHI
3ammTa KypcoBoOi 30 YeTKHUE, SICHBIC U MOJIHBIC;
paboThI 5 0ayIoB — cUCTEMHAas
WHTEPIPETAIUS MOJYICHHBIX B
KypCOBOI paboTe pe3yabTaToB;
5 0aJI0B — rpaMOTHOE BEJICHUE
MTOJIEMUKH.
Bcero no kypcoBoit
100
pabore:

IlepeBoa 6a,1710B 0a/1JIbHO-PETHHIOBOI CHCTEMBbI B OLIEHKY
[0 «aKaJeMH4YeCKOol» mKaJje

KoaunuectBo 60a10B mo bPC

Ounenka (Mo «akageMHu4ecKoin)

mIKaJje)
90 u 6onee 5 — «oTIHYHOY
75+89 4 — «XOpoIIO»
60+74 3 — «YOBIETBOPUTEIHLHOY
MeHee 60 2 — «HE YJOBJIETBOPUTEIHHOY
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XapakTepUCTUKU  IIKadbl  OLIGHWBAHUA  MPOMEXKYTOYHOW  aTTecTalluu
MIPUBEICHBI HUXKE.

1. MakcumanpbHOE KOJWYECTBO OaljioB, MOMy4YeHHbIX 3a »k3amMeH — 30.
MuHuManbHOE (3a4€THOE) KOIMYECTBO OaioB (PK3aMEH ciaH) — 15 6aios.

2. Ilpu nabope menee 15 0OamioB - SK3aMEH CUMTAETCAd HE CAAHHBIM IIO
MPUYMHE HEJOCTaTOYHOrOo YpOoBHS 3HaHuU. [Ipu HeyAOBIETBOPUTENBHOW claye
9K3aMEH WJIM HESIBKE [0 HEYyBaXUTEJIbHOM NPUYMHE Ha OSK3aMEH 3aydeTHas
COCTaBIIAIOIIAsl TpPUpPAaBHUBAETCA K HyIo. B 3sTtom ciaywyae oOyuaromuiics B
yctanoBieHHOM B CIIOI'Y I'A mopsinke o0si3aH nepeciath HK3aMeH.

3. O1eHKa 3a 9K3aMEH BBICTABJISIETCSl KaK CyMMa HaOpaHHBIX 0aJljIOB 32 OTBETHI
Ha JIBa BOMPOCA U 32 BHINOJHEHUE TPAKTUUECKOTO 3a/IaHuUS.

4. OTBeTHl Ha BONPOCHI OLIEHUBAIOTCS CIEAYIOIUM 00pa3oM:

1l 6ann: oOyyalomuiics JJaeT HeNpaBWIbHBIA OTBET HA BONPOC, HE
JEMOHCTPUPYET 3HAHUI, YMEHHH W HABBIKOB, COOTBETCTBYIOIINX (POPMHUPYEMBIM B
IpoIecce OCBOSHUS TUCIUIIMHBI KOMIIETEHIIMSIM (HET OTBETa Ha BOMPOC) MIIM OTKa3
OT OTBETA;

2 6anna: oTBEeT OOydYamoIIerocs Ha BOMPOC  HEYJIOBJIETBOPUTENIEH,
o0yJaronuiicsi TEMOHCTPUPYET (hparMeHTapHbIE 3HAHHUS B paMKaxX (OPMHUPYEMBIX
KOMIIETEHIIMH, HE3HaHNE JIEKIIMOHHOTO MaTepHana;

3 6anna: OTBET O0yyaloIlIErocsi Ha BOMPOC HEYJOBIETBOPUTENIECH, TpeOyeTcs
3HAUUTEIBHOE KOJMYECTBO HABOISIIMX BOMPOCOB, OOYYAIOIIMUICS HE MOXKET
BOCIIPOU3BECTH U OOBSICHUTH OCHOBHBIE ITOJIOKEHHUS BOIIPOCA, JAEMOHCTPUPYET
cia0ble 3HaHUA JIEKIIMOHHOTO MaTepHaa,;

4 6anna. oOyd4arouMics NEMOHCTPUPYET MHUHUMAJbHBbIE 3HAHUS OCHOBHBIX
MOJIOXKEHUI BOTIPOCOB B Mpejieax JEKIMOHHOTO MaTepHana;

5 6annog. oOydarOUIUNCS JNEMOHCTPUPYET 3HAHUS OCHOBHBIX IOJIOXKEHUMN
BOMPOCA, JIOTUYECKH BEPHO H3JIaraeT CBOU MBICIH, MOKA3bIBAET OCHOBBI YMEHUU
UCIIOJIb30BAHMS 3T 3HAHUS, BITAACh OOBSICHUTH UX Ha KOHKPETHBIX MPUMEPax;

6 6annos. OO0yYalOIUUCA JEMOHCTPUPYET CHCTEMATU3UPOBAHHBIC 3HAHUS
OCHOBHBIX TOJIOKEHHUI BOMPOCA, JIOTUYECKH BEPHO M TPAMOTHO H3JIaraeT CBOU
MBICITH, OPUEHTHUPYETCS B €ro MpobiieMaTHKe, TOKa3bIBAET YMEHHSI UCIIOJIb30BATh 3TH
3HaHUS, OMUCHIBAsI pa3IMYHbIE CYIIECTBYIOIINE B HAyKE TOUKHU 3PEHUS Ha MpodieMy
Y TIPUBO/JII KOHKPETHBIC TTPUMEDPHI;

[ Oannos. oOOydaloUUiics JEMOHCTPUPYET JOCTAaTOYHO TIOJHBIE U
CHUCTEMAaTU3UPOBAHHBIE 3HAHUS, JIOTMUYECKM BEPHO M TPaMOTHO H3JIaraeT CBOU
MBICITH, YETKO OMHCHIBAET MPOOJIEeMAaTUKy BOIPOCA, OPUEHTUPYETCS BO BCEX TeMax
JTUCIUIUIMHBI, TIOKa3bIBA€T YMEHHS W HABBIKM HWCIOJIB30BaTh JTH 3HAHUA,
00OCHOBBIBasI CBOIO TOYKY 3PE€HHS Ha MpoOJIeMy U NMPUBOAS KOHKPETHbIE MPUMEPHI,
HO TpeOOBAINCH HABOSALINE BOIIPOCHI;

8 6annos: oOydarOUUHCS NEMOHCTPUPYET MOJHBIE M CHUCTEMAaTH3MPOBAHHbBIE
3HaHUS, JIOTUYECKHM BEPHO M TPAMOTHO H3JIaraeT CBOM MBICIH, YETKO OIMHUCHIBAET
npo0OsieMaTHKy BOIIPOCA, XOPOIIO OPHUEHTUPYETCS BO BCEX TeMaxX IUCIHILTUHBI,
MOKa3bIBACT YMEHUS W HABBIKM WCIOJB30BAaHUS JTHX 3HAHWMA, J€as BBIBOIBI,
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MIPUBOJIS CYIICCTBYIOININE B HAyKe TOYKHU 3PEHUS, CPAaBHUBAS MX CHUJIBHBIC W CIIa0bIC
CTOPOHBI, 000CHOBBIBAs CBOIO TOUKY 3PCHHS, IPUBOI KOHKPETHBIC IIPUMEPHI,

9 6annos. o0y4arOIUHACS TEMOHCTPUPYET MOJHBIE M CHCTEMAaTH3UPOBAHHBIC
3HAHMSI, JIOTUYECKA BEPHO M TPAMOTHO M3JIaraeT CBOM MBICIH, YETKO OIHMCHIBACT
mpoOJIeMaTUKy BOMIPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMaX JIUCHUTLINHBI,
MOKa3bIBaCT YMCHUS W HABBIKM HCIOJB30BAaHUS JTHX 3HAHWMA, Jeias BBIBOIBI,
MBITAsICh CAMOCTOSITEIIBHO PEIIATh BBISIBICHHBIC MPOOJIEMBI, TIPUBOJSI KOHKPETHBIC
MIPUMEDHI,

10 6annog. obydaronuics AEMOHCTPUPYET TMOJHBICE U CUCTEMAaTU3UPOBAHHbBIC
3HAHMSI, JIOTUYECKH BEPHO M T'PAMOTHO H3JIaraeT CBOM MBICIH, YETKO OIMCHIBACT
npoOJIEeMAaTHKy BOMPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TEMaxX IUCIUTUIMHBI,
UCTIOJIb3YEeT JIISl OTBETAa 3HAHUS, IMOJIYYCHHBIC B JIPYTUX JHUCIMIUIMHAX, a TaKXKe U
UHPOPMAIIMIO W3 HMCTOYHUKOB, HE YKa3aHHBIX B Kypce MaHHOW JUCIUTLIUHBI,
MOKA3bIBACT YMCHHUS M HABBIKM WCIOJB30BAaHUS JTHX 3HAHWMA, Jeias BBIBOJBI,
IBITAICh CAMOCTOSITEIBHO M TBOPYECKU PeIlaTh BBISIBICHHBIC MPOOJEMBbI, MPUBOIS
KOHKPETHBIC IIPUMEPBHI.

Brinonnenue npaktudeckoro 3aganusi (3 BOIMPOC) OLICHUBASTCS CICAYIOIIUM
obpazom:

10 6annos: 3ananue BoinonHeHo Ha 91-100 %, pemieHue U OTBET aKKypaTHO
oopMJIeHBI, BBIBOJBI OOOCHOBAHBI, JaHa MpaBWIbHAs M TIOJMHAS HHTEPIpETaIns
BBIBOJIOB, OOyYaronuiicsi apryMeHTUPOBAHHO OOOCHOBBIBAET CBOIO TOYKY 3PEHUS,
YBEPEHHO U MPABUIILHO OTBEYAET Ha BOMPOCHI NMPEMOIaBaTENs;

9 6annos: 3amnanue BbIModHEHO Ha 86-90 %, pelmieHue W OTBET aKKypaTHO
oopMJIEHBI, BBIBOJBI OOOCHOBAHBI, JaHa MpaBWIbHAs M TIOJMHAS HHTEPIpETAIUs
BBIBOJIOB, OOYYaroIIUiiCs apryMEHTUPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3PEHUS,
NPAaBIJIBHO OTBEYAET HA BOMPOCHI MIPETIOaBaATENS;

8 bannos: 3ananve BeIMojdHEeHO Ha 81-85 %, Xxom pemieHus MpaBUIILHBIN,
HE3HAYUTENbHBIC TOTPEITHOCTH B O(GOpMIICHHH; TMpaBWiIbHAs, HO HE TMOJIHAs
MHTEPIIPETaIUsl BHIBOJOB, O0YYAIOUTUICS AaeT MPaBWIbHbBIE, HO HE TMOJIHBIE OTBETHI
HAa  BONPOCHI  TPENOaBaTeNsl, MCHBITHIBAET HEKOTOPbIE  3aTpyAHEHUS B
WHTEPIPETAINN TTOJTYYCHHBIX BBIBOJIOB;

7 6bannos: 3ananve BeimojdHeHO Ha 74-80 %, Xom pemieHus MpaBHIIHHBIN,
3HAUUTENbHBIC TMOTPENTHOCTH B O(GOpMIICHUH; TpaBWIbHAs, HO HE TOJHAs
WHTEPIPETals BBIBOJIOB, OOYUYAIOIIUNACS AaeT MPaBUIbHBIC, HO HE TMOJHBIE OTBETHI
Ha BOINPOCH TIPEToJaBaTeisi, WCIBITHIBAET OIpPEACICHHbIE 3aTPyIHCHUS B
WHTEPIPETAINN TTOJTYIYCHHBIX BBIBOJIOB;

6 6annos: 3amaHue BBITIOTHEHO 66-75 %, MOAXO0J K PEIICHUIO TPABUIBHBIN,
ecTh OmuOKH, Oo(QopMICHHE C HE3HAYUTEIHHBIMH TOTPEIIHOCTSIMHU, HEMOIHAS
WHTEPIpPETars BHIBOJOB, HE BCE OTBETHI HA BOIPOCHI MPETOaBaTeNs MPaBUIIbHBIC,
HE CIOCOOEH WHTEPIPETUPOBATH MOTYyUYCHHBIE BBIBOIBI;

5 b6annos: 3amanue BeIMoaHEHO HA 60-65 %, MOIX0 K pEIICHUIO MPaBUIBHBIN,
€CTh OIMOKHM, 3HAYMUTEIBHBIE TMOTPEITHOCTH Tpu O(DOPMIICHUH, HE TIOJTHAS
WHTEPIPETANrs BHIBOJOB, HE BCE OTBETHI HAa BOIPOCHI MPETIOIaBaTeNs MPaBUIIbHBIC,
HE CIOCOOEH WHTEPIPETUPOBATH MOTYyUYCHHBIE BBIBOIBI;
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4 6anna: 3anaHue BBIMOIHEHO HA 55-59 %, MOAXO0J K PELIEHUIO MPAaBUIIbHBIM,
€CTh OIIMOKHM, 3HAYUTEIbHBIE MOTPEIIHOCTH MNpU O(DOPMIICHUHM, HE MOJIHas
MHTEpIpEeTalrs BbIBOJOB, HE BCE OTBETHI HAa BOIPOCHI MPEMNOaBATENS MIPaBUIbHBIE,
HE CIIOCOOEH MHTEPIPETUPOBATH MOTYyUYECHHBIE BBIBOJIBI;

3 banna: 3aganue BbINOJNHEHO Ha 41-54 %, pemieHue coAepKUT rpyObie
OlIMOKH, HEeaKKypaTtHoe odopmieHre paboThl, HENPAaBWIbHAS HHTEpIpeTaIs
BBIBOJIOB, 00YYAIOLIMICS JaeT HEMPABWIIbHBIE OTBETHI HA BOIIPOCHI IPETIOAaBaTEN;

2 6anna: 3amanue BbiONHeHO Ha 20-40 %,peleHne CONEPKUT TPyObIe
OLIMOKH, HeakKypaTHOe odopmieHue padoThl, BBIBOJIBI OTCYTCTBYIOT; HE MOXKET
IPOKOMMEHTHPOBATh X0 PEIICHMS 3a]]a4M, 1a€T HETPABUIbHBIE OTBETHI HA BOIIPOCHI
IpernoaBaTess;

1 6ann: 3aganue BBHIMOJHEHO MeHee, yeM Ha 20 %, pelieHrue CoIepKuT rpyonie
OLIMOKH, OOYYaIOUIUICS HE MOXKET MPOKOMMEHTUPOBATH XOJ PEUICHHUsS 3aJadyH, He
cnocobeH chopMyIHpoBaTh BHIBOJBI 110 padoTe.

9.6 TumoBble KOHTPOJbHbIE 3aJaHUsl JJs TPOBEJEHUS] TeKYyLIero
KOHTPOJISI U IPOMEKYTOYHOM aTTeCTALUM 110 UTOraM OCBOCHHS M CIUIIMHBI

Cemectp 4

Tema 1. [Ipenmer u mpobGiemMaTHKa STUKU B chepe CepBUCHOTO OOCITYKHUBAHUS
Ha TpaHCIOpTe

llepeuenv munosvix 60npocos 0 YCMHO20 ONpoca

1. TlonsTHe u mpeaMeT 3TUKU. Mopallb U HpaBCTBEHHOCTb.

2. Teopermyeckas, HOpMaTWBHas M TMpPHUKJIAJAHAs 3THKA. MeCTO STHUKH B
CUCTEME TYMAHUTAPHOIO 3HAHUS.

3. OcHOBHBIE JTHYEeCKHME Kareropuu. «YecTtb», «HOIT», «COBECTHY,
«OTBETCTBEHHOCTbHY» - BaXKHEHININE KaTerOpuu NMpodeccuoHaIbHOW ITUKH paOOTHHKA
cepBuca.

4. OCHOBBI OCYHIECTBJICHHSI TIOWCKA, KPUTHYECKOTO aHaldu3a U CHUHTE3a
uHGOpMAIINH, TPUMEHEHHUS CUCTEMHOTO MTOXO0/a JIJIsl PEIICHHsI ITOCTABJICHHBIX 3a/1a4
B IIpOIECCE H3Y4YEHHUs] STUKH, HCTETUKH OOCIYKMBAHUS, O3TUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApPTH3alMH, CEepTU(UKAIMM U YIOpPABIECHUS KAaueCTBOM B
cdepe cepBUCHOIO 00CTYKUBAaHUS Ha TPAHCIIOPTE.

IIpumepnvie memwvl cooowerul

1. OcHOBHbIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3usi 00IIeCTBa.

2. MexanusMm oOecrieueHus TpeOyemMoro KadecTBa IPOLIECCOB OKa3aHUs
yCIIyI, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHHA B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCIYKMBAaHMS, OTHUKETa, MOPAJIM M  HPABCTBEHHOCTH,
CTaHJApTU3AlNU, CepTU(UKAIMK M YIPABICHUS KaueCTBOM B c(epe CepBHCHOTO
oOCIy)KWBaHMsI HA TPAHCIIOPTE.

3. MexaHusMm cucTeMbl OOecreueHHs: TpeOyeMoro KadecTBa IPOIIECCOB
OKa3aHHUs YCIYI B COOTBETCTBUM C MEXAYHApOJAHBIMHU U HAlMOHAJIbHBIMU
CTaHJapTaMU B MPOLECCE OCBOEHUS 3THUKH, 3CTETHUKU OOCIYKMBAHMS, STHKETA,
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MOpalldi W HPABCTBEHHOCTH, CTaHAAPTU3AIMNM, CEpTU(HUKAIMU W yIpaBICHUS
KayecTBOM B c(hepe cepBUCHOTO 0OCTY>KUBAHUS HA TPAHCIIOPTE.

4.  MexaHu3M OKa3aHUS YCIYT B COOTBETCTBHHM C 3asBJICHHBIM KaueCTBOM B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKA OOCTYKMBaHWSA, OTUKETAa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKAIMA W YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 0OCITYKMBaHUSI HA TPAHCIIOPTE.

5. MarepuanbHbie pecypchl, 000pyI0OBaHUE JIsl OCYIISCTBICHHS IMpoliecca
cepBuca.

6. MeToapl TPOBENCHUS TIEPETOBOPOB C KIHMEHTAMHU 110 TMPETCH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHIS TPUYUH BO3ZHUKHOBCHHS NPETCH3UH B TIpoliecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)KWBaHHS, ITHKETa, MOpPAId M HPABCTBEHHOCTH,
CTaHIApTU3AIMH, CEPTU(DUKAIMA WM YIPaABICHUS KavyecTBOM B cdepe CepBHCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

7. Metonbl pa3pabOTKM W HCIOIB30BAHUS THIIOBBIX TEXHOJIOTMYECCKUX
TPOIIECCOB.

8. Meronpl ¢GopMHpOBaHUS W BHEAPCHUS KOPIOPATUBHBIX CTAHIAPTOB H
pErJIaMeHTOB TPOIIECCOB 00CTYKMBaHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

9. MeToabl B3aUMOJACHCTBUS C KIMEHTAMHU 10 OpraHU3alllyd Ipoliecca
oOcimyXuBaHHsT TIOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY)KWBaHMs, OTHKETa, MOpaJld H  HPABCTBECHHOCTH,
CTaHJAPTU3AINN, CEepTU(DHUKAIIMM W YIPaBJICHUS KaueCTBOM B cdepe CepBHCHOTO
oOCITy)KMBaHHSI Ha TPAHCIIOPTE.

Tunoswvie cumyayuonnvle 3a0aHUs 01 peueHus Ha NPAKMUYECKUX 3aHAMUSAX

Kaxxgas pabodast rpynmma TOTOBHUT MPE3ESHTAIUIO CBOETO PEIISHUs MTPOOIEMbI U
B X0JIe 00IIel TUCKYCCHH 000CHOBBIBACT HEOOXOIUMOCTD €r0 PeaTu3alliu :

[IpemnoxuTe METONbI B3aUMOJCHCTBUS C KJIMEHTAMH [0 OpraHU3aluu
nmpoiecca OOCTy)KUBaHUS MOTpeOuTeNe B cdepe TOCTEHPHUUMCTBA B Tpoliecce
OCBOGHUS ITHKH, SCTETHKU OOCITY)KHBAaHHSI, STUKETAa, MOPAIA U HPABCTBEHHOCTH C
ydeToM O0OOCHOBaHHMsI BBIOOpAa OCHOBHBIX JTHYECKHUX KAaTErOPUH KOHKPETHOM
OpTaHU3aIINN.

Tema 2. Otuueckue yuenus JlpeBHero BocrToka, AHTHYHas 3THKA, 3THKa

Cpennux BexoB 1 HoBoro Bpemenu

llepeuenv munogvlx 60npoCco8 OJisl YCMHO20 ONpoca

1. CounanbHO-3KOHOMHYECKHUE U IyXOBHBIE MPEANOCHUIKU MOSBICHUS STUKH.
2. Otuko-punocodckue cuctemsl JpeBnert Muanun: OpaxmManusm, Oy au3m.
IIpumepnvie memuvl cooouyerui

JI>xailHU3M U Hora.

Otuueckue yuenus J{pesnero Kuras: qaocusm, KoHGYIIHAHCTBO.
OcHOBHBIE 0COOCHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3us 001IecTna.
Otuueckue yuenus [Ipesnero Kuras: naocusm, KOHQYIIMAHCTBO.

OcoOeHHOCTH aHTUYHOMN ITUKH.
OTUYECKUN PEIATUBU3M, OBJAEMOHHU3M, PAUOHAUIM3M. OTHYECKOE
y4eHHEe APUCTOTEIIA.
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7. Xpuctranckas 3Tuka. Teoguues.

8. EcTtecTBeHHBII 1 0OrOOTKPOBEHHBI HPABCTBEHHBIE 3aKOHBI.

Q. MexaHu3Mm cucTeMbl obOecredeHusi TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHMs YCIYr B COOTBETCTBHM C MEXKIYHAPOJAHBIMU W HAlMOHAJIbHBIMU
CTaHJapTaMU B MPOLECCE OCBOEHUS 3THUKH, ICTETHUKU OOCITY>KUBAHMS, STHKETA,
MOpalldi W HPaBCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTU(UKAIUU U YyIpaBICHUS
KauecTBOM B c(pepe cepBUCHOT0 OOCTYKMBAHUS Ha TPAHCIIOPTE.

10. MexaHu3M OKa3aHUs YCIAYT B COOTBETCTBUU C 3asBJICHHBIM Ka4€CTBOM B
MpOLIECCE OCBOEHUS ATHUKHU, OCTETUKU OOCITYyKMBaHUSA, OSTUKETa, MOpad U
HPABCTBEHHOCTH, CTaHJIApPTH3alUMU, CEpTU(PHUKAIMU M YIpaBICHUS KayeCTBOM B
chepe cepBUCHOTO 0OCITY>KMBaHUSI HA TPAHCIIOPTE.

11. MarepuanbsHble pecypchl, 00OpyAOBaHHE AJisi OCYHIECTBJICHHUS Mpolecca
cepBHuca.

12. Metoasl mpoBeAEHUSI TMEPErOBOPOB C KIUMEHTAMHU IO MNPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpeJeIeHHs] MPUYUH BO3ZHUKHOBEHUS MPETEH3UHN B Mpoliecce
OCBOCHHUS ATHUKH, ICTETUKH OOCTY>KMBaHHS, ITHKETa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CITy>KHBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anus 0 peuerus Ha NPAKMUYECKUX 3aHAMUsAX

Kaxxnas pabouas rpyrma roTOBUT IPE3EHTALMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0J1€ 0011el TUCKYCCUU OOOCHOBBIBAET HEOOXOIUMOCTD €I0 Pealn3alliu :

IIpennmoxxure MeTOABI NPOBEICHUS IIEPETOBOPOB €  KIMEHTAMH IO
IPETEH3UOHHBIM CIIydasiM C Y4ETOM OOOCHOBaHUS BbIOOpa OCHOBHBIX OCOOEHHOCTEH
MEXKYJIbTYPHOI'O pa3HO00pa3us 0011ecTBa Ha IpUMepe KOHKPETHOM OpraHu3aluu.

Tewma 3. AxryanbHble TpoOJIEMbl COBPEMEHHOM 3TUKHU

Ilepeuenv munoswix 60npocos 0 YyCMHO20 ONPoca

1. OcoOGeHHOCTH aHTUYHOM ITUKH.

2. DTUYECKUU PENATUBU3M, IBJEMOHU3M, PAIlMOHATU3M.

3. DTudeckoe yueHue ApUCTOTENS.

IIpumepnvie memwvl coooweruil

1. Kpusuc mopanu 1 HpaBCTBEHHOCTH.

2. T'enoHn3M B 00CTy)KHBaHUHU.

3. OcteTnka 00CIyXMBaHUS B IMPOIECCE Pa3paOOTKH TEXHOJOTHHU Tpoliecca
CepBHUCa, PAa3BUTHS CHUCTEMBI KIMEHTCKUX OTHOIICHWWA C Yy4eToM TpeOoBaHUM
nmoTpeduTtens B chepe cepBUCHOTO 00CITYKUBAHUS HA TPAHCITOPTE.

4.  OcHOBHBIC 0OCOOCHHOCTH MEXKYJIBTYPHOTO pa3HO00pa3us 0OIIeCTBa.

5. Mexanusm obecrnieyeHus: TpeOYyeMOro KauyecTBa MPOLECCOB OKa3aHUs
YCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHApTU3AINH, CEPTU(DUKAIMN W YIPaBICHUS KAaueCTBOM B c(epe CepBHCHOTO
oOCy)KWBaHMsI HA TPAHCIIOPTE.

6. MexaHu3M CcHCTeMBbI oOecrnedeHus TpeOyeMOoro KadecTBa IIPOIIECCOB
OKa3aHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMA U HAIMOHAIHLHBIMU

71



CTaHJapTaMHd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCTY)KWBAaHHS, JTHKETA,
MOpalldi W HPABCTBEHHOCTH, CTaHAAPTHU3AINH, CEPTU(HUKAIMU W yIpaBICHUS
KauyecTBOM B c(pepe CepBHUCHOTO OOCTYKUBAHHS Ha TPAHCITOPTE.

7.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHHM C 3asBJICHHBIM Kaue€CTBOM B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKH OOCITYKMBAaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKAIMA W YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHUSI HA TPAHCIIOPTE.

8. MarepuanbHble pecypchl, 000pyIOBaHHUE ISl OCYIIECTBJICHHS IpoIiecca
cepBwuca.

9. Meroapl MPOBEACHUS IEPETOBOPOB C KIMEHTAMH IO TMPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHNS TPUYUH BO3ZHUKHOBCHHS TIPETCH3UH B Tpoliecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)KHWBaHHS, ITHKETa, MOpPAId M HPABCTBCHHOCTH,
CTaHApTU3AIMH, CEPTU(DHUKAIMN W YIPaBICHUS KaueCTBOM B cepe CepBHCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

10.Meroapl pa3pabOTKM ¢ WCIOJB30BAHHMS THUIIOBBIX TEXHOJIOTHYCCKUX
IPOIIECCOB.

11. Meronbl ¢GOpMHpPOBaHUS W BHEAPCHUS KOPIOPATHUBHBIX CTAHIAPTOB H
PETJIaMEHTOB TIPOIIECCOB 00CITYKMBaHUS TOTPEOUTEIICH HAa TPAHCTIOPTE.

12. Meronpl B3aMMOJCHCTBUS C KIUCHTAMU II0 OpraHU3alMM Iporiecca
oOCy)KMBaHMsI TIOTpeOUTENeH B cdepe TOCTCNPUUMCTBA B TIPOIECCE OCBOCHUS
OTUKH, OCTETUKU OOCITY)KMBAHUSA, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH,
CTaHJApTU3AlMK, CePTU(UKAMK U YIpaBJIEeHUS KaueCcTBOM B c(epe CepBHCHOIO
o0cCITy>)KUBaHMs Ha TPAHCIIOPTE.

Tunoswvie cumyayuonmsie 3a0anus Ojisl peuleHust Ha NPAKMU4eCKUx 3aHsImusx

Kaxxmas paGodast rpynma roTOBUT MPE3EHTAIMIO CBOCTO PEeleHUs TPoOJIeMbl U
B XO/JI¢ 00IIIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaTU3aIIHH |

[Ipenmoxxure  MeTOombl  pa3paOOTKM M HWCIOJB30BAHUS  THUIIOBBIX
TEXHOJIOTHYECKUX TMPOIECCOB C YYETOM OCTCTHKH OOCITY)KUBAaHUA Ha TpUMEpe
KOHKPETHOW OpraHU3aluU.

Tema 4. IlpodeccuonanpHas THKa M €€ B3aUMOCBS3b C OOIIEH Teopueit
MOpaJIn

Ilepeuenv munoswix 60npocos 0 YCMHO20 ONpoca

1. Tlomatune mopanmu U €€ CBA3b C JApyruMu (opmamMu OOIIECTBEHHOTO
CO3HAaHMS.

2. CsoiicTBa Mopanu. MopasibHOE CO3HAHUE U MOpPAJIbHAS MPAKTUKA.

3. MopanbHble MPUHIIAIIBI, HOPMBI, IICHHOCTH U UCAITBI.

4. Penuruvosnas, HaTypaJuCTHYECKas (9BOJTIOLIMOHUCTCKAS),
COIMOJIOTMYeCKasi KOHUEMINY TPOUCXOKACHUS MOPaJIH.

5. MHcropuueckoe pa3BUTHE MOPAIIH.

IIpumeprvie memvi coobwerul

1. IIpodeccuonanbHass STUKa KakK CBOJi HPABCTBEHHBIX TpeOOBaHUM,
ONpeeIAIONIMX OTHOIIEHHE YEJIOBEKA K CBOEMY MPOeCCUOHATIBHOMY JIOJTY.

2. Mmuoroo0pa3ue mpo¢eCCUOHATBHBIX 3TUK U UX BHYTPEHHEE €TUHCTBO.
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TeopeTnueckuii ¥ HOpPMAaTUBHBIA YPOBHU MPOPECCUOHATIBHON ITUKHU.
OyHKIMU NpohecCHOHATBHON STUKH.

DBoJoIHS MPOodeCCUOHATTBHON ATUKH.

OTHolIEHKE K TPYly Ha pa3HbIX UCTOPUUYECKUX HTanax.
[IporecranTckas 3THKa O MPOPECCUOHATIBHOM MTPU3BAHUH.

[TonsitTue, BUABI U PyHKIIUU TPODHECCUOHAIBHBIX A TUYECKUX KOJICKCOB.
[IpodeccronanbHbie 3TUUECKHE KOJIEKCHI B cPepe cepBUca U TypU3Ma.
0. OcHoBHBIE OCOOEHHOCTH MEKKYJIBTYPHOTO pa3HOOOpa3us 00IIecTBa.

11. Mexanu3zMm obOecrneyeHus TpPeOyeMOro KaudecTBa MPOLIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHHA B MPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCITY>KMBAHMS, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMK, CepTU(UKAIMU U YIpaBiICHUS KauecTBOM B c(epe CcepBHUCHOIO
00CITy>KMBaHMSI Ha TPAHCIIOPTE.

12.  MexaHu3sM cHUCTEMBI oOOecrieueHuss TpeOyeMoro KauecTBa IMPOIECCOB
OKa3aHHUsS YCIYT B COOTBETCTBUM C MEXIYHApPOJIHBIMH U HAIMOHAJIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS JTHUKH, SCTETUKH OOCITYKMBaHUS, 3TUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3ALMH, CEpTU(UKAIMU U YyIpaBIEHUS
KayecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHMS Ha TPAHCIIOPTE.

13. MexaHu3M OKa3aHUs YyCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4€CTBOM B
Ipolecce OCBOCHHUS JTHKH, OCTETHUKHM OOCIYXHBaHUSA, OTUKETa, MOpAIA U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEPTU(PHUKAIMKU U YIpaBICHUS KAadyeCTBOM B
cdepe cepBUCHOTO 0OCITYKMBaHHUS HA TPAHCIIOPTE.

14. MatepuanbHble pecypchl, 00OpyAOBaHHE IJisi OCYIIECTBJICHHUS Mpolecca
cepBHca.

15. MeToasl mpoBeneHUsT TEPErOBOPOB C KIUEHTAMHU [0 MPETEH3UOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpEJCICHHs MPUYUH BO3ZHUKHOBEHUS MIPETEH3UH B Tpoliecce
OCBOCHHUS JTHUKHU, ICTETUKH OOCTY>KMBaHHS, ITHKETAa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHUCHOTO
00cCITy>)KUBaHHs Ha TPAHCIIOPTE.

16. MeToapl pa3pabOTKM W HWCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHMYECKHUX
IIPOLIECCOB.

17. Metonasl (popmMupoBaHHMsSI W BHEIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB M
perJamMeHToB IPOLECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

18. MeTonasl B3aUMONEWUCTBHSI C KIMEHTAMH II0 OpTaHM3AIlMU Tpoliecca
oOcnmyKuBaHMsI TOTpeOuTenel B cdepe TOCTENPUUMCTBA B TIPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCIY)KUBaHUSA, OTUKETa, MOpaJlM U  HPABCTBEHHOCTH,
CTaHJapTU3ANNHA, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOCy>KWBaHHsI HA TPAHCIIOPTE.

Tunogvie cumyayuonHwvle 3a0anusl 018 peuleHus: Ha NPAKMU4ecKux 3aHAmusIx

Kaxxnas paGodas rpyrmia roTOBUT IPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0J1€ 001Iel quCKyccur 00OCHOBBIBAET HEOOXOAUMOCTD €ro peannu3aluu

[Ipennoxxure MexXaHM3M CHCTEMBbI OOecleYeHus] TpeOdyeMoro KayecTBa
MIPOIIECCOB OKAa3aHUS YCIYT B COOTBETCTBUU C MEKIYHAPOIHBIMU M HALIUOHAJIbHBIMU
CTaHJapTaMU B TMIPOILIECCE OCBOCHUS JTHKH, ICTETUKU OOCIYKUBaHUS, ITHKETA,
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MOpaJldi W HPaBCTBEHHOCTH, CTaHAAPTU3ALMM, CEpTU(UKANUU U YIPaBICHUS
KAaueCTBOM C YYETOM peaju3alliy 3BOIIOLUUU NPOodheCcCUOHANBHOW 3TUKU Ha MPUMEpPE
KOHKPETHOM OpraHu3alyu.

Tema 5. [Ipodeccus u nuunocts. HpaBcTBeHHAs KyNnbTypa MpodeccuoHana
Ilepeuenvy munosvix 60npocos 0Jisk yCMHO20 ONPOCa

[IpodeccronanbHbie COCIOBUS U OOLIECTBO.

[Tonsatue u 3BoIONUS IPOdECCHOHATI3MA.

[IpodeccuonanpHas coBecTh U MPOGECCUOHATBHBIN JTOIT.

HpaBcTBeHHas KyabTypa npodeccroHania.

HpaBctBennas KyJbTypa npodeccuonana KaK MOHUMaHNe
npodeccuoHaioM TpeOoBaHMI O€30MacHOro O0O0CIyKMBaHUS, OXpaHbl Tpylda U
TEXHUKH O€30MacHOCTH 3allUThl OT TEXHOC(HEpHBIX (PaKTOPOB HaA TPAHCIIOPTE
NPUMEHHUTENBHO K cepe cepBuca Ha TPAHCIIOPTE.

6. 3HaHWE TONOKEHWH HOPMATUBHO-TIPABOBBIX aKTOB, PETYIHUPYIOIIUX
OXpaHy TpyJa ¥ TEXHHUKY 0€30MacHOCTH B TOM YHWCJIE Ha MPEINPHUATUSX CEPBHCA B
cdepe TpaHCIopTa KakK MPOsBICHNE HPaBCTBEHHOM KyIbTYpHI Mpodeccronarna.

IIpumepHovle memvl coodbweHull

1. MecTo 3THYECKOT0 KO/eKca B MPOdeCcCHH.

2. TlpodeccroHanbHO-HPABCTBEHHBIC TIPECTABICHUS, YOKICHUS W IyBCTBA
B CTPYKTYpE HPAaBCTBEHHOTO CO3HAHUS CIEIHAIINCTA 110 CEPBHUCY.

3. Tlpobnemsbl KyTbTHBHpPOBaHUS IpodeccuonanusmMa B Poccun.

4. MexanusM (GopMHpOBaHUS OKa3aHUsS YCIYT B COOTBETCTBHUH C 3asBJICHHBIM
Ka4eCTBOM.

5. OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3usi 00IIeCTBa.

6. Mexanu3m obecrieueHus TpeOyeMoro KayecTBa IPOIECCOB OKa3aHHUS
yCIyr, Ha OCHOBE KJIMCHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHH B IPOIECCE OCBOCHUS
OTHKH, OCTETUKH OOCIY)XWUBaHUS, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTHU3AINH, CEepPTU(HUKAIIMK W YIPaBJICHUS KaueCTBOM B cdepe CepBHCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

7. MexaHu3M CHCTeMBI oOOecrnedeHuss TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHWS YCIYT B COOTBETCTBUM C MEXIYHAPOJIHBIMU U HAI[MOHAJIbHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS JTHUKH, ICTETHUKUA OOCTY>KHWBAaHHS, STHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEepTUDUKAIMU U YyIpaBICHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKMBAHHS Ha TPAHCIIOPTE.

8.  MexaHu3M OKa3zaHHs YCIYT B COOTBETCTBUHU C 3aIBICHHBIM KaYECTBOM B
NpOIECCe OCBOCHMS OSTHUKH, OJCTETUKU OOCTYKUBaHUS, DSTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alMH, CEePTH(PUKANNA W YNPABICHUS KAadyeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHS HAa TPAHCIIOPTE.

9. MarepuanpHble pecypcbl, 000OpyJOBaHHE ISl OCYIIECTBIICHHUS MpoIiecca
cepBuca.

10. MeToasl TpOBENEHUS TEPETOBOPOB C KIUEHTAMHU IO TPETCH3MOHHBIM
CITyJasim.

11. MexaHu3M OMpeeeHNs] TPUYNH BOSHUKHOBEHUS MPETEH3WA B MPOIIecce
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OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBAaHMS, ITHKETA, MOpPAIM M HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CEpTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CEepBHCHOIO
00CITy’KMBaHMSI HA TPAHCIIOPTE.

12. Metoasl pa3pabOTKM U KCIOJIB30BAHUS THUIIOBBIX TEXHOJOTMYECKUX
MPOLIECCOB.

13. Metoasl (opmMupoBaHHMs U BHEIPEHUS KOPIOPATUBHBIX CTaHAAPTOB M
pErylaMeHTOB IPOLECCOB 00CTYKMUBaHUS TOTPEOUTENICH Ha TPAaHCTIOPTE.

14. Metoasl B3aUMOJICUCTBUSI C KIHMEHTaMU II0 OpraHu3aluu Ipoilecca
oOcnyKuBaHMsl TOTpeOuTenel B cdepe TOoCTENPUUMCTBA B MPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHAApTU3ALMH, CepTU(UKAIMU W YIpPaBJICHUS KauyecTBOM B cdepe CepBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUsL 05 peuleHusi Ha NPAKMUYeCKUX 3aHAMusIX

Kaxxnas paGouas rpyrmimna roTOBUT IPE3EHTALMIO CBOETO PEIICHUs TPOOIEMbI U
B X07Ie 001Iel AUCKycCHH 0OO0CHOBBIBAET HEOOXOAMMOCTD €r0 peaan3aluu

[Ipennoxkure MeTOABl B3aUMOJEHCTBUS C KIMEHTAMU TI0 OpraHu3aliu
nporecca oOCIyXUBaHUA TOTpedOuTeneid B cdepe TrocTeNpuUMCTBA B Ipoliecce
OCBOCHHUS ATHUKHU, ICTETUKH OOCITY>KMBaHHS, ITHKETAa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJApTU3ALNH, CEpTU(UKAIMU U YIPABJICHUS KAa4eCTBOM C YY4E€TOM pealu3aluu
npodeccuoHaIbHON COBECTH U MPOGECCHOHANIBHOIO J0JIra Ha MPUMEpPEe KOHKPETHOU
OpraHu3aluu.

Tema 6. DTHUeckne 0OCHOBBI MPO(ECCHOHAIBHON IEATETHPHOCTH B cpepe yciayr

Ilepeuenvy munosvix 60npocos OJist yCMHO20 ONPOCa

1. MopanbHble HOPMBI U IPUHIIUIIEI B 00CITY)KHBaHUH.

2. OTBETCTBEHHOCTh paOOTHHUKA CEpBHCA TIEPET KITUECHTOM.

3. MopanbHbIil 001K pabOTHHKA CEpBHUCA.

IIpumeprovie memvi coobweHUll

1. TloBenenme pabOTHHKA CEpBUCA B CIIOKHBIX STHYCCKIX CUTYAIUAX.

2. llonsaTHe u MOKa3aTeIM KauyecTBa 0OCTyKHBaHHUS.

3. MexayHapoIHbIe CTaHIAPThHI KAYeCTBA OOCTY>KUBAHMUS.

4. MexaHu3M CHCTeMBI oOecrnedeHuss TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHHWS YCIYT B COOTBETCTBUM C MEXIYHApOJIHBIMA U HAIMOHAIHHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DTHUKH, ICTETHUKUA OOCTY>KWBAaHHS, ITHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEepTUDUKAIMU U YyIpaBICHUS
KauecTBOM B c(pepe CepBUCHOTO OOCTYKUBAHHS HAa TPAHCIIOPTE.

5. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3aSBJICHHBIM Ka4eCTBOM B
MpOIIeCCe OCBOCHUS OTHUKH, OCTETUKA OOCITYXMBaHWSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEePTH(PUKANNA W YNPABICHUS KAadyeCTBOM B
cdepe CepBUCHOTO OOCITYKMBaHUS HAa TPAHCTIOPTE.

6. MarepuanbHble pecypchl, 00OpyAOBaHHWE I OCYIIECTBICHHUS TMpoIecca
cepBwuca.

7. MeToapl TPOBENEHUS TIEPETOBOPOB C KIMEHTAMHU 10 MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHHU3M OIPEJICICHIs PUYUH BO3ZHUKHOBEHHS TIPETCH3UH B TpoIiecce
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OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBAaHMS, ITHKETA, MOpPAIM M HPABCTBEHHOCTH,
CTaHJAPTU3ALNH, CEpTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBHCHOIO
00CITy’KMBaHMSI HA TPAHCIIOPTE.

8. Meronpl pa3pabOTKM M HCMOJIb30BAHUSI THUIIOBBIX TEXHOJOIMYECKUX
MPOLIECCOB.

9. Metoapl QopMUpOBaHHS M BHEAPEHUS KOPHOPATUBHBIX CTAHJAPTOB U
pErylaMeHTOB IPOLECCOB 00CTYKMUBaHUS TOTPEOUTENICH Ha TPAaHCTIOPTE.

10. Metoasl B3aUMOJICUCTBUSI C KIHMEHTAaMU II0 OpraHu3aluu Ipoiiecca
oOcnyKuBaHMsl TOTpeOuTenel B cdepe TOoCTENPUUMCTBA B MPOLECCE OCBOEHUS
OTUKH, OCTETUKU  OOCITYKMBAaHMS, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBIeHUS KauecTBOM B c(epe CepBUCHOIO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvle cumyayuorHwvle 3a0aHUsL 05 peuleHusi Ha NPAKMUYeCKUX 3aHAMusIX

Kaxxnas pabouas rpyria roTOBUT IPE3EHTALMIO CBOETO PEIIeHUs MPoOIeMbl U
B X07Ie 001Iel AUCKycCHH 0OO0CHOBBIBAET HEOOXOAMMOCTD €r0 peaan3aluu

[Ipennoxkure MeTOABI MPOBENEHUS TEPErOBOPOB €  KIMEHTAMH  IIO
NPETeH3MOHHBIM CIIy4asiM W MEXaHH3M ONpEJEJCHUs NPUYMH BO3HUKHOBEHUS
NPETEeH3UIl B MPOIIECCe OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHUBaHUSA, dTUKETA, MOPAIH
M HPAaBCTBEHHOCTH, CTaHIApTHU3AIUMHU, CEpTU(UKAMU U YNPaBICHUS KAuyeCTBOM C
YU4EeTOM peali3allii MeXaHM3Ma OTBETCTBEHHOCTH pabOTHHMKA CepBUCa TNepen
KJIMEHTOM Ha MpUMEpe KOHKPETHOM OpraHu3alnu.

Tema 7. DcreTnka 00CITyKUBaHUS

llepeuenv munoswvix 60npocos 011 YCMHO20 0npoca

1. TloHATHE U COCTABISIONINE ICTETUKUA OOCITYKUBAHUS.

2. IlpaBwia opopMiieHUs] KOHTAKTHOM 30HBI.

3. Tlcuxomorus BoCHpUATHS LIBETA. DPrOHOMHKA.

4. TpeOGoBaHus K BHEIIHEMY BUYy pabOTHHKA CepBHUCA.

IIpumepnvle memol coodbwerull

1. OOmieHne Kak HpaBCTBEHHAS IIEHHOCTb.

2. BepOanbHas u HeBepOanbHasi COCTABIISIONINE KyJIbTYPhl OOIIEHUS.

3. KoMmmyHnukatuBHas KyiabTypa paOOTHHKA CEpBHUCA.

4. DOTuyeckue acmeKkThl YMEHHs CIyllaTb W TOBOPUTh. TpedoBaHus,
MIpEeAbIBISEMbIC K peUl paOOTHHUKOB CEPBHUCA.

5. Ilpwembl, HampaBjeHHbIE Ha pa3BUTHE KOMMYHUKATHBHBIX HAaBBIKOB
paboTHuKOB cepBuca. [IpuemMbl mpodeccnoHaANBHOTO CIYIIAHNUS .

6. MexaHnusm cucTeMbl oOecreueHHs: TpeOyeMoro KaudecTBa IPOIIECCOB
OKa3aHusi yCIYyr B COOTBETCTBMHM C MEXIYHAPOJHBIMM M HAlMOHAJIbHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCTY)KHMBAaHHS, JTHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMU W yIpaBICHUS
KaueCcTBOM B cpepe CEpBUCHOTO OOCITYKMBAHUSI Ha TPAHCIIOPTE.

7. MexaHu3M OKa3aHUsl YCIYyT B COOTBETCTBUHU C 3asiBJICHHBIM KaueCTBOM B
MPOIIECCE€ OCBOCHUSI ATHUKH, OJCTETUKU OOCIYyKMUBaHMs, HTUKETA, MOpAIU U
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HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CEepTU(UKAIMM U YIOpPaBICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITYKMBaHUSI HA TPAHCIIOPTE.

8. Marepuanbhbie pecypchl, 000OpyIOBaHUE IJsl OCYIIECTBICHUS MpoIecca
cepBuca.

9. Meronbl TpOBEACHHUS TEPETOBOPOB C KIMEHTAMU MO TMPETCH3MOHHBIM
CllydasiM U MEXaHU3M OMpEJICIICHUs] TPUYUH BO3HUKHOBEHHSI MPETEH3UI B MpoIiecce
OCBOCHHS ITHUKH, SCTETHKH OOCIYKHBaHHs, dTUKETa, MOpald M HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEepPTU(UKAIMK ¥ YIPABICHUS KaueCTBOM B c(epe CepBHCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

10. Meronbl pa3pabOTKM W HUCHOJB30BAaHUS THIOBBIX TEXHOJOTHUECKUX
IPOIIECCOB.

11. Metonsl opmupoBaHHS W BHEAPEHHUS KOPHOPATHBHBIX CTAHAAPTOB H
perIamMeHTOB MPOIIECCOB 00CTYKMBaHHUS MTOTPEOUTENCH Ha TPAHCIIOPTE.

12. Metonsl B3aMMOJCHCTBHS C KIMEHTaMU TI0 OpTaHU3alUW Tpollecca
oOcmyXuBaHHsT TIOTpeOuTenet B cdepe TOCTENPUUMCTBA B TIPOIECCE OCBOCHUS
OTHKH, OCTETHKHW OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CepTU(HUKAIIMK W YIPABJICHUS KAaueCTBOM B cdepe CepBHCHOTO
0OCITy>)KMBaHHSI Ha TPAHCIIOPTE.

Tunoswvie cumyayuonnvle 3a0aHUs 018 peuerus Ha NPAKMUYECKUX 3AHAMUIX

Kaxxgas pabodast rpynma TOTOBHUT MPE3ESHTAIIUIO CBOETO PEIICHUS MTPOOIEMbI U
B X0JIe 00IIel TUCKYCCHUH 0O0CHOBBIBACT HEOOXOIUMOCTD €r0 PeaTu3alliu :

[Mpemnoxure  MeTOABI  pa3pabOTKM  HW  WCIOJNB30BAHHUA  THITOBBIX
TEXHOJIOTUYECKUX TMPOIECCOB C Yy4YETOM peaau3aluil MpaBwiI  OPOPMIICHUS
KOHTAKTHOH 30HBI HA TIPUMEPE KOHKPETHOW OpraHu3aIliu.

Tema 8. IlpodeccuonanpHOE TOBeAeHHE PAOOTHHKA CEpBHCA Ha PA3IUIHBIX
sTanax o0CIy)KMBaHUS HA TPAHCIIOPTE

Ilepeuenv munoswix 60npocos 0 yCMHO20 ONPoca

1. Tlonstue u pyHKIUHA MPO(HECCHOHATHHOTO MTOBEICHHUSI.

2. OOmue TpeOoBaHUS K TMPOdEeCCHOHATLHOMY TIOBEICHHIO pPaOOTHHKA
KOHTaKTHOM 30HBI Ha Pa3IMYHBIX dTAamax 00CIy>KUBaHUSI.

3. VYcranoBnenue 3(PpGEKTUBHOIO KOHTAKTa M JIOBEPHUTEIBHBIX OTHOIICHUU
MEXIy paOOTHUKOB KOHTAKTHOM 30HBI U KIIUEHTOM.

IIpumepnvie memwvl cooowerul

1. TlpodeccuonanpHoe mMoOBeAeHNE PAOOTHMKA CEepBUCAa Ha JTale aHaiIu3a
MOTPEOHOCTEH KITUEHTOB.

2. TlpesenTarus ToBapa WId yCIyTH.

3. ITloBenenme paboTHHMKA cepBHCa Ha dTale 3aBEPIICHUS OOCITY>KMBaHUS Ha
TPAHCTIOPTE.

4, Mexanu3m oOecrnieueHus: TpeOyeMOoro KauyecTBa MPOLECCOB OKa3aHUs
YCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHHA B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBAaHWs, JTHKETa, MOpaJd ©  HPABCTBEHHOCTH,
CTaHApTU3AINH, CEPTU(DUKAIMKA W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOCy)KWBaHHsI HA TPAHCIIOPTE.
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S. Mexanus3m cuctemMbl obOecredeHusi TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHMWS YCIYI B COOTBETCTBHM C MEXIAYHAPOJHBIMA U HAIMOHAJIHLHBIMU
CTaHJapTaMHd B TPOIECCE OCBOCHUS DJTHUKH, JCTETHUKUA OOCTY)KWBAaHHS, JTHKETA,
MOpalldi W HPABCTBEHHOCTH, CTaHAAPTHU3AINH, CEPTU(HUKAIMU W yIpaBICHUS
KauecTBOM B c(pepe cepBUCHOT0 0OCTyKUBaHUS HA TPAHCIIOPTE.

6. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asBJIICHHBIM Ka4eCTBOM B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKH OOCITYKMBAaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKANMA W YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 0OCITY>KMBaHUSI HA TPAHCIIOPTE.

7. MarepuanbHble pecypchl, 00OpyAOBaHHE I OCYIISCTBJICHHUS TpoIecca
cepBuca.

8. Metonpl TIPOBENCHHUS TIEPETOBOPOB C KIMEHTAMH [0 IMPETCH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHNS PUYUH BO3ZHUKHOBCHHS NPETCH3UH B TIpoliecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)KWBaHHS, JTHUKETa, MOPAJd W HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS KaueCTBOM B cdepe CepBHCHOTO
o0CTy)KWBaHHSI Ha TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W HCIOIB30BAHUS THIIOBBIX TEXHOJIOTMYCCKUX
TPOIIECCOB.

10. Metoasl (pOpMUPOBAaHHMS M BHEIPCHUS KOPIIOPATHUBHBIX CTaHIAPTOB H
PETJIaMEHTOB TIPOIIECCOB 00CITY)KMBaHUS TTOTPEOUTEIICH HAa TPAHCTIOPTE.

11. MeToasl B3aUMOJEUCTBHS C KIMEHTaMH [0 OpraHM3alluu Mpolecca
oOcny>KMBaHMsI TOTpeOuTenel B cdepe TOCTENPUUMCTBA B TMPOIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, OTHKETa, MOpPaJM U  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
o0CTy>KMBaHMsI Ha TPAHCIIOPTE.

Tunosvle cumyayuorHbvle 3a0aHUsL 015 peuleHusi Ha NPAKMUYeCcKUx 3aHAMuUsX

Kaxxnas paGodas rpyria roTOBUT IPE3EHTAIMIO CBOETO PEIICHUS TPOOIEMBbI U
B XOJI¢ 00IIIeH TUCKYCCUH 000CHOBBIBAET HEOOXOIMMOCTh €TI0 PeaTu3alliu .

[Ipennoxkute MexaHW3M OKa3aHUS YCIYr B COOTBETCTBUU C 3asBICHHBIM
KayeCTBOM B MPOIECCE OCBOCHUS ATHKHU, ICTETUKH OOCITYy>KHBaHUS, ITUKETA, MOPAIIU
¥ HPABCTBEHHOCTH, CTAHIAPTH3AIMU, CEPTHUPUKANNUMU U YIPABICHUS KAYECTBOM C
y4eTOM peanu3anud oOmux TpeOoBaHUNW K NPOodheCcCHOHATBHOMY IOBEICHUIO
pabOTHHMKA KOHTAKTHOW 30HBI HAa Pa3MYHBIX JTarax OOCITYyXKUBAaHHUS Ha MpUMEpe
KOHKPETHOW OpraHu3aluu.

Cemectp 5
Tema 9. OcoOGeHHOCTH ACIOBOr0 OOMIEeHUS B chepe yCIyr
llepeuenv munogvlx 60nPoOCo8 O.Jisl YCMHO20 ONPOCa
1. TlousaTue u QPyHKIMHU AETOBOTO OOIIEHUS.
2. OcHOBHBIC (OPMBI JICTOBOTO OOIICHHMS.
IIpumeprvie memvi coobwerul
1. OcobenHocTu aen0Boro oOiIeHus pabOTHHUKA CEPBUCA C KITUEHTOM.
2. TlpaBuia KOPIOPATUBHOTO OOMICHUS B KOJUICKTHBE TIPEANPUSATHS CEPBUCA.
3. OcHOBHBIE OCOOCHHOCTH MEKKYJIBTYPHOTO PazHOOOpa3us 001ecTBa.
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4, Mexanusm oOecrnieueHus: TpeOyeMOoro KauyecTBa MPOIECCOB OKa3aHUS
yCIyr, Ha OCHOBE KIMEHTOOPHWEHTHUPOBAHHBIX TEXHOJIOTUH B TMPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CePTHU(PHUKAIMN M YIPaBICHHUS KadeCTBOM B c(epe CepBHCHOTO
00CIy>KHBaHMSI HA TPAHCIIOPTE.

S. MexaHu3m cucTeMbl obOecredeHusi TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMH U HAIMOHAJIBLHBIMHU
CTaHJapTaMU B TMIPOLIECCE OCBOCHUS OJTHUKH, DCTETUKU OOCIYXHBaHHS, ITHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTHU3AIMH, CEPTU(HUKAIMU W  yIpaBICHUS
Ka4eCcTBOM B c(hepe CEpBUCHOTO 0OCITY)KUBAaHHUS HA TPAHCIIOPTE.

6.  MexaHU3M OKa3aHUS yCIYT B COOTBETCTBUU C 3asBJIICHHBIM Ka4eCTBOM B
IpoIleccCe OCBOCHUS OTHKH, OJCTETUKM OOCTYXMBaHHS, OJTHKETa, MOpaIH U
HPABCTBEHHOCTH, CTaHIAPTH3aAIlMU, CEPTU(PHUKAIIMA M YIPaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 0OCITYy>KMBaHUSI HA TPAHCIIOPTE.

7. MarepuanpHbie pecypchl, 00OpYJIOBaHHE ISl OCYIIECTBIICHHUS TpoIiecca
cepBuca.

8. Metonpl TIPOBEICHHUS TIEPETOBOPOB C KIMEGHTAMH [0 MPETCH3UOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHHS TIPUYUH BO3ZHUKHOBCHHUS NPETCH3UH B Tpoliecce
OCBOCHHS 3THKH, 3CTCTHKH OOCTY)KHWBaHHS, ITHKETa, MOpPAId M HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS KauecTBOM B cdepe CepBHCHOTO
oOCITy’)KMBaHHSI Ha TPAHCIIOPTE.

9. Meroapl pa3pabOTKM W WCIOJIB30BAaHUS THUIOBBIX TEXHOJOTHUECKUX
IPOIIECCOB.

10. Metonsl opmupoBaHHS W BHEAPEHHUS KOPIOPATHBHBIX CTAaHIAAPTOB H
perIaMeHTOB IPOIIECCOB 00CTYKUBaHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

11. Metonsl B3aWMOJCHCTBHS C KJIMEHTaMH TI0 OpTaHU3alHW TIpoIiecca
oOcIy>)KuBaHHS TMOTpeOUTEIeH B cdepe TOCTENPUUMCTBA B IPOIIECCE OCBOCHUS
OTHKH, OCTETHKH OOCTY)XWBaHUS, OJTHKETa, MOpajld ¥  HPABCTBEHHOCTH,
CTaHJAPTHU3AINH, CEepPTU(HUKAIIMK W YIPaBJICHUS KaueCTBOM B cdepe CepBHCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

Tunosvie cumyayuonmvie 3a0anust 0Jisi peuleHusi Ha NPAKMUYECKUX 3AHAMUIX

Kaxxnas paGodas rpyria roTOBUT IPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBbI U
B X0/I¢ 001I1el AUCKYCCHH 00OCHOBBIBAET HEOOXOIUMOCTH €T0 PeaTu3aIH :

[Ipennoxxure Merompl (GOPMUPOBAHUS U  BHEAPEHUS KOPIOPATUBHBIX
CTaHJApTOB M PETJIAMEHTOB TPOIECCOB OOCITYKMBAaHUS TMOTPEOUTENECH C yd4eToM
peanu3anuu  OCHOBHBIX (opM 1emoBOTO OOIIEHUST Ha TpUMepe KOHKPETHOM
OpTaHU3aIINH.

Tema 10. OpranwzanuonHHass KyjJdbTypa Kak (akTop  MOBBIIICHUS
s dexTuBHOCTH B chepe cepBuca

Ilepeuenvb munosvix 60npocos 0Jisk yCMHO20 ONPOCa

1. TlpaBwia moBeAcHUS Ha MPa3THWUYHOM MeponpusTuu. l[Ilpurnamenue B
TOCTH WJIM Ha MPa3IHUK. BU3HUT B rOCTH.

2. IlpaBwmma BpydeHHs U pueMa BETOB 1 mojapkoB. HoBocense. CBaan0a.
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3. Henp poxaenus. Tpaypubiii stuker. CepBupoBka ctona. [Ipubopsl, ux
Ha3HAYEHUE U MIPpaBUiIa OOPAILLEHUS C HUMH.

4. «SI3bik pubopoBy. [Tomaya OO K CTONY: MOCIEAOBATENBHOCTD, MIpaBUiIa
M0/1a4, COYETAEMOCTh OJIF0]1 U HAanUTKOB. OO0LIMe IpaBuiia MOBEAEHUS 32 CTOJIOM.

IIpumepnovle memol cooouyeHuti

1. Kynbrypa eabl pa3nudHbIX OIPOAYKTOB: canaThl, Cylbl, MACO U NTULA, Pbl0a
U MOPENPOAYKTHI, OBOIIU U (PPyKThI, X1€0, Macio, celp, ropssure Omona. Hanutku:
KyJbTypa ynoTpeOaeHus.

2. Oco0OeHHOCTH BeJeHUs JEJIO0BbIX TeleQOHHBIX pa3roBopoB. IloaroroBka k
JIEJIOBOMY 3BOHKY.

3. OrtBer Ha nen0BOM TenePOHHBIN 3BOHOK. ABTOOTBETUHK.

4. TloHsiTe ¥ Ha3HAUYEHHUE BUBUTHBIX KapTOYEK. BUABI BU3UTHBIX KapTOYEK.
BusuTtHbIe KapTOUKK OpraHU3alfi cepBHCa.

5. OOMeH BU3UTHBIMU KapTOYKaMHU. OTHUKET OOpalleHus C BHU3UTHBIMU
KapTOYKaMH.

6. Mexanu3m oOecrieyeHus: TpeOyeMoro KadecTBa IPOIIECCOB OKa3aHUs
yCIIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHUWA B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJapTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
00CTy>KHBaHMSI HA TPAHCIIOPTE.

7. Mexanu3M cucteMbl obOecriedeHusi TpeOyeMoro KadyecTBa IPOIIECCOB
OKa3aHusi YyCIYr B COOTBETCTBUH C MEXAYHAPOAHBIMU U HAIMOHAJIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS JTHUKH, ICTETHUKU OOCTY>KMBAaHMS, STHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTU(UKAIMU U YyIpaBlIeHUs
KayecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHHS Ha TPAHCIIOPTE.

8. MexaHu3M OKa3aHUs YCIyT B COOTBETCTBUHU C 3asIBJICHHBIM Kau€CTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPAaBCTBEHHOCTH, CTaHJIAPTH3aIlMU, CEPTU(PHUKAIMU UM YIpaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 0OCITY)KMBaHUsI Ha TPAHCIIOPTE.

9. MarepuanbHble pecypcbl, 000pyAOBaHHE ISl OCYIIECTBIEHHUS Ipoliecca
cepBHca.

10. Metonpl mpoBeNEHHUSI IEPErOBOPOB C KIWEHTAMH IO MPETEH3HMOHHBIM
CIIy4astM M MEXaHHU3M OIpPEJENICHNs IPUYMH BO3ZHUKHOBEHUS IPETEH3UHM B IIpoLecce
OCBOEHHsI 3THUKH, 3CTETHKH OOCIY>KMBaHMS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CePTU(PUKAIMN U YIpaBICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

11. Meroasl pa3pabOTKM © KCHOJIB30BAHUSI THUIIOBBIX TEXHOJOTMYECKUX
IIPOLIECCOB.

12. Metonsl (opmMHupoBaHMS W BHEAPEHHUS KOPHOPATHUBHBIX CTAaHAAPTOB U
pErIaMEeHTOB IPOLECCOB 00CITy)KMBaHUS OTPEOUTENE HA TPAaHCTIOPTE.

13. Metonpl B3aMMOACHCTBHA C KIMEHTAaMU IO OpTraHM3alWU TpoIecca
oOcy)KMBaHMS TOTpebuTeneld B cdepe TrocTenpuuMCTBAa B IMPOIIECCE OCBOCHHS
OTUKW, OCTETUKH  OOCIY)KMBAaHMS, OTHUKETa, MOpPAJIM M  HPABCTBEHHOCTH,
CTaHJAPTU3ALNH, CEpTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CEepBHCHOIO

80



00CTy’KMBaHMSI HA TPAHCIIOPTE.

Tunogvie cumyayuonHvle 3a0aHus 015 peulenus Ha NPAKMUYecKUx 3aHAmusx

Kaxxgas paGodast rpymnma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUS MTPOOIEMbI U
B X0/I€ 001Iel AUCKYCCUH 0O0OOCHOBBIBAET HEOOXOAUMOCTh €TI0 pEeaTu3aliH

[lpennoxuTe MeXaHU3M CHCTEMBI oOecmedeHusi TpeOyemMoro KadecTBa
MPOIECCOB OKa3aHMs yCIYT B COOTBETCTBHH C MEXIYHAPOIHBIMHA M HAIIMOHATHHBIMU
CTaHJIapTaMHd B TMPOLIECCE OCBOCHHUS DJTHUKH, JCTETHKU OOCITY>KMBaHWsS, OSTUKETA,
MOpall W HPABCTBEHHOCTH, CTaHAApTU3allid, CEepTUPUKAINKA U YIPaBICHUA
Ka4eCTBOM C Y4YeTOM pealu3alud OCOOEHHOCTEH BeNeHMS JENIOBBIX Tele(OHHbIX
pa3roBOpOB Ha MpUMEpe KOHKPETHOW OpraHU3aInH.

Tema 11. Yopasnenueckas 3Tuka B cpepe ceppuca

Ilepeuens munosvix 60npocoe 0 yCMHO20 ONpoca

1. Tlonsatue ympaBiaeHUeckoi 3TUKH. OCHOBHBIC (DYHKIIMH YIIPaBICHUSI.

2. Ctunm pykoBOJCTBA.

3. VYmpaBineHueckas O3TMKa B OCBOGHMHM THpodeccroHasoMm TpeOoBaHUIA
0e30macHOro 0OCITy)KMBaHUsS, OXPaHbl TPyJa M TEXHUKH OC30TACHOCTH 3aIIHUTHI OT
TEXHOCPEPHBIX (AKTOPOB HA TPAHCIOPTE MPUMEHHUTEIHHO K cdepe cepBuca Ha
TPAHCTIOPTE (JIJI1 CAMOCTOATEIBLHOTO U3YUCHHUS).

4. HOPMATHBHO-TIPABOBBIC AKTHI, PETYJIUPYIOIIHE OXpaHy TPyJda M TEXHHUKY
0e30MacHOCTH B TOM YHCIIE Ha MPEANPUATHUIX CepBUca B cpepe TpaHCTIOpTa B paMKax
yIPaBIEHYECKON ITUKHU (1711 CAMOCTOSITEIbHOTO U3YUYEHUS ).

Ipumepnvle memsl coooueHutl

1. DTuueckure HOPMBI CITY:KEOHOTO MOBEJEHUS PYKOBOJIUTENS B OTHOIICHHUSAX C

NOJYMHEHHBIMH, TIPEICTABUTENIMU BHEIIHEW Cpellbl: KOHKYpEHTaMH,
MOCTaBIIUKAaMU, OOIIECTBEHHOCTHIO U TIP.
2. Hawubonee pacnpocTpaHeHHbIE OMMOKH ATHYECKOTO CBOMCTBA B MOBEACHUH

PYKOBOIHUTETIS.
3. OcHOBHBIE OCOOCHHOCTH MEXKKYIBTYPHOTO pa3HOOOpa3us 00IIecTBa.
4.,  Mexanusm obOecriedeHHus TpeOyeMoro KadecTBa IPOIECCOB OKa3aHUs

YCIIyT, HA OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHUH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHMs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(HUKAIMKA U YIpaBICHUS KadeCcTBOM B c(epe CepBHUCHOTO
oOCIy>KWBaHHsI Ha TPAHCIIOPTE.

o. MexaHu3M CHCTEMBbI oOOecredeHuss TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHMWS YCIYIr B COOTBETCTBHM C MEXIYHApOJHBIMA ¥ HAIMOHAIHLHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCITYKHBAHUS, JTHUKETA,
MOpaJli ¥ HPABCTBEHHOCTH, CTAHJAPTH3AIUH, CEPTHPUKANMK W  yIpaBICHHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKUBAHHS HAa TPAHCIIOPTE.

6. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asBJIICHHBIM KQ4eCTBOM B
MpOIIeCCe OCBOCHUS OTHKH, OCTETUKA OOCITYXMBaHUs, DJTHUKETa, MOPAIH W
HPaBCTBECHHOCTH, CTaHJIAPTU3AIUHU, CEPTU(GUKAIMA W YIOPABICHUS KadeCTBOM B
cdepe CepBUCHOTO 0OCITY)KMBAaHUS HA TPAHCTIOPTE.

7. MarepuanbHble pecypchl, 00OpyAOBaHHE I OCYIISCTBICHHUS TMpoIecca
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CepBHCa.

8. Meronbl mpoBenEeHUsS NEPETOBOPOB C KIMEHTAMU IO MPETEH3UOHHBIM
CIIy4astM ¥ MEXaHU3M OIpEeNICHHs] IPUYUH BO3ZHUKHOBEHHUS MPETEH3UN B IpoLecce
OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBAaHMS, ITHKETA, MOpPAIM M HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKU © HCMONB30BAHUS THUIIOBBIX TEXHOJOIMYECKUX
IIPOLIECCOB.

10. Metoasl (popmMupoBaHHMS M BHEIPEHUS KOPIOPATUBHBIX CTaHAAPTOB M
pErJIaMeHTOB IIPOLIECCOB 00CITY)KUBAaHUS TOTPEOUTENIEN HAa TPAHCIIOPTE.

11. MeToasl B3aUMOJEHMCTBHS C KIMEHTaMHM [0 OpraHM3aluu Mpolecca
oOciykuBaHMsI NOTpeOuTene B cepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBiIeHUS KauecTBOM B c(epe CepBUCHOIO
00CTy>KHBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0aHus OJisl peulenusl Ha NPAKMUYECKUX 3AHAMUX

Kaxxnas pabouas rpyrma roTOBUT IPE3EHTALMIO CBOETO PEIICHUs TPOOIEMBbI U
B X0J1€ 001el TUCKYCCHUH 000CHOBBIBAET HEOOXOJUMOCTD €r0 PeaTN3aLiu |

[Ipennoxkure Meroabl (GOPMHUPOBAHUA U BHEAPEHUS KOPIOPATUBHBIX
CTaHJApPTOB M PETJIAMEHTOB IPOLIECCOB OOCIY)XMBAaHHUS NOTpEOUTENEH € YydyeTOM
pealin3allid  OCHOBHBIX (YHKIMH  yOpaBiI€HUS Ha TpUMEPE KOHKPETHOM
OpraHu3alNN.

Tema 12. DTuker Kak pEryasiaTop MEXJIMYHOCTHBIX OTHOILIEHUH H
npodeccuoHaIbHOTO MOBEACHHS PAOOTHUKOB CEPBUCA. DTUKET JIEJIOBBIX COBELIAHUMH,
MPE3CHTAIMI U TyOJUYHBIX BBICTYTUICHUN

Ilepeuenv munoswix 60npocos 0 YyCMHO20 ONPoca

1. TlonsTHe, BOMIOLMA W HPABCTBEHHAsi OCHOBA ATHKeTa. Buasl u GyHKUIUU
ATUKETA.
CooTHOIIIEHNE THKHU U 3TUKETA. [ [pUHIIUITBI COBPEMEHHOTO 3THUKETA.
OTUKET B PO eCCUOHANTBHON JAEATETLHOCTH PAOOTHUKOB C(HEPHI YCIIYT.
[TonsiTHe ¥ GyHKIMH TEIOBBIX COBEIIAaHUN. BUIbI 1EIOBBIX COBEIIAaHUM.
[IpoBenenue nenoBoro copemanusi. [loHaTHE M BUABI TPE3CHTALIHM.
IloaroroBka K mpe3eHTaly B Opranu3anuu cepsuca. [IpaBuna noseneHus
Ha Mpe3eHTalUU.

IIpumepnvie memuvl cooouyerui

1. OcobenHocty mMyOMMUHOTO BBICTyTUICHHS. OCHOBHBIC TIPAaBHIIA MTyOJIMYHOTO

BBICTYIIJICHUSI.

2. Ilpmembl mpeomoneHUs CTpecca TPHU BBICTYIUICHHH TIEpeNl ITHPOKOU
ayIuTopuei. DTUKET MpUBETCTBUS. [[pUBETCTBHE KIIMEHTA B OpPTraHU3aIlii CEPBHCA.

3. IlpaBuna nmpencraBneHus npu 3HakoMcTBe. OOpareHue, Iepexo1 Ha «ThD».

4. Benenue Oeceapl. OOIIEHNE C HETPUITHBIMU JTIOABMH.

5. DTHKET mpoulaHus. JTUKET pabOTHUKA CepBHCA B Cllydyae OTKa3a KIMEHTa
OT OOCITY>KMBaHUS.

SEGIYARN
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6. OcoOeHHOCTM JeNOBOro OOIIEHHS M OSTUKETa Y pa3HbIX HApOJOB.
TonepanTHOCTh U ee rpanuibl. OOMMKe MpaBuiIa MEXKKYJIbTYPHONH KOMMYHHUKAIIUUA U
JI€JI0BOTO OOLIEHUS.

7. OcoOEHHOCTM JeJOBOro OOLIEHUsT C HEMEUKHMH, aMEpPUKAHCKUMHU,
SAIMIOHCKMMHM, KHUTAaHCKUMH JEJIOBBIMH IapTHEPAMH, MPEACTABUTEISIMU  CTpPaH
bmmxuero Bocroka.

8. OcHOBHBIE OCOOEHHOCTU MEXKYJIBTYPHOT'O pa3HOOOpasus 00IIeCTBa.

Q. Mexanus3m oOecrieueHus: TpeOyeMoro KauyecTBa IMPOIECCOB OKa3aHUS
yCIyT, HAa OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBECHHOCTH,
CTaHJAPTU3AINU, CepPTU(DUKAIIMM ¥ YIPABICHUS KAaueCTBOM B c(epe CepBHCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

10. MexaHu3aM cHUCTEMBI oOOecrieueHuss TpeOyeMoro KauecTBa IMPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMH U HAIMOHAJIBLHBIMHU
CTaHJapTaMHd B TMPOLIECCE OCBOCHHUS DJTHUKH, JCTETHKU OOCITY>KWBaHWsS, JTUKETA,
MOpajJd W HPABCTBEHHOCTH, CTAHJAPTU3AIMH, CEPTU(DHKAIMU W  yIPaBICHUS
Ka4ecTBOM B c(hepe CEpBUCHOTO 0OCITY)KUBAHUS HA TPAHCIIOPTE.

11. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUH C 3asBICHHBIM Ka4eCTBOM B
NpoIlecCCe OCBOCHUS OTHKH, OJCTETUKHM OOCTYXMBaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHJIAPTH3aIlMU, CEpTU(HKAIMA W YIpaBJICHUS KadyeCTBOM B
cdepe CepBUCHOTO 0OCITY)KMBaHUS HA TPAHCIIOPTE.

12. MatepuanbsHble pecypchl, 00OpyAOBaHHE IJisi OCYIIECTBJICHHS Mpolecca
cepBHca.

13. MeToasl mpoBeaeHUST TEPErOBOPOB C KIUEHTAMHU IO MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpeJeICHHs] MPUYUH BO3ZHUKHOBEHUS MIPETEH3UH B Ipoliecce
OCBOCHHUS JTHUKHU, ICTETUKH OOCTY>KMBAaHHS, ITHKETA, MOpPAIM M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CcepBUCHOTO
00cCITy>)KUBaHMs Ha TPAHCIIOPTE.

14. Metoapl pa3paOOTKM W HUCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHMYECKHUX
POIIECCOB.

15. Metonasl (popmMupoBaHHMsT M BHEIPEHUS KOPIIOPATUBHBIX CTaHAApTOB M
PETIIAaMEHTOB TIPOIIECCOB 00CTYKMBAHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

16. MeTonasl B3aUMOJNEWUCTBHSI C KIMEHTaMH [0 OpTaHHW3AIlMU Tpolecca
oOcnmy>KMBaHMsI TOTpeOuTeNne B cdepe TOCTEMPUUMCTBA B MPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHMs, OTHKETa, MOpPaJd H  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOCy>KWBaHHsI HA TPAHCIIOPTE.

Tunosvie cumyayuoHuvie 3a0anus OJisl peulenusl Ha NPAKMUYECKUX 3AHAMUX

Kaxxnas paGodas rpyrmima roTOBUT MPE3EHTAIMIO CBOETO PENICHUS MPOOIEMBI U
B X0/I¢ 00IIel JUCKYCCHH 000CHOBBIBAET HEOOXOIUMOCTh €T0 PEaTU3aIHH .

[Ipenmoxxute METOABI TPOBEACHUS TEPETOBOPOB C  KIMEHTAMH  II0
MPETCH3NOHHBIM CIydasM W MEXaHU3M OMNpPENeNICHHUs MPUYUH BO3HUKHOBCHUS
MIPETEH3UH B MPOIECCE OCBOCHUS ITHUKHU, ICTETUKU OOCITYKUBAaHUS, YTUKETA, MOPAJH
W HPABCTBEHHOCTH, CTAHIAPTH3AIMU, CEPTH(PUKANNUHA W YIPABICHHUS KAYECTBOM C
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YUETOM peajan3aliy OCHOB dTUKETa pa0OTHUKA CEpBHUCA B CIydyae OTKa3a KIUEHTA OT
o0Cy’KMBaHMsI Ha MPUMEpPE KOHKPETHOM OpraHu3aluu.

Tema 13. IlpaBuia noBefeHUs B OOLIECTBEHHBIX MECTaX

llepeuens munosvix 60npoco 0si yCMHO20 ONpoca

1. OOmue npaBusa NOBEICHUS B OOIIECTBEHHBIX MECTaX.

2. llpaBuna noBeneHus Ha yIHULE.

3. IlpaBuna noBeneHus B Mmarasuse, kage.

4. IlpaBuna noBeaeHMs B pecTOpaHe, TeaTpe, My3ee, Kiyoe.

IIpumepnovle memol coobuyenull

1. O6mue npaBuia NOBEACHUS B OOIIIECTBEHHOM TPAHCIIOPTE.

2. IlpaBuia nmoBeneHus B TOPOACKOM OOLIECTBEHHOM TPAaHCIIOPTE.

3. IlpaBuna nmoBeneHus B MOE3/€, B CAMOJIETE, HA TEIJIOXO/IE.

4. CyuHoCTb I€TOBBIX TPUEMOB.

5.  Mexanusm obecrniedeHus TpeOyeMoro KadecTBa IPOIIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTHUPOBAHHBIX TEXHOJOTHUA B MPOLIECCE OCBOCHUSA
OTUKW, OCTETUKH  OOCTY>KMBAaHMS, OTHKETa, MOpPaJd M  HPABCTBEHHOCTH,
CTaHJapTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CITy>KHBaHMSI Ha TPAHCIIOPTE.

6. MexaHu3m cuctemMbl oOecreyeHus: TpeOyeMOoro KauecTBa MPOIECCOB
OKa3aHMUsS YCIYT B COOTBETCTBUM C MEXIYHAPOJIHBIMH U HAIMOHAJIBLHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS DTHUKH, ICTETHUKU OOCTY>KMBAaHMS, STHUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTAHAAPTU3ALMH, CEPTUGUKAIMN U YIpaBICHUS
KayecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHHS Ha TPAHCIIOPTE.

/. MexaHu3M OKa3aHUsS YCIYT B COOTBETCTBHUH C 3asBJICHHBIM Kau€CTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKM OOCIYy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEPTU(PHUKAIMU UM YIpaBICHUS KadyeCTBOM B
chepe cepBHCHOTO 0OCITYy)KMBaHUsI Ha TPAHCIIOPTE.

8. MarepuanbHbie pecypchl, 000pyIOBaHUE [JIsi OCYIIECTBICHMS IpoIiecca
cepBHca.

9. MeToapl MpoBeIEHUSI MEPETOBOPOB C KIMEHTAMH IO MPETEH3HMOHHBIM
CIy4yasiM U MEXaHW3M OIpEJEeIeHUs MPUYNH BO3HUKHOBEHUS MPETEH3UN B Mpolecce
OCBOEHUSI 3THUKHU, SCTETUKU OOCIyKUBaHMS, STUKETa, MOPAJIM U HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIPaBICHUS KauecTBOM B c(epe CepBHCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

10.Metoapl pa3pabOTKH ¥ WCTIOJIB30BAHHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

11. Meronpl GhOpMHpPOBAaHUS W BHEAPECHHUS KOPIMOPATUBHBIX CTAHIAPTOB H
perJamMeHToB IMPOIECCOB 00CTYKMBAaHUS TOTPEOUTENEH Ha TPAHCIIOPTE.

12. Meronpl B3aMMOJEHCTBUS C KIMEHTAMU TI0 OpraHU3aIMH Mpolecca
oOcy)KMBaHMS TOTpebuTeneld B cdepe TrocTenpuuMCTBAa B IMPOIIECCE OCBOCHHS
OTUKH, OCTETUKU  OOCITY)KMBAaHHUS, OTUKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJapTU3alNK, cepTU(UKALUKM U YIPaBICHUS KauecTBOM B c(epe CepBHUCHOIO
00cITy>KUBaHMsI HA TPAHCIIOPTE.
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Tunogvie cumyayuonHvle 3a0aHus 015 peulenus Ha NPAKMUYEcKUx 3aHAmusx

Kaxxgas pabodast rpynma TOTOBUT MPE3EHTAIIMIO CBOETO PEIICHUs MPOOIEMBbI U
B X0/1€ 001Iel AUCKYCCHUH 00OOCHOBBIBAET HEOOXOAUMOCTh €r0 pEeaTu3alH :

[lpennoxure  MeTOABl  pa3pabOTKM M WCIONB30BAHUSA  TUIIOBBIX
TEXHOJIOTUYECKUX  TPOIECCOB €  Y4eTOM  peanu3anud UG POBU3ALKIH
JOKYMEHTOOOOpPOTa  TPAaHCHOPTHBIX TEPEBO30K HA  TpPUMEpPEe  KOHKPETHOM
OpTaHU3aIINN.

Tema 14. JlenoBoii 3TUKET M NPOTOKOJ. OCOOEHHOCTHM HMX TNPOSIBICHUS B
CEpPBUCHOM JEATEIbHOCTU. [[eT0BbIE BCTPEUYH U NIEPETOBOPHI

llepeuens munoswix 60npocos 0 yCMHO20 ONpoca

1. Tlonsatue, 0cOGEHHOCTH U (DYHKIIUHU JIETIOBOTO ITUKETA.

2. JlenoBoi 3 THKET U JIETOBOM MPOTOKOIL.

3. JlenoBoit 3TUKET B 00CTYKUBAHUH.

4. HVMumK AeI0BOro 4YeIoBeKa.

5. OcHoBHBIE (HOPMBI JCIOBOTO OOIICHHS: JIEJIOBbIE COBEIIAHUS, JUCKYCCHH,
yOJITMYHBIC BBICTYILICHUS.

6. Ludpopuzamus 10KyMEHTOOOOPOTA TPAHCIIOPTHBIX NIEPEBO3OK.

Ipumepnovle memol coobueruil

1. Cnenuduka aenoBoro oodmieHust B chepe cepuca. [lonstue u opranuzanus

JIETIOBBIX BCTpEY.

2. TlonroroBka K JEJIOBBIM IeperoBopamM. MecTo u BpeMs JeJ0BbIX BCTPEY U
IEPETOBOPOB.

3. Ilpurnamenuss Ha JeNOBbIE BCTpeuyd U meperoBopbl. dopmupoBaHue
JieJieTaluu Uil y4acThsl B IEperoBopax.

4. Pa3paboTka mporpamMmbl BeJEHHS TEPErOBOPOB. DTalbl MEPETOBOPHOTO
nporiecca.

5. OO6mme mpaBWiIa MOBEACHHS Ha JEIOBBIX MeperoBopax. UToru nemoBbIX
BCTPEY U MIEPETOBOPOB.

6. OcHOBHBIE OCOOEHHOCTH MEXKKYJIBTYPHOT'O pasHOOOpa3us o01iecTBa

7. Mexanusm obOecrnieueHuss TpeOyeMOro KauecTBa MPOIECCOB OKa3aHUSs
YCIIyT, HA OCHOBE KJIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHUH B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIPaBICHUS KauecTBOM B c(epe CepBHCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

8. MexaHu3M CcHCTeMBI oOecrmedeHus TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHHWS YCIYT B COOTBETCTBHM C MEXIYHAPOJHBIMA ¥ HAIMOHAILHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCTY)KHWBAaHHS, JTHUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMU W yIpaBICHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKHBAHHS HAa TPAHCIIOPTE.

9. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHHM C 3asBJICHHBIM KaUY€CTBOM B
MPOIIECCe OCBOCHUSI OTHUKH, OCTETUKA OOCTYKMUBaHWSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKANNA W YMPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITy>KMBaHUS HA TPAHCIIOPTE.

85



10.MatepuanbHble pecypchl, 000pyIOBaHUE IJIsl OCYLIECTBICHHS Ipouecca
CepBHCa.

11. Meronbl NpOBEAECHHUS] NEPETOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM
CIIy4astM ¥ MEXaHHU3M OIpEJeNeHHs] IPUYUH BOZHUKHOBEHHUS MPETEH3UHN B IpoLecce
OCBOEHHUS 3THUKH, ICTETUKH OOCIY>KHMBAaHMS, HTHKETa, MOpPAId M HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CIy>KMBaHMSI HA TPAHCIIOPTE.

12.Meroabl pa3pabOTKM M HCHOJB30BAHMUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

13. Meroabl ¢GopMHpOBaHUS U BHEAPEHHS] KOPIOPATHBHBIX CTAHAAPTOB H
pErJIaMeHTOB IPOLIECCOB 00CITY)KUBAaHUS TOTPEOUTENIEN HAa TPAHCIIOPTE.

14. Meronpl B3aUMOJEHCTBUS C KJIMEHTAaMU TIO OpraHU3alMH Ipolecca
oOciy’)kMBaHMsI TOTpeOuTene B cepe TOCTENPUUMCTBA B IIPOLECCE OCBOEHUS
OTUKW, OCTETUKU  OOCIYKMBAaHMS, OJTHKETa, MOpaJId M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
00CITy>KHBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anus 0 peuerus Ha NPAKMUYECKUx 3aHAMuUsX

Kaxxnas pabouas rpyrina roTOBUT MPE3EHTAIIMIO CBOETO PEIICHUs TPOOJIEMbI U
B X0J1€ 001I1el TUCKYCCUH 000CHOBBIBAET HEOOXOJUMOCTD €r0 PeaTu3aliu :

[Ipennoxkure  Meroabl  pa3pabOTKM M HCHOJNB30BAaHUS  THUIIOBBIX
TEXHOJIOTUYECKUX  HPOLECCOB €  Y4ETOM  pealn3alud  LUPpOBU3ALUU
JOKYMEHTOOOOpPOTa  TPAaHCHOPTHBIX IEPEBO30K HA  IMpUMEPE  KOHKPETHOM
OpraHU3alNN.

Tema 15. DTuka cepBUCHON NEATEILHOCTH HA TPAHCIOPTE, B TOM YHUCIE B
cdepe BO3AYUTHOTO TPAHCIIOPTA

Ilepeuenv munoswix 60npocos 0 YyCMHO20 ONPoca

1. MecTo ATHKU B CEpBHCHOM NIEATEIbHOCTH HA TPAHCIIOPTE, B TOM YHCIIEC B

cdepe BO3AYIIHOTO TPAHCTIOPTA.

2. TloHsTHE YTUKH.

3. OTpacim 3THYECKOTO 3HAHUS.

IIpumepnvie memwvl cooowerul

1. [denoBasi 3TMKa CEpPBUCHOM AEATEILHOCTH HA TPAHCIOPTE, B TOM YHUCJIE B

cdepe BO3IYIIHOTO TPAHCTIOPTA.

2. IlpodeccmonanbHas 3THKa CEPBUCHOMN NIEATETLHOCTH HA TPAHCIIOPTE, B TOM

quciie B cepe BO3MYITHOTO TPAHCIIOPTA.

3. HopmaTtuBHas sTuka.

4, Mexanu3m oOecrnieueHus: TpeOyeMOoro KayecTBa MPOLECCOB OKa3aHUs
yCJIYr, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B MPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCIY)KUBaHUSA, OTUKETa, MOpaJlM U  HPABCTBEHHOCTH,
CTaHJapTU3alNK, cCepTU(UKALUKM U YIOPaBICHUS KadeCTBOM B c(epe CepBHUCHOIO
00cITy>KUBaHMs HA TPAHCIIOPTE.

S. MexaHusm cucTeMbl oOOecreueHHs TpeOyeMoro KadecTBa IPOIIECCOB
OKa3aHusi yCIYyr B COOTBETCTBUHM C MEXIYHAPOJHBIMM M HAlMOHAJIbHBIMU
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CTaHJapTaMHd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCTY)KWBAaHHS, JTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(HUKAIMU W yIpaBICHUS
KauyecTBOM B c(pepe CepBHUCHOTO OOCTYKUBAHHS Ha TPAHCITOPTE.

6. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asBJIICHHBIM Ka4eCTBOM B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKH OOCITYKMBAaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKAIMA W YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHUSI HA TPAHCIIOPTE.

7. MartepuanbHble pecypchl, 000OpyAOBaHHE MJIs OCYIISCTBICHHUS TpoIecca
cepBwuca.

8. Metonpl TIPOBENCHHUS TIEPETOBOPOB C KIMEHTAMH [0 IMPETCH3UOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHHS TPUYUH BO3ZHUKHOBCHHS NPETCH3UH B TIpoliecce
OCBOCHHS 3THKH, ICTCTHKH OOCTY)KHWBaHHS, ITHKETa, MOpPAId M HPABCTBCHHOCTH,
CTaHApTU3AIMH, CEPTU(DHUKAIMN W YIPaBICHUS KaueCTBOM B cepe CepBHCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W HCIOJIB30BAHUS THIIOBBIX TEXHOJIOTMYCCKHX
IPOIIECCOB.

10. Metoasl (popMUPOBaHHMS M BHEIPEHUS KOPIIOPATHUBHBIX CTaHIAApPTOB M
PETJIaMEHTOB TIPOIIECCOB 00CITYKMBaHUS TOTPEOUTEIICH HAa TPAHCTIOPTE.

11. MeToasl B3aUMOJICHCTBHS C KIMCGHTaMHM I10 OpTaHM3aIldu Tpolecca
oOcy)KMBaHHsI TIOTpeOUTENeH B cdepe TOCTENPUUMCTBA B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCITY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBCHHOCTH,
CTaHJapTU3AIMH, CEpTU(HUKAIIMA W YIPaBICHUS KauecTBOM B cdepe CepBHCHOTO
o0CTy)KWBaHHSI Ha TPAHCIIOPTE.

Tunosvle cumyayuorHwle 3a0aHUsL 05 peulenusi Ha NPAKMUYe CKUX 3aHAMuUsIX

Kaxxnast pabodast rpyrimna roTOBUT IPE3SHTAIINI0 CBOCTO PEIICHHS TTPOOJIEMBI U
B XO/JI¢ 00IIIeH JUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaTU3aIIHH |

[Ipennmoxxure METOABI MPOBEJACHUS IIEPETOBOPOB €  KJIMCHTAMH  I1O
NPETCH3UOHHBIM CJTy4asiM W MEXaHHW3M ONPEJCICHUS NPHYNH BO3HHUKHOBCHUS
NPETEH3UI B MPOIECCE OCBOCHUS THKH, 3CTETUKH OOCITY)KHMBaHUs, 3THKETa, MOPaJIH
U HPaBCTBCHHOCTH, CTaHIApPTH3aIlMH, CEPTU(DHMKAIMHA U YIPaBICHUS KAauyeCTBOM C
YYETOM peaM3allii OCHOB ITHKETa pabOTHHKA CEpBHCA B CiIydae OTKa3a KJIMEHTA OT
o0cITy>)kKMBaHHS Ha IPUMEpEe KOHKPETHON OpraHU3allnH.

Tema 16. KauectBo, 0€30macHOCT, YCIyr MW KyJIbTypa CEpPBHUCHOM
JESITENHbHOCTH Ha TPAHCIIOPTE, B TOM YHCIIe B Cpepe BO3AYIIHOTO TPAaHCTIOPTA
llepeuenv munogvlx 60npoCco8 OJisk YCMHO20 ONPoca

1. TIpoGnembl kadecTBa W OE30MACHOCTH YCIYT B MPAKTUKE COBPEMEHHOTO
CepBHCa Ha TPAHCIIOPTE, B TOM YKCIE B chepe BO3AYNTHOTO TPAHCIIOPTA.

2. lTlonsTue KavyecTBa CEPBUCHOMN NEATETHLHOCTH HA TPAHCIIOPTE, B TOM YHCIIE
B c(hepe BO3TYIIHOTO TPAHCTIOPTA.

3. YmpaBieHue KadecTBOM YCIyT, KOHTPOJb CTaHAAPTOB W 0OE30MacHOCTH
oOclly’)kMBaHMsI Ha TPAHCIOPTE, B TOM u4uciae B cdepe BO3AYIIHOTO
TPaHCIIOPTA.

Ilpumeprvie memvi coobwerull
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1. MarepuanbHbie peCypchl, 00OpYAOBaHHE IJIs OCYIISCTBJICHHS TpoIecca
cepBuca.

2. MeTonpl TpOBENEHUS TEPETOBOPOB C KIUEHTAMHU IO TPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIPECIICHHs MPUINH BO3HUKHOBEHUS MIPETCH3UI B TIPoIIecce
OCBOCHHS 3THKH, 3CTCTUKH OOCTY)KHWBaHHS, ITHKETa, MOPAJIM M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DHUKAIMA W YIPaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

3. Meronbl pa3pabOTKM H HCIOJIB30BAHUS THIIOBBIX TEXHOJOTUYCCKUX
MIPOIIECCOB.

4. Meroapl (OpPMHPOBAHUS W BHEAPCHHS KOPIOPATHBHBIX CTAHIAPTOB H
PETJIAaMEHTOB TIPOIIECCOB 00CITY)KMBaHUS MTOTPEOUTENICH HAa TPAHCTIOPTE.

5. MeToapl B3aUMOJACHCTBUS C KJIMEHTAMHU 10 OpraHW3aldd Ipoliecca
oOCy)KMBaHMsI TIOTpeOUTENeH B cdepe TOCTCIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPAaBCTBECHHOCTH,
CTaHJapTU3AIMK, CEPTU(DHUKAIIMA W YIPaBICHUS KadueCTBOM B cepe CEepBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvie 3a0anus 0151 Kpyeno2o cmoia

Kpyraelii cTrol OpHEHTHpOBAaH Ha MNPUOOPETEHHWE 3HAHMK O KayecTBe,
0€301MacHOCTH YCIYT M KYJbType CEPBHUCHOH JCATCIIBHOCTH Ha TPAHCIIOPTE, B TOM
quciie B cepe BO3AYIIHOTO TpaHCIOpTa. B pamkax yka3zaHHOH oOIIel OpHEeHTAIUH
TJIABHBIM TPOOJIEMHBIM BOTIPOCOM KpPYTJIOTO CToJia OyIeT TpOIecC CTAHOBJICHHUS
MeXaHu3Ma 0e30MacHOCTH YCIYT M Pa3BUTHUS KYJIbTYPhl CEPBUCHON NIEATEITHHOCTH Ha
TpaHCIOpTe.

Tembl OCHOBHBIX JTOKJIQ/I0B (BBICTYIUICHUH C Mpe3eHTaIel 10 15 MUHYT):

1. 1 Buner 6e3omacHocTH OOCITY)KMBaHHS HAa TPAHCIOPTE, B TOM YHCIE B

cdepe BO3IyIIHOTO TPAHCTIOPTA.

2. Kynbrypa cepBruca W CEpBHCHOU [EATCIBPHOCTH Ha TPAHCIOPTE, B TOM
qrciie B cepe BO3yNTHOTO TPAHCIIOPTA.

3. OcHOBHBIE OCOOCHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpasus 00IIecTBa.

VYyacTre B TUCKYCCHH, KPATKUE BBICTYILJICHUS:

1. Mexanu3m oOecriedeHus TpeOyemMoro KadecTBa IMPOIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KJIMEHTOOPHEHTHUPOBAHHBIX TEXHOJOTHW B IIpoliecce
OCBOCHHUS OTHUKH, OCTETUKH OOCITYyXMBaHUSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHAApTU3AIMH, CePTUPUKANNK W  YIpaBICHUS
KauyecTBOM B c(hepe CEpBUCHOTO OOCTYKUBAHUS HA TPAHCIIOPTE.

2. MexaHu3M CcHCTeMBbI OOecTieueHHs TpeOyeMoro KadecTBa ITPOIIECCOB
OKa3aHHWS YCIYT B COOTBETCTBHM C MEXIYHAPOJHBIMA ¥ HAIMOHAILHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, DITHKETA,
MOpalldi ¥ HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDOUKAIMU W YyIpaBICHUS
KauecTBOM B c(hepe CepBHUCHOTO OOCTY)KUBAHUS HA TPAHCIIOPTE.

3. MexaHu3M OKa3aHUs YCIyT B COOTBETCTBHUU C 3asBJICHHBIM KaueCTBOM B
MPOIIECCe OCBOCHUSI OTHUKH, OCTETUKA OOCTYKMUBaHWSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTAaHIAPTH3allMU, CEePTHPUKAINKA W YNPaBICHUS KadyeCTBOM B
cdepe CepBUCHOTO 0OCITY)KMBAaHUS HA TPAHCTIOPTE.
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Tunogvie cumyayuonHvle 3a0aHus 015 peulenus Ha NPAKMUYEcKUx 3aHAmusx

Kaxxgas paGodast rpymnma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUS MTPOOIEMbI U
B X0Ji€ 001Iel AUCKYCCUH 00OOCHOBBIBAET HEOOXOAMMOCTD €0 peaanu3aliu:

[lpennoxute METOABI TMPOBEACHUS TEPErOBOPOB C  KIMEHTaMU IO
NPETEH3UOHHBIM CIIy4asM W MEXaHU3M OINpeAeNeHUs] TMPUYMH BO3HUKHOBEHUS
MPETEeH3UH B MPOIIECCEe OCBOCHUS ITUKHU, 3CTETHUKU OOCITY)KUBAaHHSA, ITHUKETa, MOpaJIU
¥ HPABCTBEHHOCTH, CTaHIAPTU3AINH, CEPTU(UKAINHA W YIPABICHUS KadyeCTBOM C
y4EeTOM peaju3alii OCHOB 3THKeTa pa0OTHHKA CepBUCa B Cllydae OTKa3a KIMEHTa OT
oOCITy>)KMBaHHS Ha TPUMEPE KOHKPETHOM OpraHu3alny.

Tema 17. Monens KauecTBa yciayru

llepeuens munoswix 60npocoes 0 yCMHo20 ONpoca

1. MuTepBanbHas MOJIETb KaueCTBa YCIIYTH.

2. IlaTh pa3pbIBOB, KOTOPHIC SBISIOTCS NPUYMHOW HEYJAOBICTBOPCHHOCTH
KJIMEHTOB TPEIOCTABISIEMBIMH YCITyTaMHU.

3. Pa3pelB Mexay MOTPEOUTEILCKMMH OXHIAHHSIMU W WX BOCIPHUATHEM
PYKOBOJICTBOM KOMITaHHH.

Ipumepnovle memol coobweruii

1. Pa3pbIB M&XITy BOCHPHITHEM PYKOBOJICTBA MOTPEOMTEIBCKUX OKHJIAHUNA U
TpaHCcpOopMaIueld 3TOr0 BOCTIPUSTHS.

2. Pa3zppiB  Mexny crnenu@uKanMsIMH  KadecTBa yCIyr M KaueCTBOM
PEIOCTaBISEMBIX YCIIYT.

3. Pa3pniB MEXKTY MpeI0CTaBIEHUEM yCIyTu u BHEITHUMU
UH(POPMAIIMOHHBIMU ~ CBSI3IMHM,  YYacTBYIOUIUMH B  (OPMHUPOBAHUU
Ipe/ICTaBIeHUs MOTPEeOUTENEH O MOJIy4aeMoil UMH YCIIyTe.

4. Pa3zppiB MeXAy OXUIAHUSMU TMOTpeOUTENe W WX BOCHPHUITHEM
MOJIYYE€HHBIX YCIIYT..

5. OcHOBHBIE OCOOEHHOCTH MEXKYJIBTYPHOT'O pa3HOOOpasus 00IIecTRa.

6. Mexanu3m obecrieueHus: TpeOyeMoro KayecTBa IPOIECCOB OKa3aHHUS
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTUPOBAHHBIX TEXHOJOTHUW B MPOIIECCE OCBOCHUSA
OTUKW, OCTETUKH  OOCTY>KMBaHWs, OTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOTO
oOCy>KWBaHMsI Ha TPAHCIIOPTE.

7. MexaHu3M CHCTeMBI oOOecredeHuss TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHWS YCIYT B COOTBETCTBUM C MEXIYHAPOJIHBIMH U HalMOHAIbHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DJTHUKH, ICTETHUKUA OOCTY)KMBAaHHsS, JTHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMU W YyIpaBICHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKUBAHHS Ha TPAHCITOPTE.

8. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3aSBICHHBIM KaYECTBOM B
MpOIIeCCe OCBOCHUS OTHUKH, OCTETUKA OOCITYXKMBaHUSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTAHIAPTU3alUH, CEPTH(PUKANNA W YNPaBICHUS KAadyeCTBOM B
cdepe CepBUCHOTO 0OCITY)KMBaHUS HA TPAHCTIOPTE.

9. MarepuanbHble pecypchl, 00OpyAOBaHHE I OCYIIECTBICHHS TpoIliecca
cepBwuca.
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10. MeToapl mpoBeAEHUSI TMEPErOBOPOB C KIMEHTAMHU IO IPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpEJeNeHHs] IPUYUH BO3ZHUKHOBEHHUS MPETEH3UN B IpoLecce
OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBAaHMS, HTHKETAa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJAPTU3ALNH, CEepTU(UKALMU U YIpaBIEHUS KadyecTBOM B c(epe CEepBUCHOIO
00CIy>KHBaHMSI HA TPAHCIIOPTE.

11. Metoasl pa3pabOTKM U KCIHOJIB30BAHUS THUIIOBBIX TEXHOJOTMYECKUX
MPOLIECCOB.

12. Metoasl (popmMupoBaHHMs U BHEIPEHUS KOPIOPATUBHBIX CTAaHAAPTOB M
pErjlaMeHTOB IPOLECCOB 00CTyKMBaHUS TOTPEOUTENIECH Ha TPAaHCTIOPTE.

13. MeToasl B3aUMOJAEHMCTBHS C KIMEHTaMH [0 OpraHM3aluu Mpolecca
oOcnyKuBaHMsl TOTpeOuTenel B cdepe ToCTENPUUMCTBA B MPOLECCE OCBOEHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHKETa, MOpaJM M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAMU U YIOpPaBICHUS KauyecTBOM B cdepe CEepBUCHOIO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anus 0 peuerus Ha NPAKMUYECKUX 3aHAMUAX

Kaxxnas paGouas rpyria roTOBUT IPE3EHTALMIO CBOETO PEIICHUS TPOOIEMBbI U
B X07Ie 001Iel AUCKycCUH 0OO0CHOBBIBAET HEOOXOAMMOCTD €r0 peaan3aluu

[Ipennoxkure MeTOABI MPOBEAEHUS TEPErOBOPOB €  KIMEHTAMH  IIO
NPETeH3MOHHBIM CJIy4asiM W MEXaHH3M ONpEJEJCHUs NPUYMH BO3HUKHOBEHUS
NPETEeH3UIl B MPOIECCe OCBOCHUS ITHKH, 3CTETUKH OOCITYy>KMBaHUs, DTUKETa, MOpaJIU
U HPaBCTBEHHOCTH, CTaHAAPTU3ALNM, CEPTU(PUKALNUU U YIPABICHUS KayeCTBOM C
y4ETOM peanu3alii OCHOB dTHKeTa pa0OTHHKA CEPBHCA B CIIydyae OTKa3a KJIUEHTA OT
o0cCiTy’)KMBaHMsI Ha IPUMEpPE KOHKPETHOM OpraHu3alNy.

Tewma 18. Tlokazarenu kadecTBa yciayr

Ilepeuenv munogvlx 60npoco8 0Jisl YCMHO20 ONpoca

1. Buasl moka3zaTeneil kayecTBa MO CrocoOy BbIpaKEHUSA (B HATypalbHBIX
eAMHHUIAX, B CTOMMOCTHBIX €IMHHIIAX), IO OIIEHKE YpPOBHS KauyecTBa (0a30BbIe U
OTHOCHUTEIJIbHBIE), M0 CTaJAUM OIpeleNieHus (MPOTHO3UPYEMBIE, MPOEKTHBIE,
IPOU3BOACTBEHHBIC, OKCIUIyaTallMOHHBIE [IOKA3aTENIu), [0 XapaKTePU3yeMbIM
CBOMCTBaM (€AMHUYHBIC U KOMILUICKCHBIE).

2. Tlokazarenu (GYHKIIMOHATBHOTO Ha3HA4YCHUS, SPrOHOMUYHOCTH,
MOKa3aTeI  HAJEKHOCTH, DSKOHOMUYECKHE U  SKOJIOTMYECKHE  IOKa3aTelH,
MoKa3arenu 0e30MacHOCTH, MOKA3aTeNIN: CTETUYECKUEe, CTaHIapTU3AIUH, TAaTeHTHO-

MIPaBOBBIE.
IIpumepnvie memuvl cooouyerui
1. Cneuuduueckne  moka3zaTead  KadyecTBa  YCIYTr:  JIOCTYIHOCTb,

KOMMYHHUKa0€TbHOCTh, KOMIIETEHTHOCTb, JOBEPHUTEIBHOCTh, OOXOIUTEIHHOCTD,
HaJIS)KHOCTh, OT3BIBYMBOCTD, 0€30MACHOCTh, OCSI3aEMOCTh, IOHUMAaHUE.

2. OcHOBHBIE 0COOCHHOCTH MEXKYJIHTYPHOTO pa3HOOOpa3usi 001ecTsa.

3. Mexanusm obecmedeHus TpeOyeMOTro KadecTBa MPOIECCOB OKa3aHMSI
YCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHHA B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, OTHKETa, MOpaJd H  HPABCTBEHHOCTH,
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CTaHJApTU3AINH, CEPTU(DUKAIMN W YIPaBICHUS KaueCTBOM B c(epe CepBHCHOTO
00CITy’KMBAaHMSI HA TPAHCIIOPTE.

4, MexaHu3Mm cucTeMbl obOecredeHusi TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHWS YCIYI B COOTBETCTBHM C MEXIYHAPOJHBIMA U HAIMOHAIHLHBIMHU
CTaHJapTaMHd B TPOIECCE OCBOCHUS DJTHUKH, JCTETHUKU OOCTY)KHWBAaHHS, JTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTHU3AIMH, CEpTUDHUKAIMKN W yIPABJICHHS
KauecTBOM B c(pepe cepBUCHOT0 OOCTYKMBAHUS Ha TPAHCIIOPTE.

5. MexaHu3M OKa3aHHs YCIYT B COOTBETCTBUHU C 3asIBJICHHBIM Ka4eCTBOM B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKH OOCITYKMBAaHUSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHJIAPTH3aIlUW, CEPTU(PHUKAIMK M YIPaBICHUS KAauyeCTBOM B
chepe cepBUCHOTO 0OCITY>KMBaHUSI HA TPAHCIIOPTE.

6. MarepuanbHbie pecypchl, 00OpYJIOBaHHE ISl OCYIIECTBIICHHUS TpoIiecca
cepBuca.

7. MeToapl TPOBEICHUS TIEPETOBOPOB C KIMEHTAMHU 110 TPETCH3UOHHBIM
CIIy4astM ¥ MEXaHHU3M OIPEJICIICHHS TPUYUH BO3ZHUKHOBCHHS NPETCH3UH B Ipoliecce
OCBOCHHS 3THKH, 3CTCTHKH OOCTY)KWBaHMS, ITHKETa, MOpPAId M HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS KauecTBOM B cdepe CepBHCHOTO
o0CTy)KMBaHMSI Ha TPAHCIIOPTE.

8. Meronpl pa3pabOTKM H HCIOJIb30BAHUS THIIOBBIX TEXHOJIOTHYECCKUX
TPOIIECCOB.

9. Meronbl GopMHpOBaHWS W BHEAPEHUS KOPIMOPATHUBHBIX CTAaHIAPTOB H
perIaMeHTOB TPOIIECCOB 00CTYKMBaHUS MTOTPEOUTENICH Ha TPAHCIIOPTE.

10. Metonsl B3aMMOJICHCTBHS C KJIMEHTaMH TI0 OpTaHU3alWW TIpoIlecca
oOcmyXuBaHHsI TIOTpeOuTeNneid B cdepe TOCTEIPUUMCTBA B TIPOIECCE OCBOCHUS
OTHKH, O3CTETUKA OOCIHY)KWUBaHUS, OTHKETa, MOpadd ¥  HPaBCTBEHHOCTH,
CTaHJAPTU3AINN, CEepPTU(HUKAIIMM W YIPaBJICHUS KaueCTBOM B cdepe CepBHCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

Tunoswvie cumyayuonnvle 3a0aHUs 018 peuerus Ha NPAKMUYECKUX 3aHAMUSX

Kaxxgas pabodast rpynma TOTOBHT MPE3ESHTAIIAI0 CBOCTO PEIICHUS MPOOIEMBbI U
B XOJI¢ 00IIIeH TUCKYCCUU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaTU3aIIHH |

[Ipennmoxxute METOABI TMPOBEACHUS TEPETOBOPOB C  KJIMEHTAMH  II0
MPETCH3NOHHBIM CIy4YasM W MEXaHU3M OIpENeNieHHus MPUYUH BO3HUKHOBEHUS
MIPETEH3UH B MPOIECCE OCBOCHUS ITUKU, ICTETUKU OOCITYKUBAaHUS, dITUKETA, MOPAIH
YU HPABCTBEHHOCTH, CTAaHIAPTH3AIMU, CEPTHUPUKANUMA U YIPABICHUS KAYECTBOM C
Y4ETOM peann3allid OCHOB dTUKETa paOOTHUKA CEpBHCA B Clydae OTKa3a KIMEHTa OT
o0Cy’>KMBaHMSI Ha PUMEPE KOHKPETHOUN OpraHu3aIlnu.

Tema 19. ®opmMbl 1 METOIBI OIIEHKH Ka4eCTBa YCIIYT

Ilepeuenv munoswvix 60npocog 0s YCMHo20 Onpoca

1. Knaccudukanus BUIOB U METOJOB OLIEHKH IO HECKOJbKUM MpPHU3HAKAM,
YUUTBIBAIOIINX CTPYKTYPY ATOrO Mpolecca U OCOOCHHOCTH NMPUMEHEHHUSI OIEHKU
Ka4eCTBAa TOBAPOB M YCIIYT.

2. OneHKH KadecTBa MO BHIOOPY CHCTEMBI TOKa3aTeled WM MO0 WX BULY,
MOXHO pa3fenauTh Ha AU PepeHIIUPOBAHHbBIE, KOMIUIEKCHBIE U CMEILIAHHBIE. .
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IIpumepnovle memol cooouyeHutl

1. Ormenka kadecTBa 10 TUIY U XapaKTepy ACHCTBUM: IPSAMbIC K KOCBEHHBIC.

2. Ormenka kadecTBa MO CPEICTBAM aHANIHM3a W U3MEPCHHs: JTaOOPaTOPHBIM
METOJIOM, OPTaHOJICNITHYECKHUM METOJOM, 3KCHEPTHBIM METOAOM, CMEIIaHHBIM
METOJIOM.

3. Ouenka kadectBa MmO (hOpMe BBIPAKEHUS OLICHKHU: METPUYECKHE,
OajuibHBIC U Oe3pa3MepHbIe (OTHOCUTEIBHBIE).

4. OcHOBHBIE 0COOCHHOCTH MEXKYIBTYPHOTO pa3HOOOpa3us 00IIeCTBa.

S. Mexanu3m oOecrieueHus TpeOyeMoro KauyecTBa MPOIECCOB OKa3aHUS
yCIIyT, Ha OCHOBE KIIMEHTOOPHCHTUPOBAHHBIX TEXHOJOTHH B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHMs, OTHKETa, MOpaJd H  HPABCTBECHHOCTH,
CTaHIApTU3AIMH, CEPTU(DHUKAIMA W YIPaBICHUS KAaueCTBOM B cdepe CepBHCHOTO
o0CTy)KWBaHHS Ha TPAHCITOPTE.

6. MexaHu3M cHuCTEeMBI oOecrieueHus: TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHHWS YCIYI B COOTBETCTBHM C MEXIYHApPOJHBIMH U HAIMOHAJIbHBIMHU
CTaHJapTaMd B TPOIECCE OCBOCHUS D3THKH, JCTETHUKU OOCTY)KWBAaHHS, JTHKETA,
MOpajJd W HPABCTBEHHOCTH, CTaHJAPTU3AIMH, CEpTUDHKAIMU W yIPaBICHUS
KayeCTBOM B c(hepe CepBUCHOTO OOCTY)KUBAHMS Ha TPAHCITOPTE.

7. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IPOIIECCe OCBOCHHUS JTHKH, OCTCTHKH OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEPTU(PHUKAIMKU UM YNpaBIEHUS KauyeCTBOM B
cdepe cepBUCHOTO 0OCITYKMBaHHUS HA TPAHCIIOPTE.

8. MarepuaiibHble pecypchl, 000pyJOoBaHUE JIS OCYIIECTBIEHHUS Mpoliecca
cepBHca.

9. Metoapl TpOBENEHUS TMEPErOBOPOB C KIMEHTAMHU [0 MPETEH3UOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpEJCICHHs MPUYUH BO3ZHUKHOBEHUS MIPETEH3UH B Tpoliecce
OCBOCHHUS JTHUKHU, ICTETUKH OOCTY>KMBaHHS, ITHKETAa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHUCHOTO
00cCITy>)KUBaHMs Ha TPAHCIIOPTE.

10. MeToapl pa3paOOTKM W HWCIIOJIB30BAHUS THUIIOBBIX TEXHOJOTHMYECKHUX
MIPOLIECCOB.

11. Metoasl (popmMupoBaHHMs W BHEIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB M
PETIIAaMEHTOB TIPOIIECCOB 00CTY)KMBaHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

12. MeTonasl B3aUMOJNEWUCTBHSI C KIMEHTaMH [0 OpTaHHW3AIlMU Tpolecca
oOCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, JTHKETa, MOpaJd H  HPABCTBEHHOCTH,
CTaHJapTU3ANNHA, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(epe CepBHCHOTO
oOCy>KWBaHHsI HA TPAHCIIOPTE.

Tunosvie cumyayuoHuvie 3a0anus OJisl peuleHuss Ha NPAKMUYECKUX 3AHAMUIX

Kaxxnas paGodas rpyrmia roTOBUT MPE3EHTAIMIO CBOETO PEIICHUS MPOOIEMbI U
B X0J1€ 001Iel quCKyccur 00OCHOBBIBAET HEOOXOAUMOCTD €ro peannu3aluu

[Ipenmoxkxute METOABI TMPOBEACHUS TEPETOBOPOB C  KIMEHTAMH  II0
MPETCH3NOHHBIM CIydasM W MEXaHU3M OIpPENENICHUs MPUYUH BO3HUKHOBCHUS
MIPETEH3UH B MPOIECCE OCBOCHUS ITHUKHU, ICTETUKU OOCITYKUBAHUS, YTUKETA, MOPAIH

92



U HPABCTBEHHOCTH, CTaHJIAPTU3aLUU, CEPTUPUKALUUMU U YHPABICHUS KAaueCTBOM C
YYETOM peajn3aliy OCHOB 3TUKETa pa0OTHHUKA CEPBHCA B CIIy4ae OTKa3a KJIUEHTA OT
00Cy’KMBaHMSI Ha PUMEPE KOHKPETHOM OpraHu3aluu.

Tema 20. MexayHapoJaHble OpraHu3alMu MO cTaHaaptusanuu. [IpaBoBbie
OCHOBBI JEATENBHOCTU U Opranu3anroHHas ctpykrypa MCO

llepeuens munosvix 60npocoe 0si yCMHO20 ONpoca

1. EBpomeiickas opraHu3ainusi 1mo KayecTBy, EBpomeiickuii KOMHUTET 10
cranpaptuzaunn, CEHJIEK — EBponeiickas opranusanys no CTaHIAPTU3ALUN.

2. Konexc cranmapros 'ATT.

3. OcHoBurle 1eau u 3agauu UCO.

4. Tlopsinok pa3pabOTKU MEXAYHAPOIHBIX CTaHIapTOB.

IIpumepnovle memol coobuenull

1. IepcnextuBnbie 3agaun MCO. bazoseie crangaprer UCO 9001 — MCO

9004.

2. OO01iee pyKOBOJICTBO KaYE€CTBOM U DJIEMEHTHI CUCTEMbI KaUeCTBa.

3. CrannmapTsl MOANEPKKHU, UX (PYHKIIUHU U LIEIIH.

4. Meroanuecknue  pPYKOBOACTBA IO  NPAKTUYECKOMY  NPUMEHEHHUIO
MEXTYHAPOIHBIX CTAaHIAPTOB.

5. Crannaptuzauus B CIIA u crpanax 3anagHoit EBpomnbi.

6. Mexanu3m oOecriedyeHus TpeOyeMoro KadecTBa IMPOIIECCOB OKa3aHUs
yCIIYT, Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJIOTMI B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY>KMBAaHMs, OTHKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
o0CTy>KWBaHMsI Ha TPAHCIIOPTE.

7. Mexanu3M cucteMbl obOecreueHus TpeOyeMoro KadecTBa IPOLIECCOB
OKa3aHusi yCIYr B COOTBETCTBUHM C MEXIYHApOJHBIMU M HAlHWOHAJIbHBIMU
CTaHJapTaMU B TMPOIECCE OCBOCHHUS OSTHUKH, ICTETHKU OOCITYXHUBaHUSA, ITHKETA,
MOpaql W HPABCTBEHHOCTH, CTAaHIAPTU3alUU, CEePTUDUKANMK | YIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCTY>KMBAHUS Ha TPAHCIIOPTE.

8. MexaHu3M OKa3aHUs YCIyr B COOTBETCTBUU C 3asBJIECHHBIM Kaue€CTBOM B
IPOLIECCE OCBOCHMS OSTHUKH, OHCTETUKU OOCITYKUBAaHUS, O3TUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTU3alMH, CepTU(UKAIMU U YIOpPaBICHUS KAaueCTBOM B
cdepe CepBUCHOTO 0OCITYKUBAaHUS Ha TPAHCIIOPTE.

9. MarepuanpHble pecypcbl, 000pyJOBaHHME JUIsl OCYLIECTBIICHHUS Ipoliecca
cepBHca.

10. Metonpl mpoBenEHUs TMEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIIy4astM M MEXaHH3M OIPEEIICHHUs] PUYMH BO3HUKHOBEHMS MPETEH3UI B Ipouecce
OCBOEHHSI 3THUKH, SCTETHKH OOCIYXMBaHHS, 3TUKETa, MOpPAJIM W HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CEepPTU(UKAIMM U YIPABICHUS KaueCTBOM B c(epe CEpBUCHOTO
00CITy’KMBAaHMSI HA TPAHCIIOPTE.

11. Meroasl pa3pabOTKM U KCHOJIb30BAHUSI THUIIOBBIX TEXHOJOTMYECKUX
IIPOLIECCOB.

12. Metonsl (opMupoBaHHMS W BHEAPEHHUS KOPHOPATUBHBIX CTaHIAPTOB H
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perJamMeHToB MPOIECCOB 0OCTYKUBAHUS OTpeOUTENEH Ha TPAHCTIOPTE.

13. Meroasl B3aUMOJICUCTBUSI C KIMEHTAaMU [0 OpraHu3aluu Ipoilecca
oOcimyXuBaHusT TOTpeOuTeneid B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHHUS
OTHKH, OCTETHUKH OOCTY)XMBaHUS, OJTHKETa, MOpajJld W  HPABCTBEHHOCTH,
CTaHJAPTU3AINU, CEePTU(DHUKAIMK ¥ YIPABICHUS KAueCTBOM B c(epe CEpBHUCHOTO
oOCITy>)KMBaHHsI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvie 3a0anus OJisl peulenust Ha NPAKMUYECKUX 3aHAMUAX

Kaxxgas pabodast rpynma TOTOBUT MPE3ESHTAIIUIO CBOETO PEIICHUS MPOOIEeMbI U
B X0/1€ 0011el JUCKYCCUH 00OCHOBBIBAET HEOOXOJUMOCTh €TI0 PEeATU3ALNHU:

[IpennoxuTe METOABI TMPOBEACHHUS TIEPETOBOPOB C  KIMEHTAMH  II0
NPETEH3MOHHBIM CIIydasM W MEXaHHW3M OIpeAeNeHUs] TMPUYMH BO3HUKHOBEHHS
NpeTeH3Ui B MPOIIECCe OCBOCHHS ITHKH, SCTETHKH OOCITY>KUBaHUS, STUKETa, MOPAJIH
M HPaBCTBEHHOCTH, CTaHIApTU3allMU, CEPTUPUKALIMU M YIPABICHUS KAa4eCTBOM C
YUETOM peann3aliiii OCHOB dTHKETa pPaOOTHHKA CEPBHCA B CIIy4ae OTKa3a KJIMEHTA OT
00CITy>)KMBaHHS Ha TPUMEPE KOHKPETHOH OpraHu3aIiy.

Tema 21. TeopeTndyeckre OCHOBBI TEXHUUECKOTO PETYIUPOBAHUS

llepeuens munoswix 60npocos 0 YCMHO20 ONpoca

Mopenu TEXHUYECKOTO PETyIUPOBAHUS.

TexHu4eckue periaMeHThl: TOHSATHE, 1IeJIU, BUIBL.

[IpennuceiBaone TEXHUYECKHUE PETIIAMEHTHI.

OO61ue (ropu3oHTANIbHbIC) TEXHUUECKUE PETIaMEHTHI.

CtpykTypa u coliepKaHhe TEXHUYECKUX PETIaMEHTOB.

[Mopsanok pa3pabOTKN TEXHUYECKUX PETIaMEHTOB.

['ocynapcTBeHHBI KOHTPOJIb W HAA30p 3a coOojeHueM TpeOoBaHUM

TEXHUYECKUX PErIaMEHTOB.

8. Mexanu3m oOecriedeHUs: TpeOyeMoro KadyecTBa IPOIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KJIMECHTOOPHEHTHPOBAHHBIX TEXHOJOTHMW B IIpoIlecce
OCBOCHUS OTHUKH, OCTETUKH OOCITYyXMBaHUSA, OTUKETa, MOpaIu U
HPABCTBEHHOCTH, CTaHAApTU3AIMH, CEePTUPUKALMK W  YIpaBICHUS
KauyecTBOM B c(hepe CEpBUCHOTO OOCTYKUBaHUS HA TPAHCIIOPTE.

Q. MexaHu3M CHCTeMBI oOecTieueHus TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUs YCIYT B COOTBETCTBUU C MEXKIyHApOIHBIMH W HAI[MOHAIBHBIMU
CTaHJapTaMU B IIPOLIECCE OCBOEHUSI ATHUKHU, SCTETUKU OOCTYKHBAHUSI,
ATUKETa, MOpPAIM W HPABCTBEHHOCTH, CTaHAApTU3AINH, CEPTUPUKANNHN U
yIpaBIeHUsS Ka4yeCTBOM B c(epe CEepBHCHOTO OOCTY>KMBaHHS Ha
TpPaHCIOPTE.

10. MexaHu3M OKa3aHUS yCIAYT B COOTBETCTBUU C 3asSBJICHHBIM Ka4eCTBOM B
IPOIIeCCe OCBOCHMSI ITUKH, ICTETUKH OOCITY)KWBaHHWS, dTUKETa, MOPAIU U
HPABCTBEHHOCTH, CTaHAApTHU3AIMH, CEePTUPUKANMN W  YIpaBICHUS
KaueCcTBOM B c(pepe CepBUCHOTO 0OCITYKMBaHUSI HA TPAHCIIOPTE.

11.MarepuanbHble pecypchbl, 000pyJAOBaHUE sl OCYIIECTBIEHHUS Mpoliecca
cepBuca.

12. MeTonbl TIPOBEACHHS TEPETOBOPOB C KIMEHTAMHU IO TMPETEH3HMOHHBIM

NoakowdE
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CIIy4astM U MEXaHHM3M OIpe/AesIeHUs NPUYUH BO3HUKHOBEHMS MPETEH3UN B
MPOLIECCE OCBOEHMS 3TUKH, CTETUKH OOCIY>KMBAaHHMS, STUKETA, MOPAJIU U
HPaBCTBEHHOCTH, CTaHJAApTH3alMU, CcepTU(UKALMM W  YNpaBIEHUs
Ka4ueCTBOM B c(pepe CepBUCHOTO 0OCITYKMBaHUS HA TPAHCIIOPTE.

13.Metoapl pa3pabOTKM U HCIOJIb30BAHUSI TUIOBBIX TEXHOJOTHYECKUX
IPOLIECCOB.

14. Metonbl (GopMHpPOBaHUS M BHEAPEHHS] KOPHOPATUBHBIX CTAHIAPTOB U
pErjlaMeHTOB IIPOLIECCOB 00CITYKMBaHUA MOTPEeOUTENEeH Ha TPAHCIIOPTE.

15. Metoasl B3aUMOJEWUCTBHUS C KIMEHTaMH [0 OpTraHU3alMu Ipollecca
oOcnyKuBaHMsl TOTpeOuTened B cdepe TroCTeNpUHUMCTBA B IpoOIlecce
OCBOCHMSI 3THUKH, OCTETUKH OOCITYyXMBaHUS, JSTUKETa, MOpalu U
HPABCTBEHHOCTH, CTaHAApTU3allMM, CEePTUPUKALMM W  yNpaBIEHUs
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKMBAaHUS HA TPAHCIIOPTE.

Tema 22. Crangaptuzanus B cepe ycayr
Ilepeuens munosvix 60npocos 0 YCMHO20 ONpoca
1. Tlenu v IPUHITUIIBI CTAHAAPTH3AIUH.
2. CHCTeMHOCTb CTaHIapTHU3AINH.

3. DddexkTUBHOCTH CTaHIAPTU3AINH.

4. OyHKIWU W 33J1a4¥ CTaHIapTU3AINH.
5. Meronbl CTaHAAPTU3ALINH.
IIpumepnovle memol coobueHull
[NapameTpuueckasi cTanapTHU3ALUS.
JIOKYMEHTBI IO CTaHIapTU3ALIUH.
Bunel cranapTos.

O6mepoccuiickue Kiaccu(puKaTopsl.
CrangapTuzanus yCciyr.

Mexanusm oOecrieueHusi TpeOyeMOro KadecTBa MPOIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTUPOBAHHBIX TEXHOJOTHUW B MPOIIECCE OCBOCHUSA
OTUKW, OCTETUKH  OOCTY>KMBAaHMs, JTHKETa, MOpaJdi M  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(UKAIMU U YIPaBICHUS KauecTBOM B c(epe CepBHCHOTO
oOCy>KWBaHHsI Ha TPAHCIIOPTE.

7. MexaHu3M CHCTeMBI oOecrnedeHuss TpeOyeMOoro KadecTBa ITPOIIECCOB
OKa3aHHUS YCIYT B COOTBETCTBUM C MEXIYHApOJHBIMA U HAIMOHAIHLHBIMU
CTaHJapTaMyd B TPOIECCE OCBOCHUS DTHUKH, ICTETHUKUA OOCTY>KHMBAaHHS, JTHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMU W yIpaBICHUS
KauecTBOM B c(pepe CepBUCHOTO OOCTYKHBAHHS HAa TPAHCIIOPTE.

8. MexaHu3M OKa3aHUS yCIyT B COOTBETCTBUU C 3asBICHHBIM Ka4eCTBOM B
MpOIIeCCe OCBOCHUS OTHUKH, OCTETUKA OOCITYXKMBaHWSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3alMH, CEePTH(PUKAINA W YNPaABICHUS KAadyeCTBOM B
cdhepe CepBUCHOTO OOCTYKMBaHUS HAa TPAHCTIOPTE.

9. MarepuanbHble pecypchl, 00OpyAOBaHHWE I OCYIIECTBICHHUS TMpoIecca
cepBwuca.

10. MeToasl TpOBENEHUS TEPETOBOPOB C KIUEHTAMHU IO TPETCH3MOHHBIM

ok wdrE
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CIIy4astM ¥ MEXaHU3M OIpEJEeNICHHs] MPUYUH BO3ZHUKHOBEHHUS MPETEH3UN B Ipolecce
OCBOEHHS 3THUKH, 3CTETUKH OOCIY>KMBAaHMS, HTHKETAa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJAPTU3ALNH, CEpTU(UKALMU U YIpaBICHUS KaueCTBOM B c(epe CEepBHCHOIO
00CTy’KMBaHMSI HA TPAHCIIOPTE.

11. Metoapl pa3pabOTKM W HUCIOJIB30BAHUS THUIIOBBIX TEXHOJOTMYECKHUX
IIPOLIECCOB.

12. Metoasl (opmMupOBaHMS M BHEAPEHUS KOPHOPATUBHBIX CTAHIAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTyKMUBaHUS TOTPEOUTENICH HAa TPAHCTIOPTE.

13. Mertoasl B3aUMOJICUCTBUSI C KIHMEHTAaMU II0 OpraHu3aluu Ipoiiecca
oOcnyKuBaHMsl TOTpeOuTenel B cdepe ToCTENPUUMCTBA B MPOLECCE OCBOEHUS
OTUKW, OCTETUKU  OOCIYKMBAaHMS, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKALMU U YIpaBIeHUS KauecTBOM B c(epe CepBUCHOIO
00CITy>KMBaHMSI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0aHus 08 peuerus Ha NPAKMUYECKUx 3aHAMUsAX

Kaxxnas paGodas rpyra roTOBUT IPE3EHTAIMIO CBOETO PelIeHUs! MPoOIeMbl U
B X07Ie 001Iel AUCKycCHH 0OOCHOBBIBAET HEOOXOAMMOCTD €r0 pealn3aluu

[Ipennoxkure MeTOABI MPOBEAEHUS TEPErOBOPOB €  KIMEHTAMH  IIO
NPETEH3MOHHBIM CIIy4asiM W MEXaHH3M ONpEeJEJCHUs NPUYMH BO3HUKHOBEHUS
NPETEeH3UIl B MPOIIECCe OCBOCHUS ITHKH, 3CTETUKHU OOCITY)KHMBaHUSA, dTUKETA, MOPAIH
U HPAaBCTBEHHOCTH, CTaHIApTHU3AIMHU, CEpTU(UKAIMU U YNPaBICHUS KauyeCTBOM C
YyYETOM peanu3alii OCHOB ATHKeTa pabOTHHKA CEpBHCA B CIIy4ae OTKa3a KIMEHTa OT
o0cCiTy’)KMBaHMsI Ha IPUMEpPE KOHKPETHOM OpraHu3alNu.

IIpumepHbIii MepeYeHb BONMPOCOB K IK3aMEHY /ISl IPOBEACHUS MPOMEKYTOYHOM
arrecTauum no Aucuuiuvinie «IlpogeccuonanbHas 3TMKA, CTAHAAPTH3AUSA,
cepTU(UKAIUA U YIIPABJIeHUE KAYeCTBOM B CEPBHCHOM 00CTYyKMBAHNHU»

(4 cemecTp)

1. Tlousatue u npeameT 3TUKU. Mopasib 1 HpaBCTBEHHOCTb.

2. Teopermyeckas, HOpPMaTWBHas W TMpPUKIAAHAS JTHKAa. MeCTO JTUKH B
CHUCTEME T'YMAaHUTAPHOTO 3HAHMUS.

3. OcHOBHBIE JTHYECKHME KaTeropuu. «YecTb», «HOIT», «COBECTHY,
«OTBETCTBEHHOCTHY» - BAKHEHININE KaTeTOpUH NMpodhecCHOHATBHONW ITUKH paOOTHHUKA
cepBuca.

4. OCHOBBI OCYHIIECTBIICHUSI TOWCKA, KPUTUYECKOTO aHAJIM3a M CHUHTE3a
uH(bOpMAaIH, MPUMEHEHHSI CHCTEMHOTO TTOIX0/1a JJIS PEIICHUS TTOCTABICHHBIX 3a/1a4
B TMpOLECCEe H3YYEHUs OTUKU, OCTETUKU OOCIYyKMBAHUS, HTUKETA, MOpPAIU H
HPABCTBEHHOCTH, CTAaHIAPTU3alMH, CEePTH(PUKAINA W YNPaABICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITYKMBaHUSI HA TPAHCIIOPTE.

5. OCHOBBI OCYHIECTBIICHUSI COLIMAIIBHOTO B3aUMOJCHCTBUSI M peav3aluu
CBOEH pOJM B KOMaHAE B MPOIECCE HM3YUYECHHUS 3TUKHU, 3CTETHUKU OOCIYKMBaHUS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3ALUU, CEPTUPUKALIMU U YIIPABICHUS
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KaueCcTBOM B c(pepe cepBUCHOT0 OOCITYKUBAHUS HA TPAHCIIOPTE

6. OcCHOBBI BOCHpHUATHSA MEXKKYJIbTYPHOIO pa3HooOpa3us oOIlecTsa B
COIMAIIEHO-UCTOPUIECKOM, ITHUYECKOM M (PHIIOCOPCKOM KOHTEKCTax B MPOIECCEe
W3YYCHHUS DTHKH, ACTCTHKHA OOCITYy)KMBaHHS, STHUKETAa, MOPATU M HPAaBCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DHUKAIMA W YIPaBICHUS Ka4eCTBOM B c(epe CEepBHCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

7. OCHOBBI YIpaBJICHUS CBOMM BPEMEHEM, BBICTPAWBAHHUS W peaH3allud
TPACKTOPUH CaMOPA3BHTHUS HA OCHOBE IPHUHIIUIIOB O0Opa30BaHHS B TEUCHHE BCEU
KU3HUA B TIPOIECCE M3YYCHUS ITUKU, ICTCTHKU OOCTY)KHWBAHHS, dTUKETA, MOPAIU U
HPABCTBEHHOCTH, CTaHIAPTH3aAIlMU, CEPTU(PHUKAIMK M YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

8. OcHOBBI oOecrieueHrs TpeOyeMOro KauecTBa MpoIeccoB OKa3aHUs yCIyT B
IPOIIECCe OCBOCHHUS OTHKH, OJCTETHUKH OOCIYy)KMBaHUS, OTHKETa, MOpPAIUd H
HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEPTU(PHUKAIMM M YIPaBICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

9. OcHoBBl oOecricucHHUs (OPMUPOBAHHMS M BHEIPEHUS KOPIIOPATHUBHBIX
CTaHJApTOB W PErJIAMCHTOB IMPOICCCOB  OOCTY)KMBAHHS TOTpeOUTENCH U
COOTBETCTBHSI CTaHJapTaM KadecTBa B TIPOLIECCE WM3YyYCHUS OTHUKH, DCTCTHKHU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH,  CTaHJIapTU3AIIHH,
cepTuUKalMi W YIPaBICHUS KAa4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TpaHCIIOPTE.

10. ConunanbHO-?KOHOMUYECKHE U AYXOBHBIC MPEANOCHUIKY MOSIBICHUS STUKH.

11. Dtuxo-dunocodckue cucremsl [pesuein Muauu: Opaxmanusm, OyIIu3Mm.

12. J>xaifHU3M U Hora.

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

14. OcoGeHHOCTH aHTUYHOM ITHKH.

15. DTuyeckuii peaaTUBU3M, IBAEMOHU3M, PAIIUOHATIU3M.

16. I'emoHn3M B 00CTYKUBAHUHU.

17. Dcretnka oOCIYy>KMBaHUS B TIpoliecce pa3pabOTKH TEXHOJOTHHU Ipolecca
CepBHUCa, PA3BUTHUS CHUCTEMBI KJIMEHTCKUX OTHOIICHUW C Yy4eToM TpeOoBaHUM
noTpedures B chepe cepBUCHOTO 00CITYKMBAHUS HA TPAHCIIOPTE.

18. EctecTBeHHBIN 1 OOTOOTKPOBEHHBIN HPABCTBEHHBIE 3aKOHBI.

19. Otudeckne  BO33pEHUS  MPEJACTABUTEICH  PYCCKOM  PEIMTHO3HOMN
dunocodumn.

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

21. PensTuBUCTCKAs 3TUKA TTOCTMOJIEPHU3MA.

22. Kpusuc Mopaiu U HpaBCTBEHHOCTH.

23. HeoOxomuMoCTh Tiepexoa K TYMaHHUCTUYECKON ATUKE Oy IyIIero.

24. TIpo6iemMbl OMOITHUKH, TOJIEPAHTHOCTH, COOTHOIIICHUE dTUKH U OW3HEcA.

25. [lonsiTne Mopanu W €€ CBsI3b C ApyruMu (QopMaMu OOIIECTBEHHOTO
CO3HAHWUSI.

26. CoticTBa Mopanu. MopaJlbHOE CO3HAHUE U MOpaTbHAS MTPAKTHKA.

27. MopanbHbIe IPUHITUTIEI, HOPMBI, IEHHOCTH 1 HICAJTBI.

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

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

31. TeopeTnyeckuii 1 HOPMATUBHBIA YPOBHH MPO(HECCUOHATBHON STUKH.

32. Oyukiuu npodecCUOHAIBHOM ITUKHU.

33. DBomtonus TpodeccCuoHaTbHON ITUKH.

34. OTHOILIEHHE K TPYAY HA Pa3HbIX UCTOPUUYECKHUX dTanax.

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

36. [IpodeccronanbHble 3TUUECKHE KOJIEKCHI B cPepe cepBUca U TypU3Ma.

37. IIpodeccronanbHble COCIOBUS U OOIECTBO.

38. IlonsaTue u ’BoIONIUS MpodecCuoHaIn3Ma.

39. [IpodeccronanpHas coBecTh U TPO(HECCUOHATBHBIN JTOIT.

40. HpascTBeHHas KynbTypa npodeccruonania.

41. MecTo 3TUUECKOT0 KoJieKca B PO ECCUH.

42. IlpodeccuoHanbHO-HPABCTBEHHBIE MPEACTABICHUS, YOSKICHUS U YyBCTBA
B CTPYKTYpE HPAaBCTBEHHOT'O CO3HAHUS CIIELIMATIUCTA 110 CEPBUCY.

43. TIpo6nembl KynbTUBUPOBaHUS MTpodeccruonanu3mMa B Poccun.

44, Mexanu3zM oOecriedeHus TpeOyeMoro KaudecTBa TIPOILIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHMH B MPOLIECCE OCBOCHUSA
OTUKW, OCTETUKH  OOCITY)KMBAaHMS, JTHKETa, MOpaJId M  HPABCTBEHHOCTH,
CTaHJapTU3AlMK, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBUCHOIO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

45. OcHOBHBIE 0COOEHHOCTH MEKKYJIBTYPHOTO pa3Hoo0pa3us 00IIecTBa.

46. Mexanu3M cuUCTEMbl oOecriedeHus: TpeOyeMbIX KadecTBO IPOIIECCOB
OKa3aHMUs YCIYI B COOTBETCTBUM C MEXIYHApOJHBIMU U HAIMOHAJIBbHBIMU
CTaHJapTaMUd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, ITHKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMH, CEpTU(UKAIMN U YyIpaBIeHUS
KayeCTBOM B c(hepe CEpBUCHOTO OOCTYKMBAaHUS HA TPAHCIIOPTE .

47. MexanusM (pOpMUPOBAHUS OKAa3aHUS YCIYT B COOTBETCTBUU C 3asIBJICHHBIM
KayeCTBOM. MEXaHU3MBbI OKa3aHUS YCIYT B COOTBETCTBUU C 3asIBIIEHHBIM KauyeCTBOM B
IPOLIECCE OCBOCHMS OSTHUKH, OCTETUKU OOCITYKUBAaHUS, STUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApPTH3alMHU, CEepTU(UKAIMM U YIpPABICHHUS KayeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHS HAa TPAHCIIOPTE.

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

49. MeToapl MPOBEACHUS TMEPETOBOPOB C KIMEHTAMH MO MPETEH3UOHHBIM
CITy4asiM.

50. Mexanu3Mm omnpenenaeHusi TPUYUH BO3ZHUKHOBEHUS MPETEH3UH B Ipolecce
OCBOEHHS 3THUKH, SCTETHKH OOCIYKMBaHUS, STHUKETa, MOPAaTUd M HPABCTBEHHOCTH,
CTaHJApTU3AlNY, CepTU(UKAIMK U YIPABICHUS KaueCTBOM B c(epe CepBHCHOTO
00CITy’KMBAaHMSI HA TPAHCIIOPTE.

51. Metoasl pa3pabOTKH W HCIOJB30BAHUS TUIMOBBIX TEXHOJIOTHUYECKUX
IIPOLIECCOB.
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52. Metonbl (OpMHpPOBaHUS M BHEAPEHUS KOPHNOPATHUBHBIX CTAHJAPTOB H
pErjiaMeHTOB IPOLECCOB 00CTyKMBaHUSI TOTPEOUTENIEH HAa TPAaHCIOPTE.

53. MeTonbl B3aMMOJACHCTBUS € KJIMEHTAMHM [0 OpraHM3allud Mpolecca
oOcnyKMBaHMsI TOTpeOuTenel B cdepe TOoCTENPUUMCTBA B MPOLECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKALMU U YIpaBICHUS KauecTBOM B c(epe CepBHCHOIO
00CIy>KMBaHMSI HA TPAHCIIOPTE.

54. HpaBcTBeHHas KYyJbTYypa npodeccruoHana Kak MMOHUMAaHUE
npodeccruonanoM TpeOoBaHUN O€30MacHOro0 OOCIYKMBaHUS, OXpaHbl TpyAa H
TEXHUKW O€30MaCHOCTH 3alllUThl OT TEXHOC(EepHbIX (PAKTOPOB HA TpaHCHOPTE
NPUMEHUTENBHO K chepe cepBuca Ha TPAHCIIOPTE.

55. 3HaHME TOJIOKEHUI HOPMATHUBHO-NPABOBBIX AKTOB, PEryJIHUPYIOMINX
OXpaHy TpyJa W TEXHUKY O€30MaCHOCTH B TOM 4YHCII€ Ha MPEANPUATUAX CEepBUCA B
cdepe TpaHCIOpTa Kak MPOsBICHHE HPABCTBEHHOU KYJIBTYphI podeccroHania.

IIpuMepHBIi NepeyeHb BONPOCOB K 3K3aMeHY 1JIA MPOBEACHHUS NMPOMEKYTOYHOM
arrectaumuu no qucuumiinbe «IlpogeccuonaibHas ITUKA, CTAHAAPTU3 AU,
cepTH(UKALUA U YIIPABJICHHE KAYeCTBOM B CEPBHCHOM 00CJIY;KUBAHUM
(5 cemectp)

1. TloHsaThe u mpeaMeT STUKU. Mopallb U HpaBCTBEHHOCTb.

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

3. OcHOBHBIE OJTHYECKHE KaTeropuu. «YecTp», <«JIOIT», «COBECTHY,
«OTBETCTBEHHOCTB» - BaXHEHIIINE KaTErOPUH MPOPECCHOHAIBHON 3THKH paOOTHUKA
cepBuca.

4. OCHOBBI OCYIICCTBIICHUSI TIOMCKa, KPUTHYECKOTO aHallM3a M CHHTE3a
MHPOPMAIIH, TPUMEHEHHUS CUCTEMHOTO MTOAX0/1a JUIS PEIICHHUS TOCTABICHHBIX 3a/1a4
B TIpOIECCE W3YYCHHsSI OTUKH, JCTCTUKH OOCTYXKWUBaHUS, OSTUKETAa, MOpAIH H
HPaBCTBEHHOCTH, CTaHIApPTH3AIMK, CEepPTU(HUKAIMM W YIPABICHUS KAa4eCTBOM B
cdepe CepBUCHOTO 0OCITY)KHUBaHUS HA TPAHCTIOPTE.

5. OCHOBBI OCYIIECTBIICHUS COIMAIBHOTO B3aWMOJCHCTBUS W peaTu3aluu
CBOCH poONMM B KOMaHJE B MPOIECCE M3YUYEHUS JTUKH, ICTETHKH OOCITYyKUBAaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINH U YIIPABICHUS
KauecTBOM B c(pepe cepBUCHOTO OOCTYKMBAHHS Ha TPAHCIIOPTE.

6. OCHOBBI BOCIPHUATHA MEXKKYJIbTYPHOTO pa3HoOOpas3us oOmecTsa B
COIMAIIEHO-UCTOPUIECKOM, ITHUYECKOM U (PHIOCOPCKOM KOHTEKCTax B MpPOIEcCe
M3YYCHUS DTHKH, ICTCTHKUA OOCITY)KMBaHUS, HTHUKETA, MOPAIU M HPABCTBEHHOCTH,
CTaHJapTU3ANNH, CEpTU(DUKAIMN W YIPaBICHUS KadueCTBOM B c(depe CepBHCHOTO
oOCIy)KWBaHMsI HA TPAHCIIOPTE.

7. OCHOBBI YINpaBICHUS CBOUM BPEMEHEM, BBICTPAWBAHUS W peaH3alldd
TPACKTOPUH CaMOPA3BUTHS HAa OCHOBE MPUHIIMIIOB OOpa30BaHUS B TEUCHUE BCEH
KU3HUA B TIPOIECCE M3YYCHUS dTUKU, ICTCTHKU OOCTY)KHWBAaHHSI, STUKETA, MOPAIH U
HPABCTBEHHOCTH, CTAaHIAPTU3alUH, CEPTH(PUKANNA W YIPaABICHUS KAadyeCTBOM B
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chepe cepBUCHOTO 00CITY)KMBaHUS HA TPAHCIIOPTE.

8. OcHoOBBI 0OecrieueHus TpeOyeMoro KauecTpa MpoLeccoB OKa3aHUs yCIyT B
MPOIIECCe OCBOCHUS OTHUKH, OCTETUKA OOCTYKUBaHWSA, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTAaHIAPTU3allUH, CEPTH(PUKAIMA W YIPaBICHUS KAadyeCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHUS Ha TPAHCIIOPTE.

9. OcHoBbl oOecrnieueHus (POPMUPOBAHUS M BHEIPEHUS KOPIOPATUBHBIX
CTaHJApPTOB W PETJIAMEHTOB TIPOIECCOB OOCIY)KHMBAaHHUSA TMOTpeOUTENed U
COOTBETCTBHsI CTaHAApTaM KadecTBa B TIPOILECCE WM3YyUEHUS OTHUKH, OCTCTHKH
oOCITy)KWBaHMsI, OTHKETa, MOpPAJIM W  HPABCTBEHHOCTH, CTAaHIApPTH3AIIHH,
cepTuUKaliu W YNpaBJICHUS KA4eCTBOM B cdepe CEpPBHUCHOTO OOCTY)KHBAHHS Ha
TpaHCIIOpTe.

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

11. Dtuko-punocodckue cucremsl [peBuern Muauu: Opaxmanusm, Oyaau3m.

12. JI>xaiftHU3M U Hora.

13. Otuueckue yuenus [pesnero Kuras: gaocusm, KoHG YIIHAHCTBO.

14. Dcretuka 0OOCITYy)KHMBaHUS B Mpoliecce pa3pabOTKU TEXHOJIOTHHU Tporiecca
CepBHCa, PAa3BUTHS CHUCTEMbl KJIMEHTCKUX OTHOIICHHWW C Yy4YeTOM TpeOOBaHUM
notpedurens B chepe CepBUCHOTO 0OCTy)KUBaHUSI HA TPAHCTIOPTE.

15. Dtudeckne  BO33pEHUS ~ MPEJACTABUTENIEH  PYCCKOM  PEIUTHO3HOMN
dunocodumn.

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

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

18. CpoiicTBa Mopasin. MopajibHOE CO3HAHUE U MOpaJbHAs MTPaKTUKA.

19. MopanbHble MIPUHIUIIBI, HOPMBI, IEHHOCTH U HJI€AJTBI.

20. Penurnosnas, HATypaJIUCTHICCKAS (9BOJTIOITMOHUCTCKAS),
COIIMOJIOTHYECKasl KOHIICTIIINH MPOUCXOKIACHUS MOPAIIH.

21. UcTtopuyeckoe pa3BUTHE MOPAJIH.

22. [IpodeccronanbpHas d3THKa KaK CBOJI HPABCTBEHHBIX TPEOOBaHUI,
OTIPEIEIISIIOIINX OTHOIIIEHHE YeJIOBEKAa K CBOEMY NMPOPECCUOHATIBHOMY JIONTY.

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

24. TeopeTn4eckuii 1 HOPMATUBHBIA YPOBHU MPOPECCUOHATBHON ITHKH.

25. @yHKIMH npodheccuoHaTbHOM STUKH.

26. [TonsiTue, BUaBI U HYHKIUU TPO(PECCHOHATBHBIX STUYECKUX KOJECKCOB.

27. IlpodheccronanbHbie STUYECKHE KOJEKCH B c(hepe cepBuca U TypusMa.

28. TonsiTre u 3BOTIONNS PO ECCHOHATHUZMA.

29. TlpodheccronanpHasi COBECTh U IPODHECCHOHATBHBIN JTOJT.

30. HpaBcTBeHHas KynbTypa npodeccuonana.

31. MecTo 3THYEeCKOTO KOJIeKca B MPOQECCUu.

32. [IpoeccronanbHO-HPABCTBEHHBIE TIPE/ICTABIICHUS, YOCKICHUS W TyBCTBA
B CTPYKTYPE HPABCTBEHHOTO CO3HAHUS CIICIIUATIUCTA TI0 CEPBUCY.

33. MeTonpl cTaHAapTU3aNKMK YCIYT. BBeneHre B cepTuuKaImro.

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

36. Kareropun cranmaptoB. Buasl cTaHmZapToB W KOPIOPATHUBHOM
OTBETCTBEHHOCTH B c(pepe yciyr.

37. MopanbHble HOPMBI U IPUHIUIIBI B OOCTY>KUBAHUH.

38. OTBETCTBEHHOCTh PaOOTHHKA CEpBHCA MEPe]] KIUEHTOM.

39. MopanbHbIil 00JUK pabOTHHKA CEpPBUCA.

40. IToBenenue pabOTHUKA CEPBUCA B CIOKHBIX 3TUYECKUX CUTYALHSIX.

41. TloHsiTHe W TTOKa3aTeIn KauecTBa 00CITyKUBAHMUS.

42. MexayHapoIHbIE CTaHAAPThI KauecTBa OOCTY>KUBAHMUS.

43. IloHsiTHE U COCTABIIAIONINE 3CTETUKH OOCTYKUBAHMUS .,

44. T1paBuna oQpopMiIeHUSI KOHTAKTHON 30HBI.

45. KommyHUKaTHBHAs KyJIbTypa pabOTHUKA CepBUCA.

46. DTHYeckuMe AacmeKTbl YMEHHUsl CiaylmaTh M TOBOpUTh. TpebGoBaHus,
NpebsBIsIeMble K peUr paOOTHUKOB CepBHCA.

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

48. Ilonsitue u GyHKUIUU MPOPECCUOHATBHOTO MOBECHUSI.

49. O6mme TpeboBaHus K MPOo(ECCHOHATHPHOMY TOBEACHUIO PaOOTHUKA
KOHTAKTHOM 30HBI HAa Pa3IUYHbBIX dTarax o0CIy>KUBaHMUS.

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

51. llonsitue u yukuu aenoBoro odmeHus. OCHOBHbIE (POPMBI JEITOBOTO
oO01eHus.

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

53. OcoOeHHOCTH [IeJIOBOM TMEPENUCKU C HCIOJIb30BAaHUEM DJICKTPOHHOU
TIOYTHI.

54. IlpaBuna moBeneHWs Ha TPa3gHUYHOM Mepornpusituu. llpurnamenue B
rOCTH WJIM Ha MPa3IHUK. BU3UT B roCTH.

55. IlpaBuna BpydeHus u mprueMa 1peToB U nmogapkoB. HoBocenbe. CBanp0a.

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

57. «SI3p1k iprbOopoBy». [lomava 6101 K CTOMY: MOCIEA0BATEIBHOCTD, IpaBUia
M0JIa4M, COUYETAeMOCTh OJIF0] M HaNMUTKOB. O0I1IKe mpaBuiia OBEECHUS 33 CTOJIOM.

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

59. IlonsiTue ynpasneHueckoil 3Tuku. OCHOBHBIE (DYHKIIUH YIIPABICHUSI.

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

61. Hanboee pacpocTpaHeHHBIE OIMMOKH STHYSCKOTO CBOMCTBA B MOBEACHUN
PYKOBOJIUTETS.
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62. ITonsiThe, HBOJIIOIMSA U HPABCTBEHHAs! OCHOBA 3TUKETAa. Buabl U QpyHKUUU
ATUKETA.

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

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

65. [IpaBwia npeacTaBiaeHus npu 3HaKOMcTBe. OOpaleHre, mepexoa Ha «ThD».
Benenue 6ecenpl. OO1ICHNE C HEMPUSATHBIMU JTIOJIbMH.

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

67. OcoOeHHOCTH JENOBOro OOIIEHHS ¢ OSTUKETa Y pa3HbIX HapOJIOB.
TonepanTHOCTh U ee rpanuibl. OOIKME MpaBUiIa MEXKYJIbTYPHOW KOMMYHHUKAITUU U
JI€JI0BOTO OOIICHMUS.

68. OcoOeHHOCTH JE€TOBOTO OOIIEHUST C HEMEIKUMH, aMEpPUKaAHCKUMH,
STMIOHCKMMM, KHUTAHCKUMH JICJIOBBIMH IapTHEPAMH, TMPEACTABUTEISIMU  CTpPaH
bmmxuero Boctoka.

69. O0mue mpaBuia TOBEJACHUS B OOIIECTBEHHBIX MecTax. [IpaBuiia
noBeieHus Ha yiune. [IpaBwia noBeaeHus: B Marasune, kage.

70. [IpaBwiia moBeneHUsI B pecTOpaHe, TeaTpe, Mysee, kiyode. O0mue mpaBuia
MOBEJICHUST B OOIIECTBEHHOM TpaHcropTe. I[IpaBuia moBeaeHUsST B TOPOJCKOM
o0IIecCTBEHHOM TpaHcmopTe (aBTOOyce, TpaMBae, TpoJuieiidyce, METPOTOJUTEHE).
Oco0OeHHOCTH TOe3KM B MaplIpyTHOM TakcHu. [IpaBuia moBeneHust B 1moesne, B
camoJieTe, Ha TeTIOXO0/Ie.

71. CymHOCTh Jel0BBIX MpHUEeMOB. [leroBbie U cBeTCKHe MpueMbl. JIHEBHbIE U
BEUYEPHUE MPUEMBI.

72. JlenoBble IpUEMBI C paccaikoii 3a cTojoM U 0e3 Hee. 3aBTpak, JlaHd, o0e],
oben-Oyder, OpaHd4, YyXKHH, «OOKaja IIAMIIAHCKOTO», KOKTEWJb, a-lisa (QypIierT,
xypoukc. [IpaBuna moBeeHUs HA PA3TMUHBIX JEIOBBIX MMPUEMaX.

73. IlonsaTre, 0COOEHHOCTH M (PYHKIIMH JIEIOBOTO dTUKETa. [[eoBO# 3THKET U
JIEJIOBOM MPOTOKOI. J[eI0BOI ATUKET B 00CITYKHBAaHUHU.

74. Umumx  nenoBoro denmoBeka. OCHOBHBIE (DOPMBI JIETTOBOTO  OOIICHUS:
JICTIOBBIE COBEIIAHMS, TUCKYCCUU, TyOINIHBIE BHICTYTLICHHS.

75. Cniennduka nenoBoro oobmenus B chepe cepBuca. [lonstue u opranusanus
nenoBbIX BeTped. [loAroToBka K AEMOBBIM MeperoBopamM. MecTto u BpeMs JETOBBIX
BCTpPEY U NIEPETOBOPOB.

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

77. Pa3paboTka mporpaMMbl BEACHHS IEPErOBOPOB. JTambl TMEPETOBOPHOTO
nporecca.

78. O6mme mpaBwiia MOBEICHUS Ha JEIOBBIX NeperoBopax. UTorm memoBbIX
BCTpPEY U NIEPETOBOPOB.

79. Mexaam3mbl obecrieueHruss TpeOyeMoro KadecTBa TPOIECCOB OKa3aHUs
YCIIyT, HA OCHOBE KJIMEHTOOPHCHTHPOBAHHBIX TEXHOJOTHUW B MPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWs, OTHKETa, MOpaJd H  HPABCTBEHHOCTH,
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CTaHJApTU3ANNH, CEPTU(DUKAIMN W YIPABICHUS Ka4eCTBOM B c(epe CepBHCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

80. OcHOBHBIE OCOOEHHOCTU MEXKYJIBTYPHOT'O pa3HOOOpa3us 00I1IecTBa.

81. Ilpo6Gyiembl kauecTBa U 0€30MACHOCTH YCIYT B MPAKTUKE COBPEMEHHOIO
CepBHCa Ha TPAHCIIOPTE, B TOM YHCJIE B chepe BO3AYINTHOTO TPAHCIIOPTA.

82. [lonsTHe KavecTBa CEPBUCHOW ACATEIBPHOCTH HA TPAHCIIOPTE, B TOM
quciie B chepe BO3MYIIHOTO TPAHCIIOPTA.

83. YnpaBiieHHue KaueCTBOM YCJIYT, KOHTPOJb CTaHJIapTOB M 0€30MacHOCTH
oOCy)KWBaHMsSI HA TPAHCIIOPTE, B TOM YHCIIe B chepe BO3MYIIHOTO TPAHCTIOPTA.

84. Buansl 6e30macHOCTH OOCITY)KHMBaHUS Ha TPAHCIOPTE, B TOM YHCIE B
chepe BO3AYLIHOTO TPAHCIIOPTA.

85. MuTepBanbHas MOJIeNb KauecTBa yCIYTH.

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

87. Bunpl moka3zateseil kauecTBa 1Mo Crioco0y BBIpaKeHUS (B HATypalbHBIX
CAMHMIIAX, B CTOMMOCTHBIX €IWHUIAX), TI0 OIICHKE YpOBHS KadecTBa (0a30BBIC W
OTHOCHUTENIbHBIC), 10 CTAaaUU OMpeAcsieHUus (MPOTHO3UPYEMbIC, TPOCKTHEIC,
IIPOU3BOJICTBCHHBIC, OSKCIUTyaTallMOHHBIC IIOKA3aTeli), I0 XapaKTEePU3YEMbIM
CBOMCTBaM (CJIMHUYHBIC 1 KOMIUICKCHBIC).

88. Ilokazarenmn  GyHKIIMOHATBLHOTO  HAa3HAYCHUs, HAPrOHOMUYHOCTH,
NoKa3aTeau HaJEeKHOCTH, DSKOHOMUYECKHME M OKOJOTMYECKHE ToKa3aTes,
nokaszatenu  0e30MacHOCTH, [OKa3aTelld: JACTETUYECKHe, CTaHAapTU3alluH,
NaTEeHTHO-TIPaBOBBIE.

89. Cnennduyeckne  mokasaTelld  KadyecTBa  YCIAyr:  JIOCTYIHOCTb,
KOMMYHUKa0€IbHOCTh, KOMIETEHTHOCTb, JIOBEPUTEILHOCTh, OOXOJUTEIbHOCTD,
HaJIe)KHOCTh, OT3BIBUMBOCTD, O€30MACHOCTb, OCA3aEMOCTh, TIOHUMAHUE.

90. Knmaccudukanuys BUIOB U METOJOB OLICHKH M0 HECKOJBKUM IPU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY ITOTO MPOIECCa U OCOOEHHOCTH MPUMEHEHUSI OLICHKU
KayecTBa TOBaPOB U YCIIYT.

91. Onenku KauecTBa MO BBHIOOPY CHUCTEMBI MOKa3aTeleld WM MO UX BHUIY,
MOXXHO pasfenuTh Ha auddepeHIupoBaHHbIe, KOMIUIEKCHBIE W CMEIIIaHHBIE.
Orenka Ka4ecTBa 1Mo TUITY U XapaKTepy ACHCTBUIA: MPSMbIEC U KOCBEHHBIE.

92. EBporieiickasi opraHu3ainus IO KadyecTBY, EBpomeickuii KOMUTET 10
crangaptuzaun, CEHJIEK — EBpomeiickas opranuzanus Mo CTaHIapTU3ALUU.
Konekce cranmaptoB 'ATT. OcuoBnbie nenu u 3agaun MCO. [opsgok pazpaboTku
MEXIYHAPOIHBIX CTaHIaPTOB.

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

94. Monenu TeXHUYECKOTO PETYINPOBAHMUS.

95. TexHUUYECKHE PETIIAMEHTHI: TIOHITHE, TICJIN, BUTBI.

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

97. CtpykTypa U coepKaHNe TEXHUIECKUX PETITAMEHTOB.

98. OCHOBBI IOCYTApPCTBEHHOMN CUCTEMBI CTaHIAPTH3AIUH.
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99. llenu ¥ NPUHUMUIIBI CTAHIAPTU3ALINH.

100. CucremHocTb cTaHgapTU3auu. D)PEKTUBHOCTH CTAaHAAPTUZALIHU.

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

102. Meronb! ctannaptuzauud. [lapameTpuueckas cTaHAapTU3ALIMSL.

103. JIoKyMeHTBI IO CTaHJApPTU3ALUH.

104. Bunel ctanpaproB. CTaHAapT Ha NPOIYKLHUIO.

105. OG6uepoccuiickue Ki1acCuPpUKaTOPHI.

106. Cranpaptuzaius yciyr.

107. MexaHusMm cuUCTeMbl oOOecreueHus TpeOyeMbIX KauyecTBO IPOIIECCOB
OKa3aHusi YCIYyr B COOTBETCTBMU C MEXJIYHAPOJHBIMHU U HAIMOHAJIHHBIMU
CTaHJapTaMyd B MPOIIECCE OCBOEHUS 3THUKH, ICTETUKH OOCITYKMBaHUS, 3TUKETA,
MOpaJII M HPABCTBEHHOCTH, CTaHJApTU3AllMU, CEepTUPUKANMU U yIpaBICHUS
KayecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHMS Ha TPAHCIIOPTE.

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

109. MexaHu3M OKa3zaHUS yCIYT B COOTBETCTBUU C 3asIBICHHBIM KaU€CTBOM B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)XMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIApPTU3alMH, CEPTHU(PUKAIIMU U YNPABICHUS KAdueCTBOM B
chepe cepBUCHOTO 0OCITY>KHMBaHUsI HA TPAHCIIOPTE.

110. MarepuanbHbie pecypchl, 000pyI0BaHUE /I OCYIIECTBICHUS Tpoiiecca
cepBHca.

111. Meronbl NpoBeACHUS TIEPETOBOPOB C KIMEHTAMU IO MPETEH3MOHHBIM
CITyJasiM.

112. MexaHu3sM omnpenesieHuss TMPUYMH BO3HUKHOBEHHUS TPETEH3UH B
Ipolecce OCBOCHHUS JTHKH, OCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEPTUPUKANMK U YIPaABICHUS KayeCTBOM B
chepe cepBHCHOTO 0OCITY)KMBaHUsI Ha TPAHCIIOPTE.

113. Meroapl pa3pabOTKM M HCMHOJIB30BAHUS TUIOBBIX TEXHOJOTUYECKUX
IIPOIIECCOB.

114. Metonpl (opMHUpOBaHMS W BHEAPCHHS KOPIIOPATUBHBIX CTaHIAPTOB
MPOIIECCOB 00CTYKMBaHUSI TOTPEOUTENEH HAa TpaHCTIOPTE.

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

116. Meronpl B3aMMOJEHCTBUS C KIMEHTAMU [0 OpTraHMU3aIluu Tpolecca
oOcCITy>)kKUBaHHS TOTPEOUTENCH B cdepe TOCTSHPUUMCTBA B IIPOIECCE OCBOCHUS
OTUKH, ICTETHKW OOCITy)KHBaHHS, JTHKETAa, MOpPATd M HPABCTBEHHOCTH B cdepe
CEpPBUCHOTO O0CTYKMBAaHUS Ha TPAHCTIOPTE.

117. Metonpl B3aMMOJCHCTBHS C KIMEHTaMH II0 OpraHMU3alMU Mpoliecca
oOcmy)KuBaHHsI TOTpeOuTenel B cdepe TOCTENMPUUMCTBA B MPOIECCE OCBOCHHS
CTaHJApTU3ANNH, CEpTU(DUKAIMN W YIPaBICHUS KAadueCTBOM B c(epe CepBHCHOTO
00cITy>KUBaHMs HA TPAHCIIOPTE.

118. [udposuzamus JOKYMEHTOO00POTa TPAHCTIOPTHBIX IEPEBO3OK.

119. VYmpamneHdeckass dTHKa B OCBOCHHHM TpoeccroHamoM TpeOoBaHUMN
0e30MacHOro OOCTYKUBaHUSA, OXPaHbl TPyJa U TEXHUKU OE30MAaCHOCTHU 3aLIUTHI OT
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TEXHOC(EpHBbIX (HAKTOPOB HA TPAHCIOPTE MPUMEHUTENBHO K cdepe cepBuca Ha
TPaHCIOPTE.

120. HopMaTuBHO-TIpaBOBBIE aKThl, PETYIHUPYIOIIUX OXpaHy Tpyda H
TEXHUKY 0€30IacCHOCTH B TOM YHCII€ Ha IPEANPUATUAX cepBUca B cepe TpaHcHopTa
B paMKax yINpaBJIE€HYECKON 3TUKHU.

TunoBble npakTHyYecKue 3aaHusl JAJI51 NPOBeAeHUSA MPOMeKYTOUHOI
arrecTanuu (3k3amena) no aucuunianne «Ilpodeccuonanbuas 3THKA,
CTAaHAAPTU3AUA, cepTUPUKAIUSA U yIIPABJIeHHEe Ka4eCTBOM B
cepBUCHOM o0cay:kuBannm» (4 u 5 cemecTp)

1. OxapakTepu3yWTe aJIrOpUTM IOHWCKA, KPUTHYCCKOTO aHajIM3a M CHHTE3a
UH(GOpPMAIIMH, PUMEHEHHUS CHCTEMHOTO TTOX0/a JIJIsl PEIICHHSI TIOCTABJICHHBIX 33]1a4
B IPOIIECCEe CTaHAAPTU3AIMH, CEpTU(HUKAIMU W YIPaBICHUS KAa4eCTBOM B cdepe
CEPBUCHOTO OOCIIY’)KMBaHUsS Ha TPAHCIOPTE C HCIIOJIB30BAHUEM IIPABUII OTHUKH,
ACTCTHKHN 00CITY)KMBAHUS, STUKETA, MOPAJIM M HDAaBCTBCHHOCTH.

2. OxapakTepu3yHTe dTamlbl BOCHPUATHS MEKKYJIBTYPHOTO pa3HOOOpasus
o0IIecTBa B COIMAIBHO-UCTOPUYECKOM, ITHUYECKOM U (HHIOCO(PCKOM KOHTEKCTax B
npolecce YIpaBiICHUS KadeCTBOM B cdepe CEepBHCHOTO OOCTYXXKHUBaHUS Ha
TPAHCIIOPTE C WCIOJB30BAHMEM TPABHJI dTUKH, SCTCTUKH OOCTY)KUBAaHHS, ITHUKETA,
MOpajIl ¥ HpaBCTBCHHOCTH.

3. OxapakTepHu3yiTe 3Tallbl yINpaBICHUS CBOUM BPEMEHEM, BHICTPAWBAHHS M
peanm3auy TPAeKTOPUH CaMOpPa3BUTHSA Ha OCHOBE IMPHUHIIUIIOB OOpa30BaHHUS U C
NPUMEHCHHEM HOPM CTaHJapTH3allud, CEPTH(PUKAIMK W YIPABICHUS KaueCTBOM B
cdepe CepBUCHOTO 0OCITY)KMBaHUS HA TPAHCIIOPTE.

4. OxapakTepHu3yiTe 3Tambl OOecredeHUs TpeOyeMOoro KadecTBa IPOICCCOB
OKa3aHHWs YCIAyr C TPHUMCHCHHEM HOPM CTaHAApTHU3alMH, CepTUPHUKAIUN U
yIIPaBJICHUS KayeCTBOM B cdepe CEpBUCHOrO OOCITY)KMBaHUS Ha TPAHCIOPTE C
Y4ETOM IPABUII STUKHU M 3CTETUKH O0OCITYKUBAHUSI.

5. OxapakrepusyiTe »dTambl OOCCICYCHUS BHEJIPCHUS KOPIOPATUBHBIX
CTaHJAPTOB M  PETJaMCHTOB IIPOIECCOB  OOCIY)XKHMBAaHHUS TIOTpeOHTEIIeH U
COOTBETCTBHsI CTaHIapTaM KadecTBa B cdepe CEepBHCHOTO OOCIyKHBaHHUS Ha
TPAHCIIOPTE C MPUMEHEHHEM HOPM 3THKH U 3CTETUKH 00CITYKUBaHMS.

6. OxapakTepusyiiTe MexaHHU3M oOOecreueHus TpeOdyeMoro KadecTBa
MPOIIECCOB OKa3aHMWs YCIYr, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHHA B
MPOIIECCE OCBOCHHS OTHKH, OJCTCTUKH OOCIYy)KMBaHHS, OTHUKETa, MOpPAId H
HPaBCTBEHHOCTH, CTaHJAPTU3AIUHU, CEePTUGUKAIMA W YIPABICHUS KadeCTBOM B
chepe cepBHCHOTO 00CITYy)KMBaHHS Ha TPAHCIIOPTE.

7. OxapakTepu3ylnTe OCHOBHBIE OCOOCHHOCTH MEKKYJIBTYPHOTO pa3HOOOpa3us
oO11ecTBa.

8. OxapakTepru3yiTe MEXaHU3M CHCTEMBbI OOECIICUCHHSI TPEOYEMBbIX KaueCTBO
IIPOIICCCOB OKAa3aHMS YCIYT B COOTBETCTBUU C MEKIYHAPOIHBIMUA M HAIIHOHAJIbHBIMH
CTaHIapTaMHd B TIPOIECCE OCBOCHMS OSTHKH, 3CTCTHKHA OOCITY)KUBAaHHS, STHKETA,
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MOpalldi W HPABCTBEHHOCTH, CTaHAAPTU3AIMNM, CEpTU(HUKAIMU W yIpaBICHUS
Ka4ueCTBOM B cpepe CEPBUCHOIO OOCITYKHMBAHUS HA TPAHCTIOPTE

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

10. OxapakTepu3yiiTe MeXaHHU3M OKa3aHUA YCJIYIr B COOTBETCTBUHU C
3asgBIIEHHBIM Ka4eCTBOM B TIPOIECCE OCBOCHUS STUKU, SCTETHKU OOCTY)KUBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIINK U YIIPABICHUS
KaueCTBOM B cpepe CEPBUCHOIO OOCITYKMBAHUS HA TPAHCTIOPTE

11. OxapakTepusyiiTe MaTepUANbHBIE PECypchl, OOOpYyIOBaHHE IS
OCYIIIECTBJICHHS MPOIIecca CEPBHCA.

12. OxapakTepu3yiTe METOMABI MPOBEICHUS MEPETOBOPOB C KIMEHTAMHU II0
NIPETCH3UOHHBIM CITy4asiM.

13. Oxapakrepu3yiiTe MeXaHH3M OIpEICIICHUs TPUYUH BO3SHUKHOBECHHSI
NpPeTEeH3Ui B MPOIIECCe OCBOCHHSI dTHKH, SCTETHKU OOCITY>KUBaHUs, dTUKETa, MOPAIU
¥ HPaBCTBCHHOCTH, CTaHIApPTHU3aIlMH, CEpTU(UKAIIMU W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY)KUBaHHS Ha TPAHCIIOPTE

14. OxapakrepusyiiTe MeTOIAbl pa3pabOTKH W UCIOJIB30BAHUS THIIOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

15. Oxapaktepusyiite MeTOJIbl (POPMUPOBAHKS W BHEAPCHUS KOPIIOPATHBHBIX
CTaHJIAPTOB W PETJaMEHTOB TMPOIECCOB OOCTY)KMBaHUS MOTpeOHMTENneil Ha
TPaHCIIOPTE.

16. Oxapaktepusyite METOAbl B3aUMOJIEHCTBUSA C KIMEHTaMU MO0 OpraHu3aluu
nporecca OOCTy)XKUBaHUS TMOTpeOuTene B cdepe TrocTenpuUMCTBa B TMPOIECCE
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIH M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(DUKAIMU U YIpaBICHUS KayecTBOM B c(epe CepBHCHOIO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

10 MeToauyeckue PpeKOMEHIANUM I OO0YyYAIOIIMXCA MO0 OCBOEHHIO
AUCHUTTHHBI

[Ipuctynas B 4 cemectpe kK u3ydeHHUro aucHuIuimHbl «IIpodeccrnonanbHas
9THKA, CTAHJAPTHU3AIUsA, CepTU(UKAIMSA W YyNpaBICHHE KauyeCTBOM B CEPBHCHOM
00CITy’)KUBaHHH»», OO0ydYaromeMycs HE0OXOAUMO BHHUMATEIBHO O3HAKOMHTBCS C
TEMAaTHYCCKUM IIJJAHOM 3aHSATHH W CIIMCKOM PEKOMEHIOBAaHHON JIMTEPATYPHI.
OOGyuaroreMycst clielyeT ysICHUTh, YTO YPOBEHb U TIyOMHA YCBOCHHS JTUCHIUILIAHBI
3aBUCAT OT €r0 aKTUBHOW M CHCTEMATHYCCKOW paOOThI HA JICKIIUAX U MPAKTHUYCCKUX
3aHATUAX. B 3TOM mporecce BakKHOE 3HAUCHHE MMEET CaMOCTOSATENIbHAs padoTa,
HaIpaBJICHHAs HA BOBJICUCHHE 00YUAIOIIETOCS B CAMOCTOSATEIIBHYIO TT03HABATEIILHYIO
NEATCIbHOCTh ¢ IEJbI0  (OPMHUPOBAHUS  CAMOCTOSTEIBHOCTH  MBIIIJICHHUS,
CIOCOOHOCTEH K Mpo(ecCHOHATLHOMY CaMOPa3BUTHIO, CAMOCOBEPIICHCTBOBAHUIO U
caMopean3alii B COBPEMEHHBIX YCIOBHUSAX COIMAIBHO-3KOHOMHUYCCKOT'O Pa3BHTHS.
N3zyuenne  mucrummabl  «lIpodeccmonanpHas  3THKa,  CTaHAAPTH3aIMS,
cepTUdHUKAII W  yIOpaBICHHE KAaueCTBOM B  CEPBHCHOM  OOCTY)KHBaHUH»
MPOJIOJDKACTCA B 5 CEMECTpe, M 4YacTh CaMOCTOSTEILHONH pabOThl OTBOIUTCS
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oOyyaromiemMycsi Ha BBITIOJIHEHUE KypcoBOM pabothl (1. 5.7), TeMbl KOTOpOU
nepeurcieHsl B 1. 9.3. B nHauane 5 cemectpa oOydwarouiuiicss BBIOMpPAET TEMY
KypCOBOM paboOThl, COTJIACOBBIBAET €€ C TMpenojaBareiieM M MPUCTymaeT K
CaMOCTOSITEJIbHOMY BBITIOJTHEHUIO, @ TakKXK€ IOCEIIaeT KOHCYJbTAIlUU, KOTOPHIC
npenojaBaTesb MPOBOJAUT OJWH pa3 B HEAENI0. 3aluTa KypcoBOM pabOThI
IIPOBOJIMTCS B KOHIIE 5 CEMECTPA U OLIEHUBAETCS COTJIACHO II. 9.5.

Bxognoit koHTposib B ¢opMe YCTHOTO OIpOca MpenojaBarelib MPOBOAUT B
Hayaje u3ydeHuss TeM Ne 1 mo BompocaM AMCIUIUIMH, Ha KOTOPBIX Oazupyercs
mucuuiuinaa - «[IpodeccronanbHas 3TUKA, CTaHAApTU3aIUs, CcepTUdUKAIUSI U
yrpaBjeHUE KaueCTBOM B CEPBUCHOM OOCITy>KUBaHUMN» (11. 2 U 1. 9.4).

OCHOBHBIMH BUJAMU ayJUTOPHOM pabOThI OOyHAIOIMIUXCSA B JABYX CEMECTpax
SBJISIIOTCSL JISKIIMM M TpakThudeckue 3aHsatus (m. 5.2, 5.3, 5.4). B xome nexuuu
pernoiaBaTelb U3JaraeT U pa3bsCHAECT OCHOBHBIC, HAaMOOJIee CIIOKHBIC MOHSATHS, a
TaK)K€ COOTBETCTBYIOIIUE TCOPETUUECKUE U MPAKTUUECKHUE MPOOJIEMBI, JaeT 3aJaHusl
¥ PEKOMCHJIAIIMU JIUIS MPAKTUYCCKUX 3aHATHH, a TAaKKE yYKa3aHHS I10 BBIMOJTHCHHUIO
00y4YaroIMMCs CaMOCTOSTEIHLHOM PaOOTHI.

3aauaMu JIEKIIUN SABISAIOTCS

— O3HaKOMJICHHE OOydYaromuxcs ¢ IeIIMH, 33JadaMi  H  CTPYKTYPOW
mucuumuinabl - «[IpodeccuonanpHas 3THUKA, CTaHAApTU3AIMSA, CepTUPUKAIUI U
yIpaBJeHUE KAYECTBOM B CEPBUCHOM OOCTY>KMBAaHUM», €€ MECTOM B CUCTEME HAyK U
CBSI3SIMU C APYTMMH JTUCIUILTHHAMU;

— KpaTKoe, HO IO CYIIECTBY, H3JIO)KEHHE KOMIUIEKCA OCHOBHBIX HAyYHBIX
HOHSITHM, MMOAX0A0B, METOOB, MPUHIIUIIOB JAHHOUW TUCIUILIUHBI,

— KpaTKOe M3JIOKEHHEe HamOoJiee CYIIECTBEHHBIX IOJOXKEHUH, pPaCKphITHE
0COOEHHO CIIO’KHBIX, aKTyaJIbHBIX BOIIPOCOB, OCBEIIEHUE JUCKYCCHOHHBIX MPOOIIeM;

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

3HauYMMBIM (PAKTOPOM MOJHOLIEHHON M IJI0JI0TBOPHOM pabOThl 00yYaromerocs
Ha JIEKIUH SBISETCS KyJIbTypa BelleHUs KOHcmekTa. [[puHIuMnuaaIsHO HEBEPHBIM, HO
MOJIYYUBIIMM B HAlle BpeMs JOCTaTOYHO MIMPOKOE PACIPOCTPAHEHUE, SBISETCS
OTHOIICHHE K JICKITNU KaK K «JIUKTaHTY», KOTOPbII 00yYaroNuicss MOXKET aKKypaTHO
M JIOCIOBHO 3ammcarh. Ciymias JeKIUi0, HEOOXOJUMO HAYYUTHCS BBIACIATh H
(buKcHpOBaTH €€ KII0UYEBbIE MOMEHTHI, 3aIMICHIBAs KX 00JIee YETKO U BBIJEISAS KAKUM-
1100 cnocoOoM U3 OOIIEro TeKCTa.

[lone3Ho mNpPUMEHATH KaKylO-TMOO yAOOHYIO CHCTEMY COKpalleHUH W
YCIIOBHBIX 00O3HaueHWW (M3 W3BECTHBIX WJIM BBIPAOOTAHHBIX CAaMOCTOSITEIBHO,
HampuMep, MEHEKMEHT 0003Hauath Oonbinoir OykBoit M). Ilpumenenwe Takou
CUCTEMBI TIOMOXXET 3HAYUTEIBHO YCKOPHUTHh MPOIECC 3amucu JeKnuu. KoHCTeKT
JIEKIUUA TIPEANMOYTHTEIBHO MHUCATh B OJHOW TETPaj, a HE HAa OTAEIbHBIX JINCTKAX,
KOTOpBIE TIOTOM MOTYT 3aTepsAThCsA. PEKOMEHIyeTCs B KOHCIIEKTE JICKITUH OCTaBIIATH
CBOOOJHBICE MECTa WM IOJisA, HAmpUMep, IS TOro, 4ToObl Oblla BO3MOXKHOCTH
3amucu HeoOXoauMOM nH(popMaIu TIpu padboTe HAJl MaTepUalaMH JICKIUH.

[Ipy BegeHWM KOHCHEKTAa JIEKIIMM HEOOXOJUMO YETKO (PUKCHPOBATH
pyOpHKanuio MaTepuaia — pasrpaHUYCHHUE Pa3/iesioB, TEM, BOIIPOCOB, MaparpadoB u
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T. . O0s3aTeNBHO CIIEYET JeNIaTh CHEIUalbHbIE MTOMETKH, HampuMmep, B Clydasx,
KOrJa Kakoe-TuOo OmpelelieHHe, TOJIOKEHHE, BBIBOJ OCTAINCh HESICHBIMU,
COMHUTENbHbIMU. MHorma oOyyaromuiicss He YycneBaeT 3amucaTh BaXHYIO
nH(popMaiuio B KOHCNEKT. Torjga HeoOX0auMO CAeNaTh COOTBETCTBYIOIIUE TTOMETKH
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJIHUTH ATy HHGOPMAIUIO B JaTbHEHIIIEM.

KauecTBeHHO clenaHHBIM KOHCHEKT JICKIMM TIOMOXKET oOydJaromemycs B
MpoIIecCe CAMOCTOSTEILHON paboThI U MPHU MOATOTOBKE K C/laue 3a4eTa U dK3aMeHa.

[Ipaktuueckue 3anstuss 1o gucuuruinHe «lIpodeccronanbHas 3THKA,
CTaHJapTu3anus, cepTudUKanus U yIOpaBlI€HUE KAa4eCTBOM B  CEPBUCHOM
00CITy>KUBaHUM» TIPOBOJIATCS B COOTBETCTBUU ¢ 1I. 5.4. llenu npakTUUeCKUX 3aHATUMN:
3aKpEenuTh TEOPETUUYECKUE 3HAHUS, MOJYyYCHHBbIE OOyYalOIUMCS Ha JIEKIUAX U B
pe3yibTaTe  CaMOCTOSATENBbHOIO  M3Y4YEHHUSI  COOTBETCTBYIOIIMX  pa3JieiioB
PEKOMEHYeMOM JUTepaTyphl; MPUOOPECTH HayaldbHbIE NPAKTUUYECKUE YMEHUS U
HABBIKM TPUMEHEHHUS METOJIOB M HWHCTPYMEHTOB HCCJICIOBAHUS DKOHOMHUYECKHUX
SIBJICHUH, O CTIOCO0ax M CPEJICTBAX PEIICHUS SKOHOMHYECKUX TTPOOIIEM.

Tembl mpakTrueckux 3aHsATUN (M. 5.4) 3apaHee COOOIMIAIOTCS 00YyYarOIIUMCS
JUIL TOTO, 4YTOOBI OHM HMEJIH BO3MOXXHOCTH TOJATOTOBUTHCS W MpopadoTaTh
COOTBETCTBYIOIIME TEOPETUUYECKUE BOIPOCH JTUCHMUIUIMHBL. B Hadaie KaxJIoro
IPAKTUYECKOTO 3aHATHUS MPENOAaBaTellb:

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

— IPOBOAMWT YCTHBIA OMpOC OOyYAIOIIMXCA, B XOJE KOTOPOTO TaKkXKe
00CYXXTal0TCs IUCKYCCUOHHBIE BOTIPOCHI.

Ha mpaktuyeckux 3aHATHAX OOydYaromiuecs MPEeACTaBISIIOT CaMOCTOSATEIbHO
MOJICOTOBJICHHBIE COOOINEHMS, B TOM 4YHCI€ B BHUJE Mpe3eHTAlUi, KOTOpbIE
BeITONIHAIOTCT B MS  PowerPoint, KOHCHEKTHPYIOT HOBYIO HMH(POpPMAIHIO U
o0cyxnarT 3Tu coolOmieHus. [IpernogaBarens B 3TOM Mpoliecce MOXKET BBICTYNATh B
poliM  KOHCYJbTaHTa WM Mozeparopa. OOywatoniuecss pemarT npoOIeMbl,
BO3HHMKAIOIINE B KOHKPETHON CUTYallMU B MPOLECCE POBEACHUS KPYTrIoro ctoja (Ii.
9.6). ITlocie Toro kKak Kaxkjaas MOATrPYINa MPEIJIOKUAT CBOM BapUaHT PEIICHUS
mpoOIeMbl, HAYMHACTCA AMCKYCCHs, B XOJI€ KOTOpPOM HEOOXOIWMO 0Ka3aTh €ro
HUCTUHHOCTb.

[Io wroram nexkuMM M NOPAKTUYECKUX 3AHITUU NPENOAABATEIb BBICTABISACT
MOJIy4eHHbIE oOOydJaromumcsi Oamiel, cormacao n. 9.1 m m. 9.2. OtcyrcTBue
oOydJaromerocss Ha 3aHATUSAX WU €r0 HEAKTUBHOE Y4YacTHE B HHUX MOXKET OBITh
KOMIIEHCUPOBAHO CaMOCTOSITEIbHBIM BBIITOJTHEHUEM JIOMIOJTHUTENBHBIX 3aJaHui U
MpEACTaBICHUEM UX HA MPOBEPKY MPENOJABATENI0 B YCTAHOBICHHBIE UM CPOKH.

B coBpemMeHHBIX YCIOBUSX mepes OOydalomuMHUCS CTOUT Ba)KHAs 3ajada —
Hay4YuThCsd paboTaTh ¢ MaccuBamMu uHpopmanuu. OOyyaromumcss HEOOXOJIUMO
pa3BuBaTh B ceOe CIMOCOOHOCTP M TMOTPEOHOCTh HWCMOJIB30BATh JOCTYITHBIC
MH()OPMAIIMOHHBIE BO3MOKHOCTH W PECYpPChl [JIi MOKMCKAa HOBOTO 3HAHHUS U €ro
pacripoctpaneHusi. OOyyarmuMmcsi HEOOXOAMMO HAY4YUThCS YIPABISATh CBOEH
HCCIIEIOBATEIBCKOM M MO3HABATEIbHON JIEITEIbHOCTHIO B CUCTEME «HH(pOpMaus —
3HaHue — uH(opManus». llpexne Bcero, Mg JOCTUKEHUS JTOW 1IENH, B BYy3€
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OpraHu3yeTcsl camMoCTosTeNbHas pabora oOydaromuxcsa. Kpome toro, coBpemeHHoe
oOydyeHHe TMpeAnojaraer, 4Yro CYLIECTBEHHYI0 YacTb BPEMEHHM B OCBOCHUH
JUCUUIUIMHBL OOYYarOIIMIICS MPOBOAMT CaMOCTOSTENbHO. IIpUHATO cuuTaTh, UYTO
TaKOM METOJ OOydeHHs JOJDKEH CIOCOOCTBOBaThH TBOPYECKOMY OBJIAJCHUIO
00Oy4YaromMUMHCs CHEUATbHBIMUA 3HAHUSIMU U HABBIKaMHU.

CamocTtosaTenbHass paboTta oOydaromierocss BechMa MHOrooOpasHa U
coaepkarenbHa. OHa BKIIIOYAET CJICIYIONIUE BUbI 3aHATHH (11. 5.6):

—  CaMOCTOSITENIbHBIM MOUCK, aHajau3 MH(OpMalMK U MpopadboTKa y4yeOHOro
Martepuana;

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

— MOATOTOBKY COOOIIEHUH (MPUMEPHBIN NIepeYeHb TeM COOOIIEeHUH B 1. 9.6);

— MOATOTOBKY K TECTUPOBAHUIO (TUIOBHIE TECTOBBIC 3aJlaHUs B 1I. 9.6);

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

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

— TMOATOTOBKY K BBIIOJHEHUIO CHUTYallMOHHBIX 3aJaHuil (TpUMEpHBIH
nepeveHsb 3aaHuil B 1. 9.6);

—  BBINIOJIHEHUE KYpCOBOM pabOTHhI (TEMBbI KypcoBOii paboThI B 1. 9.3).

CucTeMaTUYHOCTh 3aHSATUH MPE/IoJiaraeT paBHOMEPHOE, B COOTBETCTBUU C IIII.
5.2, 5.4 u 5.6, pactipenenenue oobema pabOThl B TEYEHUE BCETO MPEITYCMOTPEHHOTO
y4eOHBIM IUTAHOM CpoKa oBJaaeHus gucuuiuinHoi «lIpodeccuonanbHas »TUKA,
CTaHAapTu3anus, cepTUdUKAIKMs W  yOpaBlIeHHE KadecTBOM B  CEPBUCHOM
oOcimykuBaHuM». TakoW TOAXOH TMO3BoOJsieT u30exkaTh JAeduluTa BpEMEHH,
NEPErpy30K, CIEMIKH WU T. . B 3aBEPIIAIOIIMA IMEPUOJ H3YYEHUS JAUCIHUIUIMHBIL.
[locnenoBaTenbHOCTh PabOTHl O3HAYAET MPEEMCTBEHHOCTh U JIOTUKY B OBJAJCHUU
3HaHussMu 1o aucuumuinHe  «[IpodeccuonanvhHas  9THMKa,  CTaHIapTU3aALUA,
cepruuKanys W yNpaBlIeHHWE KAdueCTBOM B CEPBUCHOM OOCTy>KMBaHHW». JlaHHBIN
NPUHIMIT W3HAYAIBHO 3aJI0KEH B Y4eOHOM IUIaHE IMPHU OIpPEACNICHUHd OYepeTHOCTH
U3YYCHHS] JUCHMIUIMH. AHAJIOTHYHBIA TMOAXOA TPUMEHSAETCS TPU ONPEICICHUU
MOCIICIOBATEIBHOCTH B U3YYEHUU TEM JTUCIHUILIAHBI.

3aBepIIaoUM 3TaloOM CaMOCTOATEIbHOM paboThl SBISETCS MOArOTOBKA K
clade 5K3aMEeHa B YETBEPTOM CEMECTpe, K 3allluTe KypcoBOM padOThl M claade
9K3aMEHa B IIITOM CEMECTPE, MPEATIOArarolIie HHTErPALUI0 U CUCTEMATU3ALIMI0 BCEX
MOJIYYEHHBIX NPH H3YYEHUU IUCUUIUIMHBL. [IpyMeEpHBI nepedyeHb BOIPOCOB IS
3ayeTa no aucuuiuinbe «llpodeccronanbHas 3TUKa, CTaHIAPTU3ALMS, CePTUDUKAIIHS
U yIOpaBieHHE KayeCTBOM B CEPBHUCHOM OOCIy)KMBaHWU» TpUBeAeH B 1. 9.6.
OrneHouHas mKana JJis KypcoBoi paboTel onucana B m. 9.5. IlpumepHbiii mepeueHb
BOMPOCOB g 9K3ameHa 1o aucuuiuimHe  «lIpodeccumonanbHas — STHKa,
CTaHJapTHU3alMs, cepTuUKalus ¢  yOpaBlIeHHE KayeCTBOM B  CEPBUCHOM
oOCITy)XKMBaHMM», a TaKKe THUIOBbIE 3aJaud W 3afaHus JUId HK3aMEHa TaKxke
npuBeACHBI B 11. 9.6.

PaGouwass nmnporpamma mno gucuumiuHe — «lIpodeccronanbHas — 3THKA,
CTaHJapTu3auus, cepTudUKanus U YIOpPaBICHHE KAayeCTBOM B CEPBUCHOM
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[IporpaMma paccMOTpeHa ¥ yTBEpXKIe€HAa Ha 3acemanwu Kabempsr Ne 2
«CoNuansHO-5KOHOMIYECKHX JUCIUIUIAE B cepBHca» « [ 4w 12 g‘%ﬁ’{[{{i} 2024
rojaa, IpoToxosa Ne 5

PazpaboTunku:

K.3.H. -%j/ Mutpodanos C.B.
JI.3.H., JOIIEHT /ﬂ 4 Komrenena T.H.

3aBenyronmit kadempoit Ne 2 «CoruaabHO-3KOHOMMYECKMX IUCIHUIUIAH U
CepBHCa»

JI.3.H., JOIIEHT ﬂ % Komenesa T.H.

E /

IIporpamma coracoBana:

Pyxosomurens OITOIT

IL.5.H., TOIIEHT ﬂ /

N Komenesa T.H.
; :

IIporpaMma paccMOTpeHa U  COrJlacOBaHA Ha 3aceaHMd  YdeOGHo-

METOJUYECKOI0 COBETa Y HUBEPCHUTETA «,/7‘[ » Q%h (S 2024 ropa, IIPOTOKOJ
Ne :,Aé . !
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