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1 Ilesn ocBOeHHSI UCITUILITHHBI

Hucrmmummaa «lIpodeccrnonanpHas 3THKA, CTaHAAPTH3AIUA, cepTUGUKAII U
yIpaBlieHHEe  KadyeCTBOM B  CEPBUCHOM  OOCIY)XMBAaHUU»  CIIOCOOCTBYET
(GbOpMHUPOBAHUIO CUCTEMBbI 3HAHUW O METOJOJIOTHUYECKMX OCHOBAaX COBPEMEHHBIX
HAyYHBIX W TPAKTUYECKUX 3HAHWA 110 OCHOBAM COBPEMEHHBIX HAYYHBIX W
MPAKTUYCCKUX 3HAHUKW B 00JacTH NpodheCCHOHATBHOW OTUKH, CTaHIAPTU3AINH,
ceprupuKalii W YOPABICHHUS KAadyeCTBOM B CEPBUCHOM OOCIYy)KHBaHUU Ha
BO3/yIIIHOM TPAHCIIOPTE, a TAKXkKE 00 0COOCHHOCTSX, CIIOC00aX U CPEICTBAX PEIICHHMS
po0JIeM B TIPOIECCE CEPBUCHOM JICATEILHOCTH Ha COBPEMEHHOM aBUATIPEANIPUSATHH.

[enssmu ocBoeHus auctuiuinHabl «IIpodeccruonanpHas 3THKa, CTaHIapTHU3AINS,
cepruuKays U yIpaBJICHUE KAa4eCTBOM B CEPBHCHOM OOCITYXKUBAaHHUHY» SIBIISIOTCS
dopMHupoBaHUE Yy OOYYaIOMIUXCS TPEACTABICHUS O MOPAIBHBIX TPEOOBAHMSIX,
NPEIBSBIICMBIX K MPOPECCHOHAIBHON NESITeIbHOCTH PaOOTHUKOB Cephl CepBHCA;
TEOPETUYCCKUX OCHOB, MPAKTHYCCKUX (OPM M METOJIOB MPHUHATHUS YIPABICHUCCKUX
pEIICHW Ha OCHOBE HCIIOJIb30BAHHUS COBPEMEHHBIX HAYYHBIX W IPAKTUYCCKUX
3HaHHMHA TI0 OCHOBaM MPOQeCCUOHAIBHONW 3THKH, CTaHIAPTU3AINH, CEPTUPUKAIIUNA H
yIIPaBJICHNUsS KAa4eCTBOM B CEPBUCHOM OOCITYXWUBaHWH: TPHOOPETCHUE YMCHHM
NPUMCHSATH TOJIYYCHHBIC 3HAHUS Ha MPEANPUITHIX cepBHUca B chepe BO3TYITHOTO
TPaHCIIOPTa; YMEHUH B OpraHW3alliy MPOIlecca CEpBHUCa Ha BO3AYIITHOM TPAHCIIOPTE;
NproOpEeTCHHE YMEHHIA TPUMEHSITH ITOJTyYCHHbBIC 3HAHUS.

3amauaMu OCBOSHUS TUCITUTUINHBI SIBJISTFOTCS :

- TO3HAKOMUTH OOYYAIONIUXCS C OCHOBHBIMH METOJAMHU BOCIIPHUSTHUS
MEXKYJTbTYPHOT'O pa3HOOOpa3uss o00IIecTBa B COIMAIBHO - HCTOPUYCCKOM,
ATHYECKOM M (UIOCOPCKOM KOHTEKCTaX B IPOILECCE OCBOCHUS ITHKH, ICTETUKU
OOCITy)XMBaHHsSI, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTUdUKAIIMA W YIPaBICHUS KauyeCTBOM B cepe CEpBHUCHOTO OOCTY)KMBaHHS Ha
TPaHCIIOPTE;

- TO3HAKOMHUTh  OOydYalomuxcss C  OCHOBHBIMU  OCOOCHHOCTAMH
MEXKYJIbTYPHOTO pa3HOOOpa3usi 001IeCTBa;

- TO3HAKOMHUTH OOYYalONIUXCs C MEXaHH3MOM oOecrnedeHus TpedyemMoro
KauecTBa TIPOIECCOB OKa3aHUA YCIyr, Ha OCHOBE KIMEHTOOPHEHTHPOBAHHBIX
TEXHOJOTUHA B TPOILIECCE OCBOCHUS DJTHUKH, AICTETHKU OOCIY)XHBaHUS, OJTUKETA,
MOpalli ¥ HPABCTBEHHOCTH, CTAHAAPTU3AIMH, CEPTUDUKAIMN U YyIPaBICHUS
KauecTBOM B c(hepe cepBUCHOTO OOCTY)KMBAHUS Ha TPAHCIIOPTE;

- TI0O3HAKOMHUTH OOYYaOIMMXCS C MEXaHW3MOM CHUCTEMBI oOecreueHus
TpeOyeMBbIX  KayeCcTBO TMPOIECCOB OKa3aHUS YCIYyr B  COOTBETCTBHUU  C
MEXIYHApPOIHBIMUA W HAIIMOHAJIBHBIMH CTaHJAApTaMU B TPOIECCE OCBOCHUS STHKH,
ACTETHKU OOCIY)XKMBAHUS, STUKETAa, MOPAIH M HPABCTBEHHOCTH, CTAaHJIAPTH3AIINH,
cepruuKanu W yNpaBlIeHUS KAa4eCTBOM B cepe CepBHCHOTO OOCTyKHBaHHUS Ha
TPaAHCIIOPTE;

- IO3HAKOMUTH O0YUYAIOIIMXCS C MEXaHU3MOM (hOPMHUPOBAHUS OKa3aHUS yCIYT
B COOTBETCTBUU C 3asABICHHBIM KAayeCTBOM, C MEXaHW3MOM OKa3aHHUS YCIyT B
COOTBETCTBHH C 3asIBJICHHBIM KAaue€CTBOM B IPOIIECCE OCBOCHUS ITHKH, ICTCTHKH
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oOCIy’KMBaHMs, OTUKETa, MOpPAJM W  HPABCTBEHHOCTH, CTaHAapTU3ALUH,
cepTU(PUKALMUA U YNPABICHUS KAYeCTBOM B C(Eepe CEpBUCHOrO OOCITYKMBAaHMS Ha
TPAHCIIOPTE;

- MO3HAKOMUThH OOYYAIOIIMXCA C OCHOBHBIMU MaTEpHAILHBIMU peCypcamu, H
o0OpyAOBaHUEM [IJIsl OCYILECTBJICHUS NPOLECcca CEepBHCA, METOJbl IMPOBEACHUS
MIEPErOoBOPOB € KJIMEHTaMH [0 TMPETEeH3UOHHBIM ClydyasM M  MEXaHU3MBbI
ONpeJeNieHns] MPUYUH BO3HUKHOBEHHUS MPETEH3UW B MPOLECCE OCBOCHUS 3THUKH,
ACTETUKU OOCIYXMBaHHUSA, 3TUKETa, MOpPAJIM U HPaBCTBEHHOCTH, CTaHAApTHU3ALUH,
cepTupUKalMKU M yNpaBlIeHUS KayeCTBOM B c(epe CEpBUCHOTO OOCIYyKMBaHUS Ha
TPAHCIIOPTE;

- MO3HAKOMUTH OOYYAIOUIMXCS C METOJaMU pPa3pabOTKU U HCIOIb30BAHMS
THUMOBBIX TEXHOJIOTMYECKUX IMPOIIECCOB, METoJaMu (OPMHUPOBAHUS M BHEIPCHUS
KOPIOPaTUBHBIX ~ CTAHJAPTOB W  PEIJIAMEHTOB  MPOLIECCOB  OOCITYKMBaHUS
norpebuTeNned Ha TpPAHCIOPTE, METOJAaMU B3aUMOJCHCTBUS C KIHMEHTaMH IO
OopraHu3aluu Ipoiiecca oOCITyKHMBaHUs MOTpedOuTeneld B chepe rocTenpUUMCTBA B
IpoIecce OCBOCHHUS JTHKH, OCTETHKUA OOCIYXMBaHUS, OTHUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIApTU3allMH, CEPTHU(PUKALMM W YNPaBICHUS KaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHMS Ha TPAHCIIOPTE;

- IOHUMaHue OO0ydYaroIuMHUCS TpeOOBaHUM OE30MacHOr0 OOCITyXKUBaHUS,
OXpaHbl TPyJa U TEXHUKH O€30MACHOCTU 3aIUTHI OT TEeXHOC(HEpPHBIX (PaKTOPOB Ha
TPaHCIIOPTE MPUMEHUTENBHO K cepe cepBUca Ha TPAHCIIOPTE;

- pACCMOTpPEHHUE MOJIOKEHUH HOPMATHBHO-IIPABOBBIX AKTOB, PErYIHPYIOIIMX
OXpaHy TpyJa U TEXHHMKY O€30IaCHOCTM B TOM YHCJIE Ha MPEINpHUITUAX CEpBHCA B
cdepe TpaHcnopTa.

Hucuunnuna «IIpodeccronanbHas 3THKa, CTaHAApTU3ALUs, CEpTUPUKALUSL U
yIpaBJI€HUE KAa4eCTBOM B CEPBUCHOM OOCIY)XMBAaHHM» OOECIIEUUBAET IOATOTOBKY
BBIYCKHUKAa K CEpBHCHOM W OpraHU3allMOHHO-YIIPAaBJICHYECKOMY THUIy 3ajad
npo¢eCCUOHANTBHOMN AESITETbHOCTH.

2 Mecto nucuunjunsl B ctpykrype OIIOII BO

Huctumummaa «lIpodeccronanbHas 3THKa, CTaHAApTH3AIMs, cepTUdUKaus u
VIOpPaBICHUE KAa4eCTBOM B CEPBUCHOM OOCITYXKHUBAaHUW» TIPEACTABIAECT COOOM
TUCHUIUIMHY, OTHocsamyrocs kK OoOs3arensHol dvactd bioka 1 JIMCIUTUIMHBI
(Monynn).

Hucrmmummaa «IIpodeccrnonanpHas 3THKa, CTaHIAPTH3ANUA, CEPTUPUKALUS U
VIPaBJICHHE Kaue€CTBOM B CEPBHCHOM OOCIYKHBaHUW» Oa3WpyeTcs Ha pe3ylibTaTrax
oOydeHusi, CHOPMHPOBAHHBIX Yy OOydYaroOmerocs TPH OCBOCHUU JTUCIUTUIAH:
«TexHonorun  N€MOBOTO  OOUIEHHUS,  IICHUXOJOTHS U KOH(IMKTOJIOTHSI»,
«Cepsucomnorus («CepBUCOIOTHS ¥ OpPTaHU3AIUS OOCITYKUBAHUI»)», «YTpaBICHUE
NpeAnpUsTUIMH CepBHCAa Ha TpaHcnopre», «CepBUCHAs AESATEIBHOCTh Ha
TPAHCIIOPTE».

HNucuumnuna «lIpodeccuonanbHas 3THKa, CTaHAApPTU3ALMS, CEpTUPUKAIUSI U
yIpaBJeHUE KaueCTBOM B CEPBHCHOM OOCIY>KMBaHUUY SABJISETCA OOecreurBaroen
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IUIA U3YYCHUS TUCIUIUINH: «YTIpaBICHUE TYPUCTCKO-PEKPEAIIMOHHBIMY MMPOCKTAMH H
opraHuzanuen oocmykuBaHus», «Opranuzanus U MIaHUPOBAHHE MPOIIecca OKa3aHUs
CEpBHUCHBIX YCIyr Ha TpaHcmopTe», «OpraHu3amusi cepBuca B adporopTy U Ha
BO3AYIIHOM cyaHe», «MHaycTpusi TOCTeNpuUMCTBA B cepe TpaHCHOpTay,
«IIpaBoBoe oOecrnieueHre CEpBUCHOTO 00CTYKMBAHUS Ha TPAHCTIOPTE».

JucuumninHa n3yyaercs B 4 u 5 cemectpax.

3 Komnerenunu odyuyawierocsi, popMupyembie B pe3yJibTaTe OCBOEHUSA
AUCHHUILINHBI

IIponecc OCBOEHUS JVCLUTUIHBI «IIpodeccruonanbHas ATHKa,
CTaHAapTu3aluMs, cepTUdUKalKMs ¢  yIOpaBlIeHHE KayeCcTBOM B  CEPBUCHOM
oOCy>KHBaHUMY HaIpaBjieH Ha (POPMUPOBAHUE CIEAYIOUUX KOMIIETEHIINH:

Ilepeuensp u kox [lepeuennb mIaHUPYEMBIX PE3yJIbTATOB OO0 YUESHHUSI 10
KOMIIETEHIIUI JUCUUTIMHE
Cnoco0eH BOCIPHHHUMATH MEXKKYJbTYpPHOE pa3HooOpasue
YK-5 o0mecTrsa B CONMAJIBLHO-UCTOPHYECKOM, JTHYECKOM U
(punocopckomM KOHTEKCTAX
Bnaneer MeToAaMu BOCIIPUSATHS MEKKYJIbTYPHOTO
. pazHooOpa3usi  o0IIecTBa B  COIMAIBHO-  HCTOPUYECKOM,
1101 ATUYECKOM U PHIOCOPCKOM KOHTEKCTAX;
YMmeet PUMEHSTh 0COOEHHOCTH MEKKYJIbTYPHOTO
pazHooOpasusi o01IecTBa
I/I’HZVK-S YMmeer IPUMEHSATD 0COOEHHOCTH MEKKYJIbTYPHOTO

pazHooOpa3us 001IeCTBa

Cnoco0en o0ecneunBaTh TpedyeMoe Ka4veCTBO NPOLIECCOB

OIIK-3 oKazaHusi ycJayr B u30panHoil cdepe mnpodeccmoHaNbHOM
AeATeJIbHOCTH
150G OpranusyeT OILIEHKY KayecTBa OKa3aHMs YCIYyr B CEpBUCE Ha
OTIK-3

OCHOBC KIIMCHTOOPUCHTHUPOBAHHBIX TCXHOJ’IOFHfI;

ObecneunBaeT TpeOyeMoe KaueCTBO MPOIECCOB OKAa3aHUs yCIyT

HHZOHK_Q, B COOTBCTCTBHHM C MCKIAYHAPOAHBIMHU KW HAIOHOHAJIbHBIMHA
CTaHJapTaMu

Hﬂsomog OO0ecnieunBaeT OKa3aHUE YCIYT B COOTBETCTBUU C 3asBICHHBIM
Ka4y€CTBOM
Cnocob0en o0ecnmeyuBaTh 0€30MACHOCTH OO0C/IYKMBAHUS

OIK-7 norpeouresen U colrroieHmne TpeOoOBaHMIA

3aMHTEPECOBAHHBIX CTOPOH HAa OCHOBAHWM BBINOJHEHUS
HOPM ¥ NPaBHJI OXPAHbI TPY/Ia U TEXHUKH 0€30MaACHOCTH

NG OOecneunBaer  coOmroneHMe  TpeOOBaHMK  OE30IaCHOTO
OIK-7 00CITy)KHMBaHUS, OXPaHbI TPY/A U TEXHUKH O0€30IMaCHOCTH

W12 CobmrolaeT  NOJNIOKEHUA  HOPMATHBHO-  IIPAaBOBBIX  AKTOB,
OIIK-7

PETYJIHMPYIONINX OXpaHy TPyAa U TEXHUKY 0€301aCHOCTH




Ilepeyens u xon [lepeueHb IaHUPYEMBIX PE3YJIBTATOB OO0 yUEHHUSI 10

KOMITETEHIIU I JUCIUIUINHE
Cnoco0eH k pa3pa0oTke TEXHOJOTMH Ipolecca cepBHCa,
o0ecrne4eHHUIO (popmupoBanus n BHe/IPeHUs
IK-3 KOPIOPATUBHBIX CTAHAAPTOB M PerjiaMeHTOB IPOLEecCOB

00cJIy’)KUBaHUSL NOTpeOMTE/ el M OpPraHU3auMM IpoLecca
YJAYYIICHUS] KAYeCTBA 0KA3aHUs TPAHCIOPTHBIX YCJIYT

Breibupaer marepuanbHble  pecypcbl, 000pylOBaHUE IS
I/man-s OCYIIECTBJICHHs TpOLlIecca CEpBHCA, MPOBOJUT IEPErOBOPHI C

KJIMEHTaMH [0 TMPETCH3UOHHBIM CJIy4asiM U OMpeIesieT
IPUYMHBI BOSHUKHOBEHUS TIPETCH3UM

[TpumeHsieT MeToNIbl pa3pabOTKU M HCIIONB30BAHUS THIIOBBIX
TEXHOJOTUYECKUX TIPOIECCOB, METOABI (OPMHPOBAHUS U
, BHEJPCHHSI KOPIOPATUBHBIX CTAHJIAPTOB W  PETJIaMEHTOB
1201 . NPOIIECCOB  OOCIY)XMBaHHS TOTpEOHWTENEH Ha TpaHCIOpTe,
METOJIBI B3aUMOJACHCTBUS C KIHMEHTAMHU TI0 OpraHU3alud
npoiiecca 00CITy>)KHBaHUS noTpeduTeneit B cthepe
TOCTEITPUMMCTBA

I[lnanupyembie pe3yabTaThbl H3yYeHUSI JUCHUIJIMHBI:

3HAaTh:

- OCHOBHBIE METOJIbI BOCTIPHSATHS MEXKYJIBTYPHOTO pasHOOOpasus o0IecTBa B
COITMAIBHO - UCTOPUYECKOM, ITHUYECKOM M (HHI0CO(CKOM KOHTEKCTaxX B IpOIEcce
OCBOCHUSI JTHUKH, ICTETUKH OOCIYKHWBaHHS, STUKETa, MOPAJIM M HPABCTBEHHOCTH,

CTAHIapTH3ALMKL, cepTH(UKal YIRABICHUS KadyeCTBOM B cd%v?ge CEPBHUCHOTO
OOCHy>KHBaHMS Ha TPaHCOpTe ; OCHOBHBIE OCOOEHHOCTH MCKKYJIBTYPHOTO
VK-5

pasHoobpasus obmectsa (]2 . 5);

- MEXaHM3M o0ecreyeHus: TpedyeMoro KauecTBa MpOILeCCOB OKa3aHUS YCIYT,
Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHMH B MPOIIECCE OCBOCHUS ITHUKH,
ACTETUKU OOCIYyXUBAaHUSA, TUKETa, MOpPAIH M HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTupuKanMu M yMpaBlIeHUS KAa4eCTBOM B cdepe CEpPBUCHOTO OOCITyKUBaHHUS Ha
tpancniopre (UJ1lomk-3); MexaHmsm cucrteMbl obecriedeHHs TpeOyeMOro KadecTBa
MPOIIECCOB OKAa3aHUs YyCIYT B COOTBETCTBUU C MEXIYHAPOIHBIMHU U HAIMOHATHHBIMH
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OJTHKH, JCTETUKA OOCTY>KMBAHHS, JTHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDUKAIMN ¥ yIpPaBICHUS
kadecTBOM B cdepe cepBHCHOro oOcimyxkuBanus Ha Tpancnopre (U]1%onk-3);
MEXaHW3M OKa3aHHUsS yCIyT B COOTBETCTBUHU C 3asBIICHHBIM KauyeCTBOM B IPOIIECCE
OCBOCHHS 3THKH, DCTCTUKU OOCTY>KWBaHWS, ITHKETA, MOPAIH W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMKA W YIpaBICHUS KadecTBOM B c(epe cepBHCHOTO
obcamyxuBanus Ha Tpancnopte (M13omx-3);

- TpeboBaHUs 0€30MacHOr0 OOCTYKMBaHUS, OXpaHbl TpyAa M TEXHUKHU
0€30MacCHOCTHU 3alIUTHI OT TEXHOCPEPHBIX (PAKTOPOB HA TPAHCIIOPTE MPUMEHUTEIHHO
x chepe cepsuca Ha Tpancnopre (M/Ilomk.7); MonaokeHUs HOPMAaTHBHO-IIPABOBBIX
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aKTOB, PETYIMPYIOLIUX OXpaHy TpyAda M TEXHUKY O€30IacCHOCTH, B TOM YHUCIIE Ha
npeanpuaTHAX ceppuca B cepe tpancnopra (M1 %omk);

- MaTepHaJibHbIE PECypchl, OO0OpYAOBaHHME [JIsi OCYIIECTBICHHS Ipoliecca
CepBHCa, METOAbl MPOBEICHUS IEPErOBOPOB C KIMEHTAMH 10 MPETEH3MOHHBIM
CIIly4astM ¥ MEXaHHM3M OINpeJeIeHHs] MPUYMH BOZHUKHOBEHUS MPETEH3UH B Ipoliecce
OCBOCHHUSI 3THUKH, DCTETUKU OOCITYKUBAHUS, HTHUKETAa, MOpPAId U HPABCTBEHHOCTH,
CTaHAAPTU3ALMH, CepTU(UKAIMU M YIpaBICHUS KadyecTBOM B c(epe CepBHCHOIO
oocnyxupanus Ha Ttpancrnopre (MIhk3; MeTonsl pa3spaboTKu M MCIIONIB30BAHUS
TUTIOBBIX TEXHOJOTUYECKUX TMPOIECCOB, METOAbl (POPMHUpPOBAHMS U BHEAPCHUS
KOPIOPaTUBHBIX ~ CTAHJApTOB U  PErJIaMEHTOB  IPOLIECCOB  OOCITY>KHMBaHMS
notpebuTeneid Ha TPAHCIOPTE, METOAbl B3aUMOJEHCTBUA C KIMEHTaMHU IO
opraHu3aluu mnpoiecca oOCIyKUBaHUS NOTpeduTeneil B chepe rocrenpuuMcTBa B
OpoLEecce OCBOCHHUS JTHKU, OCTETUKU OOCIY)XMBaHUS, OTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHJIAPTH3alMU, CEePTUPUKALMKA W YNPaABICHUS KadyeCTBOM B
chepe cepBucHOro obcaysxkupanus Ha Tpancnopre (M %mx);

Ymers:

- IPUMEHSATH OCHOBHBIE METObl BOCIIPUSATUS MEXKKYJIbTYPHOTO pazHooOpasus
o0IIeCTBa B COIMAIBHO - HCTOPUYECKOM, STUYECKOM M (PUIOCOPCKOM KOHTEKCTaX B
Ipolecce OCBOCHHUS JTHKH, OCTETHKUA OOCIY)XMBaHUS, OTHUKETa, MOpald U

HPaBCTBCHHOCTHU, CT HJ]&E(TI/ISaIII/II/I CCPpTUMHUKALIN 1 YHOPABJICHUA Ka4CCTBOM B
cpepe CepBI/ICHOfO OOCITYy’KUBAHUA ha AHCITIOPTC IMPUMCHATE OCHOBHBIC

)
0COOEHHOCTH MEXKYJIBTYPHOTO pazHooOpasust 001IecTBa E’ﬁﬁz 5);
VK-

- TPUMEHSATh MEXaHu3M oOecreueHus TpeOyeMoro KauecTBa IPOIIECCOB
OKa3aHMs YCIyr, Ha OCHOBE KIMEHTOOPHMEHTHUPOBAHHBIX TEXHOJOTHH B MpoIlecce
OCBOCHHS 3THUKH, DCTETUKU OOCTYKUBAHUS, HTHUKETAa, MOpPAId U HPABCTBEHHOCTH,
CTaHJapTU3AlNK, CepTU(HUKAIMKM U YIpaBICHUS KadyecTBOM B c(epe cepBHUCHOTO
obcnyxkuBanus Ha Tpancnopre (U[1lonk.3); NpPUMEHATH MEXaHU3M CHCTEMBI
oOecrieueHusi TpeOyeMOro KauecTBa IMPOIIECCOB OKa3aHUSl YCIYI B COOTBETCTBUU C
MEXIYHAPOJHBIMU W HAllMOHAJIBHBIMHM CTaHAApPTaMU B MPOLIECCE OCBOEHUS ITUKH,
ACTETHKU OOCIYXMBaHUSA, TUKETAa, MOpPAId U HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTuuKau ¥ yNpaBlIeHUS KAa4eCTBOM B cepe CepBHCHOTO OOCTYKHMBAaHUS Ha
tpancnopre (U/1%mk-3); NpUMEHATh MEXaHM3M OKAa3aHHs YCIyr B COOTBETCTBUM C
3asiBJICHHBIM KayeCTBOM B TMPOIIECCE OCBOCHHUS 3THUKH, ICTETHKUA OOCTY>KHWBAaHWSI,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUPUKAIINY U YITPABICHUS
Ka4ecTBOM B cpepe cepBHCHOIo obcayxkuBanus Ha Tpancrnopre (M1 omk-3);

- oOecreunBaTh coOmoeHne TpeOoBaHUil Oe30macHOro 00CTyKUBaHMS,
OXpaHbl TPyJa U TEXHUKU OE30MACHOCTH 3aIIMTHI OT TeXHOC(EpHBIX (PaKTOPOB HA
TpaHCHOpPTE IIPUMEHUTENBHO K cdepe cepsuca Ha Ttpancnopre (U 'onk7);
COOMIOIaTh TIOJIOKEHUST HOPMATHUBHO-TIPABOBBIX AaKTOB, PETYIHPYIONUX OXpaHy
TpyJa W TEXHUKY O€30MacCHOCTH, B TOM YHCIIE Ha MPEANpUITHIX cepBHUca B chepe
tpancnopra (M1%omk-7);

- HWCIIONB30BaTh MaTEPHAIBHBIE PECYpPChI, NMPUMEHATH OOOpYyIOBaHHUE IS
OCYIIECTBIICHHSI TPOIIECcca CepBUCA, TPUMEHSATh METOJIBI MMPOBEACHUS TIEPETOBOPOB C
KIIMEHTAMHU TI0 MPETECH3MOHHBIM CIydYasM W MPUMEHSATh MEXaHWU3MBI OIMpEaeTICHUS
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MPUYAH BO3HUKHOBEHUS TIPETCH3WH B TMPOIECCE OCBOCHUS DJTHKH, OSCTETUKU
oOCTy)KMBaHMsI, OTUKETa, MOpPAJIM W  HPABCTBEHHOCTH, CTaHIApPTH3AIIHH,
cepTU(PUKAIMU U YNPaBIEHUS KAaYeCTBOM B c(epe CEpBHCHOIO OOCIY>KMBAaHMS Ha
tpancnopte (U/Ilk-3); IpUMeEHATs MeTOAbl Pa3paboTKU M MCIOIb30BAHMS TUIIOBBIX
TEXHOJOTHYECKUX TIPOIECCOB, TMPUMEHSTh METOIAbI (POPMUPOBAHHUS M BHEAPCHUS
KOPIIOPAaTUBHBIX ~ CTaHAAPTOB W  PErIAMEHTOB  IPOIIECCOB  OOCITY)KUBaHHUS
MOTpeOUTENICH Ha TPAHCIIOPTE, MPUMEHATH METOIbI B3aUMOACHCTBUS C KIIUEHTAMH 10
OpraHM3alMu Tpolecca oOCTyXKUBaHUs MOTpeOuTenel B chepe TOCTEPUUMCTBA B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKH OOCITY)KMBaHUS, OJTHUKETa, MOpaIH U
HPABCTBEHHOCTH, CTaHIAPTH3allUM, CEPTHU(PUKAIMM W YIPABICHHUS KavyeCTBOM B
chepe cepsucHOro oocayxxupanus Ha Tpancnopre (M1 %mx-3);

Bnanets:

- CIIOCOOHOCTHIO IPUMEHSTH OCHOBHBIC METOJIBI BOCIIPUATHS MEKKYJIBTYPHOTO
pa3HooOpasust o0IIecTBa B COIUANIBHO - UCTOPHUECKOM, STHIECKOM B (UIOCOPCKOM
KOHTEKCTaX B MPOIIECCE OCBOCHUS ITHUKH, ICTETUKH OOCITYKUBAHUS, STUKETA, MOPAJIH
¥ HPaBCTBECHHOCTH, CTaHIapTHU3allMU, CEpTU(DHKAIMA W YIpaBICHUsS KaueCTBOM B
cepe cepsucHoro obcayxkusanus Ha Tpancnopre (M[Ilyis); cmocoGHOCTBIO
NPUMEHSATh OCHOBHBIE OCOOCHHOCTH MEXKKYJIBTYPHOTO pa3HOOOpa3wsi oO0IIecTBa
(M 1%yks);

- CHOCOOHOCTBIO MPUMEHATh MEXaHH3M OOecTieueHus: TpedyeMoro KadecTBa
IPOIIECCOB OKa3aHUsl YCIyr, HA OCHOBE KIJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHH B
polecce OCBOCHHUS JTHUKH, OCTETUKH OOCITY)KUBAaHUS, OTUKETa, MOpaIH H
HPAaBCTBEHHOCTH, CTaHIApPTU3AIlMU, CEpTU(PHUKAIMK U YNPaBICHUS KauyeCTBOM B
cepe cepBucHoro obcayxkupanus Ha TpaHcnopre (M[Ilomks); crmocoOHOCTBIO
NPUMEHSITh MEXaHU3M CHCTEMBI obecreueHus TpeOyeMoro KauecTBa IpOIEcCOB
OKa3aHWUsI YCIYr B COOTBETCTBHM C MEXKIYHAPOJAHBIMU U HAlMOHAIHHBIMH
CTaHJapTaMyd B TMPOIECCE OCBOCHUS JTHUKH, SCTETUKU OOCTY>KMBAHHS, STHUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHAAPTU3AIMU, CEPTUPUKAIMN U YyIpaBICHUS
KauecTBOM B cdepe cepBUCHOTO obcayxkuBanus Ha Tpancrnopre (M %omk-3);
CIIOCOOHOCTBIO TMPUMEHSATh MEXaHM3M OKa3aHUi YCIYyr B COOTBETCTBHUH C
3asiBJICHHBIM KayeCTBOM B IMPOIIECCE OCBOCHHUS JTHUKH, ICTETHKU OOCTY>KHWBAaHWSI,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUPUKAIINY U YIIPABICHUS
Ka4ecTBOM B cpepe cepBUCHOro obcayxkusanus Ha Tpancnopre (M 1omk-3);

- cmocoOHOCThIO oOecreunBaTh COONIOJEHHE TpeboBaHMit O€30MacHOro
o0CTy>KWBaHMsI, OXPaHbI TPYJa U TEXHUKU OE30MACHOCTH 3aIIUTH OT TEXHOC(HEPHBIX
(akTOpOB Ha TpPaHCIIOPTE MPUMEHUTENBHO K cdepe cepsrca Ha Tpancnopte (M onk-
7);  CIIOCOOHOCTBIO  COOJIFOMATHh  TOJIOKEHWST  HOPMATHBHO-TIPABOBHIX  aKTOB,
PETYNHPYIONUX OXpaHy Tpyla HW TEXHHKY O€30MacHOCTH, B TOM YHCJIE Ha
npeanpusTHax cepsuca B chepe tpancnopta (U1 %omk-7);

- CIOCOOHOCTBIO WCTONB30BaTh MAaTEpPHANbHBIE PECYpPChl, TMPUMEHSTH
o0opyI0OBaHUE N7l OCYILECTBICHUS IPOLIEcca CEpPBHUCA, CIIOCOOHOCTHIO MPUMEHATH
METO/IBl TPOBEACHHSI TIEPETOBOPOB C KIMEHTAMH MO TPETCH3WMOHHBIM CIydasM H
CIIOCOOHOCTBPIO TPUMEHSITh MEXAaHW3M ONpPENCNICHUS MPUYUH BO3HUKHOBCHUS
MPETEH3UH B TIPOIIECCE OCBOCHUS ATHKHU, ICTETHKN 00CITY>)KMUBAHUS, ITHKETA, MOPAJIH
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U HPABCTBEHHOCTH, CTaHIAPTH3AIlMU, CEPTU(DUKAIMKA W YNPaBICHUS KadueCTBOM B
chepe cepsucHoro obcayxusanus Ha TtpaHcrnopre (M[Ifks); CIOCOOGHOCTBIO
MPUMEHSATh METONBI Pa3pabOTKM M HWCIOJIB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
MIPOIIECCOB, CIIOCOOHOCTBIO TPUMEHATh METONBI (OPMHUPOBAHUS W BHEAPCHUS
KOPIOPAaTUBHBIX  CTaHJAPTOB W  PEIJIAMEHTOB  TIPOIECCOB  OOCITYKHUBaHUS
MOTpeOUTENIeH Ha TPAaHCIIOPTE, CIIOCOOHOCTHIO TPUMEHSITh METOJIbI B3aUMOICHCTBUS
C KJIMEHTaMHu IO OpraHu3aluu Ipoilecca OOCTyKUBaHUS ToTpeOuteneid B cdepe
TOCTEIIPUUMCTBA B TIPOIIECCE OCBOCHUS JTHKH, ICTCTHUKU OOCITYXWUBaHUS, dTHUKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHJAPTU3AIMH, CEPTUDUKAIMN U  yIpPaBICHUS
Ka4yecTBOM B cepe cepBHCHOro obcayskuBanus Ha Tpancnopre (M1 %mx-3).

4 O0beM IMCUMILTHHBI M BUABI Y4eOHOH padoThl

OO6mast TpyJ0eMKOCTh JUCHUIUIMHBI COCTABISACT 6 3a4eTHBIX eauHull, 216
aKaJeMHYECKUX Jaca.

HaumenoBanue Bcero yacos Kypc (Cemectp)
2 xypc (4 | 3kype (5
CEMECTp) | ceMecTp)
O611ast Tpy10€MKOCTh JUCITUTITUHBI 216 108 108
KonrakThas pabora: 17 6,5 10,5
JIEKIIUU 4 2 2
MPaKTUYECKUE 3aHATHSI 4 2 2
CEMUHAPBI — — —
nabopaTopHbIie PabOTHI — — —
KypcoBas pabora (IIpOoeKT) 4 — 4
CamocTosTenpHas pabota o0ydaromierocs 186 95 91
[TpomexxyTouHast aTTecTalus 18 9 9
KOHTaKTHasi paboTa 5 25 25
caMocCTosITeIbHas paboTa 1o 13 6,5 6,5
MOJICOTOBKE K DK3aMEHY

5 Conep:kanue QM CHUNINHBI

5.1 CooTHeceHHe TeM TMCUHMILIMHBI U (POPMHUPYEMBbIX KOMIIETEHIUH
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BK, JI,
Tema 1. [IpeameT u npobiemMaTnka dTUKH
— I3, |VYO,C3,
B cdepe cepBUCHOTO oOciyxuBaHus Ha| 12,375 + | + + MPK Ci
TpPaHCIIOPTE CPC
Tema 2. DOrtuyeckue yudenus: [[peBHEro 12375 + | + + JLII3, VO, C3,
Boctoka, @ AHTMYHAs  3TUKa, JTHKA| — MPK, Cm
o Komnerenunun = .
S sc | 28
3 =
TeMbl TUCIUTLIAHBI % § Lo 22 E o § g é =
o ©|© & o | O
O =
Cpennux BekoB 1 HoBoro BpemeHun CPC
JI, 113,
Tell;/la y HBH N ?EEi&HBHBIG po0sIeMbl 12375 + | + || + MPK, V% C3,
COBPEMEHHOM 3 CPC 11
Tema 4. [IpodeccuonanbHas 3TUKA U L 113, YO, C3
ema 4. Ilpodeccuonanbhas STuKa 1 ee 12375 +| + || + | MPK, , C3,
B3aMMOCBSI3b C 00IIEH Teopuel Mopain CPC Cg
Tema 5. [Ilpodeccus u  JIUYIHOCTH L 113, YO, C3
' 112,375 +| + |—| + MPK, L7
HpaBcTBeHHas KynbTypa npodeccruonana CPC Cg
Tema 6. OTHYECKHUE OCHOBEI JI, 113, vO. (3
npodeccuoHanbHOM ~ gestenbHocTH B[ 12,375 + | + |—| + | MPK, C’ ’
cdepe yemyr CPC B
JL, 113,
Tema 7. DcreTrka 00CITy)KHMBaHUS 12,375 +| + |—| + | MPK, Y0, 3,
Crg
CPC
Tema 8. ITlpodeccuonanbHOoEe TOBEACHHE JI, 113, vO. 3
pabOTHUKA cepBHUCa Ha pa3IMUHbIX dTamax| 12,375 + | + | + + | MPK, C’ ’
00CTy>KWBaHMSI HA TPAHCIIOPTE CPC -
JI, 113,
Eecl\;)i 9(.3 OCCJ(_I)6GHHOCTI/I JIEJIOBOT'O OOIIEHHUS 714 | +| + || +| MPK, Y% C3,
pe ycayr CPC 1]
Tema 10. OpranuzanMoHHas KyJibTypa JI, 113, vO. (3
kak (akrop mopeimeHus 3¢dexkrupHoctu | 7,14 | + | + |—| + | MPK, C’ ’
B c(hepe cepBuca CPC HI
Tema 11. YrpaBneHndeckas 5Tuka B cepe L I3, YO, C3
- YIP Pel 706 | +| + |—| + | MPK, |72~
cepBuca CPC C




Tema 12. DTuker Kak peryuaarop
MEXITHIHOCTHBIX OTHOIICHUH " — 113
podeccruoHaIbHOTO NOBENCHUA| 5 o | | + I\;IPK’ VYO, C3,
pPaOOTHUKOB cepBHUCA. OTHKET JEIOBBIX| CPC’ C
COBCIIIAHWMA, TPE3CHTAIIUN U TTyOIHMYHBIX
BBICTYIIJICHUIN
JI, 113,
Tema 13. [IlpaBunma moBeneHus B 206 |+ + |—| + | MPK YO, C3,
00I11IeCTBEHHBIX MECTaX ’ CPC ’ C
o KomnereHmnn E E o
= o O ==
S 2 ™ |~ 5 | £&g
TeMBbI IUCITUTIIINHBI = 2 ';.’ v | v ;.’ a8 Z e =
s> 5|5 El 28| 88
~ O o o
O =
Tema 14. JlenoBoi 3TUKET U MPOTOKOJL. 1. 113
OcoOeHHOCTH WX  TPOSIBIEHUS B 206 | +| + || + I\;IPK’ YO, C3,
CEepBUCHOW  jaesTeabHOCTU.  JlemoBbie| ' CPC’ (@i
BCTPEYU U TIEPETOBOPHI
Tema 15. DTHKa cepBUCHON NESATEIBHOCTH] JI, 113, vO. 3
Ha TpaHcropte, B ToM uyucie B chepel 7,06 | + | + |—| + MPK, C’ ’
BO3/IYIIIHOTO TPaHCIIOpPTa CPC B
Tema 16. KauectBo, 6€30MacHOCTh YCIyT 113
U KyJIbTypa CEpBUCHOM NIESTEIBHOCTH HA 706 |+ + || + 1\/’[PK’ YO, C3,
TpaHCIIOpTE, B TOM uucie B cdepe| KC CP’C Cu
BO3JIYIITHOTO TPaHCIIOPTa ’
JIL 113,
Tema 17. Mopenb kauecTBa yCIyru 706 | +| + |—| — | MPK, y% 3,
CPC B
JL, 113,
Tewma 18. [TokazaTenu kauecTBa yciayr 706 | +| + |—| — | MPK, y% <3,
CPC B
JI, 113,
Tema 19. ®opMbl W METOABI OIICHKU 706 | +| + | +| + | MPK YO, C3,
KauecTBa yCIIyT ' CP C, Cug
Tema 20. MexayHapoaHbIe OpraHU3AUN 1. 113
Mo craHgaptuzanuu. [IpaBoBble OCHOBBI 706 | +| + || + I\;IPK, VYO, C3,
NeSITCIIBHOCTH nu OpraHu3alMoHHas| CPC, C
ctpykrypa UCO
Tema 21. Teopernueckne  OCHOBBI 706 | +| + + | L crc| vo
TEXHUYECKOTO PETyIUpOBaHUS —
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L 113, YO, C3
Tema 22. Cranpaptuzanus B cpepe yenyr | 7,06 | + | + |—| + | MPK, L
Cig
CPC
MToro no quCHUIIIUHE 198
[IpoMesxyTouHas aTTecTanus 18 3,0
Bcero no nuciumimze 216

Cokpawmenus: JI — neknus, 113 - npaktnueckue 3ansatus, KC — kpyruslid crour,
CPC — camoctosartenbHas padorta oOyuaromierocsi, BK — BxoaHoit koHTpoas, YO —
ycTHBIM onpoc, MPK — meton pasBuBaromierica koonepanuu, C3 — cUTyallHOHHOE
3amanue, Cir — cooOIIenne, D — DK3aMeH.
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5.2 TeMBbI TUCHUILIMHBI M BUABI 3AaHATHH

HanmeHoBaHHE TeMBbI JUCITUTUITUHBI J | 113 JP| CPC Beero
9acoB
Cemectp 4
Tema 1. Ilpenmer u mnpoOnemaruka
STUKU B chepe cepsucuoro |0,25/0,25 — | 11,875 12,375
00CITy’KMBaHMsI HA TPAHCIIOPTE
Tema 2. Dtuueckue yueHus JlpeBHero
Bocroka, Amxtnmynas ortumka, ortuka |0,25/0,25 — 111,875 12,375
Cpeanux BexkoB 1 HoBoro BpeMeHH
Tema 3. VAKTyaJIBHBIG po0JIeMbl 0,25(0.25 ~ |11875 12.375
COBPEMEHHOW dTUKH
Tewma 4. HpO(I)eCCI/IOIiaJIBHaSI dTHKA U ee 0,25/0.25 ~ |11875 12.375
B3aMMOCBSI3b ¢ 00IIeH Teopuei Mopaiu
Tema 5. Ilpodeccus u JIUYHOCTE.
HpascTBennas kyneTypa |0,25(0,25 — | 11,875 12,375
npodeccruonana
Tema 6. DTUYECKUE OCHOBBI
npodeccuonanpHoi  nmesrenbHOocTH B |0,25(0,25 — | 11,875 12,375
chepe ycayr
Tewma 7. DcreTrka 0OCITyKHMBaHUS 0,25(0,25 — 111,875 12,375
Tema 8. [IpodeccruonanpHOE
noBejieHHEe paOOTHUKAa cepBHCAa Ha 025/0.25 _ 111875 12 375
pa3IMYHBIX dTamax OOCIy)KMBaHHS Ha | = ' ’ ’
TPAHCIIOPTE
Hroro 3a cemectp 4 2 | 2 — 1| 95 99
[TpomexyTouHas arrectarus B GopMe d3K3aMeHa 9
Bcero 3a cemectp 4 108
Cemectp 5

Tema 9. OcobeHHOCTH  J1€JI0BOTO 032/0.32 | 65 214
oOmieHus B chepe yciayr ’ ’ ’ :
Tema 10. OpranuzanmonHasi KyJbTypa
KakK dakrop noseirenus (0,32(0,32 — 1| 6,5 7,14
s dexTuBHOCTH B chepe cepBuca
Tema 11. VYmnpaBneHueckas 3TUKa B
chepe cepiica 0,28/0,28 — 1| 6,5 7,06
Tema 12. DTHUKET Kak peryisaTop
MEXJTHYHOCTHBIX OTHOIICHU "
po¢eCCHOHATBHOTO MOBEJICHUS | ) 5al og | 65 2 06
PaOOTHUKOB CEpBHCA. DTHUKET ACIOBBIX | ’ ’ ’
COBEILAHHI, Mpe3eHTalnN 151
MyOJTUYHBIX BBICTYIUICHUI
Tema 13. TIIpaBmwma moBenenuss B |0,28|0,28 — 1| 6,5 7,06
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Bcero

HaumenoBanune TeMbl JUCIIUTUINHBI J [TII3|C|JIP| CPC KP HACOB

0OOIIIECTBEHHBIX MECTaX

Tema 14. [IenoBo 3TUKET U NPOTOKOJL.
OcoOeHHOCTH WX  NPOSBICHUS B
CEpBUCHOU  JIEATEIBbHOCTH. JlesoBbie
BCTPEYH U MEPErOBOPHI

0,28/0,28| —| — | 6,5 — 7,06

Tema 15. OTHkKa CEpPBUCHOI
AesTelbHOCTH Ha Tpancmopre, B ToM (0,28/0,28) — — | 6,5 — 7,06
yucie B chepe BO3AYIIHOTO TPAHCIIOpTa

Tema 16. KauecTtBo, 0€30macHOCTh
CAyT " KyJIbTYypa CEPBUCHOU
yery YARTYP p 028028 — — | 65 | — | 7,06
JESATEIBPHOCTH Ha TPAHCIIOPTE, B TOM
quclie B cepe BO3IYITHOTO TPAHCIIOPTA

Tema 17. Mopenb kauecTBa yCiIyru 0,28(0,28| —| — 6,5 — 7,06
Tewma 18. [lokazaTenu kayecTBa yciayr 0,28(0,28| —| — 6,5 — 7,06
Tema 19. ®opmbl U METOABI OIEHKHU 028l0.28| | 65 L 706
Ka4yecTBa yCJIyT ’ ’ ’ ’
Tema 20. MexayHapoaHbie
OPraHu3allil  TO  CTAHJAPTH3ALMH. |y solnsgl | | g5 o 206
[IpaBOBBIC OCHOBBI JESATCILHOCTH M | ' ’ ’
opra"uzaimonHas crpykrypa MCO
Tema 21. TeopeTuueckue OCHOBBI 0280028 | | 65 o 7.06
TEXHUYECKOTO PEryJIupOBaHUS
Tema 22. Crangaptuzaimuss B cdepe 028028 —| — | 65 o 7.06
yclyr
Hroro 3a cemectp 5 4 1 4 |— — | 91 — 99
[TpomexyTouHas arrectarus B GopMe d3K3aMeHa 9
Bcero 3a cemectp 5 108
Wroro no aucuuiuinae 216
Cokpamenus: JI — gjeknus, II3 - mnpaktuueckue 3ansatusa, CPC —
camocTosiTeTbHass pabora oOyuaromerocsi, KP — kypcoBas pabGorta, JIP -

nabopaTtopHbie paboThl, C — CEMUHAPBHI.
5.3 Coaep:xkanue TMCUUNIUHBI

Tema 1. IlpeamMer U mnpodjaeMaTHka 3THKH B cdepe CEPBHCHOIO
00CJIy;)KUBAHUS HA TPAHCIIOPTE

[TonaTne u mnpenmer 3ThKA. Mopanp W HPABCTBEHHOCThb. TeopeTrwdyeckas,
HOpPMAaTUBHAS U MPUKJIAIHAA dTUKA. MEeCTO 3TUKH B CUCTEME T'YMaHUTAPHOTO 3HAHUS
(ma  camocTosITeNbHOTO u3ydeHUs1). (OCHOBHBIE OJTHYECKHME KaTteropuu (AJist
CaMOCTOSITEJILHOTO M3y4eHUs1). «HecTby, «I0Jr», «COBECTb», «OTBETCTBEHHOCTHY -
BAOXKHEWIIINE KaTeropuu MNpodecCHOHANIbHOW S3TUKKM paboTHUKA cepBuca (i
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CaMOCTOSITEJILHOTO HW3y4yeHus). MexaHusMm obecniedeHus: TpeOyemMoro KauyecTBa
MPOIECCOB OKa3aHWUsS YCIYT, Ha OCHOBE KIMEHTOOPHMEHTHPOBAHHBIX TEXHOJOTHHA B
MpOIECCe OCBOCHHSI OTHUKHM, OCTETUKH OOCIY)KHMBaHHUSA, OJTHKETa, MOpPaIu H
HPAaBCTBEHHOCTH, CTaHAApTH3AIUH, CEePTH(PHUKAIMN W YMPaBICHHUS KadyeCTBOM B
chepe CEpBUCHOTO OOCTY)KMBaHUS Ha TpaHcHopTe (IS CaMOCTOSTEIbHOIO
U3y4eHHUs1). MeXaHU3M CHUCTeMBl OOecHedeHusi TpeOyeMoro KadecTBa IpOIECCOB
OKa3aHUsl YCIYr B COOTBETCTBUM C MEXAYHApOJAHBIMH H HAIMOHAJIHHBIMU
CTaHJIapTaMHd B TMPOIECCE OCBOCHHUS OJTHUKH, JCTETUKM OOCITYKHWBaHUA, JTHUKETA,
MOpaql W HPABCTBEHHOCTH, CTaHIApTU3allMH, CEepTUPUKALNU U YIPaBICHUA
KadyecTBOM B  cdepe CEepBUCHOIO OOCTY)XKMBaHUS Ha  TpaHcmopre (s
CaMOCTOSITETTFHOTO M3ydeHHs1). MeXxaHW3M OKa3aHUs YCIYI B COOTBETCTBUHU C
3asgBIIEHHBIM Ka4eCTBOM B IMPOIIECCE OCBOCHHUS JTHUKH, ICTETUKU OOCIYKUBAaHHUSA,
ATHKETa, MOPAJU M HPAaBCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUPUKAIINN U yIIPABICHHUSI
KadyecTBOM B  cdepe CEepBUCHOTO OOCTy)KMBaHUS Ha TpaHcmopTre (A
CaMOCTOSITETTFHOTO M3Yy4eHHs ). MaTepuanbHble pecypchl, 00OpymOBaHUE st
OCYIIIECTBJIICHHS TIpoIlecca cepBUca (I CaMOCTOSITEIBHOTO HW3Y4eHHUs ). MeTosl
NPOBEACHHUS TIEPETOBOPOB C KJIMEHTAMU IO TPETCH3MOHHBIM clydasMm (s
CaMOCTOSITENTFHOTO HM3Y4eHUs). MeXaHU3M OTpeJeNieHUs] TPUYNH BO3HUKHOBEHUS
NPETEH3UH B MPOIIECCE OCBOCHHUSI STHUKHU, 3CTETUKH OOCITY)KUBAaHHS, ITHKETA, MOPaJIA
M HPaBCTBEHHOCTH, CTaHIAPTU3AlMU, CEPTUPUKAIMK M YIPABICHUS KAYeCTBOM B
chepe CEpBUCHOTO OOCITY>KMBaHMS Ha TpaHCHOPTE (I CaMOCTOSITEIBLHOTO
u3ydeHus). MeTonbl pa3paOOTKM U HUCIHOJIb30BAaHUS THUIIOBBIX TEXHOJOTHMYECKHUX
nporeccoB (I CaMOCTOSITENBHOrO M3y4eHHs). MeToasl (GOpMHUpPOBaHUS U
BHEJIPEHMs] KOPIOPATUBHBIX CTAHIAPTOB M PErIAMEHTOB MPOIECCOB OOCITYKUBAHUSA
norpebuTened Ha TpaHCHoOpTe (UIsI CaMOCTOSITENIBHOTO H3ydeHus). MeTobl
B3aMMOJICHCTBUS C KIMEHTAaMH I[I0 OpraHu3aluyd Tmpolecca 00CIyKHUBaHUS
norpeduteneid B cdepe TOCTENPUUMCTBA B TPOIECCE OCBOCHHUS ITHKU, SCTETHUKU
oOCNy>KMBaHMsI, OTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
cepTUdUKAIIMA U YIPaBICHHUS Ka4eCTBOM B cdepe CEpBUCHOTO OOCITY)KHBAaHUS Ha
TpaHCHOPTE ([JI1 CAMOCTOATEIHLHOTO U3YUCHMUS ).

Tema 2. Jtuueckue yuenus /[peBHero BocTtoka, AHTHYHASA 3THKA, ITHKA
Cpennux BexoB 1 HoBoro Bpemenu

CounanbHO-3KOHOMHYECKUE U JTyXOBHBIE MPEANOCHUIKUA MOSBICHUS STUKH.
Otuko-punocodckue cucremsr [pesueit Uunaun: 6paxmanusm, Oymau3M. JkaitHu3M
U Mora (aJs CaMOCTOSITEIBHOIO M3ydeHus). Dtuueckue yudenusi [IpeBHero Kwuras:
naocu3M, KoHQyIIHaHCcTBO. OCOOEHHOCTH aHTUYHOM ITUKH. ITUUECKUMN PEIISITUBU3M,
ABJIEMOHU3M, PAllMOHAIM3M. DTHYECKOE YUeHHE APUCTOTENS. DTHUYECKUE T'eIOHU3M
M acKeTW3M (i1 CaMOCTOSITENIPHOTO HM3ydeHwusi). ['eqoHn3M B 0OCIyKMBaHUU (HJIs
CaMOCTOSITEJILHOTO M3y4eHHUs). XpuUCTHaHCKas 3Tuka. Teoaunes. EctrecTBeHHbI U
OOTOOTKPOBEHHBI HPABCTBEHHBIE 3aKOHBL. | yMaHUCTHYECKas dJTHUKA DIOXHU
Bozpoxaenust (17151 caMOCTOSITEIbHOTO U3YUYEHHUSI). AHTPOMOIEHTPU3M U T'yMaHU3M
(nnsa  camocTodATeNbHOTO u3ydyeHus). MopanbHas ¢duinocoduss HoBoro BpeMenw.
Teopus pasymHoro srousma. Irudeckoe yuenue WM. Kanra. Otnueckuii yrwimrapusm
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(I caMOCTOSATENLHOTO H3YYeHMs). DTHKAa MapKcu3Ma (JJisi CaMOCTOATENIBHOTO
uzydyeHus). Otuueckoe ydyeHue @. Huime (ans camMoCTOSATENBHOTO HU3YUYEHHS).
OTuyeckue BO33PEHMS MPEACTABUTEIEH pPYCCKOW peNuruo3Hoil ¢uuiocopun (mms
CaMOCTOSITEJILHOTO HW3y4yeHus). MexanusMm obecniedeHus: TpeOyemMoro KauyecTBa
MPOIIECCOB OKa3aHUsSl YCIYT, Ha OCHOBE KIMEHTOOPHEHTHPOBAHHBIX TEXHOJOTHI B
MpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKH OOCITY)KMBaHUS, OJTHUKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CepTU(HUKAIMM W YIPaBICHHUS KadyeCTBOM B
chepe cepBUCHOrO OOCITYy)KMBaHUS Ha TpaHcHopTe. MexaHu3M CHCTEMBbI
oOecrniedeHusi TpeOyeMOro KadecTBa IMPOILIECCOB OKa3aHUS yCIAYr B COOTBETCTBHU C
MEXTyHapOJHBIMH M HAIIMOHAIBHBIMHU CTaHAApTaMH B TPOIIECCE OCBOCHHS ITHUKH,
ACTETUKH OOCITYy)KMBaHHS, JTUKETa, MOpPAJIM W HPABCTBEHHOCTH, CTAaHIAPTU3AIINU,
cepTuUKalMd U YIPaBIECHUS KaueCTBOM B Cdepe CEpBUCHOTO OOCITYyKMBaHUS Ha
TpaHCTOpTe (VTSI CaMOCTOSITENILHOTO HW3YYeHHs). MexaHW3M OKa3aHHUs YCIyT B
COOTBETCTBHH C 3asBJICHHBIM KauyeCTBOM B TPOIIECCE OCBOCHHUS STHUKH, ICTETUKU
OoOCITy)XMBaHMsI, OTHKETa, MOpajll W  HPABCTBEHHOCTH, CTaHIAPTHU3AINH,
cepTuUKalMA U YIPaBICHUS KadeCTBOM B cepe CEepBUCHOTO OOCITY)KMBaHUS Ha
TpaHCIIOpTE (TSI CaMOCTOSTENBHOTO W3ydeHHs). MarepuanbHble pPecypcChl,
o0opyoBaHUE IS OCYIIECTBICHHS TMpollecca cepBuca (I CaMOCTOSTEIBHOTO
n3ydeHusi). MeToabl MPOBENCHUS TEPEroBOPOB C KIUEHTAMH TIO TPETEH3MOHHBIM
ciydasM (I CaMOCTOSTEILHOTO HW3YYeHHs). MexaHu3M OIpenecHHus MPUYNH
BO3HMKHOBEHHS MPETEH3UM B MPOLIECCE OCBOCHUS 3TUKH, 3CTETUKU OOCIYKHBAaHMUS,
ATUKETA, MOPAJIU U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALMHU, CEPTUPUKALNN U YIIPABICHUS
KayecTBOM B c(epe CEepBUCHOIO  OOCIy)KMBaHHS Ha TpaHcmopre (Ui
CaMOCTOSITETILHOTO H3y4deHMs). MeToasl pa3pabOTKM M HCHOJb30BAaHUS THUIIOBBIX
TEXHOJIOTUYECKUX TPOLECCOB (11 CaMOCTOSATENBHOIO HU3y4eHus). MeTozsl
(GopMuUpOBaHUS U BHEIPEHHUS KOPIOPATUBHBIX CTAaHAAPTOB U PETJIaMEHTOB
IPOILIECCOB OOCIY)XMBaHMsI MOTpeOUTENel Ha TpaHCHopTe (AJ CaMOCTOSTEIBHOTO
u3ydeHus). Metoabl B3aMMOJCHCTBHSI C KIMEHTaMM [0 OpraHU3alM Ipoliecca
oOciy>xuBaHusl moTpeduTeneid B cdepe TOCTEPUUMCTBA B TPOIECCE OCBOCHUS
OTUKH, O3CTETUKU  OOCITY>KMBaHUS, OTHKETa, MOpPaJd U  HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CEPTHU(PHUKAIMU U YIpaBICHHUS KaueCTBOM B c(epe CEepBHCHOTO
00CITy>KMBaHMsI Ha TPAHCIIOPTE (111 CAMOCTOSITETILHOTO U3YUYECHHUS).

Tema 3. AKTyasibHbIE IPOOJIEMBbI COBPEMEHHOM Y TUKH

OcCHOBHbIE HamNpaBiI€HUS B Pa3BUTUU STHUUECKON Mblcau XX Beka (s
CaMOCTOSITEJILHOTO H3yudeHHs). PensiTuBUCTCKas 3THMKa MocTMoiepHu3ma. Kpusuc
MOpaJii U HpaBCTBEHHOCTH. HeoOxoauMocTh mepexofa K T'yMaHUCTHYECKOM STHKE
oynymiero. IIpobGmeMbl OMOATUKH, TOJIEPAHTHOCTH, COOTHOIIICHUE TUKU M OW3HEca
(m7st caMOCTOSITENIPHOTO M3yYeHMs). MexaHu3m obecredeHrs TpedyemMoro KayecTBa
MPOLIECCOB OKa3aHMUsSl YCIyr, HA OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHH B
MpOILIECCE OCBOEHUSI AITUKH, OJCTETUKH OOCIYyKMBAaHUS, OTUKETa, MOpaIH U
HPaBCTBEHHOCTH, CTaHJApPTU3allMU, CEPTU(UKAIMU U YIPaBICHHUS KAayeCTBOM B
chepe cepBUCHOTO OOCTYy)XHMBaHUA Ha TpaHCHOpTe (I CaMOCTOATEIHLHOTO
n3ydeHus). MexaHu3M CHUCTEMBI oOecriedeHus TpeOyeMoro KadecTBa IPOIIECCOB
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OKa3aHWsS YCIYT B COOTBETCTBHM C MEXKIYHAPOJAHBIMH W HAIMOHAIHHBIMU
CTaHJapTaMHd B TMPOIECCE OCBOCHUS O3THKH, JCTETUKA OOCTYKUBAHHS, JTHUKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTU(UKAIMN U  yIPaBICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCHY)KMBaHUS Ha TpaHcmopTe  ([uist
CaMOCTOSITCJILHOTO HM3y4YeHHUs). MeXaHW3M OKa3aHUs YCIYyT B COOTBETCTBUHU C
3asIBJICHHBIM KayeCTBOM B IPOIECCE OCBOCHHUS 3THUKH, ICTETHKH OOCTY)KHBaHUS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AIMH, CEPTUDHUKAIIUN U YIIPABIICHHS
KauecTBOM B cdepe CEepBUCHOTO OOCITYy)KMBaHUS Ha TpaHcmopTe  ([uis
CaMOCTOSITETFHOTO ~M3y4eHHsi). MaTepuanbHble pecypchl, 000pyAOBaHWE IS
OCYILIECTBJIICHHS TIpoIlecca cepBuca (A1 CaMOCTOATEIBHOTO HM3Y4YeHHs). MeTosl
NPOBEJICHUS TIEPETOBOPOB C KIHWEGHTAMH 110 TPETCH3WOHHBIM CIIy4asMm (s
CaMOCTOSITCJILHOTO M3Y4YCHHs). MeXaHU3M OIpeaeSieHUs MPUYUH BO3HHUKHOBEHUS
NPETCH3UI B MPOIECCE OCBOCHUS ITHKH, 3CTETUKH OOCITY)KMBaHUS, STUKETA, MOPAIIA
¥ HPaBCTBEHHOCTH, CTaHIApPTH3AIlMH, CEPTU(PHKAIMA W YNPaBICHUS KadueCTBOM B
chepe CcepBUCHOTO OOCTY)KMBaHUS Ha TpaHCHOPTe (UII CaMOCTOSTEIHHOTO
u3ydeHus). MeTolbl pa3padOTKH M UCIOJIB30BAaHUS THIIOBBIX TEXHOJOTHYCCKHX
nporeccoB  ([UIT  CaMOCTOSATENBHOTO HM3y4eHHs). MeToasl (OpMHUpPOBAaHUS |
BHEJIPCHMSI KOPIIOPATHBHBIX CTAHIAPTOB M PETJIAMEHTOB TPOIIECCOB OOCITY)KUBAHUS
norpeOuTeneld Ha TpaHCHOPTE (11 CaMOCTOSITENIFHOTO W3ydeHus). MeTossl
B3aMMOJICHCTBHS C KIMEGHTaMH II0 OpraHW3allud Ipolecca OOCITyKUBaHUS
norpeduteneld B cepe TOCTENPUUMCTBA B IPOILECCE OCBOCHUS STHUKH, ICTETUKU
OOCTy)XWIBaHHsI, OITHKETa, MOpaJlM W  HPABCTBEHHOCTH, CTaHIAPTU3AIINH,
cepTuUKalMA W YIPaBICHUS Ka4eCTBOM B c(epe CEpBHCHOTO OOCTY)KHUBAHUS Ha
TpaHCIOPTE (IJIs1 CAMOCTOATEIHHOTO U3YICHHUS ).

Tema 4. IlpodeccnonanbHasi I TUKA U €€ B3aMMOCBSI3b ¢ 0011eil Teopuei
MopaJn

[TonsiTue Mopanu u ee CBsI3b ¢ APpyruMu (popmamu 0OIIECTBEHHOTO CO3HAHUS.
CgoiictBa Mopanu. MopallbHO€ CO3HAaHME M MOpajibHas NpakThuka. MopajbHble
OPUHUUIIBI, HOPMBI, IIEHHOCTH M HJ€abl (Il CaMOCTOSITENBHOTO H3Yy4YEHUS).
Penurunosnas,  HaTypamucthueckass  (PBOJIOLMOHHMCTCKAs),  COLMOJIOTAYECKas
KOHLIENIMM  MPOUCXOXKICHHUSI MoOpald (I  CaMOCTOSATEIBbHOIO  HM3Yy4YEHUs).
Ucropuueckoe  pazButue  Mopaid (IS CAaMOCTOSITENIBHOTO — M3Y4YEHUSs).
[Ipodeccronanphas dTUKa Kak CBOJ HPABCTBEHHBIX TPEOOBAHUMU, OMPEIEISIONINX
OTHOIIICHHE YeJI0BEeKa K CBOeMY IpodecCHOHATBbHOMY JIONTY (711 CaMOCTOSTETHLHOTO
nu3ydeHus1). MHoroobpasue mpodecCHOHANBHBIX ATHK M WX BHYTPEHHEE E€IMHCTBO
(m711  caMOCTOSITENIbHOTO U3yueHus). TeopeTnyeckuil W HOPMATUBHBIM YpPOBHHU
npoecCHOHanbHON  JTUKU  (IJIT  CaMOCTOATENBHOTO  u3ydeHus). DyHkuuu
npoecCHOHaNbHON 3TUKU (11  CAaMOCTOSITETLHOTO  HM3YYCHHS).  DBOJIOIHS
npodecCHoHanbHOM ITUKH (IJIT CAMOCTOSITEIBHOTO M3y4eHws1). OTHOIICHUE K TPYIY
Ha pa3HbIX HCTOPUYECKHX dTamax (IJs  CaMOCTOSATENbHOIO  H3Y4YECHUs).
[IpoTtecTanTckas 3THKa O MPO(PECCHOHATHLHOM MNPHU3BAHUM (IS CAMOCTOSITEIBLHOTO
uzyuenust). [lonsitue, Buapl U QyHKUMM NPOGECCHOHANBHBIX 3THUYECKUX KOJIEKCOB
(nsa camoctositenbHOro u3ydenus). [IpodeccuonanibHble 3THUYECKHE KOJEKCHI B
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chepe cepBuca u TypusMma (I CaMOCTOSITEILHOTO U3y4eHus). MexaHusm
oOecrieyeHus: TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHUS YCIYr, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHI B MPOIECCE OCBOCHUS ATHKH, ICTETUKU
oOCITy)XMBaHHs, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTU(PUKALMU U YNPABIEHUS KAYECTBOM B cdepe CEpBUCHOrO OOCITyKMBaHUS Ha
TpaHCOPTE (IUIsI CAaMOCTOSITENIBHOTO M3y4eHHs). MexaHu3M CUCTeMBbl oOecreueHus
TpeOyeMoro KauecTBa IPOLECCOB OKa3aHUS yCIYr B  COOTBETCTBUU C
MEXIYHAPOIHBIMU M HAIIMOHAIBHBIMU CTaHAApTaMH B TPOIIECCE OCBOCHHS ITHUKH,
ACTETUKH OOCITYy)KHUBaHHS, JTUKETa, MOpPAIM W HPABCTBEHHOCTH, CTaHAAPTH3AINH,
cepTU(PUKAIMU U YNPABICHUS KAYECTBOM B cdepe CEpBUCHOTO OOCITyKMBaHUS Ha
TpaHcopTe (ISl CaMOCTOSITEILHOIO H3Yy4YeHHUs1). MeXaHu3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asBJICHHBIM KayeCTBOM B IPOIECCE OCBOCHUS ITHKH, ICTETUKU
OOCITy)XMBaHHsI, OTHKETa, MOpald H  HPABCTBEHHOCTH, CTaHIapPTH3AIIHH,
cepTUPUKAMU U YNPaABIEHUS KAYECTBOM B cdepe CEpBUCHOTO OOCITyKMBaHUS Ha
TpaHCOpTE (I CaMOCTOATENBHOTO HW3Yy4eHHs). MarepuaiabHble Pecypcehl,
o0opyaoBaHMe [JIsl OCYIIECTBIECHHUS TIpoliecca cepBuca (VIS CaMOCTOSITEIbHOTO
U3y4deHHs1). MeTolbl TPOBEACHUS MEPErOBOPOB C KIMEHTAMHU IO MPETCH3MOHHBIM
ciydasM (I CaMOCTOSITEIILHOTO HW3Y4eHHs). MexaHu3M OIpeNecHHs] MPUINH
BO3HMKHOBEHUS MPETCH3MI B MPOIIECCE OCBOCHUS ITHUKH, 3CTETUKU OOCITY>KUBaHHS,
ATHKETa, MOPAJU M HPAaBCTBEHHOCTH, CTAHAAPTU3AINH, CEPTUDUKAIINN U yIIPABICHHUSI
KayecTBOM B cdepe CepBUCHOTO OOCIy)XHBaHUS Ha TpaHcmopre (s
CaMOCTOSITEJILHOTO M3y4eHMs). MeToabl pa3pabOoTKh W HCIOJIb30BAaHUS THUIOBBIX
TEXHOJOTHYECKUX TMPOILIECCOB (11  CAMOCTOSITENIBHOTO  M3y4eHHs). MeTobl
dbopMHUpOBaHUST M BHEJAPEHHS KOPIOPATUBHBIX CTAHIAPTOB U  PEIJIAMEHTOB
IPOIIECCOB OOCITY)KMBaHMS MOTpeOuTeNel Ha TpaHCHOpTe (ISl CaMOCTOSITENILHOTO
u3ydeHus). MeToapl B3aMMOJIEHCTBUSA C KIMEHTAaMU [0 OpraHu3alliu Ipoliecca
oOciy>xuBaHusl moTpeOuTeneid B cdepe TOCTEPUUMCTBA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCTY)KMBaHHWS, OTHUKETa, MOpPAJIA ¢  HPABCTBEHHOCTH,
CTaHJapTU3AlNK, CepTU(HUKAIMKA U YIpaBICHUS KadyecTBOM B c(epe cepBHUCHOTO
o0CTy>KMBaHMSI Ha TpaHCTIOPTE (11 CAaMOCTOSITEIBHOTO U3YUYCHUS).

Tema 5. IIpodeccuss u  auuyHocTtb. HpaBcTBeHHasi KyJabTypa
npogdeccuonasna

[Ipodeccronansubie cocinoBus U obOmectBo. [loHATHE ©  IBOIIOIMS
npodeccuonanuzma. IlpodeccroHanbHas coBecTh M IPO(EecCHOHATBHBINA  JOJIT.
HpascTBennas xkynbTypa npodeccronana (AJis caMoCTOATEILHOTO N3ydeHus ). MecTo
TUYECKOTO0 Kojekca B mpodeccun (IIsi  CaMOCTOATEIBHOTO  U3YUYCHUSA).
[IpodeccronanbHO-HPABCTBEHHBIE TPEACTABICHUS, YOEKICHUS ¥ YyBCTBA B
CTPYKTYyp€  HPABCTBEHHOTO  CO3HAHMS  CIEUHAIUCTa MO  cepBuUcy (s
CaMOCTOATEIHHOTO M3ydeHus). [IpobieMbl KynbTUBHpOBaHUS TpodeccruoHamm3ma B
Poccun (myist camocrosiTennbHOTO M3ydeHus). Mexanu3Mm obecrnedeHus TpeOyemoro
KauecTBa IIPOLIECCOB OKa3aHUSl YCIyr, HAa OCHOBE KIMEHTOOPUEHTUPOBAHHBIX
TEXHOJIOTUWA B MPOLECCE OCBOCHUS JTHUKHU, ICTETUKU OOCIYKUBAHUS, OSTHUKETA,
MOpalldi ¥ HPABCTBEHHOCTH, CTAHIAPTU3ANNH, CEPTUDUKAIMNN U YIPABICHUS
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KauecTBOM B cdepe cepBUCHOrOo OOCIHy)KMBaHWUS Ha TpaHcmopte (s
CaMOCTOSITEIFHOTO H3y4YeHUs). MeXaHU3M CHCTEMBI oOOecreueHus: TpeOyeMoro
KayecTBa IMPOLIECCOB OKa3aHHUs YCIYr B COOTBETCTBHH C MEXAYHAPOIHBIMH U
HAI[MOHAJTBHBIMU ~ CTaHJApTAaMH B  TPOLECCE OCBOCHUS OTHKH, OCTETUKU
oOCITy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHIAPTHU3AINH,
cepTU(PUKAIMU U YNpPaBIEHUS KAYeCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCTOpTe (VI CaMOCTOSITENILHOTO HW3YYeHHs). MexXaHW3M OKa3aHHUs YCIyT B
COOTBETCTBHH C 3asBJICHHBIM KayeCTBOM B TPOIIECCE OCBOCHHS ITHUKH, SCTETHKH
OOCTy)XMBaHHsI, OTHKETa, MOpajJl W  HPABCTBEHHOCTH, CTaHIAPTU3AINH,
cepTuUKalMi W YIPaBICHUS KaueCTBOM B cepe CEepBHCHOTO OOCITY)KMBaHUS Ha
TpaHCTIOpTE (MIsI CaMOCTOSTENBHOTO U3ydeHHs). MarepuaiabHble pPecypchl,
o0opyaoBaHMe [JIsl OCYLIECTBIEHHUs Tpoliecca cepBUca (ISl CaMOCTOSITENIBHOIO
u3ydeHusi). MeToapl MPOBENCHHUs TEPEroBOPOB C KIMEHTAMH MO TPETEH3MOHHBIM
ciydasM (AT CaMOCTOSATEIBHOTO HW3YYeHHs). MeXaHU3M OIpeaeNeHUs] MPUYUH
BO3HMKHOBEHHS MPETCH3HWI B MPOIIECCE OCBOCHHS ITHUKH, 3CTETUKU OOCITYKHBaHHS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHIAPTHU3AIUH, CEPTH(PUKAIIMKA U YITPABICHUS
KadyecTBOM B cdepe CEepBUCHOIO OOCTY)XMBaHUS Ha  TpaHCHopTe (s
CaMOCTOSITETTLHOTO H3Yy4eHHs). MeToapl pa3pabOTKH M HWCIOJIB30BaHUS THITOBBIX
TEXHOJIOTUYECKUX TIPOIECCOB (NI CaMOCTOSITENIBHOTO  W3Y4eHHs). MeTobl
dbopMHUpOBaHUS M BHEJIPCHHUS KOPIOPATUBHBIX CTAaHAApPTOB M  PETJIaMEHTOB
IPOIIECCOB OOCTY)KMBaHUS MOTpeOuTeneil Ha TpaHCHOpTe (IUIsI CaMOCTOSITENILHOTO
u3ydeHus). MeToapl B3aMMOJIEUCTBUSA C KIMEHTAaMU [0 OpraHu3aliy Ipoliecca
oOcimy>KMBaHMs TOTpeOuTeneil B cdepe TrocTenpuuMCTBA B IMPOILIECCE OCBOCHMS
OTUKW, OCTETUKH  OOCTY)KMBaHHS, OTHUKETa, MOpPaJId ¢  HPABCTBEHHOCTH,
CTaHJapTU3AlMK, CepTU(PHUKAIMKU U YIpaBICHUS KadyecTBOM B c(epe cepBHUCHOIO
oOCIy>KMBaHMsI Ha TpaHCIOPTE (AJIs1 caMOCTOsTENbHOrO u3yudeHusi). HpaBcTBeHHas
KyJdbTypa TmpodeccroHalla Kak IIOHHMMaHue TmpodeccuoHaaoM TpeOoBaHMI
0e301acHOr0 OOCTY)KMBAHUSA, OXPaHBl TPyJa M TEXHUKHA OE30MaCHOCTH 3alllUTHI OT
TexHOChepHBbIX (PAaKTOPOB HaA TpPAaHCIOPTE NPUMEHUTEIBLHO K cdepe cepBuca Ha
TpaHCHOpTe (11 CAMOCTOSITEIBHOTO M3Y4YEHUs). 3HAHUE MOJIOKEHUN HOPMATUBHO-
MIPABOBBIX AKTOB, PETYIHMPYIONIUX OXpaHy TpyAa U TEXHUKY O€30MaCHOCTH B TOM
quclie Ha TMpeAnpusITHsIX cepBuca B cdepe TpaHCIOpTa Kak MPOSIBICHHE
HPaABCTBEHHOU KYJIbTYPHI MpoQeccuonana (1Jiss caMOCTOSTEIbHOTO U3YUYEHU).

Tema 6. ITHYeckne 0CHOBBHI NPOGecCHOHAIBHON AeATeJbHOCTH B cdepe
ycJayr

MopasibHble HOPMBI M TPUHIUIBL B 00CHyKMBaHUU. OTBETCTBEHHOCTh
paboTHMKa cepBUCAa Tepe]] KIUEeHTOM. MopaibHblii 00JMK pabOTHHKA CEpBUCA.
IloBenenne pabOTHHKA cepBHCAa B CIOXKHBIX OJTUYECKUX CUTyauusax (st
CaMOCTOSITEIbHOTO U3yueHus ). [loHaTre u mokazaTenu KkauecTBa 0OCITyKUBAHUS (1151

CaMOCTOSITEJIbHOTO  M3Y4YEHUs). MexayHapolHble ~ CTaHAAQpThl  KadyecTBa
oOciy>xuBaHusi (711 CaMOCTOSITEILHOTO M3ydeHMs). MexaHuzM obOecreyueHus
TpedyeMoro KauyecTBa MPOLIECCOB OKa3aHus YCIIYT, Ha OCHOBE

KIMCHTOOPHUCHTHPOBAHHBIX TEXHOJOTUH B mponecce OCBOCHHUA OJOTHKH, ICTCTUKH
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oOCNy’KMBaHMsI, O3TUKETa, MOpPAJIM U  HPABCTBEHHOCTH, CTaHAAPTU3ALINH,
cepTU(PUKALMU U YNPABIEHUS KAYECTBOM B c(epe CEpBUCHOrO OOCITyKMBaHUS Ha
TpaHCIOPTE (IUIsI CAaMOCTOSITENIBHOIO M3Yy4deHUs). MexaHu3M CUCTEMbI 0OecreueHHUs
TpeOyeMOro KadecTBa IIPOLIECCOB  OKa3aHMS YCIYI B  COOTBETCTBHHM C
MEXIYHApPOJIHBIMU U HAIIMOHAJBHBIMHU CTaHIApTaMH B IMPOLIECCE OCBOEHHUS 3TUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpPAIXM M HPABCTBEHHOCTH, CTaHAAPTU3ALINH,
cepTU(PUKALMU U YNPABIECHUS KAYECTBOM B cdepe CEepBUCHOrO OOCIyXKMBaHUS Ha
TpaHCHOpTe (I CaMOCTOSITENIBHOTO H3Y4eHMs). MexaHu3M OKas3aHHUs YCIyT B
COOTBETCTBHM C 3aiBJICHHBIM Kaue€CTBOM B IIPOLECCE OCBOCHMS ATHKH, ICTETHKU
oOCNy’KMBaHMs, O3TUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHIapTU3AlUH,
cepTU(PUKAIMU U YNPaABIEHUS KAYECTBOM B cdepe CEpBUCHOTO OOCITyKMBaHUS Ha
TpaHCIopTe (MUIsI CaMOCTOSITENBHOTO  M3ydeHHs). MarepuaiabHble  pecypcehl,
o0opyl0BaHUE U1 OCYILECTBIEHMsI Ipolecca cepBUca (I CaMOCTOSATEIBHOTO
u3ydeHus). MeToapl MPOBEACHHs MEPEroBOPOB C KIMEHTAMU MO MPETEH3MOHHBIM
ciaydastM (U1 CaMOCTOSITEJIbHOTO H3ydeHHs). MexaHu3Mm omnpenerneHuss NpUYrH
BO3HMKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHUS 3TUKH, ICTETUKU OOCITYKUBAHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTU3AIMH, CEPTUPUKALIMU U YIIPABICHUS
KayecTBOM B  c(epe CEepBUCHOIO OOCIY)KMBaHUS Ha TpaHcmopre (A
CaMOCTOSITEJILHOTO M3y4eHHs). MeToabl pa3pabOTKU W HCIOJIb30BAaHUS TUIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11  CAMOCTOSITENIBHOTO  M3y4eHHs). MeTobl
(opMUpOBaHUS U BHEIPEHUS KOPIOPATUBHBIX CTAaHAAPTOB U PETJIAMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSTENBHOIO
u3ydeHus). Metoabl B3aMMOJCHCTBHSI C KIMEHTaMH [0 OpraHU3aluM Ipoliecca
oOciy)kuBaHMsI NOTpeOuTene B cdepe TroCTENPUUMCTBA B IPOLECCE OCBOEHUS
ATHKH, O3CTETUKU OOCIY>KMBaHUS, OTHKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CEepTU(PUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy>KMBaHMsI Ha TPAHCIIOPTE (111 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 7. IcTeTnka 00CTy:KUBAHUS

[loHsiTHe M coCTaBIAIOIMIUE ICTETUKHU 0oOciyxuBaHus. [IpaBuna odopmiieHus
KOHTakTHOM 30HBI. [lcuxonorust BoCHpHUATUS  LBETa. OJproHoMukKa  (Iuis
CaMOCTOSITETILHOTO HM3yudeHus). TpeboBaHUs K BHEUTHEMY BHIy paOOTHHKAa CEpBHCA
(mmst  camocTosiTeNnbHOTO W3y4deHUs1). OOIIeHWe Kak HPAaBCTBEHHAs IIEHHOCTD.
BepbanbHass u  HeBepOanbHas COCTaBISAIOMIME  KYJIbTYpbl — OOmIeHHS (IS
CaMOCTOATENHHOTO H3y4eHus). KoMMyHuKaTHBHAs KyjiabTypa paOOTHHKa cepBuca
(1711 caMOCTOATENIBHOTO M3Y4YE€HUs1). OTHUYECKHME acCleKThl YMEHUs CHyllaThb H
TOBOPUTH (I CAMOCTOSATENbHOTO U3y4YeHUs ). TpeOoBaHus, NPEAbSABIIEMbIE K PEUU
pabOTHUKOB cepBHCca (i1 CAMOCTOSITENILHOTO M3ydyeHus). [IpuemMbl, HanpaBieHHbIE
HAa  pa3BUTHE KOMMYHHUKATHUBHBIX HABHIKOB paOOTHHKOB  cepBuca (s
CaMOCTOSATEILHOTO u3y4eHwus). [Ipuembl mpodeccnoHansHOTO CiymaHus (ams
CaMOCTOSITETILHOTO HW3y4deHus). Mexanm3sMm obOecniedeHus TpeOyemMoro KadecTBa
MIPOIIECCOB OKa3aHUsl YCIyr, Ha OCHOBE KJIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTHI B
MpOIIECCE€ OCBOCHUSI AITHUKH, OJCTETUKH OOCIYyXKUBAaHUS, OTUKETa, MOpaIH U
HPaBCTBEHHOCTH, CTaHAApPTU3ALNHU, CEPTUPUKALMU U YOpPaBICHUS KAueCTBOM B
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chepe CEpBUCHOTO OOCIYKMBaHUS Ha TpaHcHopTe (WIS CaMOCTOSITEIILHOTO
U3y4eHus1). MexaHu3M CHUCTeMbl oOecredeHus TpeOyeMoro KauyecTBa MPOIIECCOB
OKa3aHWsS YCIYT B COOTBETCTBHM C MEKIYHAPOJHBIMA W HAIMOHAIBHBIMHA
CTaHJapTaMHd B TMPOIIECCE OCBOCHUS D3THKH, JCTETUKA OOCTYKUBAHHS, JTHUKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHAAPTU3AIUH, CEPTUPUKAIMA W  YIPABICHHS
KauecTBOM B cdepe CEepBUCHOTO OOCITYy)KMBaHUS Ha TpaHcmopTe  ([uis
CaMOCTOSITCJILHOTO HM3y4YeHHUs). MeXaHW3M OKa3aHUs YCIYyT B COOTBETCTBUHU C
3asIBJICHHBIM KaueCTBOM B IPOIECCE OCBOCHHUS 3THUKH, ICTETHKU OOCTY)KHWBAaHHSI,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTAaHAAPTHU3AIUH, CEPTH(PUKAIIMK U YIIPABICHUS
KadyecTBOM B cdepe CEepBUCHOIO OOCTY)KMBaHUS Ha TpaHcmopTre (A
CaMOCTOSITETTFHOTO M3Yy4eHHs). MaTepuanbHble pecypchl, 000OpymOBaHUE st
OCYILIECTBJIICHHS TIpoIlecca cepBuca (NI CaMOCTOSITEIBHOTO HW3YYeHHUs). MeTosl
NPOBEJICHUS TEPETOBOPOB C KIWEHTAMHM [0 TPETCH3WOHHBIM ClydasMm (s
CaMOCTOSITEJILHOTO H3y4YeHHs). MeXaHU3M ONpEeIeCHUs NPUYMH BO3HUKHOBEHUS
NPETECH3UI B MPOIECCE OCBOCHUS 3THKH, 3CTETUKH OOCITY)KHMBaHUS, STHKETa, MOPAJIN
¥ HPaBCTBCHHOCTH, CTaHIApTHU3AIMHU, CEpTU(HUKAIIMU W YIPABICHUS KavyeCTBOM B
chepe CcepBUCHOTO OOCTY)XMBaHUS Ha TpaHCHOPTe (IJIT CaMOCTOSITEIIBHOTO
u3ydeHus). MeToJbl pa3paOOTKM M HCIOJIb30BAHUS THIIOBBIX TEXHOJOTHUECKHX
npoIeccoB (1T CaMOCTOSATEIBHOTO HM3y4eHHs). MeToasl (OpPMHpPOBAHUS U
BHEJIPCHHSI KOPIIOPATHBHBIX CTAHAAPTOB U PErIAMEHTOB IPOIIECCOB OOCITYKUBaHUS
norpebuTened Ha TpaHCHopTe (I CaMOCTOSATEIBLHOTO H3y4deHus). Mertozasl
B3aMMOJIEUCTBUSl C KIMEHTaMH [0 OpraHu3aluud Ipolecca O0O0CIyKUBaHUA
norpedbuteneid B chepe TOCTENPUUMCTBA B TPOIECCE OCBOCHHUS ITHKU, SCTETHUKU
oOCNy>KMBaHMsI, OTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAApPTU3ALIUH,
cepTuUKalMU U YNpaBIEHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCITyKMBaHUS Ha
TpaHCHOPTE (I CAMOCTOATEIHLHOTO U3YUCHMUS).

Tema 8. IIpodeccuonanbHoe moBegeHUe PadOTHMKA CepBHUCAa Ha
Pa3JIMYHBIX ITaNax 00CHAYKMBAHUA HA TPAHCIIOPTE

[Tonstue n Pynkiuu npodeccruonanpHoro nosenaeHus. OOmme TpeOOBaHUS K
npoecCHOHaTbHOMY TOBEEHHUI0O PAOOTHHKA KOHTAKTHOM 30HBI Ha Pa3IUYHBIX
sTanax oOcimykuBaHUsS. YcTaHOBIEHUE 3(PGEKTUBHOTO KOHTAKTa U JOBEPUTEIHHBIX
OTHONIICHUH MEXIy paOOTHHUKOB KOHTAaKTHOW 30HBI W  KIUEHTOM (IS
camocTosTeIbHOTr0 n3yudeHus). [IpodeccuonanpbHoe moBeneHne pabOTHHKA CEpBUCA
Ha JTare aHaim3a nmoTpedHocTel KiaueHToB. [Ipe3eHTarust ToBapa Win YCIyru (IJis
caMocTosiTelbHOro  u3ydeHusi). IloBeneHne paOoOTHUKA cepBUCAa Ha  dTare
3aBeplICHUs OOCIYKUBaHUS Ha TPAHCHOPTE (IJIs CAMOCTOATEIBHOTO H3Y4YEHUs).
Mexaam3m obOecrniedeHruss TpeOyeMOoro KadecTBa MPOIECCOB OKa3aHWS YCIyr, Ha
OCHOBE KIIMEHTOOPUCHTUPOBAHHBIX TEXHOJOTUHA B TMPOIECCE OCBOCHUS JTHUKH,
ACTETHKN OOCITYXMBAaHUSA, TUKETa, MOpAjJl W HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTuuKanu M yMpaBlIeHUS KA4eCTBOM B cdepe CEPBUCHOTO OOCITyKUBAHHUS Ha
TpaHCHOpTe (IJII CaMOCTOSITEIbHOTO M3y4deHHs). MeXaHU3M CUCTEMbI 00eCTICUCHUS
TpeOyeMoro KadecTBa IMPOLIECCOB  OKa3aHUsl YCIAYr B  COOTBETCTBUH C
MEXIYHAPOIHBIMUA W HAIMOHAIBHBIMU CTaHJApPTaMH B TPOIECCE OCBOCHUS STUKH,
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ACTETUKU OOCIYyXKMBaHUS, 3TUKETAa, MOpAId U HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKaAIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEepBUCHOrO OOCIyKUBaHHUS Ha
TpaHcopTe (ISl CAaMOCTOSITENBHOIO H3y4YeHHUs1). MeXaHu3M OKa3aHus YCIyr B
COOTBETCTBHM C 3asBJICHHBIM KauyeCTBOM B IIPOLIECCE OCBOEHUSI 3TUKH, 3CTETUKU
oOCny>KMBaHMsI, O3TUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAAPTU3ALINH,
cepTU(PUKAIMU U YNpPaBIEHUS KAYeCTBOM B c(epe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHCIopTe (IUIsI CaMOCTOSITENBHOTO M3ydeHus). MarepualbHble PeECypCHl,
o0opyoBaHUE U1 OCYILECTBIEHMsI Ipolecca cepBuca (A CaMOCTOATEIBHOIO
u3ydeHus1). MeToapl MpOBEACHUS MEPEroBOPOB C KIMEHTAMU IO MPETEH3UOHHBIM
ciy4astM (711 CaMOCTOSTENBHOTO U3y4eHHs). MeXaHu3M OIpejiesieHus NPUYHH
BO3HUKHOBEHUS MPETEH3UN B MPOLECCE OCBOEHUS 3TUKH, ICTETUKU OOCITY>KUBAHMS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTaHJAPTU3ALMH, CEPTUPUKALIMU U YIIPaBICHUS
Ka4yecTBOM B  c(epe CEepBUCHOIO  OOCIyXHMBaHUS Ha TpaHcmopre (A
CaMOCTOSITEJILHOTO M3y4eHHs). Meroabl pa3pabOTKM M HCIOIb30BAaHUS TUIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11  CaMOCTOSITENIbBHOTO  M3y4eHHs). MeTobl
dopMupoBaHUST M BHEJIPEHUS KOPIMOPATUBHBIX CTAHJAPTOB U  PErJIAMEHTOB
IpPOLIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSATENIBHOIO
u3ydyeHus). MeToapl B3aMMOJICUCTBUS C KIMEHTaMHU IO OpraHu3aluu Ipolecca
oOcinyXuBaHMsI NOTpeOuTenael B cdepe rocTenpuUMCTBa B IPOLIECCE OCBOCHHUS
OTUKW, OCTETUKU  OOCITY>KMBAaHMs, OTUKETa, MOpPAIA ¢  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CePTU(PUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CepBHCHOIO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (11 CAMOCTOSITENIBHOTO U3yUEHUS).

Tema 9. OcobGeHHOCTH 1€JI0BOT0 0011IeHHsT B cepe yeayr

[Morsitne m ¢Gyukouu gemoBoro ooOmeHus. OCHOBHbIE (DOPMBI JIETIOBOTO
oOmeHnss (i1 caMOCTOATENbHOTO M3ydeHus1). OCOOCHHOCTH JIEJIOBOTO OOIICHUS
paboOTHHKA cepBHCa C KIMEHTOM. [IpaBuiia KOPIOPATUBHOTO OOIICHHUS B KOJUICKTHBE
NPEINPUATUS cepBHca. MeXxaHM3M oOecreueHHus TpeOyeMoro KadecTBa IIPOIESCCOB
OKa3aHMs YCIyr, Ha OCHOBE KIMCHTOOPHCHTHPOBAHHBIX TCXHOJOTHH B IIpolecce
OCBOCHHS 3THKH, 3CTCTHKH OOCIY)KHBaHHS, ITHKETa, MOpPAJd M HPaBCTBCHHOCTH,
CTaHJApPTU3AIMK, CePTU(DUKAIMK W YIPABICHUS KadeCTBOM B c(epe CEepBHCHOIO
oOCITy’)kKMBaHHMSI Ha TpaHCHOpPTe (VI CAMOCTOSATEIBHOTO H3Y4YeHHUs). MexXxaHu3M
CUCTEeMBl obecriedeHusT TpPeOyeMOoro KayecTBa IMPOIECCOB OKa3aHHUS YCIYyr B
COOTBETCTBHHM C MEXIYHAPOIHBIMH W HAIIMOHAIBHBIMH CTaHIapTaMHd B IIpoIecce
OCBOCHUS 3THUKH, JCTETUKH OOCIY)KHUBAaHHS, JTHKETa, MOPAIM M HPABCTBEHHOCTH,
CTaHJAPTU3AIMK, CePTUDHUKAIMA W YIPaBICHHS KAadecTBOM B cepe CEpBHUCHOIO
oOCITy’)kKMBaHHMSI Ha TpaHCHOPTE (I CAMOCTOSATEIBHOTO H3Y4YeHHUs). MeXaHu3M
OKa3aHUs YCIAYyTr B COOTBETCTBHH C 3asBJICHHBIM Ka4eCTBOM B ITPOIIECCE OCBOCHHS
OTUKH, OCTETUKH OOCIY)XMBaHHS, OTHKETa, MOpaJld W  HPABCTBECHHOCTH,
CTaHJAPTU3AIMK, CePTUDHKAIMKA W YIPaBICHHS KAadecTBOM B cepe CEpPBHUCHOIO
o0CITy>)KMBaHHS HAa TpaHCIOPTE (11 CaMOCTOATEIIBHOTO M3ydeHHs). MaTtepHualibHbIC
pecypcel, 00OpydoBaHWE IS OCYIISCTBICHHsS  IIpolecca cepBuca (s
CaMOCTOSITEILHOTO M3YYeHHs). MeToabl MPOBEICHHS TIEPETOBOPOB ¢ KIMESHTAMHM 110
MPETCH3UOHHBIM ~ CITydasiM  (JIIS  CaMOCTOSITCIBHOTO  HM3y4eHHs). MexaHu3Mm
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ONpeJeNeHs] MPUYMH BO3HUKHOBEHUS MPETEH3UH B IMPOLIECCE OCBOCHUS 3THUKH,
ACTETUKU OOCIYy)KMBaHUS, STUKETA, MOpPAIM M HPABCTBEHHOCTH, CTAHJIApPTH3ALIMH,
cepTU(PUKAIMU U YNPaBIEHUS KAaueCTBOM B c(epe CEpBHCHOIO OOCIYKMBAaHHS Ha
TpaHcmopTe (AJ1  CaMOCTOSITENIBHOIO — M3ydeHus). Meroasl pa3paboTku U
MCIIOJIb30BAaHUSI THUMOBBIX TEXHOJOIMYECKUX TMPOLECCOB (I CaMOCTOSITENIBHOTO
u3ydyeHus1). Meroabl (OpMHUpPOBaHUS M BHEJPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
pErjiaMeHTOB MPOLECcCOB OOCHyKMBaHUA MOTpeOuTenel Ha TpaHcmopre (i
CaMOCTOSITEJILHOTO ~U3Yy4yeHHus). MeroAsl B3aUMOJEHCTBHUS C KIMEHTaMHU IO
opraHu3aluu Ipoiecca oOCIy>KMBaHMs NOTpeOuTeNel B cepe rocTenpuruMcTBa B
Opolecce OCBOCHHUS JTHKH, OCTETHKUM OOCIYy)XHBaHUS, OTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHAApPTU3alMU, CEPTHUPUKALMKM W YNPaBIEHUS KAaueCTBOM B
chepe CEpBUCHOTO OOCIY>KMBaHMS Ha TpaHCHOpTe (I CaMOCTOSTENbHOTO
U3YYEHHUS ).

Tema 10. OpranmzanuoHHasi KyJbTypa KakK (aKTop NOBbIIIEHHUS
3¢ ¢exkTUBHOCTH B cepe cepBuca

[IpaBusia moBeeHNsI HAa TIPa3IHUYHOM Meporpustuu. [IpurnameHue B rocTu
WM Ha Tipa3aHuK. Busut B roctu. [IpaBuna BpyueHus U mpueMa IIBETOB U MOJIapKOB
(nns camocTosiTenbHOTO M3yueHwus). HoBocenbe (151 caMOCTOSTEILHOTO U3YUCHHUS).
Cragpba  (mis  camocTosiTelbHOTO  M3ydeHws). JleHb  poxnaeHus (s
CaMOCTOSITEJILHOTO ~ M3y4yeHus1). TpaypHbld O3THUKET (I CaMOCTOSITEIBHOTO
nu3zyuenusi). CepBUpOBKa cTojia (IJIsi caMOCTOSATEIbHOro u3yudeHus). [Ipubopsi, ux
Ha3HAYeHUE W TpaBWia OOpalleHUs C HUMHU (JI1 CAMOCTOSITENIBHOTO H3Y4YEHUSs).
«3p1k TIpubOpOBY (AN caMmocToATenbHOro u3ydenus). [lomada Omrox Kk cromy:
MOCJIEIOBATENIbHOCTh, TpPaBHJIa TMOJA4Yd, COYETAeMOCTh OJNIOJ M HANUTKOB (A
CaMOCTOATENbHOTO u3yuyeHus). OOmue mnpaBuia TMOBEICHUS 3a CTOJIOM (IS
CaMOCTOSATEIHHOTO U3ydeHus1). KynbTypa eapl pa3mudHbIX MPOAYKTOB: CallaThl, CYIIHI,
MSCO W TTHIA, pbl0a M MOPENPOAYKTBI, OBOIMUM M (PPYKTHI, XjieO, Macio, ChIp,
ropsue Onrofga (UIsT  caMOCTOSITENIBHOTO — M3ydeHws). HamuTku: KynsTypa
yrnotpebsieHus (111 caMOCTOSTENbHOTO U3yueHus). OCOOCHHOCTH BEACHUS JIEIIOBBIX
TeNe(OHHBIX Pa3roBOpOB (It camocToATensHOTO wu3ydenwus). [loarotoBka
JETOBOMY 3BOHKY (s camocTosiTeIbHOrO u3ydeHus). OTBET Ha JI€JIOBOM
TeNe(POHHBIH 3BOHOK (V11 CaMOCTOSITENIBHOTO U3Yy4YeHHs). ABTOOTBETUMK (ISt
CaMOCTOSITEIbHOTO M3y4deHMs1). [loHsATHE M Ha3HAUYE€HHE BU3UTHBIX KapToudek (AJis
CaMOCTOSITEJILHOTO M3y4eHMs1). BUIIbI BU3UTHBIX KApTOYEK (IJIs1 CAMOCTOATEIBHOTO
u3yuyeHus). BU3UTHBIE KapTOYKM OpraHu3aluil cepBuca (IJIs CaMOCTOATEIBHOIO
n3yueHus). OOMEH BU3UTHBIMM KapTOUYKaMH (I CaMOCTOSITEIBHOTO H3Y4YEHUs).
OTUKeT OOpalleHus ¢ BU3UTHBIMH KapTOUKaMU (JJI1 CAMOCTOSITEIbHOTO M3YyUEHUS).
Mexaam3m obOecrnieueHruss TpeOyemMoro KadecTBa MPOIECCOB OKa3aHWS YCIyr, Ha
OCHOBE KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTUH B TMPOLECCE OCBOCHUS ATHUKH,
ACTETUKU OOCITY>KHMBAaHUS, 3THKETA, MOpPAJd U HPABCTBEHHOCTH, CTaHIAPTU3ALINH,
cepTudUKaMU U YyIOpaBICHUS KaueCcTBOM B c(epe CEepBUCHOrO OOCIyKMBAHUSI HA
TpaHCHOpTe (IJII CAaMOCTOSTEIIBHOTO M3y4eHHUs). MeXaHU3M CUCTEMbI 00eCTICUCHUS
TpeOyeMoro KadecTBa IMPOLECCOB OKa3aHUs YCIAYr B  COOTBETCTBHUHM C
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MEXIYHApPOJIHBIMUA U HAIIMOHAJbHBIMHU CTaHIAApTaMH B IMPOLIECCE OCBOEHUS 3THUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpPAIM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAUMU U YNPABIEHUS KAYECTBOM B c(epe CEpBUCHOrO OOCIyKMBaHUS Ha
TpaHcopTe (ISl CaMOCTOSITENBHOIO H3Yy4YeHHUs). MeXaHu3M OKa3aHus YyCIyr B
COOTBETCTBMM C 3asBJICHHBIM Kaue€CTBOM B MPOLIECCE OCBOCHUS ITHUKU, SCTETUKU
oOCNy>KMBaHMsI, OTUKETa, MOpPAJIM U  HPABCTBEHHOCTH, CTaHJIApTU3aLUH,
cepTUPUKAUMU M YNPABIEHUS KAYECTBOM B c(epe CEepBHCHOIO OOCITYKMBAaHUS Ha
TpaHcIopTe (IIsI CaMOCTOSATENBHOIO HU3ydeHus). MarepuanabHble  pecypcebl,
o0opyloBaHUE U1 OCYILECTBIEHMs IIpolecca cepBUca (I CaMOCTOSTEIBHOTO
u3ydyeHus). MeTojbpl MPOBEACHMS MEPErOBOPOB C KIUEHTAMHU IO MPETEH3MOHHBIM
ciy4astM (711 CaMOCTOSATENIBbHOIO U3y4eHHs). MexaHus3M omnpeneneHuss NpUYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHUS 3TUKH, ICTETUKU OOCITYUBaHUS,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3ALUH, CEPTUPUKALIMU U YIIPABICHUS
Ka4yecTBOM B  c(epe CEepBUCHOIO OOCIyXHMBaHUS Ha TpaHcmopre (A
CaMOCTOSATEIILHOTO M3y4eHHs). Meroabl pa3pabOTKM M HCIOIBb30BAHUS THUITOBBIX
TEXHOJOTUYECKUX TMPOILECCOB (AJiE  CaMOCTOSITENIBHOTO  M3Yy4eHHs). MeTosl
dbopMuUpOBaHUST M BHEJAPEHHS KOPHOPATUBHBIX CTAaHAAPTOB M  PETJIAMEHTOB
IPOLIECCOB OOCIIYy)KMBaHMsI MOTpeOUTENE Ha TpaHCHOPTE (I CaMOCTOSITEIBLHOTO
u3ydyeHus). MeToapl B3aMMOJEHUCTBUSA C KIMEHTAaMU [0 OpraHu3aluy Ipoliiecca
oOcinyXuBaHMsl NOTpeOuTene B cdepe TrOCTENPUUMCTBA B IPOLECCE OCBOEHUS
OTUKH, O3CTETUKU OOCITYKMBaHUS, OTUKETa, MOpPaJd U  HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CEePTU(PUKAIMU U YIpPaBICHUs KAadeCTBOM B cdepe CEepBHUCHOIO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (111 CAMOCTOSITETILHOTO U3YUYEHMUS).

Tema 11. Ynpaienueckasi 3Tuka B cepe cepBuca

[lonsitue ynpasneHdeckoid >Tuku. OCHOBHbIE (QPYHKIUHU yrnpasienus. Ctuiu
PYKOBOJICTBA. JDTHYECKHE HOPMBI CIIY)KEOHOTO TIOBEICHHUS PYKOBOJIUTENS B
OTHONICHUSX C TOJYNHEHHBIMH, TIPEJACTABUTEIIIMU BHEIIHEH CPelbl: KOHKYPEHTAMH,
MOCTABIIUKAMU, OOIIECTBEHHOCTbIO M TMp. (I CAMOCTOSITENIBHOTO HU3YYCHHS).
HaubGonee pacnpocTpaHeHHbIE OMIMOKM STUYECKOTO CBOMCTBA B TOBEJACHHUH
pykoBomutTens (AJII CaMOCTOSTENBHOTO W3y4deHHus). MexaHusM oOecredeHus
TpeGyeMoro KauyecTBa MIPOLIECCOB OKa3aHus YCIIYT, Ha OCHOBE
KJIINEHTOOPUEHTUPOBAHHBIX TEXHOJOTUA B MPOLIECCE OCBOCHUSI 3TUKH, SCTETUKHU
oOCIMy>KWBaHMsI, OTUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepruuKanMu W yNpaBlIeHUS KAa4eCTBOM B cdepe CEpBUCHOTO OOCITy)XHBaHUS Ha
TpaHCTIOPTE (TSI CAaMOCTOSITEIBHOTO M3Yy4eHHs). MexaHu3M CUCTEMBbI 00ecTieueHus
TpeOyeMoro KadecTBa IPOLIECCOB  OKa3aHHWs YCIAYyr B  COOTBETCTBUU C
MEKIyHApOJHBIMH U HAIIMOHAJIIBHBIMM CTaHJIapTaMHU B MPOLECCE OCBOCHUS 3THUKH,
ACTETUKU OOCITYKUBaHUSA, 3THUKETa, MOpaJd U HPABCTBEHHOCTH, CTaHJapTU3AINH,
cepruuKau W YyNpaBIEeHUS KA4eCTBOM B cdepe CEPBHUCHOTO OOCITyKMBAaHUS Ha
TpaHCHOpTe (IJIs1 CaMOCTOSITEIbHOTO H3y4deHMs). MexaHu3M OKa3aHHsl YCIyr B
COOTBETCTBUM C 3asIBJICHHbIM Kau€CTBOM B MPOIECCE OCBOCHUS 3THKH, 3CTETUKU
oOclly>)kKuBaHMs, ATUKETa, MOpPAJId U  HPABCTBEHHOCTH,  CTaHJapTU3aIINH,
cepTudUKAMU U YNPABJICHUS KaueCTBOM B Cepe CEpBUCHOTO OOCHYKMBaHUSI HA
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TpaHCTIOpTE (TSI CaMOCTOSATENBHOTO M3ydeHHs). MaTepuanbHble PecypCHl,
o0opynoBaHUE IS OCYIIECTBIEHHS Ipolecca cepBuca (A7 CaMOCTOATEIHHOTO
n3ydeHus). MeToabl MPOBEACHHS MEPETOBOPOB C KIMEHTAMHU TIO0 MPETCH3MOHHBIM
Cy4asiM (11  CaMOCTOSITEILHOTO M3y4YeHHs). MeXaHu3M OmpeneieHUus] TPUIUH
BO3HUKHOBEHUS TPETEH3WH B TPOIECCE OCBOCHUS 3THUKH, ICTCTHKU OOCITYKHUBaHWS,
ATUKETA, MOPAJIM U HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEPTUDHUKAIINN U YIIPABIICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCIY)KMBaHUS Ha TpaHcropre (s
CaMOCTOSITEJILHOTO H3y4eHHsI). MeTonbl pa3pabOTKW W HUCIOJB30BAaHUS THIIOBBIX
TEXHOJOTHYECKUX TIPOIECCOB (11  CaMOCTOSITEILHOTO  M3Y4eHHS). METObI
dbopMHUpOBaHUST W BHEAPCHHS KOPHOPATUBHBIX CTAaHAAPTOB M  PETJIAMEHTOB
IPOIIECCOB OOCITYXKMBaHHs MOTpeOHUTENeH Ha TpaHCHOPTE (IJIs CaMOCTOSTEIBHOTO
U3y4eHHs). MeTOoabl B3aMMOJECHCTBUS C KIUEHTAMHU 110 OpraHU3alMM TIpolecca
oOcimyXuBaHusT ToTpeOuTeneit B chepe TrocTempUUMCTBa B MPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBaHWS, OTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJapTU3AINK, CepTU(HKAIMU W YIPaBICHUS KadeCcTBOM B cepe CEepBUCHOTO
oOCny)KMBaHHMsI ~ Ha  TpaHcrmopre (IS CaMOCTOSTEIBLHOTO  HM3y4YCHHS).
VYnpaBneH4eckas 3THKa B OCBOCHHU MPOQECCHOHATIOM TpeOOBaHWN Oe30macHOro
o0CTy)KMBaHHMsI, OXpaHbl TPYJa U TCXHUKU OE30IMACHOCTH 3aIUTHl OT TEXHOCHEPHBIX
(GakTOpOB Ha TpaHCIOPTE MPUMEHUTEIBHO K cdepe cepBrUCa Ha TPAHCIOPTE (IS
CaMOCTOSITCJILHOTO M3Y4YCHUs). 3HAHHWE TOJIOKCHHH HOPMATHBHO-TIPABOBBIX aKTOB,
pPEeTYIUPYIONUX OXpaHy Tpyda W TEXHUKY O€30MacHOCTH B TOM 4YHCIIE Ha
NpeNpUATHAX cepBUca B chepe TpaHCTIOPTa B paMKaX yMpaBICHUECKON dTUKH (st
CaMOCTOSITETTLHOTO U3YUCHHS ).

Tema 12. DTHKeT KaK PeryJjsitop MeXJIHUYHOCTHBIX OTHOLIEHUH WU
npogeccHOHAIBLHOI0 TOBeleHHs Pa0OTHUKOB CepBHCA. JTHKET [1eJ0BBIX
COBEIIAHMI, MPe3eHTAIMIA ¥ MyOJUYHBIX BHICTYIICHU I

[lonsiTue, SBONIONMA W HPABCTBEHHAs OCHOBA ASTUKETa. Buasl W QyHKIUU
sTukeTa. COOTHOUIEHUE 3TUKH U ATUKETA. [I[pUHIUIIBI COBPEMEHHOTO 3TUKETA (11
CaMOCTOSITEJIbHOTO M3y4Y€HHUs). OTUKET B MNPOPECCHOHAIBHON N€ATETHbHOCTH
PabOTHUKOB cpephl YCIyT (I CaMOCTOSATENIbHOTO n3ydeHus). [loHstre n GyHKIUN
JEJIOBBIX COBELIAHMI (IJI1 CaMOCTOSTENBHOTO U3Yy4yeHHus). Buabl aenoBbIX
COBEUIaHUM (711 CaMOCTOSITEILHOTO M3yueHus ). [IpoBegeHue aeI0BOro CoBEIaHUs
(mma  camocrtosATenbHOro u3yudeHwus). [lonstme w Buabl mnpe3eHTauuit  (AJis
CaMOCTOSITEILHOTO U3ydeHus1). [loaroToBka K mpe3eHTaluuu B OpraHU3aluu CepBHUCa
(msa camocTtosiTenbHOro wu3ydenwusi). [lpaBuiia moBedeHuss Ha Mpe3eHTAUU (11
CaMOCTOSATEIHHOTO H3y4eHHs). OCOOCHHOCTH MYOJWYHOTO BBICTYIUICHUS (IS
CaMOCTOSITEILHOTO M3y4yeHus1). OCHOBHBIE MpaBHiia MyOJUYHOTO BBICTYIUICHUS (111
CaMOCTOSITEIbHOTO W3yueHusi). Ilpuembl mpeoposieHHs] cTpecca NP BBICTYIJICHUH
nepen IMUPOKOM ayauTopueil (11  CaMOCTOATENIBHOTO HW3YUYCHHS). ITHUKET
MPUBETCTBUSA (IJI1 CaMOCTOSITEIbHOrO u3ydeHwus). [IpuBeTcTBHE KIIMEHTa B
OopraHu3aluu cepBuca (IJs caMOCTOsATeNbHOTO u3ydeHus). [IpaBuna npeacTaBieHus
IIpU 3HAKOMCTBE (JJIsI caMOCTOATENIbHOrO u3yudenusi). OOpailleHne, nepexol Ha «ThI»
(mg caMmocTosiTenbHOrO H3y4deHus). Benenue Oecenbl (Iisi caMOCTOSITEIBHOTO
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nuzyueHust). OOIIeHNE ¢ HEMPUITHBIMU JIIOABMU (JJIs1 CAMOCTOSATEILHOTO M3Yy4YCHUS).
DTUKET MPOIaHus (151 CAMOCTOSATENLHOIO U3YUYEHHUs ). DTUKET pabOTHHUKA CEepBHCa B
Clly4ae OTKa3za KJIMEHTa OT OOCIyXUBaHUS (I CaMOCTOSITEIBHOIO H3Y4EHHS).
OcoOeHHOCTH J1eJ0BOro  OOWIEHUST M JTHKETa Yy pasHbIX HapoioB (ais
CaMOCTOSITEJILHOTO ~ W3y4yeHus).  TonepaHTHOCTh M ee  TIpaHuubl (A
CaMOCTOSITEILHOTO M3y4eHus). OO01ue npaBuiia MEeXKKYJIbTYPHON KOMMYHUKAIIUU U
JIEJIOBOTO OOIIeHUs (IS CaMOCTOSITENIBHOTO Hu3ydeHus). OCcOOEHHOCTH JI€JI0BOTO
OOIIEeHUsT C HEMEIKUMH, aMEPUKAHCKHUMH, SITOHCKUMH, KUTAHCKUMH JEIOBBIMU
napTHepaMu, NpelCTaBUTENsIMU cTpaH biamxuero BocToka (st caMOCTOSITENIBHOTO
uzydyeHus). Mexanusm oOecrieueHuss TpeOyeMoro KadecTBa MPOIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTHA B MPOIECCE OCBOCHMS
OTUKH, OCTETUKU  OOCITYy)KMBaHUS, OTHUKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PHUKAIMU U YIpaBICHUS KauecTBOM B c(epe CepBHUCHOIO
oOCNy’>KMBaHMSI Ha TpaHCHOPTEe (A7 CaMOCTOSITENIbHOTO H3ydeHHus). MexaHu3M
CUCTeMBbl oOecrieueHus TpeOyeMoro KauyecTBa NPOILECCOB OKa3aHUS YCIYr B
COOTBETCTBUM C MEXIYHAPOJIHBIMHU W HAIIMOHAIBHBIMH CTaHJapTaMU B TIpoliecce
OCBOCHUSI ATHUKH, ICTETUKU OOCIY)KHWBAaHUSA, ITUKETA, MOPAJIM W HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(PHUKAIMKU U YIpaBICHUS KadyecTBOM B c(epe cepBHUCHOrO
oOCIy>KMBaHMSI Ha TpaHCIOPTE (I CaMOCTOSITENIBHOIO H3ydeHus). MexaHu3m
OKa3aHUs YCIAYr B COOTBETCTBUM C 3asIBJICHHBIM KaueCTBOM B IMPOLIECCE OCBOEHUS
OTUKW, OCTETUKU OOCITY>KMBAaHHs, OTHUKETa, MOpPAIA ¢  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(HUKAIMKU U YIpaBICHUS KadyecTBOM B cdepe CepBHUCHOTO
oOCITy>KMBaHMs Ha TpaHCIOpPTE (A1 CaMOCTOSATEIBLHOTO U3y4yeHus). MarepuanbHbie
pecypcel, 00oOpylnoBaHME Ui OCYIIECTBIIGHHUS TIpolecca cepBuca (i
CaMOCTOSITEIILHOTO U3Yy4YeHUs). MeToabl MpOBEACHUSI IEPETOBOPOB C KIMEHTAMH 10
NPETeH3MOHHBIM  CiIy4dasiM  (IJI1  CaMOCTOSITEIBHOTO  H3y4YeHHus). MexaHu3Mm
OTIpEJICICHNs] TPUYUH BO3HUKHOBEHHUS TPETEH3UN B MPOIIECCE OCBOCHUS OSTUKH,
ACTETHKU OOCIYXMBaHUSA, TUKETAa, MOpAId U HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTUdUKAIIMA U YIIPaBJIECHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCITY)KHMBaHUS Ha
TpaHcmopTe (MJIE  CaMOCTOATENBHOTO  W3y4deHus). Meronbl  pa3paboTKu U
WCIIOJIb30BaHUSl THUIIOBBIX TEXHOJOTMYECKUX MPOLECCOB (M1 CaMOCTOATEIBHOTO
u3ydeHus). Meroapl (GOpMHUPOBAHUS M BHEAPEHUS KOPIOPATHUBHBIX CTAaHAAPTOB H
pPETJIaMEHTOB TPOILIECCOB OOCIY)XMBaHUs TMOTpeOuTeneii Ha TpaHcmopTe (s
CaMOCTOSAITETILHOTO W3y4YeHHUs). MeToasl B3aMMOJEHCTBUA C KIMEHTaMH TIO
OpraHu3aluy Iporecca oOCTy>KMBaHHS TOTpeduTeneil B chepe TOoCTENPUUMCTBA B
MpOILIECCE€ OCBOEHUSI ATUKH, OJCTETUKH OOCIYyKMBAaHUS, OTUKETa, MOpaIH U
HPABCTBEHHOCTH, CTAaHIAPTU3allUW, CEePTH(PUKANUA W YNPABJICHHUS Ka4eCTBOM B
chepe CEpBUCHOTO OOCITYy)KMBaHHS Ha TpaHCHOpPTe (I CaMOCTOSTEIBHOTO
U3Y4YEeHUs).

Tema 13. [IpaBuJia noBeieHUs B 001IECTBEHHBIX MeCTaX

OOmue mpaBuia MOBEACHUS B OOIIIECTBEHHBIX MECTaxX (711 CAMOCTOSITEILHOTO
n3ydenus). IlpaBuia nmoBenenus Ha ynuie. [IpaBuna moBeneHus B marasuHe, kade.
[IpaBuna moBemeHUsT B pecTopaHe, TeaTpe, My3ee, kiyoe. OOmme mnpaBuia
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noBeJicHUs B 0OIIecTBEHHOM TpaHcnopte. [IpaBuiia moBelneHHsT B TOPOJACKOM
o0l1iecTBEHHOM TpaHcnopTe (aBTOOyCce, TpamBae, TpoJuieidyce, METPONOJIUTEHE).
Oco0EHHOCTH TOE3/IKM B MApIIPYTHOM TaKCU (Uil CaMOCTOSATEIBHOTO W3YUYCHHS).
[IpaBuna moBeAeHUs: B MOE3/JE, B CaMOJIETE, Ha TEIJIOXOJE (151 CaMOCTOSITEIbHOIO
nuzydyeHus). CylmIHOCTb JEJNOBBIX MNPUEMOB (ISl CaMOCTOSITENIBHOIO HU3YYEHHS).
JlenoBble W CBETCKME MpUEMbl (I CaMOCTOSTEIBHOTO Hu3yueHus). JIHEBHbIE U
BEUCpPHUE TIPUEMBI (1 CaMOCTOSITEILHOTO u3yuyeHus). JlenoBble TpPUEMBI C
paccaakoil 3a cTojgoM U 0e3 Hee (AJi1 CaMOCTOSATENbHOrO U3y4eHus). 3aBTpaK, JiaHy,
oben, oben-0yder, OpaHy, yXKuH, «00OKaJ IIAMIAHCKOT0», KOKTEHIIb, a-Jis (QypIierT,
Kyppukc (s camocToATeNIbHOTO u3yueHwusi). [IpaBuna moBeneHUs Ha pa3IMYHBIX
JIEJOBBIX TIpHeMax (IJii CaMOCTOSTEbHOrO0 u3ydeHwus). OCHOBBI OCYIIECTBICHUS
MOMCKA, KPUTUUECKOTO aHaIM3a U CHUHTE3a WH(OpMaInu, MPUMEHEHUS CUCTEMHOTO
MOJIXO0/a JIJIsl PEIICHUs MMOCTAaBJICHHBIX 3a7]a4d B MPOIIECCE U3YUYCHUS ITUKU, ICTETUKHU
oOcly>)kuBaHMs, OITHUKETa, MOpaJd U  HPABCTBEHHOCTH,  CTaHJapTH3aIINH,
cepTudUKAIIMA U YIPaBIECHUS KadeCTBOM B c(epe CEepBHUCHOTO OOCIyKHWBaHUS Ha
TpaHcnopTe (AJI1  CaMOCTOATEIBHOrO  M3yudeHusi). (OCHOBBI  OCYILECTBIICHUS
COLIMAJILHOTO B3aMMOJICHCTBUS M peau3alliid CBOEM poiM B KOMaHJie B Ipoliecce
U3YUYEHUs JTHUKU, SCTCTUKU OOCIY)KMBaHUS, dTUKETAa, MOPAIM M HPABCTBEHHOCTH,
CTaHJApTU3AlNK, CePTU(DHUKAIMM W YIPaBICHHUS KadeCTBOM B c(epe CepBHCHOIO
oOCIy>KMBaHMSI Ha TpaHCIOpTEe (11 CaMOCTOATENBHOTO u3ydeHHs). OCHOBBI
BOCHIPUATHS MEXKYJIBTYPHOTO pa3HOOOpa3usi 00IIeCcTBa B COLMATIEHO-UCTOPUUECKOM,
ATUYECKOM M (UIOCO(DCKOM KOHTEKCTaX B MPOIECCE W3YYEHHS] ITHKU, SCTETUKU
oOCNy>KMBaHMsI, OTHUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAApPTU3AIINH,
cepTupUKalMu U YNpaBIEHUS KAaYeCTBOM B cdepe CEepBUCHOTO OOCIyKMBaHUSA Ha
TpaHcrnopTe (i1 camMocTOsATeNbHOr0 u3y4deHHs). OCHOBBI YIpaBICHUS CBOUM
BpEMEHEM, BBICTPAWBAHUS W pEATU3AlMH TPACKTOPUHM CAMOPA3BUTHS Ha OCHOBE
NPUHIIMIIOB 00pa30BaHMsI B TEUYCHHE BCEH JXKM3HM B TIPOIECCE H3YYCHUS DTHUKH,
ACTETHKU OOCIYyXUBAaHUS, DTUKETa, MOpAId U HPABCTBEHHOCTH, CTaHAApTU3AIINH,
cepTUdUKAIIMA ¥ YIpaBIECHUS KadeCTBOM B c(epe CEepBHCHOTO OOCIYKHWBaHUS Ha
TpaHCTIOPTE (711 CaMOCTOSITENIbHOTO n3ydeHus). OCHOBBI o0OecrieueHus: TpedyeMoro
KauecTBa IMPOIECCOB OKAa3aHWsI YCIyr B MPOLECCE OCBOCHUS ATHUKH, SCTETHKU
oOCNMy>KWBaHMsI, OJTUKETa, MOpPaJIM U  HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTupUKalii W YNpaBIEHUS KAYECTBOM B cdepe CEpPBHUCHOTO OOCITyKMBaHUS Ha
TpaHcropTe  (MJIsI  CaMOCTOSITENbHOTO  u3yueHusi). OCHOBBI  OOecledeHHs
dbopMupoBaHUST ¥ BHEJAPECHHsS KOPIOPATUBHBIX CTAaHAAPTOB W PErJIAMEHTOB
MPOIIECCOB OOCITY)KMBAHUSI MOTPEOUTENEH M COOTBETCTBUS CTAaHIApPTaM KadecTBa B
mpolecce W3Y4YeHUsT OTUKH, OCTETUKH OOCTYXKXWBaHUSA, OTUKETa, MOpAId U
HPABCTBEHHOCTH, CTaHIAPTH3AIllUU, CEPTH(PUKANNA W YNPaBIECHUS KAadeCTBOM B
chepe CEpBHUCHOTO OOCITYy)XHMBaHHWS Ha TpaHCIOpPTe (1T CaMOCTOSATEIBHOIO
u3yueHus). MeTroabl BOCHPHUSATHUS MEKKYJIBTYPHOTO pa3HooOpa3usi o0OIliecTBa B
COIMAIIHO - UCTOPUYECKOM, dTUYECKOM U (PMIOCOPCKOM KOHTEKCTaxX B MPOIECCe
OCBOCHUSI ATHUKH, ICTETUKU OOCIIY)KUBAaHHS, ITUKETa, MOpaIM U HPABCTBEHHOCTH,
CTaHJApTU3alNK, cepTU(HUKALUN U YIPaBICHHUS KaueCTBOM B c(epe CepBHUCHOIO
oOclly’)kKMBaHMsI Ha TpaHCHOpTe (i1 CaMOCTOATENBHOrO H3y4eHUs1). MexaHu3m
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oOecrieyeHusi TpeOyeMOoro KadecTBa IIPOLIECCOB OKAa3aHMsl YCIYr, Ha OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHA B MPOIECCE OCBOCHHS STHUKU, 3CTETUKU
oOCIy’KMBaHMsI, O3TUKETa, MOpPAJIM M  HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNpPaBIEHUS KA4eCTBOM B c(epe CEpBUCHOrO OOCIyKHBaHHUS Ha
TpaHCHIOPTE (I CaMOCTOATENBHOTO H3y4yeHUs). OCOOEHHOCTH MEXKYIbTYpPHOTO
pazHooOpa3usi olmiecTBa. (s CAaMOCTOSITENIbHOIO M3y4eHHs). MeXaHu3M CUCTEMBbI
oOecrieyeHusi TpeOyeMbIX KAadeCTBO MPOLIECCOB OKAa3aHUS YCIYI B COOTBETCTBUU C
MEXIYHApPOJIHBIMU U HALIMOHAJIBHBIMHM CTaHAApTaMHU B MPOLIECCE OCBOEHUS 3TUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpPAJd W HPABCTBEHHOCTH, CTaHIApTHU3ALUH,
cepTUPUKaAMU U YNpPaBIEHUS KA4eCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHcnopTe (ISl  CaMOCTOSITENIbBHOTO  u3ydeHus). MexaHusM  (HOopMHUpPOBaHUS
OKa3aHMs YCIAYr B COOTBETCTBHH C 3asBICHHBIM Kaue€CTBOM. MEXaHM3Mbl OKa3aHUs
yCIyT B COOTBETCTBHM C 3asBJICHHBIM Kay€CTBOM B IMPOILIECCE OCBOCHHS 3TUKH,
ACTETUKU OOCIYyKMBaHUS, 3TUKETAa, MOpajId U HPABCTBEHHOCTH, CTaHAApTU3ALIMH,
cepTu(UKalMyU U yNpaBIEHUS KA4yeCTBOM B cdepe CEepBUCHOTO OOCITyKUBAHHUS Ha
TpaHcrnopTe. (AJi1  CaMOCTOSATENBHOrO HM3y4eHHs). MarepuanbHble pecypcehl,
o0opyaoBaHMe [JIsl OCYIIECTBJIECHHS IIpollecca cepBuca (ISl CaMOCTOSITENBHOTO
u3ydeHus). MeTosbl MpoOBEJEHUSI TMEPEroBOPOB C KIMEHTAMU MO MPETEH3MOHHBIM
CllydasM H MEXaHWU3MBl ONpEICICHUs TPUYNH BO3HUKHOBEHUS TMPETCH3UH B
Ipolecce OCBOCHHUS JTHUKH, OCTETUKH OOCIYKUBAaHUS, OTUKETa, MOpAIH H
HPABCTBEHHOCTH, CTaHJIAPTH3allMU, CEPTU(PUKALIMK W YNpaBIEHUS KaueCTBOM B
chepe cepBUCHOrO OOCTY>KMBaHHMS Ha TpaHcHopTe (AJi1 CaMOCTOSITEIHHOIO
u3ydyeHus). MeTonbl pa3pabOTKM U HUCIHOJIb30BAaHUS THUIOBBIX TEXHOJOTHUYECKHUX
nporeccoB (JIE  CaMOCTOSATEIBHOTO HU3ydeHHs). MeTtoasl GOpMHUpOBaHUS U
BHEJIPEHMsI KOPIOPATUBHBIX CTAHAAPTOB M PETJIAMEHTOB MPOIIECCOB OOCITYKHUBAHUS
norpebuTeneid Ha TpaHCHoOpTe (ST CaMOCTOSTENBHOTO H3y4eHHs). MeTobl
B3aMMOJICHCTBUS C KIMEHTaMH I[I0 OpraHu3aluyd Tmpoiecca 00CITyKUBaHUS
norpebuteneid B cdepe TOCTENPUUMCTBA B TPOIECCE OCBOCHHUS ITHUKU, SCTETHUKU
oOCNy>KMBaHMsI, OTHUKETa, MOpaJIM U  HPABCTBEHHOCTH, CTaHJApTU3AIINH,
cepTUdUKAIIMA U YIIPaBJIECHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCITY)KHMBaHUS Ha
TpaHCHOPTE (IJIs1 CAMOCTOSATEILHOIO U3yUECHUS).

Tema 14. JlesoBoii 3THKEeT U MPOTOKO0J. OCO0EHHOCTH UX NMPOSIBJICHUS B
CEPBUCHOI 1eATEJIbHOCTH. /le/IOBbIe BCTPEUYH U MePeroBopbl

[lonsitue, ocobeHHOCTH W (YHKIMUHU JEIOBOTO ATUKETa. J[eNOBOW JTUKET |
JIEIOBOM TIPOTOKOJI. JlenoBoi aTuKeT B 0OCHykuBaHUU. VIMUTK TETOBOTO YeTOBEKa
(mmst caMmocTosITeNNbHOTO M3y4deHus ). OCHOBHBIE (DOPMBI JIETIOBOTO OOIICHMS: IETTOBBIC
COBCIIaHMSI, JUCKYCCHHW, TyOJIMYHBbIE BBICTYIUICHUS (IJI1 CaMOCTOSTEIHLHOTO
m3ydenus). Cnenmduka gemoBoro obOmenuss B  chepe  cepBuca (s
CaMOCTOSITEIbHOTO u3yueHust). [loHaTne ¥ opranu3auusi JENOBbIX BCTped (Iist
caMOCTOSITeIbHOTO Mu3ydyeHus). lloarotoBka K JenoBbIM meperoBopam  (AJis
CaMOCTOSITEILHOTO U3y4YeHUs1). MecTo U BpeMsi JIETOBBIX BCTPEY U MEPEroBOPOB (i
CaMOCTOSITEIbHOIO M3y4deHwusi). [lpurnamieHus Ha J1€0BbIE BCTPEUU U MEPETOBOPHI
(mna camoctositenbHOTO H3ydeHusi). dopmupoBaHue aeneranuu sl y4acTUsl B
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MeperoBopax (IIsl CaMOCTOSITEIBHOTO M3y4eHwus ). Pa3paboTka mporpaMMbl BeCHUS
MEPETOBOPOB (1T CaMOCTOSATEIHLHOTO M3YyYCHHUs ). DTalbl MEPETOBOPHOTO IpoIliecca
(ms  camocTosiTenbHOTO u3ydeHus). OOmMe mnpaBuiia TOBEJAEHUS Ha JEJIOBBIX
meperoBopax (IIsi CaMOCTOATEIBLHOTO W3ydeHHUs). WTorw MAeNOBBIX BCTpEY H
MEPETOBOPOB (1T  CaMOCTOSATEIBLHOTO HM3ydeHHUs). MeXaHu3M O00eCICUCHHUS
TpeOyemMoro KauyecTBa IIPOIIECCOB OKa3aHUS YCIIyT, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHH B TMPOIECCE OCBOCHHS O3THUKH, ICTCTHKHU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJApTU3AIINH,
cepTU(PUKALMU U YNPABIEHUS KAYECTBOM B c(epe CEpPBUCHOrO OOCITyKMBaHUS Ha
TPaHCTIOPTE (ISl CAMOCTOSITEIIBHOTO M3Y4eHHS). MeXaHu3M CUCTEMBbI 00€CIICUeHUs
TpeOyeMoro KauecTBa TIPOIECCOB  OKa3aHWUsS YCIYr B  COOTBETCTBHH  C
MEXTYHAPOJHBIMU W HAIIMOHAIBHBIMH CTaHJApTaMU B TIPOIECCE OCBOCHUS JTHKH,
ACTETHKU OOCITYXHUBaHUS, 3TUKETa, MOpPAJIM M HPABCTBEHHOCTH, CTaHIApTU3AIIWH,
cepTuUKaMU W YyIpaBIeHUS KAYECTBOM B cdepe CEPBHUCHOTO OOCITy)KMBaHUS Ha
TPaHCIOPTE (I CaMOCTOSATEIBHOTO H3y4YeHHUs). MeXaHHW3M OKa3aHUs YCIyT B
COOTBETCTBHHM C 3asBJICHHBIM KadyeCTBOM B TIPOIIECCE OCBOCHHS DTHKH, ICTCTHKHU
oOCIy)KMBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBCHHOCTH, CTaHJAapTU3AIINH,
cepTuUKaIMA W YIpaBJICHUS KA4eCTBOM B cdepe CEpPBHUCHOTO OOCITy)KWBAaHHUS Ha
TpaHCIOPTE (I  CaMOCTOSATEIBLHOTO HW3YYeHHs). MarepuaiabHble PECypCHl,
o0opyaoBaHUE I OCYIIECTBICHUS TIpoliecca cepBUca (IUIsI CaMOCTOSITCIIBHOTO
U3y4deHus). MeTolbl MPOBEJACHUSI MEPEroBOPOB C KIWEHTAMH IO MPETCH3MOHHBIM
ciaydasMm (11 CaMOCTOSITEJILHOTO M3y4eHHs). MeXaHW3M ONpeACNICHUS TPUIUH
BO3HMKHOBEHUSI TIPETCH3UM B IPOIIECCE OCBOCHMSI dTUKH, SCTETUKH OOCTY>KMBAHUSI,
ATUKETA, MOPAJId U HPABCTBEHHOCTH, CTaHIAAPTU3AIINH, CEPTU(UKAIIUN U YIIPABICHUS
KauecTBOM B cdepe CEepBUCHOTO OOCIY)KHMBaHUS Ha TpaHcropre (s
CaMOCTOSITEJILHOTO H3y4eHHs). MeToasl pa3pabOTKM M HCIIOIB30BAHHUS THITOBBIX
TEXHOJIOTHYECKUX TIPOILECCOB (1T  CaMOCTOSITEIBHOTO HM3y4eHHs). MeTobl
dbopMupoBaHusT W BHEAPCHUS KOPIOPATHBHBIX CTAHJIAPTOB U  PErJIaMEHTOB
IIPOIIECCOB OOCTY)KMBaHUS IMOTPEOUTENEH Ha TpaHcmopre (I caMOCTOATEIBHOIO
u3ydeHus). MeToapl B3aMMOJCHCTBUS C KJIMEHTAMH II0 OpraHW3allMM Iporiecca
oOciy>)kuBaHHs TMOTpeOuTeneld B cdepe TOCTSIPUUMCTBA B TPOIECCE OCBOCHHUS
OTUKW, OCTETUKH OOCTY>KMBaHHS, OTHUKETa, MOpPAIA ¢  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(DHUKAIMKA U YIPaBICHUS KadeCTBOM B cdepe CEpBUCHOTO
oOCIy>KMBaHMsI Ha TpaHCHOpTe (I camocTosTenbHOro m3ydenus). Ludposuzamms
JOKyMEHTO000POTa TPAHCTIOPTHBIX MEPEBO30K (IS CAMOCTOSITEIBHOTO U3YUEHU).

Tema 15. DTnKa cepBUCHOI 1eATEJIbHOCTH HA TPAHCIIOPTE, B TOM 4HCJIE B
cepe BO3AYIIHOTO TPAHCIIOPTA

MecTo 3THKM B CEPBUCHOM JEATENIBHOCTH HA TPAHCIOPTE, B TOM YHUCIE B
chepe Bo3mymiHOro TpaHcmopta. llonsarwe sTuku. OTpaciu STHYECKOTO 3HAHUS.
JlenoBasi 5TMKa CEPBUCHOM MNESITEIHHOCTH Ha TPAHCIOpTE, B TOM 4YHUCIE B cdepe
BO3IYIIHOTO TpaHcrnopTa. IIpodeccuonanbHas 3THKa CEpPBUCHOM JEATEIBHOCTH Ha
TpPaHCIIOPTE, B TOM 4ucjie B cdepe BO3AyIIHOrO TpaHcmnopta. HopMmaTtuBHas 3THKA.
NMumx 1enoBoro 4esinoBeka Ha TPAHCIOPTE, B TOM 4uciie B cepe BO3AYIIHOIO
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TpaHCTOpTa (I CAaMOCTOSATEIBLHOTO U3YUYEHUS). DTUKA U 3TUKET HHPOPMAITHOHHOTO
cepBHca Ha TPAHCIOPTE, B TOM 4YHClIe B cdepe BO3IYIIHOTO TpaHCHopTa (AJs
caMOCTOSATEeTbHOTO W3ydeHus). [IpoOnema 3ammTel WHPOpPMAIMM HA CEPBUCHBIX
MPEANPUATHAX Ha TPAHCIIOPTE, B TOM YHCJIE B cpepe BO3MYIIHOTO TpaHCHOpTa (s
CaMOCTOSATEIBHOTO M3ydeHus). [ToHsaTHE HHPOPMAITMOHHONW KYJIBTYPHl Ha CEPBUCHBIX
MPEANPUATHAX Ha TPAHCIIOPTE, B TOM YHCJIE B cpepe BO3MYIIHOTO TpaHCHopTa (s
CaMOCTOSITEIILHOTO M3yYCHHUS). DTUKO-KYIBTYPOJIOTHIYESCKUE TPEIMTOCHIIKA PA3BUTHS
CEpBHUCHOTO OM3HECa Ha TPaHCIOPTE, B TOM YHUCIe B chepe BO3AYIIHOTO TPaHCTIOPTA
B Poccum (s camocTOSTENBHOTO HM3ydeHHs). MeXaHU3M CHCTeMBl 00eCIieueHUs
TpeOyeMoro KayecTBa TIPOIIECCOB OKa3aHHWSA YCIYI B  COOTBETCTBHH C
MEXTYHAPOJHBIMU W HAIIMOHAIBHBIMHM CTaHJApTaMU B TPOIECCE OCBOCHUS JTHKH,
ACTETHKU OOCITY)KUBaHUWsS, STUKETa, MOpPAJIM W HPABCTBEHHOCTH, CTaHIapTHU3AIUH,
cepruuKaiu W yNpaBJeHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCTY)KHMBaHHS Ha
TpaHCTOpTe (VIS CaMOCTOSITEILHOTO HW3Yy4eHHs). MeXaHW3M OKa3aHHUsS YCIyT B
COOTBETCTBHHM C 3asBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHHS J3THKH, ICTCTHKHU
oOCITy)KWBaHMs, OSTHKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJIapTU3AIIHH,
cepTuUKalMi W YIpaBJICHUS KAa4eCTBOM B cepe CEpBHCHOTO OOCTY)KHMBaHHS Ha
TpaHCTIOpTE (TSI CaMOCTOSITENBHOTO M3ydeHHs). MarepuaiabHble PEeCypCHl,
o0opymoBaHUE IS OCYIIECTBJICHHS TIpollecca cepBHca (IS CaMOCTOSITEIHLHOTO
U3y4eHHs). METOJbI MPOBEACHHS IEPETOBOPOB C KIMEHTAMHU TI0 NPETCH3MOHHBIM
ciydasM (U1 CaMOCTOSITEIIbHOTO HW3YyYeHHWs ). MexXaHW3M OMpeleiIeHus NTPUIUH
BO3HUKHOBEHUS MPETCH3MI B MPOIIECCE OCBOCHUS 3THUKH, ICTETHKU OOCITY)KHBaHUS,
ATHKETA, MOPAJU M HPAaBCTBEHHOCTH, CTAHAAPTU3AIUH, CEPTUPUKAIIUN U YIIPABICHHUSI
KadyecTBOM B  cdepe CepBUCHOIO OOCTyXMBaHHS HAa TpaHcmopre (s
CaMOCTOSITETTLHOTO M3Yy4YeHHs). MeToapl pa3padOTKH W WCTOJIH30BAHHS THUITOBBIX
TEXHOJIOTUYECKUX TIPOIECCOB (1T  CaMOCTOSITENIBHOTO HW3Y4eHHs). MeTosl
GopMuUpOBaHUS W BHEIPCHHS KOPIIOPATUBHBIX CTAaHAAPTOB U  PETJIAMECHTOB
IPOIIECCOB OOCITY)XKMBaHHsI MOTpeOHTENCH Ha TpaHCHoOpTe (I CaMOCTOSATEIHHOTO
u3ydeHusi). MeToapl B3aMMOJACHCTBHS C KIMCHTaMH [0 OpTaHW3alMH Ipolecca
oOciy>)kuBaHMsl TOTpeOuTENe B cdepe TOCTEIPUUMCTBA B MPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY>KMBAaHHS, OTHUKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(DHUKAIMU U YIpaBICHUS KadecTBOM B cdepe CEepBHUCHOTO
o0CTy>KMBaHMsI HA TPAHCTIOPTE (711 CAMOCTOSITEIIBHOTO U3yUYEHUS).

Tema 16. KadecTBo, 0€30IaCHOCTH YCJIAYIr H KYJbTYpa CepPBHCHOM
NesITeJIbHOCTH HA TPAHCIOPTE, B TOM 4HcJie B chepe BO3AYIHIHOIO TPAHCIIOPTA

[IpoGnembr kadyecTBa W 0OE30MACHOCTH YCIAYT B TPAKTHKE COBPEMEHHOTO
CepBHCa Ha TPAHCIOPTE, B TOM 4HUCie B cdepe BO3AYIIHOTO TpaHcmopTa. [loHsThe
KauecTBa CEPBHUCHON JCATEIBHOCTH HA TPAHCIOpPTe, B TOM 4dHcIe B cdepe
BO3YLIHOTO TPAHCIOPTAa. YTPaBJICHHE KAaue€CTBOM YCIYr, KOHTPOJb CTaHAAPTOB U
0e30macHOCTH OOCITY)KMBaHUA HAa TPAHCIIOPTE, B TOM 4YHCIE B chepe BO3IYIIHOTO
TpaHcriopTa. Buasl O6e3omnacHocTu 0OCIyKUBaHHS HA TPAHCIOPTE, B TOM YHUCIE B
chepe Bo3aymHOro TpaHcnopta. KynbTypa cepBuca U CEpBUCHOM JEATEIBHOCTHA Ha
TpaHCIIOPTE, B TOM 4ucie B cdepe BO3AYIIHOIO TPAHCIOPTA. YYET OCHOBHBIX
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MICUXOJIOTHYECKUX  OCOOCHHOCTEM  moTpeduTenass B MIpoOIlecCCe  CEPBUCHOM
JESTENHPHOCTH HA TPAHCIOPTE, B TOM YHCIIEe B chepe BO3AYITHOTO TPAHCIOPTA U UX
BIUSHUE Ha BOCIPHUATHE KadecTBa YCIAYr MoTpeOuTeneM (I CaMOCTOSTEIBHOTO
u3ydeHus). Mexanu3m obecreueHusi TpeOyeMoro KadecTBa MPOIECCOB OKa3aHUs
yCIIyT, Ha OCHOBE KIMEHTOOPUCHTUPOBAHHBIX TEXHOJIOTHH B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBaHHUS, OTHUKETa, MOpPAIA ¥  HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CEpTU(HUKAIMA M YIPaBICHUS KadecTBOM B cepe CepBHCHOTO
oOCITy)KMBaHHsI Ha TpPAHCIOPTE (I CaMOCTOSATEIBHOTO HW3y4deHHs). MexaHu3m
CHUCTeMBI oOecrieueHusi TpeOyeMoro KadecTBa TIPOIIECCOB OKa3aHUS YCIyT B
COOTBETCTBHHM C MEXJIYHApOJAHBIMH M HAIIMOHAIBHBIMH CTAaHJIApTaMH B TpoIiecce
OCBOCHHS 3THUKH, 3CTCTUKU OOCTY)KWBAaHHS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJIApTU3AIMH, CEpTU(HKAIMA M YIPaBICHUS KadecTBOM B c(epe cepBHCHOTO
oOCITy)KMBaHHMSI Ha TpPAHCIOPTE (I CaMOCTOSATEIBHOTO W3Yy4YeHHUs). MexaHu3M
OKa3aHWs YCIAYyr B COOTBETCTBHH C 3asBJICHHBIM Ka4eCTBOM B IPOIIECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY)KMBAaHHS, OTHUKETa, MOpPAJIA ¥  HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CepTU(HKAIMA M YIPaBICHUS KadyecTBOM B cdepe cepBHCHOTO
oOCTy)KMBaHHsI Ha TPAHCIIOPTE (M1 CaMOCTOSATEILHOTO M3ydeHHUs). MarepuaibHbIe
pecypchl, 000OpyIOBaHHME I OCYIIECTBICHHS  Ipollecca cepBuca (s
CaMOCTOSITECIILHOTO U3Y4YCHUS). MeToabl MPOBEACHUS TIEPETOBOPOB C KIMEHTAMH 10
NPETCH3UOHHBIM  ClIy4dasM (11 CaMOCTOSITCIBHOTO — W3Y4eHHs). MexaHu3M
OTpeJIeICHUs] TPUYMH BO3HUKHOBEHUS MPETEH3UW B MPOIECCE OCBOCHHUSA OSTHUKH,
ACTETUKU OOCIYyXUBaHUSA, TUKETa, MOpPAIX M HPABCTBEHHOCTH, CTaHAAPTU3AIINH,
cepTupUKalMU U YNpaBIEHUS KA4eCTBOM B cdepe CEpBUCHOTO OOCITyKMBaHUS Ha
TpaHcmopTe (AJIE  CaMOCTOSITENBHOrO  M3y4deHHs). Metonbl pa3paboTku U
UCIIOJIb30BAHMS THUIOBBIX TEXHOJOTHMUYECKUX IMPOILECCOB (I CaMOCTOSITEIbHOTO
u3zydenus). Metonbl GopMUpOBaHHS U BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TMPOLIECCOB OOCIY)KMBaHUA TMOTpeOuTeneil Ha TpaHcmopTe (s
CaMOCTOSITEJILHOTO ~ W3y4yeHus1). Meroapl B3aUMOJCWUCTBUS C KIMEHTaMH TIO
OopraHu3aIiy Tpoliecca oOCTyKMBaHUS TOTpedurtenel B cepe rocrenpuuMcTBa B
IpoIecce OCBOCHHUS JTHKH, OCTETHKHA OOCIY)XHBaHUS, OTHUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3AllUU, CEPTH(PUKANNA W YNPaBIECHUS KadueCTBOM B
chepe CEpBUCHOTO OOCTY)KMBAaHHS Ha TpaHCHOpPTe (AJI1 CaMOCTOSITEIBHOTO
U3Y4YEHUs).

Tema 17. Moaeab kauecTBa yCJIyru

HNHTepBanbHas MOJeNIb KauyecTBa yCIyru. [T pa3speiBOB, KOTOPBIE ABISIOTCA
MIPUYMHON HEYAOBJIETBOPEHHOCTH KIMEHTOB IPEAOCTABISIEMBIMU yCIyramu. Pa3peis
MEXJy TOTPEOUTEILCKUMH OXHUAAHUSMU W HMX BOCHPUITUEM PYKOBOJICTBOM
KoMnaHuu. Pa3pbiB MeXay BOCHPUSITUEM PYKOBOJACTBA MOTPEOUTEICKUX OXKUIAAHUN
1 TpaHcpopmalei 3Toro BocupusaTusa. Pa3peiB Mexay crenuduKanusiMu KauyecTBa
YCIAYT YW KA4e€CTBOM IMPEIOCTABISEMBIX YCIYr. PaspblB Mexay NOpeaoCTaBICHUEM
YCIYTM W BHEIIHUMH  HMH(POPMAIMOHHBIMU  CBA3SMH, YYacCTBYIOIIUMH B
dbopMupoBaHUU MpE/ICTABICHUSI MOTpeOUTeNIel 0 mojiydaeMoil UuMu yciayre. Pa3peis
MEXKJy OXUIAHUSIMHU TMOTpeOUTENe W UX BOCHPUITHEM TMOJYUYEHHBIX YCIYT.
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Mexanusm obOecrnieueHuss TpeOyemMoro KauecTBa IMPOLECCOB OKa3aHMs YCIyr, Ha
OCHOBE KIIMEHTOOPUEHTHUPOBAHHBIX TEXHOJOTUA B TMPOLIECCE OCBOEHUS ATHUKH,
ACTETUKU OOCIYyXUBaHUSA, 3TUKETa, MOpPAIXM M HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKALMUA U YNPABIEHUS KAYECTBOM B c(epe CEpBUCHOIO OOCIYXMBAaHUS Ha
TpaHCOPTE (IUIsI CAaMOCTOSITENIBHOIO M3y4eHHs). MexaHu3M CUCTeMBbI oOecreueHus
TpeOyeMoro KauecTBa IPOLECCOB  OKa3aHUS yCIYr B  COOTBETCTBUU C
MEXIYHApPOJIHBIMU U HAIIMOHAJBHBIMHU CTaHIapTaMH B IMPOLIECCE OCBOEHHUS 3TUKH,
ACTETUKU OOCIYyKUBaHUSA, 3TUKETa, MOpPAIM U HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTUPUKAIMU U YNpPaBIEHUS KAYeCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHcopTe (ISl CaMOCTOSITENBLHOIO H3Yy4YeHHUs1). MeXaHu3M OKa3aHus YCIyr B
COOTBETCTBHM C 3asBJICHHBIM KaueCTBOM B MPOLIECCE OCBOEHUS STUKU, ICTETUKHU
oOCNy’>KMBaHMsI, OTUKETa, MOpPaJIM W  HPABCTBEHHOCTH, CTaHJAapTU3aLUH,
cepTuUKaMU U yNpaBIEHUS KA4eCTBOM B cdepe CEepBUCHOTO OOCITyKUBaHHUS Ha
TpaHcmopTe (I CaMOCTOATENBHOrO U3y4eHHs). MarepuanbHble pecypchl,
o0opyaoBaHMe [JIsl OCYIIECTBJICHHUS TIpoliecca cepBuca (IJs CaMOCTOSTEIBHOrO
u3ydeHus). MeTojpl MPOBEACHMs MEPErOBOPOB C KIUEHTAMHU IO MPETEH3MOHHBIM
ciydastM (11 CaMOCTOSITEJIBHOTO H3y4eHMs). MexaHu3M omnpeaeneHuss NpUYuH
BO3HMKHOBEHUS MPETEH3UI B MPOIECCE OCBOCHUS ITUKH, ICTETUKU OOCITYyUBAHUSA,
ATUKETa, MOPAJIM U HPAaBCTBEHHOCTH, CTaHAAPTU3AIUH, CEPTUPUKALIMU U YIIPABICHUS
KayecTBOM B cdepe CEepBUCHOrO OOCIy)XHBaHUSI Ha TpaHcnopre (s
CaMOCTOSITETILHOTO H3y4deHMs). MeToasl pa3pabOTKM M HCIHOJB30BAaHUS THUIIOBBIX
TEXHOJIOTUYECKUX TPOLECCOB (11 CaMOCTOSTENBHOIO H3y4eHus). MeTozsl
(opMuUpOBaHUS U BHEIPEHHUS KOPIOPATUBHBIX CTAHAAPTOB U  PETJIaMEHTOB
IpPOILIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSTENBHOIO
u3ydeHus). Metoabl B3aMMOJCHCTBMSI C KIMEHTaMM [0 OpraHU3aluM Ipoliecca
oOciy>xuBaHusl moTpeduTeneid B cdepe TOCTENPUUMCTBA B TIPOIIECCE OCBOCHUS
OTUKH, O3CTETUKU  OOCITY>KMBaHUS, OTHKETa, MOPAJd U  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CEepPTU(PUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (111 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 18. [loka3zaTesin KayecTBa yCJIyr

Bunsl mnokazateneil kadectBa MO Crnoco0y BbIpakeHUs (B HaATypaJbHBIX
eANHUIAX, B CTOMMOCTHBIX €JWHUIAX), N0 OIIEHKE ypOBHs KauecTBa (0a30BbIC U
OTHOCHUTEINIbHBIE), [0 CTaAuud ONpeAesieHHs (MPOrHO3UPYEMBbIE, MPOEKTHHIE,
MIPOU3BOJICTBEHHbIE, AKCIUTyaTallMOHHBIE I[IOKAa3aTelu), MO0 XapaKTepU3yeMbIM
cBOMCTBaM (eIMHUYHbIE U  KOMILIEKCHbIE). [lokazatenu QyHKIMOHAIBHOIO
Ha3HA4YE€HUs, HPrOHOMUYHOCTH, TMOKa3aTeNM HANEKHOCTH, HSKOHOMHUYECKHE U
HKOJIOTUYECKHE TTOKA3aTelN, MOKa3aTeln 0€30MacHOCTH, MMOKA3aTeNn: 3CTETUIECKUE,
CTaHJapTU3aLNH, TATEHTHO-TIPABOBBIE.

Crnemuduaeckue MOKa3aTean KauecTBa YCIIYT: JOCTYIHOCTb,
KOMMYHHUKa0€IbHOCTh, KOMIIETEHTHOCTb, JIOBEPUTEIBHOCTb, OOXOAUTEIbHOCTD,
HaJIe)KHOCTh, OT3BIBUYMBOCTH, O€30MACHOCTb, OCSI3a€MOCThb, NMOHMMaHHE. MexaHu3M
oOecrnieueHusi TpeOyeMOro KadecTBa IIPOLIECCOB OKa3aHUsl yCIYyr, Ha OCHOBE
KJIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMH B MPOIECCE OCBOCHMSI ITHUKH, 3CTETHKHU
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oOCIy’KMBaHMsI, O3TUKETa, MOpPaJIM M  HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNpPABIEHUS KAYeCTBOM B c(epe CEpBUCHOrO OOCIyKHBaHHUS Ha
TpaHCcoOpTe (ISl CAMOCTOSITENIBHOI'O M3y4YeHHs). MexaHu3M OKa3aHusd YCIyr B
COOTBETCTBHM C 3asBJICHHBIM Kaue€CTBOM B IPOLIECCE OCBOEHUS ITUKU, SCTETUKU
oOCNy>KMBaHMsI, O3TUKETa, MOpPaJIM M  HPABCTBEHHOCTH, CTaHAAPTU3ALIMH,
cepTU(PUKAIMU U YNPABIEHUS KAYeCTBOM B cdepe CEepBUCHOrO OOCITyKUBaHHUS Ha
TpaHcIopTe (11 CAMOCTOATENBHOIO U3ydeHus). MarepuanbHble pPeCypcehl,
o0opyoBaHUE U1 OCYILECTBIEHMs Ipoliecca cepBuca (A CaMOCTOSATEIBHOIO
u3ydyeHus1). MeToapl MpOBEAEHUS MEPEroBOPOB C KIMEHTAMU MO MPETEH3WOHHBIM
ciydastM (11 CaMOCTOSTEJIBHOTO H3y4eHHs). MexaHu3M OmnpeleseHus MNPUuYUH
BO3HUKHOBEHUS MPETEH3UI B MPOIECCE OCBOEHUSI ITUKH, ICTETUKU OOCTY>KUBAHMS,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTaHJAPTU3ALMH, CEPTUPUKALIMU U YIIPaBICHUS
Ka4yecTBOM B  c(epe CEepBUCHOIO  OOCIyXHMBaHUS Ha TpaHcmopre (A
CaMOCTOSITEJILHOTO M3y4eHMs). MeToabl pa3padOTKM M MCHOJIB30BAHMSI THUIIOBBIX
TEXHOJOTUYECKUX TMPOILIECCOB (11  CaMOCTOSITEIbBHOTO  M3y4eHHs). MeTosl
dopMupoBaHUST M BHEJIPEHUS KOPIMOPATUBHBIX CTAHJAPTOB U  PErJIAMEHTOB
IpPOLIECCOB OOCIIY)KMBaHMsI MOTpeOUTENel Ha TpaHCHOPTE (I CaMOCTOSATENBHOIO
u3ydyeHus). MeToapl B3aMMOJICUCTBUS C KIMEHTaMHM TI0 OpraHu3aldy Ipoliecca
oOcinyXuBaHMsI NOTpeOuTenael B cdepe rocTenpuUMCTBa B IPOLIECCE OCBOCHHUS
OTUKW, OCTETUKU  OOCITY>KMBAaHHs, OTUKETa, MOpPAIA ¢  HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CePTU(PUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CepBHCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE (111 CAMOCTOSITEILHOTO U3YUYEHHUS).

Tema 19. ®opMbl U MeTO/IbI OLIEHKH KaYeCcTBA YCJIYT

Knaccudukaius BHIOB W METOIOB OIEHKH [0 HECKOJBKMM IPU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY 3TOTO Mpoiiecca U OCOOCHHOCTH MPUMEHEHHUS OICHKU
KayecTBa TOBApOB U yciyr. OLIEHKH KauecTBa MO BHIOOPY CUCTEMBI MMOKa3aTeliel Hin
N0 WX BHAY, MOXHO pa3ienuTh Ha IUQPGEepeHIIUPOBAHHbIE, KOMIUIEKCHBIE U
cMmemanuble. OneHKa KadyecTBa MO THUIY M XapakTepy [IEWCTBUH: NpsIMblE U
KocBeHHbIe. OIeHKa KauyecTBa MO CPE/ICTBAM aHANM3a U U3MEPEHHUs: TaOOpaTOpHBIM
METOJOM, OPraHOJIENTUYECKUM METOAOM, SKCHEPTHBIM METOJO0M, CMEIIaHHBIM
meromoM. OreHka KkadectBa 10 (opme BBIpaKEHHS OLECHKH: METPUYECKUE,
OanbHBIE W Oe3pa3MepHBbIe (OTHOCHTENbHBIE). MeXaHW3M CHUCTEMBI OOeCIeYeHUs
TpeOyeMoro KauecTBa TIPOIECCOB  OKa3aHUS yCIYr B COOTBETCTBHH  C
MEKYHApPOJHBIMH M HAIIMOHAJIBHBIMH CTaHIApTaMU B MPOIECCE OCBOCHMS 3THUKH,
ACTETUKU OOCITYXMBAHUS, 3TUKETA, MOpPAJIM U HPABCTBEHHOCTH, CTaHIAApTU3ALINH,
cepruuKanu W yNpaBleHUS KAa4eCTBOM B c(epe CEpBHCHOTO OOCITY>KMBaHHS Ha
TpaHCHoOpTe (IJIs1 CaMOCTOSITEIbHOIO H3y4eHUsl). MexaHu3M OKa3zaHusl yCIyr B
COOTBETCTBUM C 3asIBJICHHBIM Kauy€CTBOM B IPOLECCE OCBOCHMSI 3TUKH, ICTETUKU
oOCTy)KWBaHMsI, OTHKETa, MOpPAJIM W  HPABCTBEHHOCTH, CTaHIApPTU3AIINH,
cepruuKanu W yNpaBlIeHUS KAa4eCTBOM B c(epe CEpBHCHOTO OOCTY>KMBaHHS Ha
TpaHcriopTe (IS CaMOCTOSITEJILHOTO  M3ydeHMs). MarepuanbHble PECYpCHI,
o0opyJloBaHME [Ji1 OCYILIECTBJICHHUS TIpoliecca cepBuca (71 CaMOCTOSTEIbHOIO
u3yuyeHus). MeToJibl MpOBEACHUSI IEPETOBOPOB C KIMEHTAMHU IO MPETEH3UOHHBIM
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cy4astM (11  CaMOCTOSITEIILHOTO H3yYeHHs). MeXaHW3M OIpeaelieHus MPUYHH
BO3HUKHOBEHUS TIPETEH3W B TPOIECCE OCBOCHUS ITHKH, ICTETUKH OOCTY)KHBAHWS,
ATUKETA, MOPAJIM U HPAaBCTBEHHOCTH, CTaHJAPTHU3AINH, CEPTU(PUKAIINK U YITPABICHUS
KauecTBOM B cdepe cepBUCHOrO OOCHy)KMBaHUS Ha TpaHcmopre (s
CaMOCTOSITEIILHOTO HW3Yy4eHHS). MeToasl pa3padOTKM ¥ HCIOJIb30BAHUS THUITOBBIX
TEXHOJIOTUYECKUX TPOILIECCOB (IJI1  CaMOCTOSITENIbHOTO  M3y4eHusi). MeToabl
dbopMHUpOBaHUST H BHEJIPEHHUS KOPIOPATHBHBIX CTAHJAPTOB U  PETJIAMEHTOB
MIPOIIECCOB OOCHY)XMBaHUs MOTpeOuTene Ha TpaHcmopTe (I caMOCTOATEIBHOTO
n3yueHus). Meroabpl B3aUMOJACHCTBUS C KJIMEHTAMHM IO OpraHU3alMM Ipollecca
oOcmyXuBaHHsI ToTpeOuTenei B cdepe TrocTempUUMCTBa B IPOLIECCE OCBOCHUS
OTUKW, OCTETUKH OOCITY)KHMBaHHS, OTUKETa, MOpPAIA ¥  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(HKAIMA M YIPaBICHUS KadecTBOM B c(depe CEepBHUCHOTO
o0CTy)KMBaHMSI HA TPAHCTIOPTE (1T CAMOCTOSITCIIBHOTO U3YUYCHUS).

Tema 20. Me:xkayHapoaHble Opranu3anuu no cranaaprusauuu. [ipasosbie
OCHOBBI JIEATEJILHOCTH U OprannzannonHas crpykrypa MCO

EBponeiickass opranusanus 1O KadeCTBY, EBpONEHCKMM KOMMTET IO
cranpaptuzanu, CEHJIEK — EBpomneiickas opranuzaius 1O CTaHAapTU3AIUU.
Konekc cranmpaproB 'ATT. OcnoBubie nenu u 3agaun MCO. Tlopsaok pa3zpaboTku
MEXKIyHapoaHbIX cTaHaapToB. llepcnextuBHblie 3amaun MCO. ba3zoBbie cTaHmapThl
NCO 9001 — UCO 9004. OOGimee pyKOBOJCTBO KAYECTBOM U 3JIEMEHTHI CHUCTEMBI
kayecTBa. CraHAapThl MNOAAEPX KU, UX GYHKIMM U 1end. MeTroauyeckue
PYKOBOACTBA MO MPAKTUYECKOMY IPUMEHEHUIO MEXIYHAPOAHBIX CTaHIapTOB.
Cranpaptusanusa B CIIIA u crpanax 3anagHoi EBponsl. [IpuHIunuanbabie oTanyus
HoBoM Bepcuu ctanaapTtoB MCO cepuu 9000 2000 roma. MartepuaibHble peCypChl,
o0opyAoBaHWe [JIsl OCYIIECTBICHHUS TIpoliecca cepBuca (IIsI CaMOCTOSITEbHOTO
U3y4yeHus). MeTonbl NPOBEAECHUSI MEPErOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
ciayyasMm (I8 CaMOCTOSITEJIbHOTO M3Yy4eHUs). MeXaHu3M ONpeAesiCHUs NPUYNH
BO3HUKHOBEHUS MPETEH3UM B MPOIECCE OCBOCHUS ITUKH, ICTETHKU OOCITYKHUBaHUSA,
ATUKETa, MOPAJIM U HPABCTBEHHOCTH, CTAaHAAPTU3AINH, CEPTUDUKAIIUN U YIIPABICHUS
KauecTBOM B cdepe CEepBHCHOTO OOCIyXKMBaHWsS Ha  TpaHcmopre (s
CaMOCTOSITEILHOTO H3y4eHus1). Meroasl pa3pabOTKHM M UCIOJb30BAHUS THUIIOBBIX
TEXHOJIOTUYECKHX TIPOLECCOB (IS CaMOCTOSITENIbHOTO  HM3ydeHHs). MeTobl
dbopMupoBaHUST ¥ BHEIAPECHHsS KOPIMOPATUBHBIX CTAaHAAPTOB M  PETJIAMEHTOB
MPOIIECCOB OOCTY>KMBAaHUS TMOTpeOUuTenell Ha TpaHCHOpPTE (IS CaMOCTOSITEIHHOTO
u3ydeHus). MeToabl B3aMMOJACHCTBUS C KIMEHTAMH IO OpraHu3aldM Ipolecca
oOciy>)kuBaHHs TOTpeOuTeNneld B cdepe TOCTSIPUUMCTBA B TPOIECCE OCBOCHHUS
ATUKH, OCTETUKU  OOCIYKMBaHHUS, OTUKETa, MOpaJd U HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DHUKAIMU U YIpaBICHUS KadecTBOM B c(hepe CEepBHCHOTO
00CTy>KWBaHMSI HA TPAHCTIOPTE (V1T CAMOCTOSITEIIBHOTO U3yUYCHUS).

Tema 21. TeopeTnueckue OCHOBbI TEXHUYECKOT0 PeryJIHPOBAHUSA

Mojenn TEXHUYECKOTO PErYyJIUPOBaHUs. TE€XHUUECKUE PETIIAMEHTBI: MOHATHE,
uend,  Buabl.  [IpennuceiBaromiue  TEXHUYECKUE  PETJIAMEHTHI. O6uue
(ropu3oHTaNbHBIE) TEXHUYECKHE perjameHThl. CTpyKTypa H  coJep:KaHue
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TEXHUYECKUX perjamMeHToB. [lopsmok pa3paboTKu TEXHUUYECKHX PErIaMeHTOB.
['ocymapcTBeHHBIN KOHTPOJIb M HAA30pP 3a COOIIOACHUEM TPEOOBAHHMM TEXHHUECKHX
periaMeHToB. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM
B TMPOIECCE OCBOCHUS OTHUKH, 3CTETUKH OOCTY)XKWUBAaHHS, 3TUKETa, MOPAIH W
HPABCTBEHHOCTH, CTaHIAPTH3allUU, CEPTH(PUKANMHA W YIPaBIECHUS KadeCTBOM B
chepe CEpBUCHOTO OOCTY)XKMBaHUS Ha TpaHcHopTe (s CaMOCTOSITEIBHOIO
u3y4eHus). MarepHuaibHble pecypchl, 000pyAOBaHNE IS OCYIIECTBICHUS Mpoliecca
cepBuca (IS CaMOCTOATEIHHOTO M3Y4eHHs). MeToabl MPOBEACHUS MEPETOBOPOB C
KIIMEHTAaMW 110 TIPETCH3UOHHBIM CIydasM (IJI1 CaMOCTOSATEIBLHOTO H3YUYCHHS).
MexaHu3M omnpeaesieHUs MPUYUH BOZHUKHOBEHUS TPETCH3MH B MPOIECCE OCBOCHHMSI
OTUKW, OCTETUKH OOCTY)KMBAaHWS, OTHKETa, MOpPaJId ©  HPABCTBEHHOCTH,
CTaHJIApTU3AINH, CEpTU(DHUKAIMU W YIPaBICHUS KadeCcTBOM B cepe CEepBHUCHOTO
oOCmy)KMBaHHMsSI Ha TpaHCHopTe (I CaMOCTOATEILHOTO U3y4YeHHs). MeToas
pa3pabOTKM H HWCIIOJB30BAHUS THIIOBBIX TEXHOJOTHUYECKHX IPOIECCOB (IS
CaMOCTOSTCILHOTO  W3y4deHHWs). Meroasl  (GOpMUPOBaHHMST W BHEAPEHUSA
KOPIIOPAaTUBHBIX ~ CTAaHJAPTOB W  PErJIAMEHTOB  TIPOIECCOB  OOCITY)KMBaHUS
norpeOuTeneld Ha TpaHCHOPTE (IIsI CaMOCTOSITETLHOTO M3ydeHUs). MeTomabl
B3aMMOJICHCTBHS C KIMEGHTAaMH II0 OpTraHW3allMM Ipoliecca OOCITyKUBaHUS
norpeduTeneld B chepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHHUS ATHKH, SCTETUKU
oOCITy)KWBaHMsI, OTHKETa, MOpPaJIM W  HPABCTBCHHOCTH, CTaHJIapTU3AIIHH,
cepTuUKalMi W YIpPaBICHUS KauyeCTBOM B c(epe CEpBHCHOTO OOCTYXKUBaHHUS Ha
TpaHCIOpTe (11 CAMOCTOSTEITLHOTO U3YICHHS).

Tema 22. CtanaapTusanus B cgepe ycJayr.

Henu wu npuHuunel cra"gaptu3agud. CHCTEMHOCTh  CTaHAAPTU3AIUU.
OddextuBHocty  crapmaptuzanuu. DOyHKIMM U 33Ja4d  CTaHAAPTU3AIHH.
Nudopmanmonnass  ¢yukmuss. Meroasl  craHmaptuzanuu. [lapamerpudeckas
crangapTuzanus. JIokyMeHThl MO cTaHaapTtu3auuu. Buasl crannaproB. Ctanaapt Ha
npoaykiuto.  OOmiepoccuiickue  knaccudukaropsl.  CraHgapTu3anus — YCIYT.
MexaHu3M cucTeMbl oOecriedeHusi TpeOyeMoro KauecTBa MpolecCoB OKa3aHUs yCIyTr
B COOTBETCTBUM C MEXIYHApPOJHBIMH U HALlMOHAJIBbHBIMH CTaHIAPTAMH B IMPOLECCE
OCBOCHHUS 3THUKH, DCTETUKU OOCTY>KMBaHHS, ITHKETa, MOPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(HUKAIMKA U YIpaBICHUS KadecTBOM B c(epe cepBHUCHOTO
oOCTy)KMBaHMsI Ha TpPAaHCIOPTE (1 CaMOCTOSITENIBHOTO H3ydeHus). MexaHu3M
OKa3aHUsl YCIYyTI B COOTBETCTBUU C 3asBJICHHBIM KayeCTBOM B IPOILIECCE OCBOCHUS
ATUKH, OCTETUKU  OOCITY)KHMBaHUS, OTUKETa, MOpald U HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEpTU(PHUKAIMKA W YIpaBICHUS KadecTBOM B cdepe cepBHCHOTO
o0CTy>KMBaHMsI HA TPAHCIIOPTE (IJII CAaMOCTOSITEIHLHOTO M3y4deHUs). MaTepuaabHbIe
pecypcbl, 00OpydoBaHWE [JIi  OCYIIECTBIEHUS  Tpoliecca  cepBuca (s
CaMOCTOSITEILHOTO M3y4eHUs). MeToabl MPOBEICHUS MEPErOBOPOB C KIMEHTAMH IO
MPETEH3UOHHBIM  cliyyasiM  ([JIsI  CaMOCTOATENIbHOTO  HM3y4deHus). MexaHusm
ONpeNieNIieHUs] MPUYMH BO3HUKHOBEHHS MPETEH3UH B MPOLIECCE OCBOCHUS 3THUKH,
ACTETUKU OOCIY>KHMBAaHUS, 3TUKETa, MOpAJd U HPABCTBEHHOCTH, CTaHIApPTU3ALINHU,
cepTudUKAMU U YNPABJICHUS KaueCTBOM B cepe CEpBUCHOTO OOCHYKMBaHUSI HA
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TpaHcnopTe (sl  CaMOCTOATENBHOrO  M3yuyeHus). Mertonbl pa3paboOTKu U
MCIIOJIb30BAaHUSI THUIOBBIX TEXHOJOTMYECKUX MPOLECCOB (IJIsI CaMOCTOSTENBHOTO
u3ydyeHus). Meroasl (OpMHUpPOBaHUS M BHEAPEHUS KOPHOPATUBHBIX CTaHAAPTOB U
pErjlaMEeHTOB TMPOLIECCOB OOCIYKMBaHUSA MOTpeOUTeneldl Ha TpaHcnopTe (s
CaMOCTOSITEJILHOTO U3y4yeHHus). MeToapl B3aUMOJEUCTBUS C KJIMEHTaMH IO
opraHu3aluy Ipoiecca oOCIyKHUBaHUS NOTpeOuTeNneld B cdepe rocTenpurMCTBa B
MPOLIECCE OCBOEHUS ATUKHU, OCTETUKH OOCIYXUBAaHUSA, OTUKETa, MOpaIH H
HPaBCTBEHHOCTH, CTaHJIAPTU3aLUU, CEPTU(PUKALMM W YHOPABICHUS KAaueCTBOM B
chepe CEpBUCHOTO OOCIY)KMBaHUS Ha TpaHcHopTe (I CaMOCTOSATEIHHOTO
U3YYEHHUS ).

5.4 IlpakTUYecKue 3aHATHS

Homep Temsbl Tpynoem
TV CLUTIIMHBI TemaTrka NpakTUYECKUX 3aHATUI KOCTb
(uackr)
Cemectp 4
[Ipaktnueckoe  3amaTHe  Ne 1. «Teopernueckas,
1 HOPMAaTHUBHAsI M IPUKJIaHAS dTUKA) 0,25

HOJII‘OTOBKa K BBITTIOJITHCHUIO CUTYAITMOHHBIX BallaHI/Iﬁ

HpaKTI/I‘-IGSCKOG 3ansaTue No 2. «COHI/IaJIBHO-E)KOHOMI/I‘ICCKI/IC
2 U JYXOBHBIC ITPCAIIOCHIIKH ITOABJICHUA 3TUKU) 0,25
HOI[I"OTOBKa K BBITIOJTHCHUIO CUTYAITMOHHBIX 3a,Z[aHHﬁ

[Ipaktnueckoe 3anstue Ne 3. «Kpusuc wmopamu wu
3 HPaBCTBEHHOCTH 0,25
IToaroroBka K BBIIIOJTHEHUIO CUTYaI[MOHHBIX 33 IaHUH

[Ipaktueckoe 3anarve Ne 4. «MopanbHOE CO3HAaHHE U
4 MOpaJIbHAS TTPAKTHKA)» 0,25
[ToaroroBka K BBIIIOJTHEHUIO CUTYAI[MOHHBIX 3aIaHUN

[Tpaktuueckoe 3anstue Ne 5. «IIpodeccuonanbHast COBECTh
5 U IpoeCCHOHATBHBIN JOJIT 0,25
[ToarotoBka K BBIIIOJTHEHUIO CUTYAI[MOHHBIX 33 IaHUI

[Ipaktudyeckoe 3anatue Ne 6. «MopanbHblii 00K
6 paboOTHHKA CEpBHCA» 0,25
[ToaroToBKa K BBIITOJIHEHUIO CUTYalIMOHHBIX 3aJaHUAN

[Ipaktuueckoe 3anstue Ne 7. «lIpaBuna odopmueHus
7 KOHTaKTHOU 30HBI» 0,25
[TonroToBKa K BRIMTOJTHEHUIO CUTYaIIMOHHBIX 3a/JaHUH

[Tpaktnueckoe 3amsite Ne 8. «OOmume TpeOOBaHUS K
8 npoeccCHOHaTbHOMY TOBEICHUI0O PAa0OTHMKAa KOHTAKTHOU 025
30HBI Ha PA3JIMYHBIX TANaxX 00CITYKUBAHUSD) ’
[ToaroroBka K BBIOJHEHUIO CUTYAllMOHHBIX 3aaHUI

Hroro 3a cemectp 4 2

Cemectp 5
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Homep Temsbl Tpynoem
JUCIUTIINHBI TemaTHka NPaKTUYECKUX 3aHATUI KOCTh
(dacsl)
[Ipaktuueckoe 3anstue Ne 9. «0KamoObl 1 KOH(IUKTHI C
9 KJIMEHTaMU: IPUYHUHBI U CIOCOOBI pa3pelIeHUs» 0,32
[ToaroToBka K BBIIIOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUI
[Ipaktuueckoe 3anstue Ne 10. «OcHoBHblE (QyHKIMH
11 YIIPABIICHUS» 0,32
[ToaroToBka K BBHITIOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUI
12 [TpakTuyeckoe 3anstue Ne 11. «Buasl u QyHKIIUN STUKETA» 0.28
[ToaroToBKa K BBHIIOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUI ’
[Tpaktuueckoe 3anarue Ne 12. «[IpaBwia moBeneHus B
13 00IIIECTBEHHBIX MECTAX) 0,28
[ToaroToBKa K BBHIOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUI
[Ipaktuueckoe 3anarue No 13. «JlemoBoil d3TuUkeT B
14 00CITy>)KUBAaHUM 0,28
IToaroToBka K BBHITIOJHEHUIO CUTYAIIMOHHBIX 3aJIaHUI
[Ipaktuueckoe 3ansatue Ne 14, «OTuka cepBHUCHOM
15 JESITETLHOCTH Ha TPAHCTIOPTE 0,28
IToaroTroBka K BBIOJIHEHUIO CUTYAllMOHHBIX 3aaHUI
16 [IpakTueckoe 3ansatue Ne 15. «bezonacHOCTb yciryr» 0.28
[ToaroToBKa K BBIIOJIHEHUIO CUTYAlMOHHBIX 3aaHUI ’
[Ipaktnueckoe 3amsitue Ne 16. «Kpurepum kadecTBa
17 YCITYTH» 0,28
IToaroTroBka K BBIOJIHEHUIO CUTYAllMOHHBIX 3aaHUI
18 [TpakTrueckoe 3anstue Ne 17. «OueHka kauecTBa yciyr» 0.28
[ToaroroBka K BBIIIOJTHEHUIO CUTYal[MOHHBIX 33 IaHUI '
IIpaktruueckoe 3ansaTue Ne 18. «MeToauka OIEHKH KayecTBa
19 YCIIYT» 0,28
[ToaroroBka K BBIIIOJTHEHUIO CUTYal[MOHHBIX 33 IaHUI
[Ipaktuueckoe 3amsitue Ne 19,  «OpranuzammoHHas
20 ctpykrypa 1CO» 0,28
[ToaroToBka K BBIIIOJHEHUIO CUTYAIMOHHBIX 33/ IaHUI
[TpakTrdeckoe 3ansTue Ne 20. «OCHOBBI TOCYAapCTBEHHOU
22 CHUCTEMBI CTaHIApTU3ALNN 0,28
IToaroTroBka K BBIIOJIHEHUIO CUTYAallMOHHBIX 3aaHUI
Hroro 3a cemectp 5 4
Wroro no aucuumuivae 6

5.5 JlabopaTopHbIil IPAKTUKYM

JlaGopaTopHbIil MPAKTUKYM YYEOHBIM IJIAHOM HE MIPEAYCMOTPEH.

5.6 CamocTosiTesibHasi padoTa
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Howmep tembr
JVCHUTUTHHBI

Buasl camocTosiTennbHOM paboThI

Tpynoem
KOCTh
(dacsl)

Cemectp 4

1. U3yuenue teopernueckoro marepuana mno reme: «lIpeamer
U npobiieMaTHKa 3TUKU B cepe CEepBUCHOTO OOCTY>KHUBaHUS
Ha TPAHCIIOPTE»

[TogpaszymeBaeTcsi paboTa ¢ y4eOHOW JUTEpaTypoid MO
BOIMPOCAM JIsl CAMOCTOSATEIbHOM o aroToBku [1-20].

2. IToarotoBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BpinojgHeHNe KOHTPOJIbHOM pabOTHI.

11,875

1. HW3ydyeHue TEOpETUYECKOrO MaTepuajlia 1o TeMe:
«Itnueckue yuenusi Jpesnero BocToka, AHTHYHas 3THKA,
stuka CpeaHux BeKkoB 1 HoBOro BpemeHmn»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoi TIO
BOIPOCAM JIsl CAMOCTOSATEIbHOM TToAroToBKH [1, 2, 3, 4].

2. IToaroroBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBITIOJHEHUIO CUTYaIIMOHHBIX 3aJJaHUN.

4. BeInoJTHEHUE KOHTPOJBbHOU pabOTHI.

11,875

1. H3ydyeHue TEOPETUYECKOrO0 MaTepHalia MO0 TeME:
«AKTyaJbHbIE TPOOJIEMBI COBPEMEHHOM ATHKNY
[Togpa3zymeBaercss paboTa ¢ y4eOHOM JUTEpaTypoi TIO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKM [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBITTOJIHEHUIO CUTYaIIMOHHBIX 33 JaHU.

4. BeIoJTHEHUE KOHTPOJIBbHOU pabOTHI.

11,875

1. WByyenme TeopeTHUYECKOr0 MaTepuansa MO TeMe:
«IIpodeccnonanpHas 3THKa M €€ B3aMMOCBS3b C OOIIEH
TEOPUEU MOPAIN

[lonpasymeBaercss paboTa C y4eOHOM JUTEpaTypod MO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOAroTOBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBIITOJIHEHUIO CUTYaIIMOHHBIX 33 JaHUH.

4. BpIOJIHEHUE KOHTPOJIbHOU pabOTHI.

11,875

1. HW3ydyeHue TEOpETUUYECKOrO0 MaTepualia MO0 TeMe:
«Ipodeccuss u nuyHocTh. HpaBcTBeHHass  KymbTypa
npodeccuoHaia»

[logpa3zymeBaercss pabora ¢ y4eOHOM JUTEpATypoud IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKH [1, 2, 3, 4].

2. [ToaroToBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJHEHUIO CUTYAIIMOHHBIX 3a/TaHUH.

4. BeINOJIHEHUE KOHTPOJBbHOU pabOTHI.

11,875
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Howmep temsbr

Buasl camocTosiTennbHOM paboThI

Tpynoem
KOCTb

JUCIUTITUHBI (acs)
1. HW3ydyeHue TEOpETUUYECKOrOo MaTepualia Mo TeMe:
«ITUYECKUE OCHOBBI MPOGECCUOHATBHONU JEATEIbHOCTH B
chepe yciayr»

6 [Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEpaTypoil IIO 11875
BOIPOCAM JIsl CAMOCTOSATEbHOM 1o aroToBku [1-20]. ’
2. IloarotoBka K yCTHOMY OIIPOCY.
3. IloaroToBKa K BBITIOJHEHUIO CUTYaIIMOHHBIX 3aJJaHUH.
4. BpinojgHeHUe KOHTPOJIbHOM pabOTHI.
1. HW3ydyeHue TEOpETUYECKOrO MaTepuajlia 10 TeMe:
«cTeTruKa 00CITyKUBAHUSI
[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoi TIO

7 BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKHU [1, 2, 3, 4]. 11,875
2. IToarotoBka K yCTHOMY OIIPOCY.
3. IloaroToBKa K BBITIOJHEHUIO CUTYaIIMOHHBIX 3aJJaHUN.
4. BeITOJTHEHUE KOHTPOJbHOU pabOTHI.
1. HW3ydyeHue TEOpETUYECKOrO MaTepuayia 1O TeMe:
«IIpodeccuonansHoe TOBeAeHHE pPaOOTHHKA CepBUCa Ha
Pa3TUYHBIX 3Tarax o0CIy>KUBaHUS Ha TPAHCIIOPTE)

3 [Togpa3zymeBaercss pabota ¢ y4eOHOM JUTEPATypoi TIO 11875
BOIIPOCAaM JIJIsl CAMOCTOSITEILHOM MOATOTOBKH [1, 2, 3, 4]. ’
2. [loaroToBKa K yCTHOMY OMPOCY.
3. [ToaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.
4. BeInoJTHEHUE KOHTPOJBbHOU pabOTHI.

Hroro 3a cemectp 4 95
Cemectp 5

1. H3ydyeHue TEOpETUUYECKOrO0 MaTepHalia MO0 TeME:
«OCco0EHHOCTH JIETTOBOTO OOIIECHHS B chepe yCIyr»
[TonpazymeBaercss paboTa ¢ y4deOHOW JHUTEpaTypoud IO

9 BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATroTOBKY [1, 2, 3, 4]. 6,5
2. [ToaroroBka K yCTHOMY OIIPOCY.
3. IloaroToBKa K BBIITOJIHEHUIO CUTYaIIMOHHBIX 33 JaHUH.
4. BeinoaHeHNE KOHTPOJIILHON paOOTHI.
1. HW3ydyeHue TEOpETUYECKOrO0 MaTepualia MO0 TeMe:
«OpranuzanMoHHasi KyJbTypa Kak (akTop MOBBIIEHUS
3¢ HeKTUBHOCTH B chepe cepBUCa»

10 [logpa3zymeBaercss pabora ¢ y4eOHOM JUTEpATypoud IO 6.5
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKH [1, 2, 3, 4]. ’
2. [ToaroToBka K yCTHOMY OIIPOCY.
3. [ToaroToBKa K BHIMIOJHEHUIO CUTYAIIHOHHBIX 3a/TaHUH.
4. BpINoJIHEHUE KOHTPOJIBHOU pabOTHI.

11 1. HW3ydyeHue TEOPETUYECKOrO0 MaTephalia MO TeMe: 6,5
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Howmep temsbr
JVCHHUTUTNHBI

Buasl camocTosiTennbHOM paboThI

Tpynoem
KOCTh
(dacsl)

«YmpaBieHYecKas 3TUKa B cpepe cepBUca»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEpATypoi TIO
BOIIPOCAaM JIJIsI CAMOCTOSITEIbHOM MOATOTOBKHU [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY ONpPOCY.

3. [loaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BpinojaHeHNEe KOHTPOJIbHOM pabOTHI.

12

1. M3ydeHue TeOopeTUUYECKOTo mMaTepuaina mo Teme: «ITUKET
KaK  pEeryjasiTop  MEXKJIUWYHOCTHBIX  OTHOIIGHUH U
npoeccHOHaIbHOrO  TMOBEJIEHUsS PabOTHUKOB  CEpBHUCA.
DOTUKET JAENIOBbIX COBEIIAHWN, MPE3eHTAUUN U MyOJIUYHBIX
BBICTYIUICHUID)

[Togpa3zymeBaeTcsi paboTa ¢ ydeOHOW JIUTEpaTypou MO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKU [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OMPOCY.

3. [ToaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BpinosgHeHNe KOHTPOJILHOM pabOTHI.

6,5

13

1. M3ydenue TeopeTudeckoro Mmatepuana no reme: «lIpapuna
MOBE/ICHHS B OOIIECTBEHHBIX MECTaX»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoi TIO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKU [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OMPOCY.

3. [ToaroToBKa K BHIOJHEHUIO CUTYAITMOHHBIX 3aJaHHIA.

4. BeIOJTHEHUE KOHTPOJIBbHOU pabOTHI.

6,5

14

1. 3ydeHue TeopeTHYECKOro MaTrepuaia mno teme: «JleaoBoi
OTUKET U MpoTOoKod. (OCOOEHHOCTH WX TPOSBICHHUS B
CEPBUCHOM NEATEIBHOCTH. Jl€T0BbIE BCTPEUYH U MEPETOBOPHD)
[Togpa3zymeBaeTcss paboTa ¢ y4YeOHOM JHUTEPATYypoOr IO
BOIIPOCaM JUIsl CAaMOCTOSATEIbHOM moAroToBku [ 1-20].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBIITOJTHEHUIO CUTYaIIMOHHBIX 33 JaHUH.

4. BeinmogHeHNE KOHTPOJIILHON paOOTHI.

6,5

15

1. V3yyeHue TEOpEeTUUECKOTO MaTepuaia Mo Teme: «ITHKa
CEpPBUCHON JESATEIbHOCTH HAa TPAHCIOpPTE, B TOM 4YHUCJIE B
cdepe BO3IYITHOTO TPAHCIIOPTA

[logpa3zymeBaeTcsi paboTa ¢ ydeOHOW JUTEpaTypod IO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJHEHUIO CUTYAIIMOHHBIX 3a/TaHUH.

4. BpInoJIHEHUE KOHTPOJIBbHOU pabOTHI.

6,5

16

1. WMsydeHme TeopeTHUECKOro MaTepuaiga IO TeMe:
«KauecTBo, 0€30MaCHOCTh YCIYI W KyJbTypa CEPBHUCHOMU

6,5
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Howmep temsbr
JVCHHUTUTNHBI

Buasl camocTosiTennbHOM paboThI

Tpynoem
KOCTh
(dacsl)

NESATEIbHOCTH Ha TpaHCIOpTe, B TOM 4HCclIe B cdepe
BO3/yILIHOT'O TPAHCIIOPTA»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEpATypoi TIO
BOIPOCAM JIsl CAMOCTOSATEIbHOM 1o AroToBKu [1-18].

2. IloarotoBka K yCTHOMY OIIPOCY.

3. [loaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BpinojgHeHNe KOHTPOJIbHOM pabOTHI.

17

1. MBydeHue TeopeTHUECKOTO MaTepuasa mno teme: «Mojenb
KA4ueCTBA YCIYTU»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEpaTypoul IO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATOTOBKH [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OMPOCY.

3. IloaroToBKa K BBITIOJHEHUIO CUTYaIIMOHHBIX 3aJJaHUN.

4. BeIMoJTHEHUE KOHTPOJIbHOU pabOTHI..

6,5

18

1. HW3ydyeHue TEOpETUYECKOrO MaTepuajlia 1O TeMe:
«ITokazarenu kauecTBa yciyr»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoi TIO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKM [1, 2, 3, 4].

2. [loaroToBKa K yCTHOMY OMPOCY.

3. [ToaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BeINOJTHEHUE KOHTPOJBbHOU pabOTHI.

6,5

19

1. 3yueHue teopeTuyeckoro Marepuaia no teme: «Dopmel
Y METOJbI OLIEHKU KauecTBa yCIyIr»

[Togpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoM IIO
BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATrOTOBKH [1, 2, 3, 4].

2. [ToarotoBka K yCTHOMY OIIPOCY.

3. IloaroToBKa K BBITTOJIHEHUIO CUTYaIIMOHHBIX 33 JaHUH.

4. BeinosgHeHNE KOHTPOJIILHON paOOTHI.

6,5

20

1. W3yueHue TeopeTHUECKOr0 Marepuaja IO TEMeE:
«MexnyHapoAaHble  OpraHu3alMd 10  CTaHAapTH3aLUH.
[IpaBoBbIE OCHOBBI [J€ATEIIBHOCTH W OpraHU3allMOHHas
ctpykrypa 1CO»

[logpa3zymeBaercsi paboTa ¢ ydeOHOW JUTEpaTypod MO
BOIIPOCAaM JIJIsI CAMOCTOSITEILHOM MOATOTOBKH [1, 2, 3, 4].

2. [ToaroroBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHITIOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.

4. BpINOJIHEHUE KOHTPOJIbHOU pabOTHI.

6,5

21

1. WMsydeHme TeopeTHUECKOro maTepuaiga 1o TeMe:
«TeopeTnyeckne OCHOBBI TEXHUYECKOTO PETYTUPOBAHMS
[logpa3zymeBaercss pabora ¢ y4eOHOM JUTEPATypoud IO
BOIIPOCAM JIJIsl CAMOCTOSITEIbHOM MTOATOTOBKH [1, 2, 3, 4].

6,5
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Tpynoem
Buasl camocTosiTennbHOM paboThI KOCTb
(dacsl)

Howmep temsbr
JVCHHUTUTNHBI

2. IloarotoBka K yCTHOMY OIIPOCY.
3. [loaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3a/IaHUH.
4. BpinojgHeHUEe KOHTPOJILHOM pabOTHI.

1. W3yyeHue TeopeTHYECKOro MaTepuaga IO TEMe:
«Cranaaptuzanus B cepe yciyr»

[lonpazymeBaercss paboTa ¢ y4yeOHOW JUTEpaTypod MO
22 BOIIPOCAaM JIJIsl CAMOCTOSITEIbHOM MOATOTOBKH [ 1, 2, 3, 4]. 6,5
2. IloarotoBka K yCTHOMY OIIPOCY.

3. [ToaroToBKa K BHIMOJHEHUIO CUTYAIIMOHHBIX 3aJIaHUH.
4. BpinojaHeHUe KOHTPOJILHOM pabOThI.

Uroro 3a cemectp 5 91

HToro no QuCHUILIMHE 186

5.7 KypcoBbie pa6oThl

KypcoBast pabota yueOHBIM TIIAHOM HE MPETyCMOTpPEHA.

6 YuedHO-MeTOAMYecKOe H HHPOPMALIMOHHOE o0ecTieYeHrue THCIUTTHHBI
a) OCHOBHas JIUTEpaTypa:

1 JlaBpunenko, B. H. IIcuxo/10rusi 1 3TMKA J1€JI0BOr0 OOIEHHS : YUeOHHUK
u  mnpaktakym s By3oB/ B. H. Jlaspunenko [u np.]; mom pemakuueit

B. H. JlaBpunenko, JI. 1. UepHsbImoBoit. — 7-¢ u3., nepepad. u gorn. — Mockga :
WznarensctBo FOpaiit, 2023. — 408 c. — (Bricmiee obpazoBanue). — ISBN 978-5-
534-01353-5. — Tekct : snexrponnbi // ObOpas3oBarenbHas tuatrgopma HOpailt

[caiir]. — URL.: https://urait.ru/bcode/510546 (mara oOpamienus: 26.03.2023). —
[DnexTponnsii pecypc]. - Pexxum mocrtyma: https://urait.ru/viewer/psihologiya-i-
etika-delovogo-obscheniya-510546#page/1 (nara obpamenus: 26.03.2023).

2 CepreeB, A. I'. CepTudukamnusi . y4eOHUK W MPAKTHKYM IJs BY30B /
A. T. CepreeB, B. B. Tepereps. — Mocksa : MznmarensctBo [Opaiir, 2023. —
195 c. — (Bwicmiee o6pazoBanme). — ISBN 978-5-9916-9980-8. — Teker
atektpoHublii  // OOpasoBarenpHas  1watgpopma  KOpadt  [cair]. —
URL: https://urait.ru/bcode/511947 (mata  oOpamenus:  26.03.2023). —
[DnekTponHblii pecype]. - Pexmm moctyma: https://urait.ru/viewer/sertifikaciya-
511947#page/l (mara obpamenus: 26.03.2023).

3  PoxkxoB, H. H. Kpaaumerpussi u ynpaBjieHHe KayeCTBOM.
MartemaTHyeckde MeTOAbI M MOJEJH : YYeOHHK M NPAKTHUKYM IJs BY30B /
H. H. PoxkoB. — 2-¢ m3xa., nepepad. u qon. — Mocksa : U3patenscTtBo HOpaiir,
2023. — 167 c. — (Bwicmee oopazoBanue). — ISBN 978-5-534-07048-4. — Tekcr :
anexkTpoHHbI // OOpazoBarenbHas 1iatdopma IOpailT [cailT]. — [DneKTpOHHBIN
pecypc]. - Pexum gmoctryma: https://urait.ru/viewer/kvalimetriya-i-upravilenie-
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https://urait.ru/bcode/511947
https://urait.ru/viewer/sertifikaciya-511947%23page/1
https://urait.ru/viewer/sertifikaciya-511947%23page/1
https://urait.ru/viewer/kvalimetriya-i-upravlenie-kachestvom-matematicheskie-metody-i-modeli-515544%23page/1

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

0) TOMOJHUTENbHAS JINTEpATypa:

4 Jlemuua, O.H. Ilpodeccuonanbuasi 3TuKa M 3THKeT: MeToa. ykas. 1o
M3YYEHHUIO Kypca W BBINOJIHEHUIO KOHTPOJbHOU padotel. [ns crya. D, KO u 30
[Texct] / Jleemmua O.H., coct. - CII6. : T'VI'A, 2012. — 33 c. KonuuecTtBo
3K3eMIUISIpOB 290.

5 JIn3aiiH ¥ MPOM3BOACTBEHHAS] 3CTETHUKA: IPOrpaMMa, MJIaHbI CEMUHAPCKUX
3aHATHI, METOJIMYECKUE YKa3aHuUs Mo u3ydeHuto kypca. s crynentos ['d [Tekcer] /
Ilepenenunua E.B., coct. - CI16.: 'VYT'A, 2009. — 30 ¢. KonmuuectBo sk3emruisipoB 300.

6 Koponera E.A. Cepsucosorusi [Tekct|: texctol yekuuid. Yacts 1/ E.A.
Koponera, B.C. ITamun. — Cankr-IletepOypr, 2016. KonuuecTBo 3x3emruisipos 20.

B) II€pEUYeHb PECYpPCOB MH(POPMAIIMOHHO-TEJIEKOMMYHHUKAIIMOHHON  CceTH

«HTEepHET:!
7 OdunmanbHbiii caiit DenepajbHOll  CIAyxKObI TOCYAapPCTBEHHOM
CTATUCTHKHU - [DnekTpoHHbIH pecypc]|. - Pexum mocryma: http://www.gks.ru/

CBOOOJIHBIN OCTYM (1ata oopamenus: 26.03.2024).

8 Oduumanbubiii cait MunucrepcrBa ¢punHancoB P® - [DnexTpoHHBIN
pecypc]. - Pexumm gocryma: http://www.minfin.ru/ cBoGoanblii mocTym (mata
obparmenus: 26.03.2024).

9 OpuunanbHbiii caiit DetepajibHONH HAJIOTOBOM CJIY:KOBI - [ DIEKTPOHHBIN
pecypc]. - Pexum mocryma: http://www.nalog.ru/ cBoGoaublii goctym (mara
obpamenus: 26.03.2024).

10 OdunuanbHbiii caiit PegepajibHOH AHTHMOHOMOJBHOH CIOYXKOBI -
[DnexTponHbii pecypc]. - Pexum moctyma: http://www.fas.gov.ru/ cBoOogHbII
nocTy (nata oopamenus: 26.03.2024).

11 Opunuanbuslii caiit banka Poceun - [OnexkTpoHHBIN pecype]. - Pexum
noctyma: http://www.cbr.ru/ ceo6oanbIit mocTyn (mata obparieHus: 26.03.2024)

12 OpuunanbHbIN CalT UHGPOPMALIUOHHOI 0 areHTCcTBa
«PocOM3HEeCKOHCAJITHHI» - [DJeKTpoHHbIM pecypc]. - Pexum pgocryna:
http://www.rbc.ru/ ceoGomHsbIi moctym (nata oopamenus: 26.03.2024).

13 OdunuanbHblii caiiT :kypHaaa «Bonpocbl IKOHOMHUKH» - [ DIEKTPOHHBIHI
pecypc]. - Pexxmm nmoctyma: http://www.vopreco.ru/ cBoGomHbIM mocTyn (mara
obpamenus: 26.03.2024).

14 OdunuanbHbIil calT HAIlMOHAJBLHOI'0 HCCJIe0BaTEeJIbLCKOI0
yHHBepcuTeTa Bpicmiasi mKoJa 3KOHOMHUKH - [DJIEKTPOHHBIA pecypc]. - Pexum
nocryma: http://www.hse.ru/ ceo6oaubIii qoctym (1ara oopamenus: 11.05.2021).

15 Odununanbupiii  cait MeXIyHAPOAHOTO BAJITHOIO (OoHIA -
[DnekTponHblid pecype]. - Pexkmm pocrtyma: http://www.imf.org/external/russian/
CBOOOMIHBIN TOCTYyM (n1aTta oopamieHus: 26.03.2024).
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16 Oduumanbubiii caiit BcemupHoro 0anka ¢oHga - [DIEKTPOHHBIM
pecype]. - Pexumm pgocryma: http://www.worldbank.org/eca/russian/ cBoOoaHBI#
nocTyn (nata oopatmenus: 26.03.2024).

') IporpaMMHOE oOeclieueHue (JIMIEH3MOHHOE, CBOOOIHO PACTIPOCTPAHIEMOE),
0a3bl TaHHBIX, MH(OOPMAITMOHHO-CITPABOYHBIC U TTIOMCKOBBIC CHCTCMBI:

17 bu6aunorexka CIIOI'Y I'A - [DnextponHbIll pecypc]. — Pexxum goctyma:
http://www.biblioclub.ru/ ceoGoaHubIi mocTyn (naTa ooparmienus: 26.03.2024).

18 Oobpa3zoBaTtenbnas miargopma «lOpaii» [DnexkTpoHHBI pecypc]. —
Pexxum nmoctyna: https://urait.ru/library/vo / csoGoanbiii mocTyn (maTa oOpalieHus:
26.03.2024).

19 Poccuiickass HanuoHaJbHasi OMOJAMOTEKA [DJIEKTPOHHBIM pecypc]. —

Pexum pocryma:

26.03.2024).
20 DyieKTpOHHO-0UOIMOTeYHAas1 cucTeMa «JlaHb» [DnekTpoHHBIN pecypc]. —

Pexnm  pocryma:

https://e.lanbook.com/books

obparmenus: 26.03.2024).

http://www.nlr.ru / cBoGoanblii mocTyn (mata oOpaICHHS:

/  cBOOOMHBIA pgocTynm (maTa

7 MaTepuajibHO-TEXHUYECKOe o0ecrevyeHue TUCIUTNINHBI

Hamveno | HaumeHnoBanue |  OcCHAIEeHHOCTH [lepeyeHb TUTICH3NOHHOTO
BaHUE CTeTIMAThHBIX CTeTMaTbHBIX IPOTPAMMHOTO 00ECTICUCHHSI.
JTUCIUTUIA | TIOMEIICHUHA 1 TIOMETICHUH U PekBH3UTHI TOATBEPKIAIOIIETO

HbI TIOMEIICHUH JIs1| TTOMETIEHUH st JIOKyMEHTa
CaMOCTOSITEJIBHO| CaMOCTOSITEIEHOM
1 paboThI paboTHI
[Mpodeccu | Ayn. 319 - | Komiutekr Adobe Acrobat Reader DC
OHAJIbHAsl | AYAUTOPHS U | yueOHOM Mebenu (freeware)
ITHKA, IIPOBE/ICHUS (30 mecT) Adobe Flash Player (freeware)
CTaHIAPTH | 3aHATHHA Mynstumenuitaeiii | Kaspersky Endpoint Security 10
3arus, JEKIMOHHOIO | IpoeKTop Acer (;mmensus Ne 0AFE-180731-
cepruduka| TMIA, DKpaH 132011-783-1390)
Ust U 196210 . HoyTt0yx HP630 K-Lite Mega Codec Pack
ynpasnenu| CaHKT- (freeware)
e [TerepOypr, ym. Microsoft Office
kauecTBoM | [TmitoTos, nom [Mpodeccuonanbusiii mtoc 2007
B 38, muT. A (mmumen3us Ne 43471843 ot 07
CEpPBUCHOM despamnst 2008 roma)
00CITyKUB Mozilla Firefox (MPL/GPL/LGPL)
aHHU Ultra Defrag 7.0.2 (GNU GPL 2)

Unchecky (freeware)

WInRAR 3.9 (JIunen3us Ha Spb
State University of Civil Aviation)
Windows 7 (sutien3us Ne
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Hanmeno | HaumenoBanme | OcHaleHHOCTh ITepedyeHb TUIIEH3UOHHOTO
BAHUE CIIEMAIIBHBIX CIIEMAIIBHBIX MPOTrPaMMHOT0 00ECTICUCHHSI.
JTUACLUIUIA | TIOMELIEHUN U IIOMEUICHUM U PexBU3UTHI TOATBEPKAAIOIIETO
HBI MMOMEIICHUM US| TIOMEIIEHUM I JIOKYMEHTA
CaMOCTOSITEJIBHO | CaMOCTOSITEJIbHOU
1 paboThl palboThl
46231032 ot 4 nexabps 2009 rona)
Ayn. 315a - Kommiekt
ayIUTOpUs I | yueOHOM MeOenu
MIPOBENCHUS (16 mecr)
3aHATUH
CEMHUHAPCKOT0
THUIIA,
196210 .
CaHKT-

[TerepOypr, yi.
[IunoToB, oM
38, muT. A

AyIATOPHH JUTSI CAMOCTOSITCIIBHON paOOThI, XpaHEHUS U MPOPUITAKTHIECKOTO
00CITy’)KuBaHHS Y4eOHOTO 000pYA0BaAHUS

Ayn. 322 -
ayIuTOpUs AJIs
CaMOCTOSITEJIbH
o1 paboTHI,
196210 r.
Cankr-
[TerepOypr, yim.
ITunortos, 1oM
38, muT. A

Kommiekr
yueOHoU Mebenu
(21 mecT0)
[TpunTep
CanonLBR -1120;
Moy
EcosysM2035dr;
Mownurtop LG
23EN43T-B;
CucTteMHBIN 0JI0K
KoMILIEKT Ne 1
RamecStorm.
CucTteMHBIN OJI0K

koMmruiekt Corei 7-
800-70

Windows 7 Professional (mumen3us
Neo 46231032 ot 4 nexabps 2009
roja)

MicrosoftOfficeStandart 2007
(mumensust Ne 47653847 ot 9
Host0ps1 2010 roma)

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

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

8 OOpa3oBaTte/ibHbIe U HH(POPMALMOHHBIE TEXHOJIOTHU

B nmpouecce mnpenonaBaHus IHUCIUILIAHBI
U yIpaBJICHUE
UCIIOB3YIOTCS  KJlaccuueckue (opMbl

CTaH apTU3AIIHS,
00CITy>KUBaHU M

cepTudHUKaIUS

«IIpodeccuonanbHast 3THKA,
KauyeCTBOM B CEPBUCHOM
U METOAbl OOy4YeHUS:

BXOJHOW KOHTPOJIb, JICKIUH, MPAKTUYECKHUE 3aHSITUSA, KPYIJbI CTOJ, KypcoBasd

pabora,

KOOTIepAaIIHH.

caMocTosiTelbHass paboTa O0Oy4alIMXCs W METOJ pa3BUBAIOLIEHCS
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B pamkax n3ydeHus TUCIMILTAHBI TIPEANIOIAraeTCs NCIOIb30BaTh CIACAYIONINE
o0pa3zoBaTeIbHbIE TEXHOJIOTHH.

BxomHOW KOHTpONL TpeaHa3HAYeH MJIs BBISIBICHHS YPOBHS YCBOCHUS
KOMITCTEHIIUHA OOyYarOIMUMCS, HEOOXOMMMBIX Tepea HW3YYCHUEM THUCIHUILTAHBI.
BxoaHOW KOHTPOJIBH MPOBOAMUTCS MpermojaBaTelieM C IEJbl0 KOPPEKIUHU Mpoliecca
YCBOCHHS OOYYAIOIIMMUCS TUAAKTHYCCKUX eauHuil. OH OCymIecTBIseTCs B (opme
YCTHOTO OMpOca IO BOMPOCAM JTUCIUIUTHHBI: «TEXHOJIOTHH NEIOBOTO OOIICHWS,
TICUX0JIOTHs U KoH(uHKTONOTH», «CepBruconorus («CepBUCONIOTHS U OpTraHU3AIIHSI
oOCTy)KUBaHHS»)», «YTpaBlIeHUE NPEANPUATHSIMH CEPBHCAa HAa TPAHCIIOPTEY,
«CepBHCHAas AEITETLHOCTH Ha TPAHCTIOPTEY.

TpagunmoHHass JEKIHS COCTaBISET OCHOBY TEOPETUYECKOTO OOydYeHUs B
paMKax JTUCHUIUIMHBL JIeKmus kKak oOpa3oBaTelibHAas TEXHOJIOTHUS TPEJICTaBIIsSCT
co00i yCTHOE, CHCTEMATHUYECKH IOCIEJ0BATEIbHOE H3JI0KEHHE MPETNoJaBaTeIeM
y4eOHOro MaTepualia W aKTyaJIbHBIX HAYYHBIX 3HAHMHA C IEJBI0 OpraHu3aIiH
IeJICHANIPABIICHHOW TTO3HABATEILHON JIEATEIHPHOCTH OO0YUYaIOUTUMHUCS TIO0 OBJIAJICHUIO
3HAHHMSIMHU, YMCHUSMHU ¥ HaBBIKAMHW YUTAEMOM TUCHUIUIMHBL. JIeKIus mpeaHa3HadeHa
JUISL PaCKPBITHS COCTOSIHHSI W TICPCIICKTHB Pa3BUTHS MPOPECCHOHATBHO-3THICCKUX
3HAHMA B COBPEMCHHBIX YCIIOBHSX. B JIGKIIMU Jemaercs akIeHT Ha peaau3alluio
TJIABHBIX WJACH W HaIlpaBJICHWH B M3yYCHWU JUCHIUILIMHBI, JTaeTCS YCTAaHOBKA Ha
MIOCTICYIONIYI0 CAMOCTOSITENIBHYIO padoTy. Ha JeKiun KOHIIEHTPUPYETCS] BHUMAaHNE
oOydaromuxcs Ha HauOoJiee CIOXKHBIX M Y3JIOBBIX BOIPOCAX, CTUMYJIHPYETCS HUX
aKTMBHAsl TO3HaBaTeNbHas JAesaTenbHOCTh. [lo nucnumnuue «Ilpodeccrnonanvhas
ATHKA, CTaHAApTU3alMs, cepTU(UKAIMS U YIpaBlIeHHE KaueCTBOM B CEPBUCHOM
0O0CITY>KMBaHUM» TUIAHUPYETCS MPOBEJACHUE HH(POPMAIMOHHBIX JIEKIUH, KOTOPHIC
HAIPaBJICHbl HA CHUCTEMATU3UPOBAHHOE H3JIOKEHUE HAKOIUICHHBIX U aKTyaJbHBIX
HAYYHBIX 3HAHUI B IPEIMETHOMN 00JaCTH TUCIIUILTAHBI.

Benymum MeTonoM B JIEKIIMU BBICTYIAET YCTHOE M3JI0KEHHE MPETojaBaTeIemM
y4eOHOro MaTepualia, KOTOpOoe COoYeTaeTcsl C MCIoJib30BaHHeM cpenbl PowerPoint,
Word, Excel ¢ menpio pacmupenus o0pa3oBaTeIbHOr0 HH()OPMAIMOHHOIO IO,
MOBBIIICHUST CKOPOCTH 00pabOTKU | TIepeauu nHpopMaIuu, ooecreueHus y1o0cTBa
npeoOpa3oBaHusi U CTPYKTYpUpOBaHUS HWHGOpMAIMKM g TpaHchopMmaluu ee B
3HaHUE.

[IpakTtuueckue 3aHATAA TIO AWCIMIUIMHE TIPOBOASTCS B COOTBETCTBHH C
y4e0HO-TEeMAaTHYEeCKUM IUIAHOM 10 OTAeNbHBIM Tpynmnam. Llenb mnpakTHUecKux
3aHIATHA — 3aKpPENUTh TEOPETUUYECKUE 3HAHUS, IMOJYYCHHBbIE OOYyJalolMMuUCS Ha
JEKIUIX U B Pe3ybTaTe CaMOCTOSATEIHLHOTO M3YYCHHS COOTBETCTBYIONIUX PA3/CIIOB
PEKOMEHIyeMOW JIUTEpaTyphl, a TaKKe MNPUOOPECTH HAYAIbHBIE MPAKTUYECKUE
HaBbIk nuctuiuinHbl «lIpodeccrnonanbHas 3THKa, CTaHAAPTU3ANNS, CepTUDUKAINS
M yIpaBieHUE KAa4eCTBOM B CEPBHUCHOM OOCTy>KUBaHHMNY. [IpakTudeckue 3aHATHS
MpeaHa3Ha4YeHbl JUIsg Oojiee TIIyOOKOTO OCBOEHHS M aHalM3a TEM, H3y4aeMbIX B
pamMKax JaHHOW JUCITUTUTHHBI.

[IpakTuueckne 3aHSATHS — 93TO METOJ PENPOAYKTUBHOTO OOYyYCHHUS,
oOecrieunBaIOIINI CBSI3b TEOPUU U MPAKTUKH, COJCUCTBYIOUIUN BBIPAOOTKE Yy
0Oy4JaromuXxcss yMEHUN U HABBIKOB MPUMCEHEHWSI 3HAHWH, TIOTyYEHHBIX Ha JICKITUH U B
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XO0JIe CaMoCTOATENbHOM paboThl. [lpakTuueckue 3aHATUS Kak o0Opa3oBaTelbHas
TEXHOJIOTHSI TTOMOTaOT O0yYaroluMMCsl CUCTEMATU3UPOBaTh, 3aKPEMUTh U YIIIYOUTh
3HAHUSI TEOPETUYECKOTO XapakTepa. Ha mpakTUyecKuX 3aHATHUSX MO JUCLUIIIMHE
«IIpodeccuonanpHass 3THKa, CTaHAapTU3alMs, cepTUUKaUs U  YHIpaBICHUE
KaueCTBOM B CEPBHCHOM OOCITYyXMBaHUW» oOOydaromuecs: oOy4aroTCsi YMEHUSIM H
HaBbIKaM, HEOOXOUMBIM JJISl OPTaHU3AIMHU STUYECKOTO B3aUMOJICHCTBUS, 3aKpEILISs
MOJIYYEHHbIE B XOJI€ JIEKUUNA U CaMOCTOSTENbHON paOoThl 3HaHus. Ha mpakTuueckux
3aHATUSAX B KaUeCTBE MHTEPAKTUBHBIX 00pPa30BaTENIbHBIX TEXHOJIOTUN MPUMEHSETCS:
METO/]I pa3BUBAIOIIEHCS KOOIEPAIUHU.

B nponiecce nmpoBeneHus: MPaKTUYECKUX 3aHATUN OPraHU3YIOTCS MyOJIMYHbBIC
BBICTYIUICHUSI O0y4YarOIIUXCs Mepe]l ayIuTOpUeH, ClIOCOOCTBYIONINUE PA3BUTHIO Y HUX
YMEHHUS COIOCTaBJISITh JAHHBIE Pa3HBIX HCTOYHMKOB U 00001IaTh HX, YMEHUS
CBSI3bIBATH TEOPETHUECKUE TONIOKeHUsT nucturuinabl «lIpodeccronanbHas 3THKa,
CTaHJapTH3alus, cepTUdUKAUsg ¢  YNpPaBICHHE KauyeCTBOM B  CEPBUCHOM
00CITy’)KMBaHMM» C KOHKPETHBIMH CHUTyaIlUsIMH. TakuM oO0pa3oM, MPaKTHYECKUE
3aHsATHA 1o  gucuumuinHe  «lIpodeccuonanpHas  ATHMKA,  CTaHIAApPTH3AIIMS,
cepTudUKaIM U YIPABICHUE KAYe€CTBOM B CEPBUCHOM OOCITYKUBAHUWY» SIBIISIOTCS
COCTABJISIOMIMMHU  TMPAKTHYECKOHW  TMOATOTOBKM  OOYydYaroIIMXCs, TaK  Kak
IpeayCMAaTPUBAIOT HX Y4YacTUE B BBHITIOJHEHUU OTHEIBHBIX D3JIEMEHTOB padoT,
CBSI3aHHBIX C Oynymiedl mpodeccuoHanbHON JeATEeNbHOCThIO. PaccMmaTpuBaeMbie B
paMKax MPaKTUYECKOTO 3aHATHS 3aJaHUsl, CUTYalluu, IPUMEPHI U MPOOJIeMbl UMEIOT
npodeccuoHaIbHYI0 HAIPaBICHHOCTh U COJIEP)KAT 3JIEMEHTHhI, HEOOXOIUMBIE IS
dbopMUpOBaHUS KOMIIETEHIIMIA B paMKaxX IMOATOTOBKM OakajaBpa MO HampaBICHHUIO
«CepBuc». ['maBHBIM  coAepKaHUEM  MPAKTUYECKOTO  3aHATUS  SBISETCA
UHANBUAYaTbHas MPAKTUUYECKast paboTa KaXk10ro 00y4aronierocs.

Kpyraeiii cTton mo AUCHUIUIMHE TPOBOAMUTCS B COOTBETCTBUU C Y4eOHO-
TEMAaTHUYECKUM IUIAaHOM T10 OTAENIbHBIM rpynnaM. Llenb npoBeneHust Kpyrioro croia
— 3aKpEMUTh TEOPETUUECKUE 3HAHUS, TIOTyYCHHbIE 00YYAIOIIMMHUCS Ha JICKIUSIX U B
pe3yabTaTe CaMOCTOSITEJIbHOTO ~ W3Y4YEHUS COOTBETCTBYIOIIHNX pazzenoB
PEKOMEHIYEMOM JIUTEpaTyphl, a TaKKe MNPUOOPECTH HaYalbHbIE MPAKTUYECKUE
HaBBIKM W yMmMeHus no aucuumuinae «lIpodeccrnonanpHas 3THKa, CTaHIAPTH3AIMS,
cepruuKanysg U yrnpaBiIeHHUE KAa4eCTBOM B CEPBHUCHOM OOCITyKHBaHUW». Kpyribrii
CTOJI TIpeIHa3HauyeH Uil Oonee TIyOOKOrO OCBOCHHS W aHAIW3a OTIEIBHBIX
BOIIPOCOB, M3Yy4Ya€MBIX B paMKax JaHHOM AUCUUILUIMHBI. B mporecce npoBeneHus
KPYTJIOTO CTOJAa OPTAaHU3YIOTCS MyOIUYHBIC KOJIJICKTUBHBIE 00CYKICHHS OTIACITBHBIX
3apaHee OMNpEACNIEHHBIX BOMPOCOB TEMBI, BBICTYIUIEHUS OOydYaroluxcs mepen
ayJIMTOPUEH, CIIOCOOCTBYIOIINE PA3BUTHIO Y HUX YMEHUS COIMOCTABJISATH JIAHHBIC
Pa3HBIX UICTOYHUKOB M 0000IIaTh UX, YMEHHUS CBS3bIBATh TEOPETUUYECKHUE TOJIOKEHUS
muctuuiHbl - «lIpodeccnonanbHas 3THKa, CTaHAApTH3ANMs, cepTudUKanus wu
yIpaBlieHNE KaueCTBOM B CEPBUCHOM OOCITY>KMBAaHUW» C KOHKPETHBIMH CUTYAITUSIMU.

UreHne JIEKIMM M MPOBEACHUE MPAKTUYECKUX 3aHITUN TAKKE MPEATNONIAraet
MIPUMEHEHUE UHTEPAKTUBHBIX (POpM 00ydeHHUs (MHTEPAKTUBHBIX JICKIIUM, TPYIIIOBBIX
JNUCKYCCUW, aHalln3a CUTyalMd W UMHUTAUUOHHBIX MOJEIEH W Jp., B TOM YHCIE C
Y4ETOM  PETHOHANIBHBIX  OCOOEHHOCTEH  MpOo(EeCcCHOHANBHON  JeATEeNbHOCTU
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BBITYCKHUKOB M TOTPEOHOCTEH paboTomaTeneil) uisi pa3BUTHS y OOYy4arOIUXCS
HABBIKOB KOMaHJIHOW pa0OThI, MEKITMYHOCTHON KOMMYHUKAIINH, IPUHATHS PEIICHUN
U JIUJICPCKUX KAYECTB.

Takum 00pa3om, MpakTHUECKHE 3aHATHS IO aucnuiuinHe «lIpodeccrnonanpHast
ATHKA, CTAHIAPTHU3aIMs, CEPTHU(PUKANMSI M YMpaBICHUE KadyeCTBOM B CEPBHCHOM
OOCITYy)KWBaHHM»  SBJISIOTCS  COCTABJSIIONIAMH  TMPAKTUYECKOW  MOATOTOBKHU
oOydJarommxcs, Tak KakK MPeAyCMaTPUBAIOT UX YYAaCTHE B BBITIOJHEHUH OTICIBHBIX
AJIEMEHTOB PadoT, CBA3aHHBIX ¢ OyAyiiel npodeccuoHanbHON AeSTETLHOCTHIO.

B kauecTBe s3neMEHTa MPaKTUYCCKOW IMOATOTOBKM B paMKax JUCITUTUIAH
«IIpodeccronanbHasl dTHKA, CTaHAAPTH3AIUsA, CepTUPUKANMS W  YIPABICHHUE
KauyeCTBOM B CEPBHCHOM OOCTY)KHBAaHHHY» HCTIOJIB3YETCS Ha MPAKTHUYCCKUX 3aHITHSIX
METOJT Pa3BUBAIOIICHCS KOOMEpAIMK, KOTOPHIH 3aKII0YaeTCs B TOCTAHOBKE IMEpe
OOyYarOIIMMKCS CHTYAITMOHHOTO 3aJIaHMsl, JUISl PEIICHHUS KOTOPOTO TpedyeTcs ero
0o0BEIMHEHUE C pacHpe/e]ICHUEM BHYTPEHHUX poOJied B Tpymme. OTO TMO3BOJISICT
oOyJaromeMycs BBICIYIINBATh U MPUHUMATh BO BHUMAaHUE B3TJISABI APYTHX JTFOJCH,
JUCKYTHUPOBATh B W 3allIMINATh CBOIO TOUYKY 3PCHHSI, CIIPABIATHCS C pa3HOOOpasreM
MHEHUH, COTPYAHUYATh W paboTaTh B KOMaHje, OpaTh Ha ceOs OTBETCTBECHHOCT,
y4acTBOBAaTh B COBMECTHOM IPUHATHU PEIICHUS.

CamocTtosTenbHass paboTa OOydYaroluXcs SIBIASETCS COCTAaBHOW YacCThIO
yueOHol pabotel. CamocTosTenbHass pabora 0O0y4arolmerocs peaau3yercs B
CUCTeMaTH3allid, IUIAHUPOBAHUHU, KOHTPOJIE U PEryJUpPOBaHHH €ro ydeOHO-
npodeccuoHaIbHOM  NEeATETbHOCTH, a TaKXkKe B AaKTUBU3AIMM COOCTBEHHBIX
I03HABATEIbHO-MBICIUTENBHBIX JEHCTBUNA 0€3 HEMOCPEICTBEHHON IOMOIIH |
PYKOBOJICTBA CO CTOpPOHBI TmpemnojaBarenis. Ee OCHOBHOW LENBIO  SABISETCS
(dbopMHUpOBaHNE HABBIKA CAMOCTOSITEILHOTO MPUOOPETEHHS 3HAHUI IO HEKOTOPBIM HE
0Cc000 CIIOKHBIM BOMPOCAaM TEOPETHUYECKOTO Kypca, 3aKpeIyieHue U YIIIyOJIeHHe
MOJIYYCHHBIX ~ 3HAHUM,  camocTosiTenbHas  paboTta CcO  CIpaBOYHUKAMH,
NEPUOJUYECKUMU W3IaHUSIMH U HAyYHO-TIOMYJSIPHOW JTUTEpPaTypol, B TOM YHUCIE
HaXOISIIMMUCS B TJI00ATbHBIX KOMIBIOTEPHBIX ceTsix. CamocrosiTenbHas padorta
MOJIpa3yMeBaeT BBIMOJHEHUE yYEOHBIX 3aJaHUN, B TOM YUCIE W WHIUBUIYaTbHBIX,
MOJIY4aeMbIX OOYYaIOIIUMCS TIOCIIe KaKI0ro 3aHAThA. Bce 3amaHusi, BRBIHOCUMBIE Ha
CaMOCTOSITEILHYIO PA0OTY, BBITTOJHAIOTCS 00yYaromuMcs MO0 B KOHCIEKTE, JTH0O
Ha OTIENbHBIX JucTax (opmata A4 (mo ykazanwrio mpenogaBarens). KoHTpoib
BBHITIOJTHEHUS 3aJ]aHUM, BBIHOCHMBIX Ha CaMOCTOSATEIBHYIO palOTy, OCYIIECTBISET
MpernoaBaTeb.

9 @oHI OIEHOYHBIX CPeACTB /JIsl TNPOBEAEHHUS] TEKYIIero KOHTPOJS
yCIeBaeMOCTH, IPOMEKYTOYHOM ATTECTALMU 10 UTOraM OCBOCHUSA TUCHMILIMHBI

®oH o1eHOYHbIX cpeAcTB no nucuumuimHe «lIpodeccuonanbHas 3Tuka,
CTaHAapTU3anmsi, CepTUPUKAIUS ¥  YNpPaBICHUE KAYeCTBOM B  CEPBUCHOM
oOCTy)KWBaHWM» TPETHA3HAUCH [JIsi BBIABICHHUS W OICHKA YPOBHS M KayecTBa
3HaHUM OOydYarolmMXcs MO pe3ysibTaTaM TEKYIIEro KOHTPOJS U MPOMEXYTOUHOM
aTTECTAIMUA [0 WUTOraM OCBOCHUS IHCUMUIUIMHBI B BUJE JK3aMEHA B UYETBEPTOM U
IIATOM CEMECTPE.
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@OHJT OLIEHOYHBIX CPEACTB ISl TEKYIIETO KOHTPOJISI BKIFOYAET: BOMPOCHI IS
YCTHBIX ONPOCOB, 3aJaHUs JJIsl KypCOBOM pabOThl, CUTYallMOHHBIE 3aJaHUS U TEMbI
IUTsL COOOILIEHU.

Texylmuii KOHTPOJIb YCIEBAEMOCTH U MPOMEXKYTOUYHAsA aTTeCTalUs IPOBOASTCS
B cooTBercTBUU C «llomoxkeHueM o TekyleM KOHTPOJE YCIEBAEMOCTH H
MPOMEKYTOUHOM aTTecTaluu oOydaromuxcs QeaepasbHOro ToCyAapCTBEHHOIO
OI0/KETHOTO O00pa30BaATEIBLHOTO YUYpEeXJEHUsS BbIcHIero oOpa3oBaHus «CaHKT-
[lerepOyprckuii  ToCyJIapCTBEHHBIM  YHMBEPCUTET  T'PaXKIAHCKOHW  aBHAIlUN»,
oOy4aromuxcs Mo mporpaMMaM BBICILIET0 00pa30BaHUs — MporpaMmaM OakajiaBpuaTa
U TmporpammaM crnenuaiurera ((GpopMbl, MEPUOJUYHOCTh W MOPSAOK)». Tekymui
KOHTPOJIb YCIIEBAEMOCTH OOYUYaIOIIMXCS BKJIIOYAET YCTHBIE OMPOCHI, COOOILIEHUS U
CUTYallUOHHbIE 3a/JlaHMs], a TaKKe 3aJlaHus, BbIlaBa€Mble Ha CaMOCTOSTEIBHYIO
paboTy Mo TeMaM JUCUUTIINHBI.

VYCTHBI Ompoc MO BOMpPOCaM BXOJHOTO KOHTPOJIA, KOTOPBIA SIBISIETCS
AJIEMEHTOM TEKYIIEro KOHTPOJISI YCIEBAEMOCTH, NpPEIHAa3HA4YeH JUIsl BBISABICHUS
YPOBHSI YCBOCHMSI KOMIIETEHIIMM OOyYarouuMmcsi, HeOOXOAUMBIX Tepesl U3ydeHHUeM
JTUCIUIUIMHBL. Y CTHBIN ONPOC MO BOMPOCaM BXOAHOTO KOHTPOJISL OCYILIECTBIISETCS IO
BOMpPOCaM, Ha KOTOPBIX OasupyeTcs ynTaemas aucuuruinHa (m. 9.4). YTt onpoc
OPOBOAMUTCS HA KaXKJIOM NPAKTHUYECKOM 3aHSATUU B TeueHue He Oojee 10 MUHYT ¢
LIEJIbI0 KOHTPOJISI YCBOEHHUS TEOPETUUYECKOTO MaTepuaa, M3JjaraeMoro Ha JEKIHUUd U
npeanosaraeT  OTBeT  oOydaromuxcs. BxirowaeTr mepedeHb  BONPOCOB U
MoJieNTupoBaHue cutyauuii. [lepedeHs BOIpoCcoB onpeiensieTcsi ypoBHEM MOJTOTOBKH
y4eOHOUM TpyIIbl, a TakKKe HWHIUBUIYAJIbHBIMH OCOOCHHOCTSAMH OOYyYarou[uxcsl.
MopenupoBaHue CUTyalMii TpeCTaBIsIeT coO00M MPOEKTUPOBAHUE MPENoAaBaTeIeM
TUMOTETUYECKUX CUTyallud, B KOTOPBIX MOKET OKa3aThCs OOydalolUics TpH
CONPUKOCHOBEHUHU C PEeaIbHOCTHIO. Peakius oOyyaroierocs Ha CMOJEIHUPOBAHHYIO
CUTYaluo OyAeT MoKa3aTeaeM TOr0 YCBOWI OH yUeOHbI MaTepuas Uil HeT.

CuryanmoHHble 3aJaHUs HOCST MPaKTUKO-OPUEHTUPOBAHHBIN  Xapakrep,
UCTIONB3YIOTCSI B paMKaxX TMPaKTHUYECKOW TMOJATOTOBKM C  IIEJbI0  OICHKU
dbopMuUpOBaHUSs, 3aKPETUICHHS], PA3BUTHS MPAKTUUYECKUX HABBIKOB M KOMIETEHIIUHN 1O
npoduiito  00pa3zoBaTENBHONW MpPOTpaMMBI. BBIMOTHEHNWE KOMILIEKCa YYEOHBIX H
MCCJIeIOBATEILCKUX 3aJaHuii, B (opMare CHUTYaIlMOHHBIX 3aJ[aHWN, MO3BOJSIOT
OIICHUTHh YMEHHsI U HaBBIKH OOYyYaIOIIEToCs CaMOCTOSITEIbHO KOHCTPYHPOBATh CBOU
3HaHUSI B TMPOLECCE PEIICHWS MPAKTHYECKUX 3a7ady, OpPUEHTHPOBATHCA B
WHOOPMAIITMOHHOM  TIPOCTPAHCTBE, a TakXKe YpPOBEHb C(POPMUPOBAHHOCTHU
AHAJIUTUYECKUX, HCCIIEIOBATEIbCKUX HABBIKOB, HAaBBIKOB MPAKTUYECKOTO H
TBOPYECKOT'O MBIIIJICHUS.

OLEHOYHBIM  CpPEJICTBOM  SIBJISIFOTCSL TEMBbl KYpPCOBBIX padOT, KOTOpbIE
npuBeaeHsl B 1. 9.3. KypcoBas paboTa — aBTOPCKHI Hay4YHO-HCCIEIOBATEIBCKHIMA
MPOEKT OOydYarIIerocsi, HAMpaBICHHBIM Ha BBIPAOOTKY HCCIIEIOBATEIIBCKUX
HaBBIKOB, OIbITA Pa0OThl C HAYYHBIMH HCTOYHHKAMH U CO3JaHUE 3aKOHUYEHHOTO
CaMOCTOSITEILHOTO ucciefoBaHusa. Hamucanume wu 3amura  KypcoBOil pabOThI
3aIJIaHUPOBAHA HA 5 cemecTp.

KoHTposb BbINIOTHEHUS 3a/1aHUS, BbIIABAEMOI'0 HA CAMOCTOSATEIIbHYIO padoTy,
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npeciieyer coO0i 1eJb CBOEBPEMEHHOTO BBISIBJICHUS IJIOXO YCBOGHHOIO MaTepHasia
JTUCUUIUIAHBL JIJIs TOCIEAYIONEed KOPPEKTUPOBKU WJIM OpraHU3aluy 00s3aTeIbHOMN
KOHCynbTaluu. [IpoMexxyTouyHasi aTTecTamsi MO MTOraM OCBOCHHS JAUCIUILIMHBI
MPOBOJMTCS B BUJIE dK3amMeHa B 4 U 5 cemecTtpe. DK3aMEH MO3BOJSET OLECHUTH
YPOBEHb OCBOEHHUS KOMIIETCHIIMH 32 BECh MEPUOJ M3YUCHUS AUCIUILUIUHBI. DK3aMeH
MpenoJiaraeT OTBET Ha BOMPOCHI U3 MEPEYHs BOMPOCOB, BELIHECEHHBIX Ha 3Kk3ameH. K
MOMEHTY CJa4M 3K3aMeHa JOJKHBI ObITh OJIArOMOJy4YHO MPOMACHBI MPEabIAYIINE
(dbopMBI KOHTPOJIS.

KontponbsHas paboTra MpOBOAMUTCS MO TEMaM C HCIOJIb30BAHHUEM THUIIOBBIX
CUTYaIMOHHBIX 3aJaHui, CHOPMYIHPOBAHHBIX MpENojaBaTeyieM, B COOTBETCTBUU C
JAHHOW MpOTpaMMOM W MpeaHa3HadeHa JUIs OIEHKH YPOBHsS C(HOPMUPOBAHHOCTH
KOMITETCHITUM, OCBAUBAEMBIX B XOJI€ CAMOCTOSITEIbHON pabOoThI CTY/ICHTOB.

Mertonuka ¢GopMuUpOBaHUS PeE3YJbTHUPYIOIICH OIEHKHM B  00s3aTEIHLHOM
MOPSIIKE YYUTHIBAET AKTUBHOCTh OOYYAIOMIMXCS Ha JIEKIUSAX W TPAKTUYECKUX
3aHATUAX, YIaCTHE 00YUYaIOIINXCS B KOHPEPEHIIUAX U TTOATOTOBKY UMH ITyOJIMKAIIHAH,
YTO OTPAXKEHO B OAJITLHO-PEUTUHTOBOM OIICHKE TEKYIIETO KOHTPOJIS YCIIEBAEMOCTH U
3HaHUN oOyuaromuxcs B 1. 9.1. OnucaHue 1IKaabl OLICHUBAHUS, UCIIOJIB3YEMOM ISl
MIPOBEICHUS MPOMEXYTOUHBIX aTTECTAIIUM, TPUBEACHO B 1. 9.5.

9.1 baanbHO — peHTUHIOBas OIl€eHKA TEKYIero KOHTPOJIA YCIeBAeMOCTH 1
3HAHUI 00y4YAIOIIUXCHA

OO6mass TPyJI0EMKOCTh JUCHUIUIMHBI COCTaBIseT 6 3a4eTHBIX eAuHUIl, 216
aKaJIeMUYECKUX YacoB. Bl MpoMeKyTOUHOTO KOHTPOJI — 3Kk3aMeH (4 u 5 cemecTp).

. KonuuecTBo 0amios Cpoxk
Tema/Bua yueOHBIX 3aHATHIA
. KOHTPOJIS
(OLICHOYHBIX 3aJIaHUI ), TTO3BOJISIIOLIIUX
(TOpsIAKOBBI
oOy4arommeMycs Munu- Makcu- |* oMe [Tpumeua
. 1 HOM
IIPOJICMOHCTPUPOBATH JIOCTUTHYTBIM | MajJbHOE | MajbHOE e IZ HHE
HeOeIH
ypOBEeHBb C(HOPMUPOBAHHOCTHU 3HA4YE€HHE | 3HAUCHUE A
N HaJaia
KOMITETEHIIHI
ceMecTpa)
Cemectp 4

Tema 1. IIpeomem u npobaremamuka IMUKU 6 chepe cepeucHo20 00CAYHCUBAHUA
Ha mpancnopme

Jlexnus 1 1 15 2 —
ITpakTrdeckoe 3ansTue 1 4,8 1,25 3 YO, C3, C
Hmozo no meme 1 5,8 8,75

Tema 2. Imuueckue yuenus /[peenezo Bocmoka, Aumuunas smuxa, Imuxa
Cpeonux eexoe u Hoeozo epemenu

Jexums 2 1 15 4 —
IIpakTrdeckoe 3aHATHE 2 4,6 7,25 5 VO, C3, C
Hmozo no meme 2 5,6 8,75

Tema 3. AkmyanvHble nPOOIEMBL COBPEMEHHOU IMUKU
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. KonuuectBo 6aiios Cpox
Tema/Buja yueOHBIX 3aHATHIA
N KOHTPOJISI
(OIIEHOYHBIX 3aTaHHIA ), TTO3BOJISIOITUX
(TOPSAIKOBBI
oOyyaromemMycs Munu- Makcu- i HoMe [Tpumeua
IPOJIEMOHCTPUPOBATH JOCTUTHYTHIN | MallbHOE | MaJbHOE e eJmIZ: HUC
ypOBEHb C(POPMUPOBAHHOCTH 3HAYCHUE | 3HAUCHUC a
- HaJasa
KOMTIICTCHITHIA
ceMecTpa)
Jlexmus 3 1 15 6 —
[IpakTuyeckoe 3ausTue 3 4.6 1,25 7 VO, C3, Cmn
Hmozo no meme 3 5,6 8,75

Tema 4. Ilpogheccuonanvnasn ymuka u ee 63aumMocesn3b ¢ 00uell meopuei Mopaiu

Jlexuus 4 1 15 8 —
[IpakTuueckoe 3ausarue 4 4.6 1,25 9 YO, C3, Cu
Hmozo no meme 4 5,6 8,75

Tema 5. Ilpogheccusn u nuunocms. Hpascmeennasa Kyaiosmypa npogeccuonana
Jlexmus 5 1 15 10 —
[TpakTrdeckoe 3ansTe 5 4.6 1,25 11 YO, C3, C
Hmozo no meme 5 5,6 8,75

Tema 6. Imuueckue 0CHOGbI NPOpeccuoHaAIbHOIL Oeamellb

Hocmu 6 cghepe yciye

Jlexmus 6 1 15 12 —
[IpakTudeckoe 3ansTue 6 4.6 71,25 13 YO, C3, Cm
Hmozo no meme 6 5,6 8,75

Tema (. Icmemuxa odcayyicusanus
Jlexmmsa 7 1 15 14 —
[TpakTryeckoe 3ansTue 7 4,6 1,25 15 VO, C3, Cm
Hmozo no meme 7 5,6 8,75

Tema 8. Ilpogheccuonanvhoe nosedenue padbomHuKa cepeuca Ha pa3i1u4HbIX
Imanax o0CcAyHcUBaHus Ha MpaHcnopme

Jlexmus 8 1 15 16 —
[TpakTrdeckoe 3ansTre 8 4,6 7,25 18 VO, C3, C
Hmozo no meme 8 5,6 8,75

Hroro 0110 00s13aTeJIbHBIM  BHJIaM 45 70 o o
3aHATHI

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

AeATEeJHLHOCTH

(1151 y4eTa npu onpeeJeHH o - o o
peiTHHIA)

VYyacTue B KOHPEPEHITUN 110 TeMaM - 10 o -
JUCILHAIIIAHBI

Hayunas myOimkanus mo reMmam o 10 o -

AUCHUITIIMHBI
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. KonunuectBo 0aninos Cpox
Tema/Buja yueOHBIX 3aHATHIA
N KOHTPOJIS
(OLIEHOYHBIX 331aHHI ), TO3BOSIOLIUX
(TOPSAIKOBBI
oOyyaromemMycs Munu- Makcu- i HoMe [Tpumeua
POJIEMOHCTPUPOBATH IOCTUTHYTHIM | MaJbHOE | MajbHOE . I:: HUE
HEeJeTu
ypOBEHb C(HOPMUPOBAHHOCTH 3HaYeHUE | 3HaYCHUE A
» Hayasa
KOMITETCHIIUM
ceMecTpa)
Hroro nonotHuTEILHO o 20 o o
NpeMHaJIbHbIX 02/1J10B
Becero mo  gucuuMmuiMHe I 120
pedTHHIA

IlepeBoa 6a/1710B 6AJIJIBHO-PEUTUHIOBOM CHCTEMbI B OLIEHKY JIS 3K3aMeHa 110

«aKaJeMHYecKo» HIKaJe

KoaudecTBo 60ajs10B mo bPC

Ouenka (M0 «akajgeMH4eCcKoi» 1mKaJe)

90 u Gonee 5 — «OTIUYHOY
75+89 4 — «XOpOoIIOY»
60+74 3 — «YJOBJICTBOPHUTEILHO
meHnee 60 2 — «HE YJIOBJICTBOPUTEIHLHOY
Cemectp 5
Tema 9. Ocobennocmu 0enogozo oouienus 6 chepe yciyz

Jlexmus 9 1 15 1 —
[IpakTrdeckoe 3ansTue 9 3,75 5,8 2 YO, C3, Cm
Hmozo no meme 9 4,75 7,3

Tema 10. Opzanuzayuonnasn

KyJIbmypa Kak (pakmop noevluieHus

agphexmusnocmu 6 chepe cepsuca
Jlexuus 10 1 15 2 —
Hmozo no meme 10 1 15

Tema 11. ¥Ynpasnenueckas smuk.

a 6 cgpepe cepeuca

Jlexmus 11 1 15 3 —
[TpakTrueckoe 3anstue 11 3,75 5,8 3 YO, C3, C
Hmozo no meme 11 4,75 7,3

Tema 12. Dmukem Kak pezyiamop meiciudHOCMHbIX OMHOUIEHUN U

np0¢€CCMOH(lJle020 noeeoenus pa6omuul<06 cepesuca

Jlexums 12 1 15 4 —
[TpakTraeckoe 3anarue 12 3,75 5,8 4 VO, C3, C
Hmozo no meme 12 4,75 7,3

Tema 13. Ilpasuna noseoenus 6 00uecmeeHHbIX MeCMax
Jlexmsa 13 1 15 5 —
[TpakTrueckoe 3anaTue 13 3,75 5,8 5 YO, C3, C
Hmozo no meme 13 4,75 7,3

Tema 14. /lenosoit smuxem u npomoko. OcobeHHocmu ux nposaeieHus 6

cepeucuoﬁ oesimeibHOCHU. ﬂeﬂoeble ecmpedu U nepezoeopul

Jlexnus 14

| 1

| 15

6
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. KonunuectBo 0aninos Cpox
Tema/Buja yueOHBIX 3aHATHIA
N KOHTPOJISI
(OIIEHOYHBIX 3aTaHHIA ), TTO3BOJISIOITUX
(TOPSAIKOBBI
oOyyaromemMycs Munu- Makcu- i HoMe [Tpumeua
IPOJIEMOHCTPUPOBATH JOCTUTHYTHIN | MallbHOE | MaJbHOE e eJmI:: HUC
ypOBeHb C(hOPMUPOBAHHOCTH 3HAYCHUE | 3HAUCHUC A
N HaJasa
KOMTIICTCHITHIA
ceMecTpa)
[IpakTuyeckoe 3austue 14 3,75 5,8 6 YO, C3, Cm
Hmozo no meme 14 4,75 7,3

Tema 15. dmuka cepeucnoil desmenpbHOCMU HA MPAHCROPME, 8 MOM YUCTIe 6

chepe 6030yuno2o mpancnopma

Jlexmus 15 1 15 7 —
[TpakTuueckoe 3anarue 15 3,75 5,8 7 VO, C3, Cm
Hmozo no meme 15 4,75 7,3

Tema 16. Kauecmeo, 6e3onacnocms yciye u Kyibmypa cepeucHoil 0esimenbHoCHu
HA MPAHCnOpme, 8 MOM Hucie 8 chepe 6030YUIHO20 MPAHCHOPMA

Jlexus 16 1 15 8 —
[TpakTrueckoe 3ansarue 16 3.75 5,8 8 VO, I({?g, Cm
Hmozo no meme 16 4,75 7,3
Tema 17. Mooenwv kauecmea ycayu
Jexmus 17 1 15 9 —
[TpakTrueckoe 3anarue 18 3,75 5,8 10 VO, C3, Cm
Hmozo no meme 17 4,75 7,3
Tema 18. Ilokazamenu kauecmea yciay2igpghexkmusnocmu 6 cghepe cepsuca
Jlexuus 18 1 15 10 —
[TpakTryeckoe 3anstue 19 3,75 5,8 11 VO, C3, Cm
Hmozo no meme 18 475 7,3
Tema 19. @opmbl u memoovl oueHKU Kawecmea yciye

Jlexms 19 1 15 11 —
[TpakTrueckoe 3ansarue 20 3,75 5,8 12 YO, C3, Cm
Hmozo no meme 19 4,75 7,3

Tema 20. Mescoynapoouwie opzan
OCHOBbl 0esiMeIbHOCIU U 0

uzayuu no cmanoapmuzayuu. Ilpasoswie
canuzayuonnas cmpykmypa HCO

Jlexums 20 1 15 12 —
[TpakTrueckoe 3ansatue 21 3,75 5,8 13 YO, C3, Cm
Hmozo no meme 20 4,75 7,3

Tema 21. Teopemuueckue 0cHOBbl MeEXH

UYECKO20 Pecyiuposanus

Jlexmsa 21 1 15 13 —
Hmozo no meme 21 1 15

Tema 22. Cmanoapmu3sauusn é cgpepe yciye
Jlexums 22 1 15 14 —
[TpakTrueckoe 3anstue 22 3,75 5,8 14 YO, Cm
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. KonunuectBo 0aninos Cpox
Tema/Buja yueOHBIX 3aHATHIA
o KOHTPOJISA
(OLICHOYHBIX 3aJaHUM ), TTO3BOJISIOITHAX
(TOPSAIKOBBI
oOyyaromemMycs Munu- Makcu- i HoMe [Tpumeua
POJIEMOHCTPUPOBATH IOCTUTHYTHIM | MaJbHOE | MajbHOE e eJmlz: HHE
yYpOBEHBb C(HOPMUPOBAHHOCTHU 3HAYEHHUE | 3HAYEHUE A
» Hayvalia
KOMIIETEHIIAI
ceMecTpa)

Hmozo no meme 22 4,75 7,3
HT1oro mo o0s3aTeIbHBIM BHIAM 45 70 o o
3aHATHI
IK3aMeH 15 30 — —
HToro mo nucuuiinHe 60 100 — —
IIpemuaabHbIC BUABI
AeATeIbHOCTH
(nJ1s1 yueTa npu onpeaeaeHuH
peiiTHHra)
VYyacTtue B KOHPEpEeHIIUU IO TeMaM 10
TUCIIUTUINHEI
Hayunas my6nukanus rmo tTeMam 10
TUCIUILINHEI
HTOro nonoHuTEILHO 20
NpeMHAJBLHBIX 02J1JI0B
Bcero mno aucoumiMHe A o 120 o o
peUTHHIa

IlepeBoa 6a/1710B 0AJJIBHO-PEHTUHIOBOM CHCTEMbI B OLIEHKY /IS 9K3aMeHa 10
«aKaJeMH4ecKoiD) 1KaJie

KoauvectBo 6ammoB no bPC Ounenka (Mo «akageMu4eCcKo» IKaJe)
90 u Gonee 5 — «OTIUYHOY
75+89 4 — «XOpOoIIOoY
60+74 3 — «yIOBIETBOPUTEITHHOY
menee 60 2 — «HE yIOBIETBOPUTEIIHHOY

9.2 MeToauyeckue PpeKOMEHIANUM 10 TPOBEAEHUIO MPOLELYPbI
OLCHUBAHUA 3HAHMH, YMEHUH U HABBIKOB M (MJIM) ONbITA JAEeATEJIbHOCTH,
XapaKTePU3YIOLIUX 3TANbl (POPMUPOBAHUA KOMIIETEHIIMH

[TocemeHre TEKIIMOHHOTO 3aHATHS 00yJaronumMcst oreHuBaetcs B 1 6amr (4 u 5
cemectp). Benenue neknnonHoro koncnekra — 0,2 6amoB (4 u 5 cemectp). AKTUBHOE
y4acTue B 0OCYXJICHUU JUCKYCCHOHHBIX BOMPOCOB B X0z¢ Jiekiuu — 1o 0,3 6aymios (4
u 5 cemectp).

[Tocemenne MpakTHUECKOTO 3aHATHUS C BEACHHUEM KOHCTICKTa OlleHUBaeTcs B 4,6
Oaia (1o 1 mpakTHueckoMy 3aHAThIO — 110 4,8 6aiioB) (4 cemectp). Y CTHBIN OMPOC —
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1o 0,4 6aia (o 1 mpaktraeckomy 3ansaTuio — 10 0,2 6aina) (4 cemectp). CoobieHue
- 10 2 6asutoB (4 cemectp).

[Tocemenne MpakKTUYECKOTO 3aHATHS C BEJACHUEM KOHCIIEKTa OICHUBACTCS B
3,75 6aina (5 cemectp). Ycrusiid onpoc — 10 2 6amioB (5 cemectp). Coobrienue - 10
2 6amnoB (5 cemectp). Yuactue B 0OCYXXJI€HUH BOIIPOCOB Kpyrioro croja — jao 0,4
OaJIoB.

['pynmoBoe pemieHre OOyYAOIMIUMHUCS CUTYAalIMOHHON 3amaydl B paMKax
peann3anuy MeToa pa3BUBAIOIICHCS KOOTIEpalluy olleHnBaeTcs A0 1,8 6amios.

9.4 KoHTpoabHBbIE BONPOCHI W 3aJaHMs JJsi NPOBeJIEHHUSA BXOIHOIO
KOHTPOJISAA OCTATOYHBIX 3HAHUM M0 00eCTeYMBAOIIAM IUCIUATIHHAM

BOHpOCBI BXOJHOTO KOHTpPOJIA TII0 JUCHUILIIMHC «TexHonoruu ACJIOBOTIO
O6H_ICHI/I$I, IICHUXOJIOTHUA U KOH(i)J'II/IKTOJ'IOFI/ISI»:

1. COHH&HBHO-HCHXOHOI’H‘I@CKI/IC IMpOLICCChI U ABJICHUS.

2. MeXIIMYHOCTHBIE OTHOIIIEHUS.

3. MG)KI’pyHHOBBIe OTHOIICHUA U BSaHMOHGﬁCTBHH.

Bompockl  BXOZHOTO  KOHTpoJisi Mo  jauciuiuimHe  «CepBUCONIOTHS U
OpraHu3aIs 00CITy>KUBAHUS:

1. ComuanpHOe OBITHE YEIOBEKA.

2. JlyxoBHOE OBITHE YeJIOBEKa.

3. CoBpeMeHHBIN MHp U TICUXHKA YeJIOBEKa.

Bormpocbl BXOJTHOTO KOHTPOJIS IO TUCHIUILTAHE «Y paBiieHUe MPEANPUITUIMU
CepBHCa Ha TPAHCIIOPTEN:

1. MupoBoiil ppIHOK CEpBUCA U €TI0 Pa3BUTHE.

2. lTlpumeHeHHE COBPEMEHHBIX CEpPBHUCHBIX TEXHOJOTHH B  MpoIliecce
NPEIOCTaBICHHS YCIyT, COOTBETCTBYIOIIUX TPEOOBAHUAM MOTPEOUTEICH.

3. BwiOop pecypcoB u cpeICTB ¢ y4eTOM TPEOOBAHUM MOTPEOUTEIIA.

Bompockl BX0HOTO KOHTPOJIS 10 auctuiuinHe «CepBUCHAs AESTEIbHOCTD Ha
TPAHCIIOPTE»:

1. Cdepa ycnyr B COBETCKUI TEPUO/I.

2. JlenoBas 5TUKa U JEIOBOM ATHKET B c(hepe cepBuca Ha TPAHCIIOPTE, B TOM
YyCJie Ha BO3IYIITHOM TPAHCTIOPTE.

3. Kuaccuduxkarus yciyr Ha TpaHCTIOPTE, B TOM YKCie B cepe BO3AYITHOTO
TPaHCIIOPTA.
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9.5 Onucanue nmokasareJieii 1 KpuTepHeB OLlEHMBAHUA KOMIIETEHIMIA Ha
Pa3IMYHBIX ITANAaX UX (opMUPOBAHMS, ONUCAHHE IIKAJ OLlEHUBAHUSA

Kommerenmn

ITokazarenn
OIICHUBaHMS
(MHAMKATOPbI
JOCTH>KEHUS )
KOMIIETCHIIUNA

Kpurepun oneHnBanus

| aTan

YK-5

OIIK-3

OIIK-7

[1K-3

3HaeT:

- OCHOBHBIE METOJIbI BOCTIPHSITHSI
MEXKYJIbTYPHOTO  pa3HooOpasusi oOimiectBa B
COIIMAILHO -  HMCTOPUYECKOM, OTHYECKOM H
¢GrI0cohCKOM KOHTEKCTaX B TIPOIECCE OCBOCHHS
ATUKHU, SCTETUKHA OOCITYKUBAHHUS, STUKETA, MOPATH U
HPABCTBEHHOCTH, CTaHIApPTH3allMU, CEpTU(UKAIINN
W YIOpaBJICHUS KadyeCTBOM B cdepe CEepBHUCHOTO
oOCITy)KMBaHHMSI ~ HAa  TPAHCIOPTE;  OCHOBHBIC
OCOOEHHOCTH  MEXKYJIBTYPHOTO  pa3HOOOpa3us
o0I111eCcTBA;

- MeXaHM3M obOecrnedyeHus TpeOyeMoro KadecTBa
IpoILeCCOB  OKa3aHWs  YCIYr, Ha  OCHOBE
KJIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B Tpoliecce
OCBOCHHUSI ITUKH, ICTETUKU OOCITyKUBAHUSA, ITUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHJApTH3alIUH,
cepTU(dUKAIIMA W YIPaBICHUsS KadecTBOM B cdepe
CEpPBUCHOTO  OOCTY>KMBAaHHSI Ha  TPAHCIOPTE;
MEXaHHU3M CHCTEMbI oOOecIieueHuss TpedyemMoro
KayecTBa  MPOIECCOB  OKa3aHUsA  yCIyr B
COOTBETCTBHH C MEXTYHAPOTHBIMU u
HAI[MOHAJIbHBIMU ~ CTaHAapTaMd B  Tpoliecce
OCBOCHHUSI ITHKH, ICTETUKU OOCITYKUBAHUSA, STUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHIApPTHU3aIlUH,
cepruuUKaliu ¥ yOpaBICHUS KadecTBOM B cdepe
CEpPBUCHOTO  OOCTY>KMBAaHHWS Ha  TPAHCIOPTE;
MEXaHW3M OKa3aHWsi yCIyr B COOTBETCTBHH C
3asBJICHHBIM KA4eCTBOM B TMPOIECCE OCBOCHHUS
ITHKH, ICTETHKN OOCITY)KUBaHUS, STUKETA, MOPAIH H
HPABCTBEHHOCTH, CTaHIAPTH3AIlMH, CepTU(PUKAINN
W VYOpaBICHHUS KadyecTBOM B cdepe CEepBHUCHOTO
o0OcTy>KUBaHMsI HA TPAHCIIOPTE;

- MaTepHallbHBIE PEeCypchl, 00OpyIOBaHHUE IS
OCYIICCTBJIICHHSI  TIPOIlECCA  CEPBHICA,  METOJIBI
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Kommnerennmun

ITokazarenu
OIICHUBAHMS
(MHIMKATOPBI
JOCTH>KEHUS )
KOMIIETCHIIUHA

Kpurepun onennBanus

NPOBEACHUS TEPETOBOPOB €  KIMEHTAMHU  TIO
IPETCH3UOHHBIM Ciydasm u MEXaHU3M
OTIpe/IeICHNs] IPUYNH BOSHUKHOBEHUS MPETCH3UN B
nporecce OCBOCHUS ITHKH, ACTCTHKHU
00CITyKUBaHMUS, ATUKETA, MOpaJTn u
HPABCTBEHHOCTH, CTaHIAPTH3aIlUU, CEpTU(PUKAIAN
W yIOpaBJeHUs KadeCTBOM B cdepe CEepBUCHOTO
00CITy’)KUBaHMs Ha TPAHCIIOPTE; METObI Pa3pabOTKU
YU WCIIOJIb30BAHUS  THUIIOBBIX  TEXHOJOTHYCCKHX
IPOIIECCOB, METOABl (POPMUPOBAHUS W BHEAPCHUS
KOPIIOPAaTUBHBIX ~ CTaHJApTOB W  PErVIAMCHTOB
MPOIIECCOB  OOCIY)XMBaHUSI  MMOTpeOUTEIeH  Ha
TPAHCIIOPTE, METOABI B3aUMOJICHCTBHUS C KIIMEHTAMU
M0  OpraHu3aluu  mpolecca  OOCITyKUBaHUS
notrpeduTenel B chepe rocTenpruruMCTBa B MpoIiecce
OCBOCHHUSI ITUKH, ICTETUKU OOCITYKUBAHHUS, ITUKETA,
MOpaqd ¥  HPABCTBEHHOCTH, CTaHJapTH3alUH,
cepruuKaliu ¥ yHpaBlIeHHs KauecTBOM B cdepe
CEPBHUCHOTO OOCITYKUBaHUS HAa TPAHCIIOPTE;

- TpeboBaHUs 6€30MacHOr0 00CITYy)KMBaHHS, OXPaHBI
TpyJa ¥ TEXHUKH O€30MaCHOCTH 3allUThl OT
TeXHOC(HEPHBIX dbakTOopoB Ha  TpaHCIOPTE
IPUMEHUTENBHO K cpepe cepBrca HA TPAHCIIOPTE;

Ywmeer:

- TMPUMEHSATH OCHOBHBIE METOJbI BOCTPHUSTHS
MEXKYJIbTYPHOTO  pa3HoOOpa3usi  oOmiectBa B
COIIMAILHO -  HCTOPUYECKOM, JTHUYECKOM H
bumocopckoM KOHTEKCTaX B IPOIECCE OCBOCHHS
ITHKH, ICTETHUKU OOCITY)KMBAHUS, STUKETA, MOPATH U
HPABCTBEHHOCTH, CTaHIAPTH3AIMU, CepTUPUKANN
W VYIOpaBICHHUS KadyeCTBOM B cdepe CEepBHUCHOTO
00cCITy>KUBaHMs HA TPAHCIIOPTE;

- IPUMEHSTh MEXaHU3M 00eCTIeYeHHs TPeOyeMoro
KauecTBa TPOIECCOB OKa3aHUSA YyCIyr, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B TIpoIiecce
OCBOCHHUSI ITHKH, ICTETUKN OOCITY)KUBAHUS, dTUKETA,
MOpaqd ¥ HPABCTBEHHOCTH, CTaHIAPTH3AIUH,
cepTudUKAMU U YOPABJICHUS KAYECTBOM B cdepe
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Kommnerennmun

ITokazarenu
OIICHUBAHMS
(MHIMKATOPBI
JOCTH>KEHUS )
KOMIIETCHIIUHA

Kpurepun onennBanus

CEpPBUCHOTO  OOCTY)KMBaHMS Ha  TPaAHCIOPTE;
NPUMCHATh MEXaHM3M CHCTEMBI  OOecIeueHUs
TpeOyeMOoro KadecTBa MPOIECCOB OKa3aHMs yCIyT B
COOTBETCTBHH C MEXTYHAPOTHBIMU "
HAI[MOHAJILHBIMUA ~ CTaHAapTaMH B TIpolecce
OCBOCHHMSI ITHKH, ICTCTUKU OOCITYKUBAHUS, STUKETA,
MOpaqd ¥ HPABCTBCHHOCTH, CTaHJApTH3allUH,
cepTudUKalMA ¥ YIpPABJICHUS KadyeCcTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS Ha TPAHCIIOPTE;

- WCIIOJIB30BaTh  MaTepHAIIbHBIE  PECypCHI,

NPUMCHATh O00OpYJOBaHWE JUIA OCYIICCTBICHUS
npolecca CepBrca, MPUMEHATh METOIbI TIPOBEICHUS
NIEPErOBOPOB C KIMEHTAMH TI0 IPETEH3MOHHBIM
CIy4asiM ¥ TPUMEHATh MEXaHU3MBI OIPEICICHUS
NPUYMH BO3HUKHOBEHUS TPETCH3WH B TIporiecce
OCBOEHUS ITHKH, ICTETUKU 0OCTY)KUBaHUS, dITHKETA,
MOpaJlM ¥ HpPaBCTBEHHOCTH, CTaHIAPTU3AIINY,
cepTu(UKaUA W YIPABICHUS Ka4eCTBOM B cdepe
CEPBHUCHOTO OOCITY)KHBaHHsI Ha TPAHCIIOPTE;
- o0ecrieunBaTh COOJII0ICHNE TpeOOoBaHU
0e30macHOro OOCHTy)XKMBaHMsI, OXpaHbl Tpyda H
TEXHUKH OE€30MaCHOCTH 3alIUThl OT TEXHOCKHEPHBIX
(bakTOpOB Ha TPAHCIOPTE MPUMEHUTEIBLHO K cdepe
CepBHCa HA TPAHCTIOPTE.

Il 5ran

YK-5

1
HII YK-5

YK-5

OIIK-3

1201
OIIK-3

OIIK-3

OIIK-3

OIIK-7

1
I/I'Z[ OIIK-7

OIIK-7

Ywmeer:

- MPUMEHSTh OCHOBHBIE O0COOEHHOCTH
MEXKYJIbTYPHOTO Pa3HOOOpa3us 0OIIECTBA;

- TPUMEHSITh MEXaHW3M OKa3aHus YCIyr B
COOTBETCTBHH C 3asIBJICHHBIM Ka4ECTBOM B MPOIIECCE
OCBOCHHUSI ITHKH, ICTETUKU OOCITYKUBaHUS, ITUKETA,
MOpaqTd ¥ HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepruUKalii ¥ YOPABICHHS KAa4eCTBOM B cdepe
CEPBUCHOTO OOCITY)KUBAaHUS HAa TPAHCTIOPTE;

- TPUMEHSATh  METOABl  pa3paboOTKu U
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Kommnerennmun

ITokazarenu
OIICHUBAHMS
(MHIMKATOPBI
JOCTH>KEHUS )
KOMIIETCHIIUHA

Kpurepun onennBanus

[1K-3

UCTIOJIb30BaHUS THUTIOBBIX TEXHOJOTHYECKHUX
IIPOIIECCOB, MPUMEHATh METOIbI (OPMHPOBAHUSI U
BHEJPCHHUS  KOPIIOPATHBHBIX  CTaHIAPTOB U
pErJIaMeHTOB TIPOIIECCOB 00CTyKUBaHUS
NOoTpeOUTENIe Ha TPAHCIIOPTE, MPUMEHSITh METObI
B3aMMOJICHCTBHSI C KJIUCHTAMHU 10 OpraHU3aluu
mpoiiecca 0OOCIyXUBaHUSI TMOTpeduTeneil B cdepe
TOCTCIIPUUMCTBA B TIPOIECCE OCBOCHUS OTHUKH,
ACTETUKU OOCITY)KWUBaHHS, OJTHKETa, MOpPAId M
HPABCTBEHHOCTH, CTaHIAPTH3allUH, CEpTU(PUKAIINN
W yIOpaBJICHUS KadyeCTBOM B cdepe CEepBHCHOTO
00CTy)KWBaHHSI Ha TPAHCIIOPTE;

- coOMroAaTh TOJOXKEHHS HOPMATHBHO-TIPABOBBIX
aKTOB, PETYJUPYIOIIUX OXPaHYy TPyJa U TEXHUKY
0e30MacHOCTH, B TOM YHCJIE€ Ha TIPEIANPHUATHIX
cepBuca B chepe TpaHCTIOPTA.

Bnaneer:

- CIIOCOOHOCTBIO TPUMEHSTH OCHOBHBIE METOJIBI
BOCTIPUSITUSL  MEXKYJIBTYPHOTO  Pa3HOOOpasus
o0IIecTBa B COUAIBHO - HCTOPHUECKOM, ITHUECKOM
U PuIocoPpCckoM KOHTEKCTax B IPOIECCE OCBOCHHS
ITHKH, 3CTETUKN OOCTY)KUBAHUS, ITHKETA, MOPAITU U
HPaBCTBCHHOCTH, CTaHIApPTH3AIWMH, CEpTU(UKAINN
U YIOpaBICHHUS KAa4eCTBOM B cdepe CEepBHUCHOTO
oOCIy>KUBaHHSI Ha TPAHCIOPTE; CIIOCOOHOCTHIO
MPUMEHATD OCHOBHBIE OCOOEHHOCTH
MEXKYJIbTYPHOTO Pa3HOOOpa3us OOIIECTBa;

- CHOCOOHOCTBbIO  MPUMEHATh  MEXaHU3M
obecrnieueHuss TpeOyeMOro KadecTBa IIPOIIECCOB
OKa3aHUs YCIIyT, Ha OCHOBE
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B TIpoIiecce
OCBOCHHUSI ITHKH, ICTETUKUA OOCITYKUBAHUS, JTUKETA,
MOpaTd ¥ HPABCTBEHHOCTH, CTaHIApPTH3aIlUH,
cepruuKaiu M yOpaBICHHUS KadyeCcTBOM B cdepe
CEpPBUCHOTO  OOCTY)KMBAaHHWS Ha  TPAHCIOPTE;
CIIOCOOHOCTBIO TPHUMEHSITh MEXaHU3M CHCTEMBI
obecrieueHuss TpeOyeMOoro KadecTBa IIPOIECCOB
OKa3aHUS yCITyT B COOTBETCTBUU C
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Kommnerennmun

ITokazarenu
OIICHUBAHMS
(MHIMKATOPBI
JOCTH>KEHUS )
KOMIIETCHIIUHA

Kpurepun onennBanus

MEXTYHAPOIHBIMU U HAITMOHAJTLHBIMHU CTAaHIAPTAMHU
B TMpolecce  OCBOCHHS  OTHKH,  OCTETUKH
o0Ocy>KUBaHMUS, ATUKETA, MOpau U
HPAaBCTBEHHOCTH, CTaHIAPTH3AIMH, CEpTU(UKAINU
U YIOpaBICHHUS KAa4eCTBOM B cdepe CEepBUCHOTO
OOCTy)XMBaHHMsI Ha TPAHCIOPTE; CIOCOOHOCTHIO
NPUMEHSATh  MEXaHW3M  OKa3aHUs  YCIyr B
COOTBETCTBHH C 3asBJICHHBIM KauyeCTBOM B IPOIIECCE
OCBOEHUS ITHKH, ICTETUKH OOCITY)KHUBaHHUS, STUKETA,
MOpaJli ¥  HPaBCTBCHHOCTH, CTaHIapTH3AIIHH,
cepTuUKaUU W YIpaBICHHUS KadyecTBOM B cdepe
CEPBHUCHOTO OOCITY)KHBaHHSI Ha TPAHCIIOPTE;

- CIIOCOOHOCTBIO HCIIOJIB30BAaTh MaTepHabHBIC
pecypcehl, PUMEHSTh o0opyioBaHUE IS
OCYIIIECTBJICHHSI TPOIIecca CEepPBHUCA, CIIOCOOHOCTHIO
NPUMEHSATh METOJIbI TPOBEICHUSI IEPETOBOPOB C
KIMCHTaMd TI0 TPETeH3WOHHBIM  CIydasM H|
CIIOCOOHOCTBIO TTPUMEHSATh MEXaHWU3M OIpeIeTICHISI
NPUYUH BO3HUKHOBEHHUS TPETEH3WH B TMpoIecce
OCBOCHUS ITHKH, ICTETUKH O0OCITY)KUBAaHHUS, ITUKETA,
MOpaJlMi ¥  HPABCTBEHHOCTH, CTaHAApTHU3aIUH,
cepTU(UKAIIMA W YIPABICHUS KadyecTBOM B cdepe
CEpPBHCHOTO  OOCTYXHBaHHS Ha  TPAHCIOPTE,
CITOCOOHOCTBIO NMPUMEHSTh METOJBl pa3pabOTKH U
UCTIOJIb30BaHUS TUTIOBBIX TEXHOJIOTUYECKUX
IPOIIECCOB, CIOCOOHOCTBIO TMPUMEHSTh METOJIbI
dbopMHUpOBaHUS W  BHEAPECHHS KOPIOPATHUBHBIX

CTaHJIapPTOB U pErIaMeHTOB MPOIIECCOB
oOcnmy>KuBaHHsI TOTpeOWTEeNedl Ha TpaHCIOpTeE,
CIIOCOOHOCTBIO MPUMEHSTh METO/IBI

B3aUMOJICHCTBHSA C KIWEHTaMH [0 OpraHHU3aIldd
mporecca OOCTy)XHMBaHUS moTpeOuTeneid B cdepe
TOCTEIIPHMMCTBA B TIPOIIECCE OCBOCHHS OTHKH,
OCTETUKH OOCTY)KMBAHHUSA, OTHUKETa, MOpald M
HPaBCTBECHHOCTH, CTaHIAAPTH3AINH, CEPTHOUKAIIIN
W yIpaBICHHS KadeCTBOM B cdepe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE;

- CIIOCOOHOCTHIO co0JTI01aTh MTOJIOKEHUS
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Komnerenumu | Ilokaszarenu
OIICHUBAHMS
(MHIMKATOPBI
JOCTH>KEHUS )
KOMIIETCHIIUHA

Kpurepun onennBanus

HOPMAaTUBHO-TIPABOBBIX  aKTOB,  PETYJIUPYIOIIHNX
OXpaHy TpyJa U TEXHUKY O€30MacCHOCTH, B TOM
yyclie Ha MNOpeAnpusTusx cepBuca B chepe
TPaHCIOPTA.

IIIkaja oeHMBAHMS KYPCOBOil padoThI IPU UCMOJIb30BAHUHU 0AJIBHO-

PEUTHHIOBOM OLIEHKH

Haunmenosanue »>Tana MaxkcumaiarpHoe [IIxana orieHnBaHus
BBITIOJIHCHUS KYPCOBOM KOJINYECTBO
paboThI OasoB
Ortan 1. Beimaua 3aganus
Ha KypPCOBYIO paboTy
0,5 6ayma cHuMaeTcs 3a omuoKy B
pacueTte mokasare’s,
1 Gann cHUMaeTcs 3a OTCYTCTBUE
Koncynbranuss Hay4dHOTO
pacueTHOro rnokasaTes,
PYKOBOJIUTEIISI I10
. 0,5 6anna cHUMaeTCs 32 OTCYTCTBUE
CTPYKTYpeE KypCOBOM
BBIBOJIA,
paboTHI, noaoopy 10

JUTEPATYPbl U TIOPSJKY
BBITIOJIHEHUSI ~ KypPCOBOM
paboTHI

0,3 Oasuta cHUMaeTcs 3a
HEKOPPEKTHBIN BBIBOJ,

0,2 Gajuta CHUMAETCS 3a HEMOIHBIH
BBIBO/I,

0,2 6amna cHUMaeTCs 3a JOMYIICHHBIC
rpaMMaTHYECKHE OITHOKH.

Ortan 2. Bemmonaenne 1
paszaena KypcoBou
paboThI

0,1 6ayma cHuMaeTcs 3a omuoOKy B
3HAQYCHUSIX MOKa3aTeleH,

0,3 cHUMaeTCs 3a HEMOTHYIO

10 uH(pOpMAIIHIO,

0,2 cHuMaeTcs 3a JIOIMyIICHHBIC
opdorpaduryueckre u rpaMMaTHUYECKHE
OIITHOKM.
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HaumenoBaunue >tamna

MakcumairHOe

[IIxana orieHUBaHUs

BBITIOJTHEHUS KyPCOBOM KOJTMYECTBO
paboThI OasoB

0,1 Gamia cHuMaeTcs 3a OlMOKY B
3HAYCHHUAX MOKa3aTeleH,

Ortan 3. Beimonuenue 2 0,3 cHuMaeTcs 32 HEMOJIHYIO

paszeinia KypcoBou 15 uHdopmaruio,

paboThI 0,2 cHuMaeTcs 3a JOMyIICHHBIC
oporpaduueckue u rpaMMaTHIECKUE
OIITHOKH.
0,1 Gamia cHuMaeTcs 3a OlIMOKY B
3HAYCHHUAX MOKa3aTeleH,

Orar 4. Beionaenue 3 0,3 cHMMaeTcs 32 HEMOJIHYIO

paszena KypcoBou 15 uHdopmaruio,

paboThI 0,2 cauMaeTcs 3a JOMyIICHHBIC
opdorpaduueckue u rpaMMaTHIECKUE
OIITHOKH.
1-3 6auta cHUMAarOTCH 3a

OdopmitenHe Kypcosoit HEOPEKHOCTh 0)OPMIICHUS TEKCTA,

10 1-2 Gania cCHUMArOTCS 3a

paboThI
HEOPEKHOCTH 0 OPMIICHHS
HCII0JIb30BAaHHBIX UICTOYHHUKOB

CBOCBPEMEHHOCTD 3a KaXK bl HpOC}’)O‘lGHHLIﬁ JE€Hb 110

BLIOTHCHIS 10 HEYBaXUTEIbHOU MPUYMHE CHUMACTCS
0,5 6ama.

Hroro BeINOSIHEHUE 70

KypCOBOM pabOTHI
5 6aToB — UCCIeA0BATEIBLCKHAMA
XapaKkTep;
5 6aioB — aKTyaIbHOCTH PabOTHI;
10 6ay10B — OTBETHI HA BOTIPOCHI

3amuTa KypcoBOM 30 YETKHE, SICHBIC U TIOJIHBIC;

paboTHI 5 0aIoB — CUCTEMHAs
WHTEPIPETAIUS IMOJyICHHBIX B
KypCOBOU paboTe pe3yabTaToB;
5 0aIoB — rpaMOTHOE BEJICHHE
TIOJIEMUKH.

Bcero o kypcosou

100
pabore:
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HaumenoBaunue >tamna MakcumairHOe [IIxana orieHUBaHUs
BBITIOJIHEHUS KYPCOBOM KOJIMYECTBO
paboThI OasoB

IlepeBoa 0a/1710B 02/ 1JIBHO-PEHTUHIOBOM CHCTEMbI B OLICHKY
0 «aKaAeMH4YeCKON» HIKaJe

Kouaunvectno 6ami0B no bPC Ouenka (1mo «akajgeMu4ecKon»
mKaJsie)
90 u Gonee 5 — «OTIIMYHO»
75+89 4 — «XopoIo»
60+74 3 — «yJIOBJIETBOPUTEIHHO»
meHee 60 2 — «HE yJIOBJIETBOPUTEIILHO

XapakTepUCTUKX  IIKAIbl  OIICHUBAHHUS  IMPOMEXYTOUYHOW  aTTeCTaluu
NPUBEJICHBI HUKE.

1. MakcumanbHOe KOJIWYECTBO OayioB, IOJYYeHHBIX 3a dk3ameH — 30.
MuHrManbHOE (3a4eTHOE) KOJTMYEeCTBO OayuioB (9K3aMeH caaH) — 15 Gamios.

2. Tlpu nHabGope MeHee 15 OamnoB - SK3aMEH CUYHMTAETCS HE CHAHHBIM II0
NpUYMHE HEAOCTATOYHOrO YpOBHS 3HaHUWH. [Ipm HEymOBIETBOPHTENHHOW Caaue
PK3aMEH WM HESBKE I10 HEYBOXHUTCIBHOW MPUYMHE HA OSK3aMEH 3adeTHas
COCTaBJISIIONIAST TPUPABHUBACTCS K HyIO. B 3ToM ciydae oOydaromuiics B
yctanoBiieHHOM B CIIOI'Y T'A nmopsinke o0s3aH nepeciath SK3aMeH.

3. OreHka 3a 9K3aMeH BBICTaBIIICTCS KaKk CyMMa HaOpaHHBIX 0aJlJIOB 32 OTBETHI
Ha JIBa BOIIPOCA | 32 BBHIMTOJHEHUE MPAKTUICCKOTO 3aTaHHUS.

4. OTBETHI Ha BOIPOCHI OLIEHUBAIOTCS CJICAYIOIIUM 00pPa3oM:

1 6ann: oOyuaromwuiicss JaeT HENpPaBWIBHBIA OTBET HA BOIMPOC, HE
JEMOHCTPUPYET 3HAHWM, YMEHUN M HABBIKOB, COOTBETCTBYIOIINX (DOpMUPYEMBIM B
MPOoIIecCce OCBOCHUS NUCIMILIMHBI KOMIIETCHIMSM (HET OTBETA Ha BOMPOC) WIIH OTKA3
OT OTBETA;

2 Oanna: oOTBeT OOydYalwIerocss Ha BOMNPOC  HEYAOBICTBOPUTEIICH,
oOydJaromuiicsi TEMOHCTPUPYET (pparMeHTapHbIe 3HAHUA B PaMKax (opMUPYEMBIX
KOMITIETEHITN, He3HAHKE JISKIIMOHHOTO MaTepHaa;

3 banna: OTBET OOYYAOIIETOCS HA BOIPOC HEYTOBJICTBOPUTEICH, TpeOyeTcs
3HAYNTETBPHOE KOJIMYECTBO HABOSIIMX BOMPOCOB, OOYYAIOIIHMICSI HE MOXKET
BOCIIPOM3BECTH M OOBSCHUTH OCHOBHBIC IIOJIOKEHUS BOIMPOCA, JACMOHCTPUPYET
ca0Oble 3HaHUS JIEKIIMOHHOTO MaTepHaa;

4 6anna: oOydyarOMIUICAs AEMOHCTPUPYET MUHHUMAJIbHBIE 3HAHUS OCHOBHBIX
MOJIOKEHUH BOTIPOCOB B TIpeieliax JICKIIMOHHOTO MaTepuaa;
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S 6annog: OOydYarOMUNCS NEMOHCTPUPYET 3HAHUS OCHOBHBIX ITOJIOKEHUM
BOMPOCA, JIOTUYECKH BEPHO H3JIaracT CBOU MBICIH, TOKa3bIBAa€T OCHOBHI YMEHUI
WCITOJIb30BAHUS ATH 3HAHUS, MBITAsICh OOBSICHUTH X Ha KOHKPETHBIX MIPUMEPax;

6 oOannos: oOydaromuicss IEMOHCTPUPYET CHUCTEMATU3UPOBAHHBIC 3HAHUS
OCHOBHBIX TIOJIOKEHUI BOMpOCa, JIOTUYECKH BEPHO U TPAMOTHO H3JIaraeT CBOU
MBICITH, OPUEHTUPYETCS B €r0 MpoOIeMaTHKe, MMOKa3bIBAET YMEHHUS UCIIOIB30BaTh ATH
3HaHWs, OMMCHIBAsI Pa3IMYHBIC CYIIECTBYIOIINE B HAYKE TOUKU 3PEHUS Ha MPoOIeMy
Y TIPUBO/ISI KOHKPETHBIE TIPUMEPHI;

[ 6annos: 0OOyYarOUIMHCS  JEMOHCTPUPYET JOCTATOYHO TOJHBIE U
CHUCTEMAaTU3UPOBAHHBIC 3HAHUS, JIOTHUECKA BEPHO M TPAMOTHO W3JIaracT CBOHU
MBICJIH, YETKO OMHCHIBACT MPOOJIEMATHKY BOMPOCA, OPUEHTHPYETCS BO BCEX TeMax
JTUCIUIUTMHBI, TI0Ka3bIBACT YMEHUS HM HABBIKM HKCIOJB30BaTh JTH 3HAHWS,
000OCHOBBIBasI CBOIO TOYKY 3PEHUS Ha MPOOJIEMY W TPUBOJS KOHKPETHBIC MPUMEPHI,
HO TPeOOBAIMCH HABOSAIIME BOTIPOCHI;

8 6annos: oOydaroOmMUCsS TEMOHCTPUPYET IMOJHBIE U CUCTEMATH3WPOBAHHBIC
3HaHWs, JIOTUYECKH BEPHO W TPAMOTHO H3JIaracT CBOW MBICIIH, YETKO OMHCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPHEHTHUPYETCS BO BCEX TeMaX IUCIUIUIMHBI,
MOKA3bIBACT YMCHHUS M HABBIKM KCIOJB30BAHMS O3THX 3HAHWMW, Jelias BBIBOIBI,
NPHUBO/JIS CYIICCTBYIOIIME B HAyKE TOUKHM 3PCHUS, CPABHUBAS MX CHIIbHBIC U Clla0bIe
CTOPOHBI, 000CHOBBIBAs CBOIO TOUKY 3pEHUSI, PUBOAS KOHKPETHBIC TPUMEPHI;

9 6annos. oOydaroUUiCs TEMOHCTPHPYET TMOJTHBIE U CHCTEMATH3UPOBaHHBIC
3HaHWs, JIOTHYECKH BEPHO M TPAMOTHO H3JIaracT CBOM MBICIIH, YETKO OIMHUCHIBAET
npoOJieMaTHKy BOIPOCA, XOPOIIO OPUEHTHUPYETCS BO BCEX TeMaxX AWCIHILIHHBI,
MOKa3bIBA€T yYMEHHUS W HAaBBIKM HCIIOJIB30BaHUS JTUX 3HAHWMA, JeNias BBIBOJIBI,
IBITAsICh CAMOCTOSITEIPHO PEIIaTh BBISABICHHBIC MPOOJIEMBI, TIPUBOASI KOHKPETHBIC
IPUMEPHI;

10 6annos: obydaronuiics AEMOHCTPUPYET TMOJHBIC U CUCTEMaTU3UPOBAHHBIE
3HaHWS, JIOTHYECKH BEPHO W TPAMOTHO H3JIaracT CBOW MBICIIH, YETKO OIHCHIBACT
npoOJIeMaTHKy BOIPOCA, XOPOIIO OPHUEHTHUPYETCS BO BCEX TeMaX TUCIUIUIMHBI,
UCTIOJNB3YeT JUIsl OTBETA 3HAHUS, MONTYYCHHBIC B JPYTUX NUCIUIUIMHAX, a TaKKe U
uH(OpPMAII0 W3 HMCTOYHUKOB, HE YKa3aHHBIX B Kypce MaHHOW TUCIUTLIMHBI,
MOKA3bIBA€T YMEHUS W HABBIKM HCIOJB30BAaHHUS OJTUX 3HAHUW, Jelas BBIBOBI,
MBITAsICh CAMOCTOSATEIFHO M TBOPYECKH PEUIaTh BBISBICHHBIC MPOOJIEMBI, TPUBOIS
KOHKPETHBIE TIPUMEPHI.

BrinonHeHnre npakTudyeckoro 3afgaHus (3 BOIPOC) OLEHUBAETCS CIEAYHOUIUM
obpazoM:

10 6annos: 3ananue BeimoiaHeHo Ha 91-100 %, permeHue u OTBET aKKypaTHO
oopMIICHBI, BBIBOJBI OOOCHOBAHBI, JaHA TMpaBWUJIbHAS W TOJIHAS WHTEPIpPETAIUs
BBIBOJIOB, OOYYalONIUICS apryMEHTUPOBAHHO OOOCHOBBIBAET CBOIO TOUYKY 3PEHUS,
YBEPEHHO U MPaBUJILHO OTBEUYAET HA BOMPOCHI MPEMOIaBaATEIS;

9 6annos: 3amanue BeimodHeHO HA 86-90 %, pemeHne W OTBET aKKypaTHO
oopMJICHBI, BBIBOJIBI OOOCHOBAaHBI, JaHA TMPABWIbHAS W TIOJHAS WHTEPIPETAIIHS
BBIBOJIOB, OOYYalONIUHCS apryMEHTHPOBAHHO OOOCHOBBIBAET CBOIO TOYKY 3PCHHSI,
MPABWIHLHO OTBEYAET HA BOMPOCHI MIPETIOIaBATEIIS;
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8 6annos: 3aganue BbINONHEHO Ha 81-85 %, Xon pemieHuss NpaBUIbHBIN,
HE3HAYHUTEJbHBIE TMOTPEIIHOCTH B OQOpMIICHHM, TpaBUIbHAs, HO HE TMOJHAs
MHTEPIPETalrs BBIBOJAOB, 00YJAIOIIUINCS aeT MPaBHIbHBIC, HO HE MOJHBIC OTBETHI
HAa  BONPOCHI  TPENOJaBaTeNs, HWCIBITHIBACT HEKOTOpHIE  3aTPYyAHEHUS B
WHTEPIPETALNN OTyUYEHHBIX BBIBOJIOB,

7 6annoe: 3aganue BbinonHeHo Ha 74-80 %, Xon peleHuss NpaBUIbHBIH,
3HAYUTENbHBIC TOTPEIIHOCTH B O(GOPMIICHWH; TpaBUIbHAs, HO HE MOJHAsA
MHTEPIPETalrs BHIBOJOB, 00YJAIOIIUICS aeT MPaBHIbHBIC, HO HE TMOJIHBIC OTBETHI
HAa BOMPOCH TIPEMOAaBaTeNsl, HCIBITHIBACT ONpECIICHHBIE 3aTpyIHEHUS B
MHTEPIPETAIIUU TTOTYYSHHBIX BHIBO/IOB;

6 6annos: 3ajaHue BBIIOJHEHO 66-75 %, MOAXOJ K pElIeHUI0 MPaBUIbHBIM,
ecThb omuOku, Oo(OpMICHHE C HE3HAYUTEIBHBIMU TIOTPEITHOCTSMHU, HEMOJTHAs
MHTEpIpEeTaIusl BEIBOJOB, HE BCE OTBETHI Ha BOIPOCHI MPEINO/IaBATENs MPABUIBHEIC,
HE CTIOCOOEH MHTEPIPETUPOBAThH TIOTyUYEHHBIEC BEIBOIHI,

5 6annos: 3ananue BeinmoaHeHO HA 60-65 %, MOAX0 K pelIeHUI0 MPaBUIIbHBIH,
€CTh OIIMOKHM, 3HAYMTEIbHBIC TIOTPEITHOCTH TpH O(OPMIICHUHU, HE TMOJHAs
MHTEPIpEeTaIusl BEIBOJIOB, HE BCE OTBETHI Ha BOIPOCHI MPEMNO/IaBATENS MPABUIBHBIC,
HE CIIOCOOEH MHTEPIPETUPOBATH TIOJTyUYECHHBIC BEIBO/IBI,

4 6anna: 3ajanue BHITIOJHEHO Ha 55-59 %, moaxoa K peleHuto MpaBUiIbHBIN,
€CTh OIIMOKHM, 3HAYMTEIbHBIC TIOTPEITHOCTH TpH O(OPMIICHUH, HE TMOJHAs
UHTEpIIpETaIusl BHIBOJAOB, HE BCE OTBETHI HA BOIPOCHI MpENoaBaTesl IPaBUIbHbIC,
HE CIIOCOOEH MHTEPIIPETUPOBATD MMOJTYYEHHBIE BBIBOIBI,

3 oOanna: 3aganue BbiModHeHO Ha 41-54 %, peleHue COAECPKUT TpyObie
omMOKHU, HeakKypatHoe odopmieHHe padoThl, HEMpaBWIbHAS WHTEPIpETaIUs
BBIBOJIOB, 00YYAIOIINIICS JaeT HEPABUIIbHBIE OTBETHI HA BOTIPOCHI MPEIOIaBaTes;

2 o6anna: 3amanue BbIMONHEHO Ha 20-40 %,pelieHue COACPKUT TpyObie
omuOKU, HeakKypaTHoe oQopMiIeHHEe pabOThI, BBIBOJBI OTCYTCTBYIOT; HE MOXKET
IPOKOMMEHTHPOBATH XOJI PEIICHUS 3a/1auu, JaeT HEMPABWIbHBIE OTBETHI HA BOMPOCHI
IperoaaBaTels;

[ 6ann: 3amanue BBHITIOIHEHO MeHee, ueM Ha 20 %, peleHue CoaepKuT rpyonie
OLIMOKH, 00yYaromuics HE MOXET MPOKOMMEHTHPOBATh XOJ PELICHMs 3a/layd, HE
crocoOeH chopMyIHpOBaTh BEIBOJBI 1O padoTe.

9.6 TumoBble KOHTPOJbHbIE 3aJaHUSl [JIA MNPOBeJIeHUS TEKYIIEro
KOHTPOJISI U IPOMEKYTOYHOH aTTeCTALUM 10 UTOraM OCBOCHHUS M CHUIIMHBI

Cemectp 4

Tema 1. [Ipenmet u npobOaemMaTHka STUKH B chepe CEPBUCHOTO OOCTYKUBAHUS
Ha TPAHCIIOPTE

llepeuenb munoswix 60npocos 0Jist yCMHO20 Onpoca

1. TlonsitTue u npeaMer 3TUKU. Mopasb 1 HpaBCTBEHHOCTb.

2. Teopermdeckas, HOpMATHBHAs W TPUKIAIHAS 3THKAa. MECTO 3THKH B
CHUCTEME T'YMAaHUTAPHOTO 3HAHMUSL.

3. OcHOBHBIE OTHYECKHE KaTeropuu. «YecTb», «IONT», «COBECTHY,
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«OTBETCTBEHHOCTh)» - BAXHEHINNE KAaTETOPUH NMPO(HEeCCHOHATHLHOW ITUKH paOOTHHKA
cepBHca.

4. OCHOBBI OCYIIECTBICHUS TIOWCKA, KPUTHYECKOTO aHajdnW3a M CHUHTE3a
nH(OpMAaITH, TPUMEHEHHUS CUCTEMHOTO TIOIXO0/1a JIJISl PEIICHUS MTOCTABICHHBIX 3a/1a4
B TIPOIIECCE H3YYCHUS OTUKH, OCTETUKH OOCITY)XWUBaHHS, OSTUKETa, MOPAIA U
HPABCTBEHHOCTH, CTaHIAPTH3allUU, CEPTH(PUKANNHA W YNpPaBICHUS KAadeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHUS HA TPAHCIIOPTE.

IIpumepnovle memvi coobwjenuti

1. OCHOBHBIE 0OCOOECHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3us 0OIIEeCTBA.

2. Mexanu3Mm oOecriedueHuss TpeOyeMoro KadecTBa IPOIECCOB OKa3aHHS
yCIIyT, Ha OCHOBE KIIMEHTOOPHWECHTHPOBAHHBIX TEXHOJOTHHA B TPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KHWBaHHS, JTHKETa, MOPaJId H  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEPTU(UKAIMU W YIPaBICHUS Ka4eCTBOM B c(epe CepBHCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

3. MexaHu3M CHCTEMBl O0O€CIeUeHUs TpeOyeMOoro KayecTBa IPOIIECCOB
OKa3aHHWs YCIYT B COOTBETCTBHM C MEKIYHAPOJHBIMH W HAlMOHAIBHBIMU
CTaHJapTaMHd B MPOIECCE OCBOCHUS O3THKH, JCTETUKH OOCTY)KHBAHHS, JTHUKETA,
MOpajJd W HPABCTBEHHOCTH, CTAHJAPTU3AIMH, CEpTU(UKAIMKM U  yIPaBICHUS
Ka4yeCTBOM B c(hepe CEPBUCHOTO OOCITYKMBAaHUS HA TPAHCIIOPTE.

4, MexaHu3M OKa3aHHUs yCIyT B COOTBETCTBUHU C 3asBJICHHBIM KaueCTBOM B
IpoIecce OCBOCHHUS JTHKH, OCTETHKUA OOCIY)XHBaHUS, OTHUKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3AIllMU, CEPTUPUKAUMKM U YNPaBICHUS KAaueCTBOM B
cdepe CepBUCHOTO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

5. MarepuasibHble pecypcbl, 000pyIOBaHUE Jisi OCYHIECTBICHHS Mpolecca
cepBHca.

6. MeTonpl MpoBEAEHUS TMEPETOBOPOB C KIMEHTAMHU TIO MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIPEJICICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS 3THUKH, 3CTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CepTU(DUKAIMU W YIPaBICHUS KauecTBOM B cdepe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

7. Metonbl pa3pabOTKM U HCMONB30BAHUS THUIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

8. Meronpl ¢dopMupOBaHUS W BHEAPECHUS KOPIOPATUBHBIX CTAHIAPTOB U
PETJIAaMEHTOB TIPOIIECCOB 00CTY)KMBaHUS TOTPEOUTENEH HAa TPAHCTIOPTE.

9. MeTonpl B3aMMOJACKHCTBUS C KIMEHTAMHU 10 OpraHW3alud Ipoiiecca
oOcITy>)kuBaHHs TOTpeOUTENel B cdepe TOCTeNPUHUMCTBA B TPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHHS, JTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DUKAIMU W YIPaBICHUS KadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

Tunogvie cumyayuoHHble 3a0anus 01 peueHus Ha NPAKMU4ecKux 3aHamusx

Kaxxnas pabouast rpymma rOTOBUT MPE3CHTAINIO CBOETO PEIICHUS MPOOIEMBI U
B X0JIe 00IIel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO peaTu3aIliu:

[Ipenmoxkure MeTOABI B3aUMOJEUCTBUS C KIWCGHTAMH I[I0 OpTaHHU3AINH
npoiiecca 0OCIyKMBaHUsI THoTpeOuteneld B cdepe TocTenpUUMCTBA B Mpolecce
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OCBOEHHSI 3THUKH, 3CTETUKH OOCIY>KHBAHMS, ITHUKETA, MOPAJd U HPABCTBEHHOCTH C
yd4eToM OOOCHOBaHHUSI BbIOOpa OCHOBHBIX JSTHYECKHUX KaTEropuid KOHKPETHOM
OpraHU3aL1H.

Tema 2. Drtuueckue yuenus JlpeBHero BocToka, AHTHMYHas 3THKa, 3TUKA

Cpennux BexoB 1 HoBoro Bpemenu

Ilepeuenvy munogvix 60npocoe 0Jist yCMHo20 onpoca

1. ConmanbHO-?KOHOMUYECKHUE U TyXOBHBIE MIPEATIOCHUIKY MOSBICHUS YTUKH.
2. 3Ortuko-punocodckue cuctemsl peneit Uuauu: Opaxmanusm, Oyaau3m.
IIpumeprvie memul coobuenuil

JI>kaiHU3M | Hora.

Ortnyeckue yuenus [pesnero Kuras: gaocusm, KOHPYLHAHCTBO.
OcHOBHBIE 0COOEHHOCTH MEXKYJIBTYPHOTO pa3HOOOpa3us 0011eCTBa.
Otnyeckue yuenus JIpesHero Kuras: naocusm, KOHPYLHAHCTBO.

Oco0eHHOCTH aHTUYHOM ITUKHU.
OTUYECKUN PpENIATUBU3M, 3BJAEMOHU3M, pAalHOHAIU3M. OTHUYECKOE
y4eHUE APUCTOTENS.

S e

1. XpucrtruaHnckas dTuka. Teoaurest.
8. EcTtecTBeHHBII 1 60TOOTKPOBEHHBIN HPABCTBEHHBIC 3aKOHBI.
9. MexaHu3M cHUCTeMBbI oOecrieueHus: TpeOyemMoro KadecTBa TPOIECCOB

OKa3aHMUs YCIYr B COOTBETCTBHM C MEXKIYHAPOJAHBIMU W HAIMOHAIbHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS O3TUKH, ICTETHKU OOCITYKXUBaHUSA, ITHKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTaHIAPTU3alUU, CEePTUPUKALMH |  YIpaBICHUS
KayecTBOM B chepe CEpBUCHOTO 0OCITYKMBAHUS HA TPAHCIIOPTE.

10. MexaHu3M OKa3aHUS YCIAYT B COOTBETCTBUU C 3asIBICHHBIM KaYECTBOM B
IpoIecce OCBOCHHUS ATHKU, OCTETHUKU OOCITYyKMBaHUSA, OSTUKETa, MOpald U
HPABCTBEHHOCTH, CTaHAAPTHU3AIlMU, CEpTUPUKALMKA U YNPaBICHUS KaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

11. MatepuanbHbie pecypchl, 00OpyAOBaHHUE MJisi OCYIIECTBICHHS TMpolecca
cepBHca.

12. MeToasl TpoOBEJEHUSI TMEPErOBOPOB C KIUEHTAMHU IO TPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIPEJIEICHHs MPUYNH BO3HUKHOBEHHS MPETEH3UI B MpoOIecce
OCBOCHHUS 3THUKH, ICTETUKH OOCTY>KHWBAaHHS, ITHKETA, MOpPAJIM M HPAaBCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(HUKAIMK W YIPaBICHUS KadeCcTBOM B cdepe CEepBHUCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

Tunogvie cumyayuonnsle 3a0anus 01 peueHus Ha NPAKMUYeCcKUx 3aHAMuUsIX

Kaxxnas paGodas rpyrmima TOTOBUT MPE3EHTAIMIO CBOETO PEIICHUS MTPOOTIEMBI U
B X0J1¢ 00IIel JUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO PeaTu3aIliu:

[Ipennmoxkxure METONBI MPOBEJACHUS TIEPETOBOPOB C  KIMEGHTAMH  TIO
MPETCH3UOHHBIM CIy4YasiM C y4€TOM OOOCHOBAaHHMSI BHIOOpa OCHOBHBIX OCOOCHHOCTEH
MEXKYJIbTYPHOTO pazHOoOOpa3us 001IecTBa Ha MpUMepe KOHKPETHOM OpraHu3aIiy.

Tema 3. AxTyanbHbIE TPOOIEMBI COBPEMEHHOMN 3TUKH
llepeuens munogvix 60npocoe 05 yCmHo20 onpoca
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1. OcoOGeHHOCTH aHTUYHOM ATUKH.

2. DTHYECKUH PENSITHBHU3M, SBJEMOHU3M, PAIMOHATIU3M.

3. Drtuueckoe yueHue ApuUcToTes.

IIpumepnovle memvi coobujenuti

1. Kpusuc mopanu u HpaBCTBEHHOCTH.

2. T'enoHu3M B 00CITy>KHMBaHUU.

3. Dcretuka oOcmyKUBaHUS B TpoIiecce pa3pabOTKU TEXHOJOTHHU TpoIlecca
CepBHCa, PAa3BUTHA CHUCTEMBbl KJIMEHTCKMX OTHOIIEHWH C ydeToM TpeOoBaHMIA
noTpeduTens B cepe CEpBUCHOIO 0OCITYKMBaHUS Ha TPAaHCIIOPTE.

4. OcCHOBHBIE 0OCOOCHHOCTH MEXKYIBTYPHOTO Pa3HO0Opasus o0IIecTBa.

5. Mexaam3m obecriedeHuss TpeOyemMoro KadecTBa MPOIECCOB OKa3aHUs
yCIyT, HAa OCHOBE KJIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTUH B MPOIIECCE OCBOCHUS
OTHKH, OCTETHKH OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DUKAIIMK W YIPABICHUS KAueCTBOM B c(epe CEpBHUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

6. MexaHU3M cHCTEMBI OOecreueHus: TpeOyeMoro KadecTBa IPOIIECCOB
OKa3aHUS YCIYr B COOTBETCTBHM C MEXJAYHAPOJHBIMH W HAI[MOHATHHBIMHU
CTaHJIApTaMHd B TMPOIECCE OCBOCHHUS JTHUKH, JCTETUKH OOCIYKHWBAaHHUSA, JTHUKETA,
MOpaJIi W HPAaBCTBEHHOCTH, CTaHAAPTHU3AIUH, CEPTHPUKAMN H YIpPaBICHUS
Ka4eCcTBOM B c(epe CEepBUCHOTO 0OCTYKUBAaHUS Ha TPAHCTIOPTE.

7.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBHUH C 3asBJICHHBIM Kaue€CTBOM B
Ipolecce OCBOCHHUS JTHKH, OJCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTHU3AIMU, CEepTU(UKAIMU U YIOpaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO 00CITY>)KMBaHUSI HA TPAHCTIOPTE.

8. MarepuanbHble pecypchl, 00OpyIOBaHME [JIsi OCYIIECTBIIEHMS Ipollecca
cepBHca.

9. Meroabl MpOBEACHHS TEPETOBOPOB C KIMEHTAMH IO TMPETEH3UMOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBAaHMS, ITUKETa, MOPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(UKAIMKU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

10.Metoapl pa3pabOTKM © HCHOJIB30BAHUSI THUIOBBIX TEXHOJIOTHYECKUX
MIPOLIECCOB.

11. Meronpl ¢dopMHUpPOBaHUS W BHEIAPECHHS] KOPIOPATUBHBIX CTAHIAPTOB H
perjJamMeHToB IPOLECCOB 00CTYKUBaHUS OTPEOUTENEeH Ha TPaHCIIOPTE.

12. Meronpl B3aMMOJEHCTBUA C KIWEHTAMU TI0 OpTaHU3AIHMH IpoIlecca
oOcITy>)kuBaHHs TOTpeOUTENeH B cdepe TOCTSHIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY>KMBaHWS, OTHUKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CepTU(PUKANMKA WU YMPaABICHUS KAa4eCTBOM B c(depe CEepBHCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0anusl 0Jisl peueHus Ha NPAKMUYeCKUX 3aHAMUsIX

Kaxxnast pabodast rpyrimna roTOBUT TIPE3EHTAIIMIO CBOETO PEIICHHS TPOOIEMBI U
B X0/ie 001Iel AUCKYCCUU OOOCHOBBIBAET HEOOXOANMOCTh €T0 pean3alin:
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[Ipennoxxure  MeTronbl  pa3pabOTKM M HCIOJNB30BAaHUSA  TUIOBBIX
TEXHOJOTUYECKUX TPOLECCOB C YUYETOM OJCTETHUKM OOCHy)XMBaHUS Ha MpPUMEPE
KOHKPETHOU OpraHu3alyiu.

Tema 4. IlpodeccuonanbHas 3THKa U €€ B3aUMOCBSI3b C 00IIel Teopuei
MOpaJIH

Ilepeuens munoevix 60npocos 05 yCmMHO20 onpoca

1. TlonsiTue Mopaliu M €€ CBSI3b C JApYyruMu (hopMamu OOIECTBEHHOTO
CO3HAHUS.

2. CaoiicTBa Mopasii. MopasiabHO€ CO3HAHUE U MOpajibHas MPaKTHUKA.

3. MopanbHble IPUHIUIIBI, HOPMBbI, IIEHHOCTU U UJICaJIbI.

4. Penuruosnas, HaTypaJMCTUYECKAs (9BOJIIOLIMOHUCTCKAS ),
COIIMOJIOTMYECKass KOHUEMIINH MPOUCX0KIAECHUS MOPaIH.

5. Hcropuueckoe pa3BuTHE MOPAIIH.

Ipumepnovle memvi coobweruti

1. TlpodeccuonanpHasi dSTHKa Kak CBOJl HPABCTBEHHBIX TpeOOBaHUM,
OTIPEIENISIIONINX OTHOILIIEHHE YeJIOBEKa K CBOEMY NMPOPECCUOHATIBHOMY JI0NTY.

2. Mmuoroo0Opa3ue npodeccoHaIbHbIX 3THUK U UX BHYTPEHHEE €IMHCTBO.
TeopeTnueckuit 1 HOPMAaTUBHBIA YPOBHU MPO(HECCUOHATBHOM ITHKH.
OyHKIMY TPO(PECCHOHATBHOMN STUKU.

OBomtonus mpohecCuoHaNbHONU 3TUKH.

OTHo1IeHUE K TPYly Ha pa3HbIX UCTOPUYECKHUX ATAIaX.
[IporecranTckas 3THKa 0 MpodeCcCHOHAITBHOM MTPU3BAHUU.

[lonsitue, BUABI M QyHKIMH TPO(PECCHOHATBHBIX ITHYECKUX KOJAEKCOB.
[Ipodeccronanbubie 3TUYECKHUE KOAEKCHI B cpepe cepBUCa U TypU3MA.

10.  OcHoBHBIC 0COOCHHOCTH MEXKKYJIBTYPHOT'O Pa3HOOOPa3Us 00IIeCTBA.

11. Mexanu3m oOecrieueHus: TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHUs
yCIIYT, Ha OCHOBE KJIMEHTOOPHUEHTUPOBAHHBIX TEXHOJIOTMH B IPOLIECCE OCBOEHUS
OTUKW, OCTETUKH  OOCTY)KMBAaHMS, JTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJapTU3AIMH, CepTU(UKAIMU W YIPaBICHUS KadeCcTBOM B cdepe CEpBHCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

12.  MexaHu3M cHUCTEMBI oOecredeHus TpeOyeMoro KadecTBa ITPOIICCCOB
OKa3aHMs YCIYI B COOTBETCTBHM C MEXKIYHAPOJAHBIMH W HalUWOHAJIbHBIMU
CTaHJapTaMU B IMPOLECCE OCBOEHUS 3THUKH, 3CTETUKU OOCIYKHUBAaHHUA, 3TUKETA,
MOpaJlM W HPABCTBEHHOCTH, CTaHAApTU3allMU, CepTUPUKALUU U YIpaBICHUS
KayecTBOM B c(hepe CepBUCHOTO 0OCITYKUBAHUS HA TPAHCIIOPTE.

13.  MexaHu3M OKa3aHHUs YCIYT B COOTBETCTBUHU C 3asBJICHHBIM Ka4€CTBOM B
IpOIECCE OCBOCHMS OSTUKH, OJCTETUKU OOCITY>KMBaHUS, OJTHUKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAApTH3alMU, CEPTU(PHUKAUU U YNpaBICHHUS KaueCTBOM B
cdepe cepBUCHOTO 0OCTYKMBaHHSI Ha TPAHCIIOPTE.

14. MarepuanbHble pecypchbl, 00OpyIOBaHUE ISl OCYHIECTBIEHHMS Mpoliecca
cepBuca.

15. MeToapl mpoBeEHUsI IEPErOBOPOB C KIMEHTAMHU IO IPETEH3MOHHBIM
CIIy4astM ¥ MEXaHHU3M ONpeeIeHUs] IPUUMH BO3HUKHOBEHHUSI IPETEH3HI B MpoLEcce

©ooNO AW
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OCBOEHHS 3TUKH, 3CTETUKH OOCIYXUBaHUS, 3TUKETa, MOPAJIA U HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CepTU(UKALMU U YIPaBICHUS KAauecTBOM B c(epe CEepBUCHOIO
00CTy’KMBaHMSI HA TPAHCIIOPTE.

16. MeTtoapl pa3pabOTKM W HUCIOJIB30BAaHUS THUIOBBIX TEXHOJIOTMYECKUX
MPOLIECCOB.

17. Metoasl (opmMupoBaHHs U BHEIPEHUS KOPHOPATUBHBIX CTAaHAAPTOB U
pErjlaMeHTOB IPOLECCOB 00CTYKMUBaHUSI TOTPEOUTENEH Ha TpaHCTIOPTE.

18. Meroasl B3aUMOJICUCTBUS C KIMEHTAMU II0 OpraHu3aluu Ipoiiecca
oOcnyKMBaHMsI TOTpeOuTeneil B cdepe TrocTenpuUMCTBa B TPOLECCE OCBOCHUS
OTUKW, OCTETUKU  OOCIYKMBAaHMS, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAIMU W YIpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CTy>KHBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonHwle 3a0anus 0Jis peueHUsl Ha NPAKMUYeCcKux 3aHAMusxX

Kaxxnas pabouas rpymmna roOTOBUT MPE3EHTALMIO CBOETO pelIeHus MPoOIeMbl U
B X07Ie 001Iel TMCKycCHM 0OO0CHOBBIBAET HEOOXOAMMOCTD €r0 pealn3aluu:

[Ipennoxkure MexaHU3M CHCTEMBbI oOOecredyeHus TpeOyeMoro KadecTBa
IPOIIECCOB OKa3aHUsl YCIYT B COOTBETCTBUU C MEXIYHAPOAHBIMUA M HAIIMOHAIBHBIMU
CTaHJapTaMyd B TMPOIIECCE OCBOEHUS JTHUKH, SCTETUKU OOCTYKUBAHHS, STUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTAaHJIAPTU3ALMM, CEPTUPUKAIMN U YyIpaBICHUS
KayeCTBOM C YUETOM peaM3alliy 3BOJIOLHNH MPO(EeCcCHOHATBEHON STUKHU HA MPUMEpPE
KOHKPETHOI OpraHu3aluu.

Tema 5. Tlpodeccus u nuuHocTs. HpaBcTBeHHAs KynbTypa npodeccronaa

llepeuenv munosvix 60npocos 05 yCMHO20 onpoca

1. TlpodeccuonanbHbie COCIOBUS U OOIIECTBO.

2. Tlousatue u 3BOIONKS pOodeccruoHamu3ma.

3. TlpodeccuonanbpHasi COBECTh M MPOGECCHOHAIBHBIN JTOJIT.

4. HpaBcTBeHHas KyJabTypa npodeccuoHana.

5. HpascrBennas KyJlbTypa npodeccuonana KakK MOHUMAaHHE
npodeccronagom TpeboBaHUN Oe30MacHOro OOCIy)KMBaHHS, OXpaHbl TpyJda H
TEXHUKW O€30MaCHOCTH 3alllUThl OT TeXHOC(PEpHBIX (AKTOPOB HA TPAHCIOPTE
MIPUMEHUTENBHO K cpepe cepBrca Ha TPAHCIIOPTE.

6. 3HaHWe TOJIOKEHUN HOPMATHUBHO-TIPABOBBIX AaKTOB, PETyIUPYIOIMIUX
OXpaHy TpyJa W TEXHUKY O€30MacCHOCTH B TOM YHUCJE Ha MPEANPHUATHSIX CEpBHUCA B
cdepe TpaHCIIOpTa KaK MPOSBICHHE HPABCTBEHHOU KYJIBTYphI podeccroHana.

IIpumepHuvie memul coobuerull

1. MecTto 3THYECKOTO KOJIeKca B Tpodeccuu.

2. TlpodeccrnonanbHO-HPABCTBEHHBIC MPEACTABICHUS, YOSKICHUS U YyBCTBA
B CTPYKTYpE HPABCTBEHHOTO CO3HAHUS CIIEIIMATIUCTA TI0 CEPBUCY.

3. IIpoGaemsr kynpTHBHUpOBaHUS MpodeccruoHanmMa B Poccun.

4. MexanusM (GopMUPOBAHUS OKA3aHUSI YCIYT B COOTBETCTBUU C 3aSBIICHHBIM
KaueCTBOM.

S. OcHOBHBIE 0COOCHHOCTH MEKKYJIBTYPHOTO pa3HOOOpa3us 00IIeCTBa.
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6. Mexanuszm obecrnieueHus: TpeOyeMOro KauyecTBa MPOIECCOB OKa3aHUS
yCIIyT, HA OCHOBE KJIMEHTOOPHECHTHPOBAHHBIX TEXHOJIOTHMH B MPOIECCE OCBOCHHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWS, JOTHUKETa, MOpPAJIA ¥  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMU W YIpaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
o0CITy>)KMBaHHSI Ha TPAHCIIOPTE.

1. MexaHu3M cucTeMbl oOecrieueHus: TpeOyemMoro KadecTBa TMpPOIECCOB
OKa3aHMWsS YCIYI B COOTBETCTBHM C MEKIYHAPOJAHBIMH W HAIMOHAIBHBIMU
CTaHJapTaMHd B MPOIECCE OCBOCHUS O3THUKH, ICTETHKH OOCITY)KUBaHHS, DTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUPUKANMK | YIPaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHUS HA TPAHCTIOPTE.

8. MexaHu3M OKa3aHUsS yCIyT B COOTBETCTBUHU C 3asIBJICHHBIM Ka4ECTBOM B
IPOIIECCe OCBOCHHUS JTHKH, OCTCTHKH OOCIYy)KMBaHUS, OTHKETa, MOpalud U
HPABCTBEHHOCTH, CTaHIAPTH3aIlUU, CEPTU(PHUKAIMKA W YIPaBICHUS KadyeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI Ha TPAHCTIOPTE.

9. MarepuanbHble pecypchl, 000OpyIOBaHHE ISl OCYIIECTBICHHUS TpoIiecca
CepBHCa.

10. MeToasl MPOBEACHUS TIEPETOBOPOB C KIMEHTAMH 110 TMPETCH3MOHHBIM
CITydasm.

11. MexaHu3M OMpeCIICHHs] IPUYNH BOSHHKHOBEHHUS MPETECH3WH B IIpoliecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KWBaHHS, ITHKETa, MOpPAJIX M HPABCTBEHHOCTH,
CTaHJAPTHU3AINH, CePTH(DHUKAIMM ¥ YIPABICHUS KadeCTBOM B c(epe CEpBHUCHOTO
oOCITy’)KMBaHHSI Ha TPAHCIIOPTE.

12. Meronbl pa3pabOTKM W WCIOJH30BAHUS THIIOBBIX TEXHOJOTHUECKUX
TIPOIIECCOB.

13. Metonsl (opMHpOBaHHS W BHEAPEHHS KOPIOPATHBHBIX CTaHAApPTOB M
pETIaMEHTOB TIPOIIECCOB 00CITYKUBAHUS ITOTPEOUTENICH HAa TPAHCIIOPTE.

14. Metonsl B3aWMOJCHCTBHSI C KJIMEHTaMU TI0 OpTaHU3aldd TpoIiecca
oOciy>)kuBaHMsI TOTpeOuTENed B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
OTHKH, OCTETUKHA OOCIHY)XWBaHUS, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CepPTU(HUKAIIMK ¥ YIpaBICHHUS KadecTBOM B cdepe CEepBHCHOTO
o0Cy>KWBaHHSI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anust OJisl peueHUst Ha NPAKMUYECKUX 3AHSIMUSIX

Kaxxmas pabodast rpyrmmma TOTOBHT MPE3SHTAIIUIO CBOCTO PEIICHUS MTPOOJIIEMbI U
B X0/I¢ 001I1el AUCKYCCHH 000CHOBBIBAET HEOOXOIUMOCTh €T0 PeaTH3aAIUU:

[IpemnoxuTe METOIbI B3aUMOJICHCTBUS C KIMEHTAMH [0 OpraHU3aluu
mporiecca oOCTy)KMBaHHs TOTpeOuTeneil B cdepe rocTenmpuuMcTBa B MpoIEcce
OCBOCHHS 3THUKH, JCTCTHKH OOCITY)KHBAaHHsSI, dTUKETa, MOPAJd ¥ HPABCTBEHHOCTH,
CTaHJAPTHU3AIHNH, CEPTH(PHUKAIMU U YIPABICHUS KaueCTBOM C yYETOM peaH3alliu
npodeccruoHanbHO# coBecTH U MPOoheCCHOHATBHOTO J0JITa Ha MMPUMEPE KOHKPETHOU
OpraHu3aIny.

Tema 6. DTHYecKre 0CHOBBI MPO(ECCHOHAIBHOM JISITEIBHOCTH B cpepe ycimyr
llepeuenv munoswvix 60npocos 0Jist yCMHO20 ONpoca
1. MopanbHble HOPMbBI U IPUHITUIIBI B 0OCTY>KMBAHUH.
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2. OTBETCTBEHHOCTh PAa0OOTHUKA CEpPBUCA MEPE]T KIIMEHTOM.

3. MopanbHblil 0011K pabOTHHUKA CEPBUCA.

IIpumepnovle memvi coobujenuti

1. TloBegenue pabOTHHKA CEpPBHCA B CIOKHBIX ITHUECKUX CUTYaAIUSIX.

2. TloHsiTHe ¥ MOKa3aTeNu KauecTBa OOCITYKUBaHUSI.

3. MexayHapoJIHble CTaHIAPThl KAYeCTBA 0OCITYKUBAHMSL.

4, MexaHnu3m cucTemMbl oOecrnedeHus: TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHHWsS YCIYT B COOTBETCTBHM C MEKIYHAPOJAHBIMH W HAllMOHAIBHBIMU
CTaHJIapTaMHd B TMPOIECCE OCBOCHHUS OJTHUKH, JCTETUKH OOCIYKHWBaHUA, JTHUKETA,
MOpajqd W HPABCTBEHHOCTH, CTAHJAPTU3AIMH, CEpTU(UKAIMUM U  yIPABICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO OOCTYKMBAHUS HA TPAHCTIOPTE.

5. MexaHu3M OKa3aHUs YCIyT B COOTBETCTBUU C 3aSBJICHHBIM KaueCTBOM B
IpoIlecce OCBOCHUS OTHKH, OJCTETUKH OOCITY)KMUBaHUS, DJTHUKETa, MOpAIH U
HPABCTBEHHOCTH, CTaHJIAPTH3allUH, CCPTH(PUKAIMM W YNPABICHUS KadeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI HA TPAHCIIOPTE.

6. MarepuanbHble pecypchl, 00OpYyIOBaHHUE ISl OCYIISCTBICHHUS TpoIecca
CepBHCa.

7. MeToapl TPOBEJCHUS IEPETOBOPOB C KIUEHTAMHU IO TPETCH3MOHHBIM
CllydasiM U MEXaHU3M OIpeAelICHUs] TPUYNH BOSHHUKHOBEHHS MPETCH3UI B MpoIliecce
OCBOEHHS JTHUKH, JCTETHKH OOCIY)KWBAaHHUS, JTHUKETA, MOPAIUd M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KauecTBOM B cdepe CEepBUCHOTO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

8. Meronbl pa3pabOTKU U HCMOIB30BAHUS THUIIOBBIX TEXHOJIOTHYECKUX
IPOILIECCOB.

9. Metoapl GopMUpOBaHHS M BHEAPEHUS KOPIOPATUBHBIX CTaHAAPTOB U
PETJIaMEHTOB TIPOIIECCOB 00CTYKMBaHUS TOTPEOUTENEH Ha TPAaHCTIOPTE.

10. MeToasl B3aUMOJEWUCTBHUS C KIMEHTaMH [0 OpTaHM3aIlMU TMpolecca
oOciy>)kuBaHMsl TMOTpeOuTeNe B cdepe TOCTeNPUHUMCTBA B MPOIECCE OCBOSHUS
OTUKW, OCTETUKH  OOCTY>KMBaHHs, OTHUKETa, MOpald ©  HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(HUKAIMU W YIpaBICHUS KaduecTBOM B c(epe CEepBHUCHOTO
o0Cy>KWBaHHsI HA TPAHCIIOPTE.

Tunogvie cumyayuoHHble 3a0anus 011 peueHus Ha NPAKMUYeCcKUX 3aHAMusIxX

Kaxxnas paGodas rpyrina roTOBUT IPE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0/1e 001Iel AUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO peaTu3alliu:

[Ipennmoxkute METONBI TMPOBEJACHUS TEPETOBOPOB C  KIUEGHTAMH  TIO
MPETCH3NOHHBIM CITyYasM H MEXaHU3M OIPEACNICHUs TPUYMH BO3HUKHOBECHHMS
MPETEH3UHN B MPOIECCE OCBOSHUS ITHKHU, ICTETUKH OOCITYy)KHBaHUS, dTUKETA, MOPAIIA
W HPABCTBEHHOCTH, CTAHIAPTH3AIlMU, CEPTHPUKANNHA W YNPABICHUS KAYECTBOM C
Y4EeTOM peanu3alii MEXaHW3Ma OTBETCTBEHHOCTH pa0OTHHKA CEpBUCA TEpen
KIIMEHTOM Ha MpUMepe KOHKPETHOM OpraHu3aIlny.

Tewma 7. DcTeTuka 00CITyKUBaHUS
llepeuenv munoswvix 60npocos 0Jist yCMHO20 ONpoca
1. TloHsTHE ¥ COCTABIISIONINE ICTETUKHA OOCTYKMBAHMUS.
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2. IlpaBuna opopmiieHUs KOHTAKTHOM 30HBI.

3. Ilcuxomorus BoCpHsATHUS LIBETA. DPrOHOMUKA.

4. TpeOoBaHUA K BHEIIHEMY BUAY paOOTHHKA CEpPBUCA.

IIpumepnovle memvi coobujenuti

1. OO1eHue kak HpaBCTBEHHASI LIEHHOCTb.

2. BepOanbHas v HeBepOaabHasi COCTABIISIIONINE KYIbTYpPbl OOIIECHUSI.

3. KommyHukatuBHas KyJibTypa paOOTHUKA CEpBHCA.

4. DThyYecKMe AacmeKTbhl yMEHHUs CiylaTh M TOBOpUTh. TpeboBaHus,
MpeabABIIeMble K peud paOOTHHUKOB CEPBHUCA.

5. Ilpuembl, HampaBjeHHbIE Ha pPa3BUTHE KOMMYHHUKATHBHBIX HaBBIKOB
paboTHUKOB cepBuca. [Ipuembl npodeccnoHaIbHOTO CAYIIAHUS.

6. Mexanu3M cucteMbl obOecreueHus TpedyeMoro KadecTBa IIPOLIECCOB
OKa3aHMUsl YCIYr B COOTBETCTBUM C MEXIYHAPOJHBIMU U HAIMOHAJIBbHBIMU
CTaHJapTaMU B MPOIECCE OCBOEHUS 3THUKH, JCTETUKU OOCITY>KMBAHMS, STUKETA,
MOpajqd ¥ HPABCTBEHHOCTH, CTAaHJIAPTU3ALMU, CEPTUPUKAIMN U YIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKMBaHUS HA TPAHCIIOPTE.

7. MexaHu3M OKa3aHUs yCIyr B COOTBETCTBUU C 3asBJIICHHBIM Ka4eCTBOM B
Ipolecce OCBOCHHUS JTHKH, OJCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHAApPTHU3alMU, CepTU(UKAMU U YIpaBICHUS KAadyeCTBOM B
cdepe cepBUCHOIO 00CITYy>)KMBaHUSI HA TPAHCTIOPTE.

8. MarepuasibHble pecypchl, 000OpyIOBaHUE Jisi OCYHIECTBICHHS Mpolecca
cepBHca.

9. Metoapl mpoBeIEHUSI TMEPErOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIpeesIeHUs] MPUYMH BO3HUKHOBEHHS MPETEH3UH B Mpolecce
OCBOCHHUS 3THUKH, 3CTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAJIM M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CEpTU(DUKAIMU W YIPaBICHUS KadyecTBOM B cdepe CepBHUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

10. MeToapl pa3paOOTKM W HWCIIOJIB30BAHUS THUIIOBBIX TEXHOJIOTHMUYECKHUX
IIPOIIECCOB.

11. Metoasl (popmMupOBaHMS W BHEIPEHUS KOPHOPATUBHBIX CTAaHIAPTOB U
perJamMeHToB IPOIECCOB 00CTYKUBAaHUS OTpeOUTENEH Ha TPAHCIIOPTE.

12. MeToasl B3aUMOJCWCTBUS C KIMEHTaMH [0 OpraHW3alldyd IIpolecca
oOciy>)kuBaHMs TOTpeOUTENe B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
ATUKH, OCTETUKU OOCIY>KMBaHUS, OTUKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(DHUKAIMU W YIpaBICHUS KadeCTBOM B c(epe CEepBUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunogvie cumyayuonusle 3a0anus 018 peueHus Ha NPAKMUYeCcKUx 3aHAMusIX

Kaxxnas paGodas rpyrina roTOBUT PE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0/i€ 00111el AUCKYCCUU OOOCHOBBIBAET HEOOXOIMMOCTh €TI0 pealn3alliu:

[Ipennoxure  MeToabl  pa3padOTKM M HCHOJB30BaHUA  TUIIOBBIX
TEXHOJOTMYECKUX IPOLECCOB C YYETOM pealu3aluyd HOpaBuwil  O0(OPMIICHHUS
KOHTaKTHOM 30HBI HA TPUMEPE KOHKPETHOM OpPraHU3aLINHU.

Tema 8. [IpodeccnonansHoe moBeneHne pabOTHUKA CEPBUCA HA Pa3IMYHBIX
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aTamax oOCIy>KUBaHUS Ha TPAHCIIOPTE

Ilepeuenb munogvix 60npPocoe OJisl YCMHO20 ONpoca

1. Tlouarue n pyHKUIMU NPOPECCUOHATBHOIO MOBEACHHUSL.

2. OO6mue TpeboBaHHMA K NPO(EecCHOHAIBHOMY TMOBEACHUIO pabOTHUKA
KOHTAKTHOW 30HBI HA PA3IMYHBIX dTanax 00CTyKUBaHUSI.

3. VYcranoBinenue >PQPEKTUBHOTO KOHTAKTA M JAOBEPUTEIHHBIX OTHOILICHHIM
MEX1y paOOTHUKOB KOHTAKTHOW 30HBI U KITUEHTOM.

IIpumepHvie memul coobujenul

1. TlpodeccuonanbHoe mnoBeJAeHUE paOOTHHKA CEpBUCAa Ha JdTalle aHalIu3a
NOoTpeOHOCTEN KIIMEHTOB.

2. TlpeseHTarus ToBapa WIH yCIYyTH.

3. lloBenenue paboTHHMKa cepBHCa Ha dTare 3aBEPIICHUs OOCITY)XMBAaHHS Ha
TpaHCIOPTE.

4. Mexanusm oOecrnieueHHus TpeOyeMoro KadecTBa TMPOIECCOB OKa3aHUS
yCIyT, HAa OCHOBE KJIMCHTOOPHUEHTHPOBAHHBIX TEXHOJIOTHH B TIPOIECCE OCBOCHUS
OTHKH, OCTETUKHA OOCITY)KWUBaHUS, OJTHKETa, MOpad W  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CePTU(DHUKAIIMM ¥ YIPABJICHUS KAueCTBOM B c(epe CEpBHUCHOTO
00CTy>KMBaHMSI HA TPAHCIIOPTE.

5. MexaHu3M CHCTEMBI OOecreueHus: TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUs YCIYI B COOTBETCTBHH C MEXIYHAPOJHBIMH W HAI[MOHATHHBIMHU
CTaHJapTaMU B IIPOLECCE OCBOEHUS 3TUKU, ICTETUKU OOCIY>KUBAaHUS, STHKETa,
MOpaJli W HPAaBCTBEHHOCTH, CTaHAAPTH3ALUM, CEPTUPUKAIMM U yIpaBICHUS
Ka4eCTBOM B c(epe CEpBUCHOIO 0OCITYKUBAHUS Ha TPAHCIIOPTE.

6. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asIBJICHHBIM Kau€CTBOM B
IpOIIECCE OCBOCHUS OITHKH, 3CTETUKU OOCIYXKUBaHUS, 3TUKETa, MOpaId U
HPaBCTBEHHOCTH, CTaHJIApPTU3alMM, CepTU(UKALMKM M YIOPABIECHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

/. MarepuanpHble pecypcbl, 000pYyJOBaHHME Uil OCYIIECTBICHHS Ipolecca
CepBHUca.

8. Meroabl mpoBeAeHUs] NEPErOoBOPOB C KIMEHTAMU [0 NPETEH3UOHHBIM
CllydasiM U MEXaHU3M ONPEJCNICHUs] TPUYUH BOSHUKHOBEHMS MPETEH3UI B mpolecce
OCBOEHHS 3THUKH, SCTETHKH OOCIY)KHBAaHUS, STHUKETa, MOPAJU U HPABCTBEHHOCTH,
CTaHJApTU3ALMU, CEPTHUPUKAIMK U YNpaBICHHUS KauecTBOM B cepe CEepBHCHOIO
o0Cy>KWBaHHSI Ha TPAHCIIOPTE.

9. Meroapl pa3pabOTKU W UCHOJB30BAHUS THUIOBBIX TEXHOJIOTHMYECKUX
MIPOLIECCOB.

10. Metonsl (opMHupoBaHHMS W BHEAPEHHUS KOPHOPATUBHBIX CTaHAAPTOB M
perJamMeHToB MPOIIECCOB 0OCTYKUBaHUS TOTPEOUTENEH Ha TPaHCIIOPTE.

11. Metonasl B3aMMOACHCTBHS € KIMEHTaMU IO OpraHu3aluy Mpoliecca
oOcITy>)kuBaHHs TOTpeOUTEIeH B cdepe TOCTSHPUUMCTBA B IPOIECCE OCBOCHUS
OTHKH, OCTETUKU OOCHY>KMBaHUSA, OTHKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJAPTU3ALNU, CePTHU(PUKAIMN U YNpaBICHHUS KAaueCTBOM B c(epe CEepBHCHOTO
o0CITy>)KMBaHHSI Ha TPAHCIIOPTE.

Tunosvie cumyayuonnvle 3a0anus OJis peuerus Ha NPAKMUYecKUx 3aHAmusx
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Kaxxgas paGodast rpymnma TOTOBUT MPE3EHTAIIUIO CBOETO PEIIECHUs MPOOIEMbI U
B X0/1€ 001Iel AUCKYCCUH 0OOOCHOBBIBAET HEOOXOJUMOCTh €r0 pealn3aliu:

[IpennoxuTe MeXaHW3M OKa3aHHUA YCAYT B COOTBETCTBUU C 3asBICHHBIM
KayeCTBOM B MPOIIECCE OCBOCHUS ITUKU, ICTETUKU OOCITYKMBAHHS, ITHKETA, MOPAIH
¥ HpPaBCTBEHHOCTH, CTaHIAPTHU3AIMH, CEPTU(UKAIMHA U YNPABICHUS KAueCTBOM C
y4eToM peanu3anuud oOmmx TpeOoBaHUH K MNPO(hEecCHOHAIBHOMY IOBEJICHUIO
paboTHHKA KOHTAaKTHOH 30HBI Ha DPA3IMYHBIX dTamax OOCIYy)XHBaHHUS Ha TIpUMEpE
KOHKPETHOM OpraHu3alyu.

Cemectp 5

Tema 9. OcobenHocTH 1€T0BOTO 00IIEHUS B cpepe ycayr

Ilepeuens munoevix 60npocos 05 yCmMHO20 onpoca

1. TlouaTHe U GyHKUMHU AETOBOTO OOLICHHUS.

2. OcHoBHBIE (HOPMBI 1€IOBOTO OOIICHHUS.

Ipumepnovle memvi coobweruti

1. OcobeHHOCTH /1eJI0BOT0 00IIeHUST paOOTHHUKA CEPBUCA C KITUEHTOM.

2. TlpaBuia KOPHIOPATUBHOTO OOIIEHUS B KOJIJICKTUBE MIPEANPUITHS CEPBHUCA.

3. OcHOBHBIC 0COOEHHOCTH MEKKYJIBTYPHOTO pa3HOOOpa3us 00IIeCTBa.

4, Mexanu3M oOecrieueHuss TpeOyeMOoro KadecTBa TPOICCCOB OKa3aHUs
yCIIyT, Ha OCHOBE KIIMEHTOOPHCHTHPOBAHHBIX TEXHOJIOTMH B IPOIECCE OCBOCHHSI
OTUKW, OCTETUKU  OOCTY>KMBAaHMs, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU W YIpaBJIEHUS KauecTBOM B c(epe CEepBHUCHOTO
o0CTy>KWBaHMsI Ha TPAHCIIOPTE.

5. Mexanu3M cucteMbl obecreueHuss TpeOyeMoro KadecTBa MPOIECCOB
OKa3aHMUs YCIYT B COOTBETCTBUM C MEXIYHAPOJHBIMA U HAIMOHAJIBLHBIMU
CTaHJapTaMyd B TMPOIIECCE OCBOCHUS JTHUKH, ICTETHKH OOCITYKUBAaHMS, HTHKETA,
MOpajdd W HPABCTBEHHOCTH, CTAaHIAPTH3alUU, CEePTUPUKAIMH | YIpaBICHUS
KayecTBOM B chepe CEpBUCHOTO OOCITYKMBAaHUS HA TPAHCIIOPTE.

6. MexaHu3M OKa3aHus YCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IpoIecce OCBOCHHUS JTHKH, OJCTETHKM OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTH3allMU, CEePTUPUKANMKA W YNPaBICHUS KauyeCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

7. MartepuanbHble pecypchl, 00OpyIOBaHUE MJIs OCYHISCTBICHHUS Tpoliecca
cepBHca.

8. Meronpl mpoBeNeHUs TEPErOBOPOB C KIMEHTAMU IO TPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIPECIICHHs] MPUINH BO3HUKHOBEHHS MPETEH3UH B TPOIECcCce
OCBOCHHS 3THKH, 3CTETUKH OOCTY)XWBaHHS, ITHKETA, MOPAIH W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMN W YIPABICHUS KaueCTBOM B cdepe CEepPBHUCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W WCIONB30BAHUS TUIOBBIX TEXHOJIOTHUECKHUX
MIPOILIECCOB.

10. Metonsl (popmMupOBaHHS W BHEIPEHUS KOPHOPATHUBHBIX CTAHIAPTOB H
PETIIAaMEHTOB TIPOIIECCOB OOCITYKMBAHUS MMOTPEOUTEICH Ha TPAHCTIOPTE.

11. MeToasl B3aMMONEWUCTBHS C KIMCHTAMH I[I0 OpTaHU3AIMH IMpoliecca
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oOciry’)kuBaHus MoTpebuteneid B cdepe ToOCTENpPUUMCTBA B IIPOIECCE OCBOCHHS
OTHKH, OCTETUKH OOCTY)XMBaHUS, OJTHKETa, MOpajll ¥  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(UKAIMK ¥ YIPABICHUS KaueCTBOM B cC(epe CEpBHUCHOTO
00CITy’)KUBaHMsI HAa TPAHCIIOPTE.

Tunogvle cumyayuonuvie 3a0anus 015 peuleHus Ha NPAKMUYECKUX 3aHAMUX

Kaxxgas pabodas rpymnmna rOTOBHUT MPE3EHTALIMIO CBOETO PEIICHHUs MPOOIEMBbI U
B X0/1e 001Iel AUCKYCCUH 0O0OCHOBBIBAET HEOOXOJUMOCTh €r0 pealln3aliu:

[lpennoxute MeToasl (OPMUPOBAHWS W BHEOPEHUS KOPIIOPATUBHBIX
CTaHIApTOB M PETJIAMEHTOB IPOLIECCOB OOCIYXUBaHHUS HOTPEOUTENEeH C ydeToMm
pealm3anyd OCHOBHBIX (OpPM [€OBOTO OOINEHUS HAa MpHUMEpPe KOHKPETHOU
OpraHu3alyu.

Tema 10. OpraHuzanuoHHass KyabTypa Kak  (akTop  IOBBIIICHUS
s pexkTuBHOCTH B chepe cepBuca

Ilepeuenv munosvix 60npocos 015 yCmMHO20 onpoca

1. TlpaBuna moBeaeHUs] HA MPA3AHUYHOM Mepomnpusituu. [lpurnameHnue B
TOCTH WJIM Ha Mpa3aHUK. BU3UT B TOCTH.

2. IlpaBwiia BpydyeHus u mpueMa 11BeToB 1 noaapkoB. HoBocenwe. Caan0a.

3. Henb poxnenusa. Tpaypusiii stuket. CepBupoBka crona. [Ipubopsi, ux
Ha3HAYCHHUE U TIpaBujIa 0OpaIleHHs] C HUMHU.

4. «SI3pik mpubopoBy. [logaya G101 K CTOMY: MOCIIEIOBATEIBHOCTD, ITPaBUiIa
M0J1ay¥, COYETAEMOCTh OJI0]] M HAaMUTKOB. O0IIIMe MpaBUiia MOBEICHUS 32 CTOJIOM.

Ipumepnovle memsvi coobueruli

1. Kynbrypa eapl pa3nu4HbIX TPOJYKTOB: calaThl, CYIbl, MSICO U MTHUIIA, pbIOa
U MOPETPOIYKTHI, OBOIIU U (PYKTHI, Xj1e0, Macio, cbip, ropsune Omroxa. Hamutku:
KyJIbTypa YIOTPEOJICHHUS.

2. OcoO0eHHOCTH BeACHUS JIETOBBIX TeleOHHBIX pa3roBopoB. IloaroroBka k
JIEJIOBOMY 3BOHKY.

3. OrtBer Ha J1e710BOM Te1ePOHHBIN 3BOHOK. ABTOOTBETUHK.

4. TlonsiTve W HAa3HAUYCHHE BU3UTHBIX KapTOYEK. BUIBI BUBUTHBIX KapTOYEK.
BusuTHbIE KapTOUKH OpraHU3aLKi CEPBUCA.

5. OOMeH BH3UTHBIMH KAapTOYKaMU. ODTHUKET OOpalieHuss C BHU3UTHBIMU
KapTOYKaMH.

6. Mexanu3m oOecriedeHus: TpeOyemMoro KadecTBa IMPOIECCOB OKa3aHUs
yCIIYr, Ha OCHOBE KIHWEHTOOPUEHTUPOBAHHBIX TEXHOJIOTMII B IIPOLIECCE OCBOEHUS
ATUKH, OCTETUKU  OOCIY)KUBaHUSA, OTUKETa, MOpaJIlM U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTU(DUKAIMU W YIPABICHHUS KadyeCTBOM B cdepe CEPBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

7. MexaHnU3M CHCTEMBI OOecTedeHHs] TPeOyeMoro KadecTBa IPOIECCOB
OKa3aHusi yCIYr B COOTBETCTBUU C MEXAYHAPOJAHBIMU U HAIUOHAJIbHBIMU
CTaHJapTaMU B TNIPOLIECCE OCBOCHMSI 3THUKHU, JCTETHUKU OOCIYKUBAHUS, STHKETA,
MOpaJii ¥ HPABCTBEHHOCTH, CTaHAAPTU3ALUU, CEPTUPUKAIMU U YIPaABICHUS
KaueCcTBOM B c(pepe CepBUCHOTO OOCITYKUBAHUSI HA TPAHCIIOPTE.
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8.  MexaHu3M OKazaHHs yCIyT B COOTBETCTBUU C 3asBJICHHBIM Kaue€CTBOM B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKH OOCTY)KMBaHUS, OJTHUKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAAPTH3AIMU, CEPTH(PHUKAIMN U YNPABICHHUS KAaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHUS HA TPAHCIIOPTE.

9. MarepuansHbie pecypchl, 000pyJOBaHHE Ji OCYIIECTBICHHS Ipolecca
CepBHuca.

10. Metoasl mpoOBENEHUS TMEPETOBOPOB C KIMEHTAMH TO MPETEH3HMOHHBIM
ClIlydasM U MEXaHU3M OMpEJICIICHNUS MPUUYMH BO3HUKHOBEHHS MPETEH3WH B MpoIiecce
OCBOCHHS JTHUKH, SCTETHKH OOCIY)KHBAaHHS, STUKETa, MOPAJd M HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTHPHUKAIMK U YNPaBICHHUS KAa4eCTBOM B cdepe CEepBHCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKM W WCIOJB30BAHHS THIIOBBIX TEXHOJIOTHUECKUX
TPOIIECCOB.

12. Metonsl (hopMHpOBaHHMS W BHEAPEHHS KOPIOPATHBHBIX CTaHAApPTOB M
pETIaMeHTOB MPOIIECCOB 0OCTY)KUBAHUS TOTpeOUTENEH HA TPAHCTIOPTE.

13. Metonsl B3aMMOJCHCTBHSI C KIMEHTaMU TI0 OpTaHW3alUd Tpoliecca
oOcmyXuBaHusl TIoTpeOuTenel B cdepe TOCTENPUHMMCTBA B IPOIIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITY)XWBaHUS, OJTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTHU(DHUKAIMK W YIpPaBICHHUS Ka4eCTBOM B cdepe CEepBHCHOTO
00CITy>KHBaHMSI HA TPAHCIIOPTE.

Tunogvle cumyayuoHmvle 3a0anus 0sl peuieHusi Ha NPAKMUYeCKUX 3aHAMUSX

Kaxnas pabodas rpyrmma roTOBUT MPE3EHTAIIMIO CBOETO PEIICHHs POOIEMbI U
B X0JIe 00IIIel TUCKYyCCUU 0OOCHOBBIBAET HEOOXOAUMOCTD €T0 peaTu3aIliy:

[lpenayoxkute MeXaHM3M CHCTEMBI oOecredeHus TpedyeMoro KayecTBa
MPOLIECCOB OKa3aHUs YCIYT B COOTBETCTBHH C MEKAYHAPOJHBIMU U HAIIMOHATBHBIMH
CTaHAApTaMH B TPOIECCE OCBOCHHS OJTHUKH, JCTETUKU OOCITY)KMBAaHUS, ITHKETA,
MOpalli M HPAaBCTBEHHOCTH, CTaHAAPTH3AIMM, CEpTH(PHUKALIUN |  YIPaBICHUS
Ka4eCTBOM C YYETOM peallu3alluil OCOOCHHOCTEeW BEICHMS ICNOBBIX Tele(OHHBIX
Pa3rOBOPOB Ha MPUMEPE KOHKPETHOI OpraHU3aIHH.

Tema 11. YopaBnenueckas 3Tuka B chepe cepBuca

Ilepeuerb munoswvix 60npocos 0Jis1 YCMHO20 ONpoca

1. Tlomsatue ynpaBienueckor dTUKU. OCHOBHBIC (DYHKITUU YIIPABICHHUS.

2. Ctunm pyKoBOJICTBA.

3. VYmpaBneHdeckas O3THKa B OCBOCHHHM MPOQPECCHOHATIOM TpeOOBaHMIA
0e30macHOr0 OOCIYKMBaHUS, OXpaHbl TPy/Ja U TEXHUKU OE30MACHOCTH 3alIUTHI OT
TexHoC(epHbIX (HaKTOPOB Ha TPAHCIOPTE MPUMEHUTENBHO K cdepe cepBuca Ha
TpaHCHOPTE (JIJIs1 CAMOCTOSATEIbHOIO U3yUECHUS).

4. HOpPMAaTHUBHO-TIPABOBBIE AKThI, PETYIHUPYIOIINE OXPaHY TPYyJIa U TEXHUKY
0e30macHOCTH B TOM YHMCJIe Ha MPEANPUATHAX CEpBHca B chepe TpaHCTIopTa B paMKax
YIOPaBJIECHYECKOU 3TUKU (JIsI CAMOCTOSITENIbHOTO U3YUYEHUS ).

Ipumeprvie memwl cooowenul
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1. DTruyeckne HOPMBI CIIYKEOHOTO MOBEICHUSI PYKOBOAUTEIS B OTHOIICHUSX C
MOYMHEHHBIMH, TIPEACTABUTEIIIMU BHEIIHEH Cpeapl: KOHKYPCHTaMH,
MOCTABIIMKAMHU, OOIIECTBEHHOCTBIO U TIP.

2. Haubonee pacnpocTpaHeHHbIE OIMIMOKUA 3TUYECKOTO CBOWCTBA B MOBEJCHUU

PYKOBOTUTEIIS.
3. OcHOBHBIE 0COOCHHOCTH MEXKKYJIBTYPHOT'O Pa3HOOOpa3us 00111ecTBa.
4, Mexanusm obecrnieueHus: TpeOyeMOro KauyecTBa MPOIECCOB OKa3aHUS

yCIyT, HA OCHOBE KJIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTHW B TMPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITY)XKMBaHUS, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTH(PHUKAIMN M YMPaBICHUS KAa4eCTBOM B cdepe CEepBHUCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

5. MexaHu3M cHCTEMBI oOecreueHus] TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUS YCIYI B COOTBETCTBHM C MEXKIYHAPOJHBIMHU W HAI[MOHATHHBIMHU
CTaHJapTaMHd B TMPOIECCE OCBOCHHUS OJTUKU, ICTETHKH OOCTY)KUBAHUS, STHKETA,
MOpaJIi W HPAaBCTBEHHOCTH, CTaHAAPTH3AIUHN, CEPTHPUKAMN ¢  YIPABICHHUS
Ka4ecTBOM B c(epe CepBUCHOTO 0OCTYKUBaHUS Ha TPAHCTIOPTE.

6. MexaHu3M OKa3aHUS YCIYT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IpoIlecce OCBOCHUS OTHUKH, OJCTETUKA OOCITY)KWUBaHUS, DJTHUKETa, MOpAIH U
HPaBCTBEHHOCTH, CTaHJAPTH3AIMH, CEePTH(PUKAIMM W YIPaBICHUS KAaueCTBOM B
cdepe cepBUCHOTO 0OCTYKHBaHHsI Ha TPAHCIIOPTE.

7. MarepuanbHbie pecypchl, 000pyIOBaHHE I OCYIIECTBICHHS Ipoiiecca
CepBHca.

8. Meroapl TPOBEACHUS MEPETOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
CllydasiM U MEXaHU3M OIpeAeliCHUs TPUYNH BOSHHUKHOBEHHS MPETCH3MI B MpoIecce
OCBOEHHS JTHUKH, ICTETUKH OOCIY)KWBaHHUS, STHUKETA, MOPAId M HPABCTBECHHOCTH,
CTaHJAPTHU3AINN, CEPTU(HUKAIIMK W YIPABJICHUS KAauyeCTBOM B cCdepe CEpBHUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

9. Meroapl pa3pabOTKHM W HCIOJIB30BAHUS THIOBBIX TEXHOJOTHYECKHUX
TIPOIIECCOB.

10. Metonsl (opmupoBaHHS W BHEAPEHUS KOPIMOPATHBHBIX CTAHIAPTOB H
perJamMeHToB IPOIECCOB 00CTYKUBAaHUS NOTpeOUTENEN Ha TPAHCIIOPTE.

11. MeToasl B3aUMOJEWUCTBHUS C KIMEHTaMH [0 OpTaHM3AIlMU Tpolecca
oOcnmy>KMBaHMsI TOTpeOuTeNneil B cdepe ToCTeNpUUMCTBA B TIPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBaHMS, JTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DUKAIMU W YIPaBICHUS KadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0anus 0Jisl peueHus Ha NPAKMUYECKUX 3AHAMUIX

Kaxxnas paGodas rpymima TOTOBUT MPE3EHTAIMIO CBOETO PEIICHUS MPOOIEMBI U
B X0/i€ 00111el AUCKYCCUU OOOCHOBBIBAET HEOOXOIMMOCTD €TI0 pean3alliu:

[Ipennoxxkure Metoapl (OPMHPOBAHWS W BHEAPCHHUS KOPIMOPATHBHBIX
CTaHJAPTOB M PErJaMeHTOB IMPOIECCOB OOCIYKMBAaHUSA NOTpeOUTENEH C ydeToM
peanm3anii  OCHOBHBIX (QYHKIMHA yOPaBICHWS Ha TpPUMEpPEe KOHKPETHOM
OpTraHM3aIUH.
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Tema 12. DOTuKeT Kak pPETYyISATOpP MEKIMYHOCTHBIX OTHOLIEHHM U
po(eCcCUOHATBHOTO MOBEAEHUS PAOOTHUKOB CEpBUCA. DTUKET JIEJIOBBIX COBELIAHU,
Mpe3eHTauui U NyOIMYHbBIX BBICTYIIIICHUN

llepeuens munogvix 60npocoe 0is yCmHO20 Onpoca

1. TlonsiThe, 3BONIOLMS M HPAaBCTBEHHAs OCHOBA ATHKeTa. Buabsl u QpyHKuMH
ATHKETA.

CooTHOUIEHUE 3TUKH U 3TUKETA. [[pUHIUITBI COBPEMEHHOTO 3TUKETA.
OTUKET B MpO()ECCUOHANTBHOM IeSITEILHOCTH pa0OTHUKOB CEphl YCIIYT.
[lonsitue u GpyHKIMH JETOBBIX COBEIaHUN. BUJIbI 1€70BBIX COBEIIAHUIA.
[IpoBenenue nenoBoro copemanus. [loHsaTHe U BUABI MPE3EHTALUMI.
[TonroToBka K Mpe3eHTalUy B Opranu3anuu cepsuca. [Ipapuna nosegeHus
Ha Tpe3eHTAaI1H.

IIpumepnovle memwvi coobweruti

1. Ocobennoctu myOIUYHOro BhICTYIUIEHUS. OCHOBHBIE MTpaBUia MyOIMYHOTO

BBICTYIUICHHUS.

2. Ilpuembl mnpeomoseHUs CcTpecca MpU BBICTYIUICHMHM TIEpell IIUPOKON
ayIuTopuen. DTUKET NpUBeTCTBUS. [IpUBETCTBUE KIIMEHTA B OpraHU3alMK CEPBHUCA.

3. IlpaBuna npeacrasnenus npu 3HakoMcTse. OOpaleHue, nepexo Ha «Th».

4. Benenue 6ecenpl. O01IEHNE C HEPUATHBIMU JIFOIBMH.

5. Dtuker npouiaHus. ITUKET pabOTHHUKA CEpBHUCa B ClIy4yae OTKa3a KIIMEHTa
OT 00CITy)KHBaHUS.

6. OcoOeHHOCTH JeNOBOrO OOIIEHHS | OSTUKETa Y pa3HbIX HapOJIOB.
TonepanTtHOCTh U ee TpaHulbl. OOIIKME MTpaBUiia MEXKYJIBTYPHOU KOMMYHHUKAIIUU U
JIEJIOBOTO OOIIEHUS.

7. OcoOEHHOCTH JEJNOBOrO OOIIEHHS C HEMEUKUMH, aMEepUKaHCKUMH,
AMNOHCKUMH, KWTAWUCKUMH JEJOBBIMM NapTHEpPAMH, MPEACTABUTEISAMHU CTpaH
bimmxnero Bocroka.

8. OcHOBHBIC 0COOCHHOCTH MEXKKYJIBTYPHOT'O Pa3HOOOpa3us 001IecTBa.

9. Mexanu3m obecrniedeHus: TpeOyeMOoro KadecTBa TPOIIECCOB OKa3aHMS
yCIIYT, Ha OCHOBE KJIMEHTOOPHUEHTUPOBAHHBIX TEXHOJIOTMH B IPOLIECCE OCBOEHUS
OTUKH, OCTETUKH OOCIY)KHMBAaHMS, JTHUKETa, MOPAJIM M  HPABCTBEHHOCTH,
CTaHJApTU3AlMU, CEepTU(PUKAIMK U YNpaBICHHUsS KauecTBOM B cepe CepBHCHOIO
o0CTy>KWBaHHSI HA TPAHCIIOPTE.

10. MexaHu3M cUCTEMBI oOecreueHus TpeOyeMoro KadecTBa ITPOIIECCOB
OKa3aHHs YCIYI B COOTBETCTBHM C MEXIAYHAapOJHbBIMH U HAlMOHAJIBHBIMU
CTaHJapTaMU B IPOLECCE OCBOEHUS 3TUKH, ICTETHKU OOCITYKUBaHUSA, AITHKETA,
MOpaJIM W HPABCTBEHHOCTH, CTAHAAPTU3ALMM, CEPTU(UKALUU U YIPaBICHHUS
KayecTBOM B c(hepe CepBUCHOTO 0OCTYKUBAHUS HA TPAHCIIOPTE.

11. MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUU C 3asBJICHHBIM Ka4€CTBOM B
NpOIECCe OCBOCHMS OSTHKH, OJCTETUKU OOCTYKMBAaHUS, DSTUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTH3alMH, CepTU(UKAIMM U YIOPABICHUS KadeCTBOM B
cdepe CepBUCHOIO 00CITY)KMBaHUSI HA TPAHCIIOPTE.

12. MarepuanbHble pecypchbl, 000pyAOBaHUE Ji1 OCYIIECTBICHHS Ipolecca
cepBHca.

OO kwN
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13. MeToapl mpoBeJeHUsI IMEPErOBOPOB C KIUEHTAMHU IO NPETEH3MOHHBIM
CIIly4astM M MEXaHHM3M OINpEJEICHHs NPUYUH BO3ZHUKHOBEHHS NPETEH3UHN B MpoLEcCe
OCBOCHHSI 3THUKH, 3CTETUKH OOCIY>KMBAHMS, ITHKETa, MOpPAIM M HPABCTBEHHOCTH,
CTaHJAPTU3ALMH, CepTU(HUKAIMU U YIpaBICHUS KadueCTBOM B c(depe CEepBUCHOTO
o0CITy’)KMBaHMsI Ha TPAHCIIOPTE.

14. Metoapl pa3pabOTKM W HKCIOJB30BAaHUS THUIIOBBIX TEXHOJOTHMUYECKHUX
IIPOLIECCOB.

15. Metoasl (opMuUpOBaHHMS M BHEIPEHUS KOPIOPATHUBHBIX CTaHAAPTOB M
pETIaMEHTOB IPOLIECCOB 00CITYKUBAHUS NOTPEOUTENEN HA TPAHCIIOPTE.

16. MeToasl B3aUMOJAEWMCTBUS C KIMEHTaMH [0 OpraHM3aluu Mpolecca
oOcimyXuBaHMsl HOTpeOuTeneil B cdepe TroCTENPUHUMCTBA B IIPOLECCE OCBOCHUS
OTUKW, OCTETUKH  OOCITY>KMBAaHMS, JTHUKETa, MOpaJId M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAIMU W YIOpaBICHUS KauecTBOM B c(epe CEepBUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunosvie cumyayuonnwle 3a0anus OJis peueHUsl Ha NPAKMU4ecKux 3aHAmusx

Kaxxnas pabodas rpyrmnma roTOBUT IPE3EHTAIMIO CBOETO pelIeHUs! MPoOIeMbl U
B X0J1€ 0011el TUCKYCCHUH 000CHOBBIBAET HEOOXOJUMOCTD €r0 Peaanu3aluu:

[Ipennoxkure MeTOAbI TMPOBEJACHUS TMEPErOBOPOB C  KIHMEHTaMH IO
NPETeH3MOHHBIM CJIy4YasM M MEXaHU3M OINpeAeNieHUsT MPUYMH BO3HUKHOBEHUS
NPETEeH3UIl B MPOIIECCe OCBOCHUS TUKHU, 3CTETUKHU OOCITYy)KHMBaHUS, dTUKETA, MOPAJIU
U HPaBCTBEHHOCTH, CTAHIAPTU3ALNU, CEPTU(UKALNUU U YIPABIECHUS KayeCTBOM C
Yy4ETOM peanu3alii OCHOB 3THKeTa paO0OTHHMKA CEpBHCA B CIydae OTKa3a KJIUEHTA OT
o0cCiTy’)KMBaHMsI Ha IPUMEpPEe KOHKPETHOM OpraHu3aluy.

Tema 13. TIpaBuna noBeeHus B 00IIECTBEHHBIX MECTaX

Ilepeuenv munosvix 60npocos 05 yCMHO20 Onpoca

1. OOGmue npaBuia MOBEACHUS B 0OIIECTBEHHBIX MECTaX.

2. TlpaBuia moBeaeHuUs Ha YIHIIE.

3. IlpaBwmia nmoBeneHus B MarasuHe, kade.

4. TlpaBuna nmoBeneHUs B peCTOpaHe, TeaTpe, My3ee, Kiyoe.

IIpumepnvie memvl coobweruil

1. OO6mwme npaBuiia MOBEICHHUS B OOIECTBEHHOM TPAHCIIOPTE.

2. TlpaBuia moBeaeHUs: B TOPOJACKOM OOIIECTBEHHOM TPAHCIIOPTE.

3. IlpaBuna nmoBeneHus B mMoe3Je, B CAMOJIETE, HAa TEIIOXO/IE.

4. CylmHOCTb AEJI0BBIX TPUEMOB.

5. Mexanm3m obecriedeHus: TpeOyeMoro KadecTBa MPOIIECCOB OKA3aHUS
YCIIyT, HA OCHOBE KJIMEHTOOPUECHTUPOBAHHBIX TEXHOJIOTHA B TPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWS, JTHKETa, MOpPad W HPABCTBEHHOCTH,
CTaHJAPTU3ANNH, CEPTU(DUKAIMN W YIPaBICHUS KAadueCTBOM B cepe CEpBHCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

6. MexaHu3m cHucTeMbl oOecrnedeHHs TPeOyeMoro KadecTBa IPOIECCOB
OKa3aHWsS YCIYI B COOTBETCTBHM C MEXKIYHAPOJHBIMA U HAIMOHAIBHBIMU
CTaHJapTaMyd B TIPOIECCE OCBOEHUS JTHUKH, ICTCTUKH OOCTY)KWBAaHWS, DTHKETA,
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MOpall W HPABCTBEHHOCTH, CTaHAAPTU3AIMU, CEPTH(PUKAIUN € YIpPaBICHUSI
KauecTBOM B c(pepe cepBUCHOT0 0OCTYKUBAHUS Ha TPAHCIIOPTE.

7.  MexaHu3M OKa3aHUs YCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
IpOIECCe OCBOCHHMS OSTHUKU, OJCTETUKH OOCITY)KMBaHUS, OJTHUKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAApPTH3AIlMU, CEPTHPHUKAIMN U YIPaABICHHUS KAauyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHUS Ha TPAHCIIOPTE.

8. MarepuanbHble pecypchl, 000pyJOBaHUE I OCYIIECTBICHHS IMpoIiecca
CepBHUCa.

9. MeToasl TpoOBEICHHS TMEPETOBOPOB C KIMEHTAMU MO MPETCH3MOHHBIM
CllydasiM U MEXaHU3M OTPEJICJICHUs] TPUYUH BOSHUKHOBEHHS MPETCH3UI B Mpoiiecce
OCBOCHHS JTHUKH, ACTETHKH OOCIYKHBaHHUS, STHUKETA, MOPATd M HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(DHUKAIMM ¥ YIPABJICHUS KaueCTBOM B c(epe CEpBHUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

10.MeToasl pa3paOOTKM © HWCIIOJNB30BAHUS THUIIOBBIX TEXHOJOTHYECKUX
TIPOIIECCOB.

11. Metoasl ¢GoOpMUPOBAaHUS W BHEIPEHUS KOPIOPATUBHBIX CTAHIAPTOB |
peTIaMeHTOB IPOIIECCOB 0OCTY)KUBAHUS TOTPeOUTENEH HA TPAHCTIOPTE.

12. MeToapl B3aUMOJEWCTBUS C KIMEHTAMHU II0 OpraHW3aIlluu Ipoliecca
oOcmyXuBaHHsI TIOTpeOuTenet B cdepe TOCTENPUUMCTBA B IPOLECCE OCBOCHUS
OTHKH, OCTETUKA OOCITY)XWBaHUS, OJTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHAApTH3AIUY, CepTH(QHUKAIMM U YIpaBICHUS KadyecTBOM B cdepe CepBHUCHOTO
o0CITy>)KUBaHHsI Ha TPAHCIIOPTE.

Tunogvle cumyayuoHuvle 3a0anus 0isl peuleHus Ha NPAKMU4ecKuUx 3aHamusx

Kaxnas pabodas rpyrmmna roTOBUT IPE3EHTAIIMIO CBOETO PEIIECHHS POOIEMBI U
B X0JI€ 001IIel TUCKYyCCUU 0OOCHOBBIBAET HEOOXOAUMOCTD €T0 peaTu3allig

[lpennoxkute  MeTomsl  pa3pabOTKM W HUCIOJNB30BAaHUS  THUIIOBBIX
TEXHOJOTMYECKUX  MPOLECCOB €  YY4eTOM  peanu3anuu  nudpoBH3anuu
JTOKYMEHTOOOOpOTa  TPAaHCHOPTHBIX  TIEPEBO30K HA  INpHMEpPe KOHKPETHOM
OpraHH3alllu.

Tema 14. JlenoBoit sTukeT U mpoTOKoJd. OCOOEHHOCTH HMX TPOSBICHUS B
CEpPBHUCHOM JEATENBHOCTHU. /[€JI0BbIE BCTPEUN U EPETOBOPHI

Ilepeuenv munosvix 60npocos 0Jis1 yCmHO20 Onpoca

1. TlonsiTue, 0COOEHHOCTH U (DYHKIIMH JIETOBOTO STUKETA.

2. Jle7oBOM STUKET M JEJIOBOM MPOTOKOJLI.

3. JlenoBoii 3TUKET B 00CITyKUBAHHH.

4. VImumx neiaoBOro 4esioBeka.

5. OcHoBHBIC ()OPMBI JICITTOBOTO OOIICHUS : ICITOBBIC COBEIAHMUS, IUCKYCCHH,
myOJTUYHBIC BBICTYTUICHUS.

6. [udpoBuzanus JOKyMEHTOOOOPOTA TPAHCIIOPTHBIX IEPEBO3OK.

IIpumepnvie memol coobwenui

1. Cneuuduxka nemoBoro oo6mieHust B cgepe ceppuca. [lonaTue u opranuzanus

JIEJIOBBIX BCTpEY.

80



2. TloaroToBka K J€TOBBIM IeperoBopaM. MecTo U BpeMs IeJI0BbIX BCTPEY U
MIEPETOBOPOB.

3. llpurnamienuss Ha [€NOBbIE BCTPEYM U TIEPEroBOphl. DopMHpOBaHHE
JeNIeTalfy JIsl y9acTUsl B IEpPeroBopax.

4. Pa3paboTka mporpamMMmbl BEJCHHUS TMEPEroBOPOB. DTalbl MEPETOBOPHOTO
nporecca.

5. OO6mme mpaBuia MOBEAEHUS Ha JIEJOBBIX meperoBopax. toru aenoBbix
BCTpPEY M MIEPETOBOPOB.

6. OcHOBHBIE 0COOCHHOCTH MEKKYJIBTYPHOTO Pa3HO0Opa3us o011ecTBa

7.  Mexanusm oOecrieueHnuss TpeOyeMoro KadecTBa IMPOIECCOB OKa3aHUS
yCIyT, HAa OCHOBE KJIMEHTOOPHUEHTHPOBAHHBIX TEXHOJIOTUH B IMPOIIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KWBaHHs, JTHKETa, MOpPald M  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEePTU(UKAIIMK W YIPABICHUS KAueCTBOM B cdepe CEpBHUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

8. MexaHm3M cHUCTeMBl oOOecrnedeHus: TpeOyemMoro KauecTBa MPOIECCOB
OKa3aHHWs YCIYT B COOTBETCTBHM C MEXKIYHAPOJAHBIMH W HAllMOHAIBHBIMU
CTaHJIapTaMHd B TMPOIECCE OCBOCHHUS JTHUKH, JCTETUKH OOCIYKHWBAaHUSA, JTHUKETA,
MOpajJd W HPABCTBEHHOCTH, CTAHJIAPTU3AIMH, CEPTUPUKAIMK |  yIpaBICHUS
Ka4eCTBOM B c()epe CepBUCHOTO OOCTYKMBAaHUS Ha TPAHCTIOPTE.

9.  MexaHu3M OKa3aHUs YCIYT B COOTBETCTBUU C 3asBJICHHBIM KaueCTBOM B
IpoIlecce OCBOCHUS OTHKH, OJCTETUKA OOCITY)KUBaHUS, OJTHUKETa, MOpAIH U
HPaBCTBEHHOCTH, CTaHIAPTHU3AINH, CEpTU(HUKANMHA W YIPaBICHUS KadeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI HA TPAHCIIOPTE.

10. MatepuanbHbIe pecypchl, 000pyAOBaHWE IJIsI OCYIIECTBICHHsS Ipoliecca
CepBHca.

11. MeToapl TIpOBEICHHSI TIEPETOBOPOB C KIUCHTAMH I10 TPETCH3MOHHBIM
CllydasiM U MEXaHU3M OTpeCIICHUs] IPUINH BOSHUKHOBCHHS MPETCH3UH B MpoIiecce
OCBOCHHS 3THUKH, SCTETHKH OOCIY)KHBAaHHs, dTUKETa, MOPAJIW U HPABCTBCHHOCTH,
CTaHJAPTHU3AIHNH, CePTH(HUKAIMK M YIpaBICHHUS Ka4ecTBOM B cdepe CEepBHCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

12.Metonpl pa3pabOTKM ¥ WCHOJIB30BAHUSI THUIOBBIX TEXHOJIOTHYECKUX
MIPOLIECCOB.

13. Meronpl ¢dopMHUpOBaHUS U BHEAPECHUS KOPIMOPATUBHBIX CTAHIAPTOB WU
perjJamMeHToB IPOIECCOB 0OCTyKUBaHUS MTOTPEOUTENEH Ha TpaHCIIOPTE.

14. Metonpl B3aMMOJEHCTBUA C KIWEHTAMH TI0 OpraHU3AIMH IpoIlecca
oOciy>)kuBaHusl MOTpeOuTenel B cdepe TOCTSIPUUMCTBA B TPOIECCE OCBOCHHUS
OTUKW, OCTETUKH OOCTY>KMBaHHS, OTHUKETa, MOpPaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3ANNHA, CepTU(PUKANMKA W YNPaBICHUS KAa4eCTBOM B cepe CEepBHCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0anus 0Jisl peueHus Ha NPAKMUYeCKUX 3aHAMUIX

Kaxxnas pabouast rpymma rOTOBUT MPE3CHTAINIO CBOETO PEIICHUS MPOOIEMBI U
B X0/i€ 001Iel JUCKYCCUU OOOCHOBBIBAET HEOOXOAMMOCTh €T0 pean3alin:

[Ipenmoxkure  MeTompl  pa3padOTKM W HWCMONB30BAHUS  THUIOBBIX
TEXHOJIOTUYECKHX  TMPOLECCOB €  y4eToM  peanu3anud  nudpoBHU3aLUN
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JOKYMEHTOOOOpOTa  TPAHCHOPTHBIX  MEPEBO30K HA  MpUMEPE  KOHKPETHOU
OpraHU3aIu.

Tema 15. DTuka cepBUCHOHN NEATETLHOCTH HA TPAHCIIOPTE, B TOM YHCIIC B
chepe BO3AYIIHOTO TpaHCIIOPTa

Ilepeuens munogvix 60npocos 0Jisk YCMHO20 0npoca

1. MecTo 3THKH B CEPBUCHOM JCITCILHOCTH HAa TPAHCIIOPTE, B TOM YHCIIE B

cdepe BO3AYINIHOTO TPAHCIIOPTA.

2. TlonsTHeE STHKH.

3. Otpaciu STHYECKOTO 3HAHMSL.

IIpumepHovie memwl coobueHUll

1. JlenoBas 3THKa CEPBHCHOW JCSITCIBHOCTH HAa TPAHCIIOPTE, B TOM YHCIIC B

cdepe BO3AYIIHOTO TPAHCIIOPTA.

2. TlpodeccrmonanbHas 3THKa CEPBUCHOM JCATEIHPHOCTH HAa TPAHCTIOPTE, B TOM

quciie B cepe BO3AYIIHOTO TPAHCIIOPTA.

3. HopmaTuBHas 3THKA.

4, Mexanu3M oOecriedeHus TpeOyeMoro KadecTBa IPOIECCOB OKa3aHHS
yCIIyT, Ha OCHOBE KIIMEHTOOPHUCHTHPOBAHHBIX TEXHOJOTHH B TIPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCITY)KHWBAaHHs, OJTHKETa, MOpPaJd W  HPABCTBCHHOCTH,
CTaHJapTU3AIMH, CEPTU(DHUKAIMA W YIPABICHUS KAaueCTBOM B cepe CEPBHCHOIO
o0CTy>KHBaHMsI HA TPAHCIIOPTE.

5. Mexanu3M cucteMbl obOecrieueHus TpeOyeMoro KadecTBa IPOLECCOB
OKa3aHMUs YCIYr B COOTBETCTBUM C MEXKIYHAPOAHBIMU H HAlMOHAIBHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOEHUS 3THUKH, JCTETUKU OOCITY>KMBAaHHS, ITHUKETA,
MOpajqd W HPABCTBEHHOCTH, CTaHAAPTU3ALMH, CEPTU(GUKAIMN U YyIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKMBaHUS HA TPAHCIIOPTE.

6. MexaHu3M OKa3aHus YCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4€CTBOM B
IpoIecce OCBOCHHUS JTHKH, OJCTETHKM OOCIYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHAAPTHU3AlMU, CEPTUPUKALMUKA W YNPaABICHUS KauyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

7. MartepuanbHble pecypchl, 00OpyAOBaHUE MJisi OCYIIECTBICHHS TMpoIecca
cepBHca.

8. Meronpl mpoOBENEHUS TEPETOBOPOB C KIMEHTAMHU IO MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHHUs] MPUINH BOZHUKHOBEHUS MIPETEH3UN B Ipoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY)KHMBaHHS, ITHKETA, MOPAIH M HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMN U YIPaBICHUS KAadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

9. Metonbl pa3pabOTKM W WCIONB30BAHUS TUIIOBBIX TEXHOJIOTHYECKUX
MPOIIECCOB.

10. Metonasr popmupoBaHHsS W BHEAPEHUS KOPHOPATHUBHBIX CTAHIAPTOB WU
PETIIAaMEHTOB TIPOIIECCOB 00CITY)KHBaHUS TOTPEOUTENCH HAa TPAHCTIOPTE.

11. MeToasl B3aUMOJNEWUCTBHS C KIMCHTAMH 110 OpTaHHW3AIUU TIpoIecca
oOCIy)KMBaHHMS TOTpeOuTene B cdepe TOCTENPUHUMCTBA B MPOILIECCE OCBOCHUSA
OTUKW, OCTETUKHA OOCITyXMBaHUS, OTHUKETa, MOpAJId W  HPABCTBEHHOCTH,
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CTaHJAPTU3ALNU, CEePTU(UKAIIMK W YIPABICHUS KAueCTBOM B cdepe CEpBHUCHOTO
00CITy’)KUBaHMsI HAa TPAHCIIOPTE.

Tunogwvie cumyayuonuvie 3a0anus 015 peuleHus Ha NPAKMUYeCKUx 3aHAMusx

Kaxxgas paGodast rpynma TOTOBUT MPE3EHTAIIUIO CBOETO PEIICHUS MTPOOIEMbI U
B X0/1€ 001Iel AUCKYCCHUH 00OCHOBBIBAET HEOOXOAMMOCTh €0 peaaTu3aliu:

[IpennoxuTe METOABI TMPOBEACHHUA TEPErOBOPOB C  KIMEHTAMU  II0
NPETEH3UOHHBIM CIIy4asM W MEXaHU3M OINpeAeNieHUS NPUYUH BO3HUKHOBEHHUS
MPETEeH3U B MPOIIECCEe OCBOCHUS ITUKHU, 3CTETHUKU OOCITYKUBAHUSA, ITHUKETa, MOpaJIU
¥ HPABCTBEHHOCTH, CTAHJAPTU3AINH, CEPTU(UKAINHM W YIPABICHUS KauyeCTBOM C
y4ETOM peajH3aliy OCHOB dTHKETa pabOTHHKA CEpBUCa B ClIydae OTKa3a KIMEHTa OT
o0CITy>)KMBaHHS Ha TPUMEpPE KOHKPETHON OpTraHn3alInu.

Tema 16. KauectBo, 0€30macHOCTh YCAYr U KYyJbTypa CEpPBUCHOU
JEeSTENbHOCTH Ha TPAHCIIOPTE, B TOM YHCIIE€ B cpepe BO3AYIIHOIO TpaHCIOpTa

Ilepeuenv munosvix 60npocos 015 yCmMHO20 onpoca

1. TIpoGnembl KauecTBa U OE30MACHOCTH YCIYT B MPAKTHUKE COBPEMEHHOTO
cepBHCa Ha TPAHCIIOPTE, B TOM YKCie B chepe BO3AYLUIHOTO TPAHCIIOPTA.

2. TloHsaTue KadyecTBa CEPBUCHOM JEATEILHOCTH HA TPAHCIIOPTE, B TOM YHCIIC
B c(hepe BO3IYIIHOTO TPAHCTIOPTA.

3. YmpaBieHue KauyecTBOM YCIyr, KOHTPOJb CTaHAApTOB U 0€30macHOCTU
oOCny>KMBaHMsSI Ha TpaHCIOPTe, B TOM 4HciIe B cdepe BO3AYUIHOTO
TPaHCIIOPTA.

Ipumepnovle memsvi coobueruli

1. MarepuansHbie pecypchl, 00OpyAOBaHHE MJisi OCYIIECTBICHHUS Ipolecca
cepBHca.

2. Metoapl TpoBeEHUs TEPErOBOPOB C KIMEHTAMHU M0 MPETCH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpEJEICHHs MPUYNH BO3HUKHOBEHUS MIPETEH3UN B Ipoliecce
OCBOCHHUS JTHUKH, ICTETUKH OOCTY>KMBAaHHS, ITHKETA, MOpPAJIM M HPAaBCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(HUKAIMU W YIpaBICHUS KadueCTBOM B c(epe CEepBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

3. Meronpl pa3pabOTKM H HWCMOJIB30BAHUSI THIOBBIX TEXHOJIOTHYECKUX
IIPOLIECCOB.

4. Meroapl GOpMHpPOBAHUS W BHEAPECHHUS KOPIMOPATUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TIPOIIECCOB 0OCTY)KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

5. Metoapl B3aMMOACHCTBUS C KJIMEHTAMHM [0 OpraHM3aludd Mpolecca
oOcITy>)kKuBaHHS TOTPeOUTENeH B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHMS
OTUKW, OCTETUKH OOCTY)KMBAaHWS, JTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DUKAIMU W YIPaBICHUS KadeCTBOM B c(epe CEepBHUCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

Tunosvie 3a0anus 018 Kpy2no2o cmoaa

Kpyrnbelii cron opueHTHpOBaH Ha NPUOOpPETEHHE 3HAHUM O KayecTse,
0€30MacHOCTU YCAYT U KYJbTYpPE CEPBUCHOU NIESITEIBHOCTH Ha TPAHCIOPTE, B TOM
yucie B cepe BO3IYIIHOrO TpaHCHopTa. B paMkax ykazaHHOU oO0lleil opueHTalnuu
[JIABHBIM MPOOJIEMHBIM BOIPOCOM KPYTJIOTO CTOJa OyAeT MPOLECC CTaHOBJICHUS
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MexaHu3Ma 0€30MaCHOCTU YCIYT U Pa3BUTHUSI KYJIbTYPbl CEPBUCHOM NIESITEILHOCTH Ha
TpaHCIOpTE.

TeMbl OCHOBHBIX JIOKJIA/IOB (BBICTYILJICHUN € Mpe3eHTanuen 10 15 MunyT):

1. 1 Buasl 6e3omacHOCTH OOCITY)XMBaHHUsSI Ha TPAHCIOPTE, B TOM YHUCIE B
chepe BO3AYILIHOTO TPAHCIIOPTA.

2. Kynbprypa cepBuca W CEpPBUCHOU JEATENLHOCTH Ha TPAaHCIOpPTE, B TOM
yucie B chepe BO3AYIIHOTO TPAHCTIOPTA.

3. OcHOBHBIE OCOOCHHOCTH MEXKKYIBTYPHOTO pa3HO0Opa3usi 00IIeCTBA.

VYyacTue B TUCKYCCUU, KPATKUE BBHICTYILJICHUS:

1. Mexanusm obecrnieueHus: TpeOyeMoro KauecTBa MPOIECCOB OKa3aHMs
yCJIYT, Ha OCHOBE KJIMEHTOOPHEHTHUPOBAHHBIX TEXHOJIOTHH B TMpolecce
OCBOCHUSI OTHUKH, OCTETUKH OOCITY>KUBAHUSA, OTUKETAa, MOpald U
HPaBCTBEHHOCTH, CTaHAApTU3allUM, CepTUPUKAIMKM ¢  YIpPaBICHUS
KaueCcTBOM B c(hepe CEepBUCHOTO 0OCITY)KMBAHUS HA TPAHCIIOPTE.

2. MexaHu3M cHUCTeMBbI OOecTedueHUs TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHUs YCIYyr B COOTBETCTBMHM C MEXJIYHAPOJHBIMH M HAIMOHAJIBHBIMU
CTaHJapTaMHd B TIPOILIECCE OCBOCHMS DJTHUKH, JCTCTHKU OOCIIYKHUBaHUS, ITHKETA,
MOpaJIM M HPABCTBEHHOCTH, CTaHJApPTU3AIMHU, CEePTUDHUKAIUM U yIpPaBICHUS
KaueCcTBOM B c(hepe CEpBUCHOTO OOCITYKMBAHUS Ha TPAHCIIOPTE.

3. MexaHu3M OKa3aHHS YCIYT B COOTBETCTBUHU C 3asIBJICHHBIM KaueCTBOM B
IpoIecce OCBOCHHUS JTHKH, OJCTETHKM OOCIy)KMBaHUS, OTHKETa, MOpajd U
HPABCTBEHHOCTH, CTaHIAPTHU3AIMU, CepTU(UKAIMU U YIpaBICHUS KAa4eCTBOM B
cdepe cepBUCHOTO 0OCITY)KMBaHUS Ha TPAHCIIOPTE.

Tunosvle cumyayuoHusle 3a0anusi 015 peueHus Ha NPAKMUYeCcKUX 3aHAMUSIX

Kaxxnas paGodas rpyrmima roTOBUT MPE3EHTAILIMIO CBOETO PEIICHUS TPOOIEMBbI U
B XOJI¢ 00IIIeH TUCKYCCHU 000CHOBBIBAET HEOOXOIUMOCTh €TI0 PeaT3allHH:

[Ipennoxkxute MeTOABI MPOBEJACHUS TEPErOBOPOB €  KIMEHTaAMHU IO
NPETeH3MOHHBIM CIy4yasiM W MEXaHU3M OIpeNeNieHUsT MPUYMH BO3HHUKHOBEHUS
NPETEeH3UIl B MPOIECCe OCBOCHUS ITUKH, SCTETUKH OOCITy>)KMBaHUSI, STUKETa, MOPAJIU
U HPAaBCTBEHHOCTH, CTaHAApTU3AIMHU, CEPTU(DUKAIMU U YNPABICHUS KauyeCTBOM C
Y4eTOM peann3allii OCHOB dTUKeTa pabOTHUKA CEepBHCa B CIy4ae OTKa3a KIMEHTa OT
oOCIy>KMBaHMSI Ha PUMEPE KOHKPETHON OpTraHu3aIiu.

Tema 17. Moaenp kauecTBa yciIyru

Ilepeuenv munosvix 60npocos 05 yCMHO20 Onpoca

1. UnTtepBasibHasi MOAENb KQUeCTBA YCIYTH.

2. IlaTp pa3pbIBOB, KOTOpHIE SIBISIOTCS MPUYMHOW HEYAOBIECTBOPEHHOCTU
KJIMEHTOB MPEIOCTABIISIEMBIMU yCIIyTaMHU.

3. Pa3ppiB Mexay MOTPEOUTENBCKUMHU OXHAAHUSIMA W WX BOCHPHATHEM
PYKOBOJCTBOM KOMIIaHUHU.

IIpumepnvie memol coobwenui

1. Pa3psiB Mexay BOCOPUSATUEM PYKOBOJCTBA MOTPEOUTEIHCKUX OXKUTAHUMN U
TpaHchopMalueit 3Toro BOCIPUSTHUSI.
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2. PazpeiB  Mexny crnenuuKanudsMH  KadyecTBa YCAYT H  KauyeCTBOM
MPEIOCTABISEMBIX YCIIYT.

3. Pa3pniB MEXTY MPEIOCTaBICHUEM yCIyTH u BHEIITHUMU
WHOOPMAITMOHHBIMUA ~ CBSI3SIMH,  yYaCTBYIONIUMH B (hOPMHUPOBAHUH
peACTaBIeHUs MOTpeOuTEIEH 0 MoJy4aeMON UMH YCITyTE.

4. Pa3pelB MEXAY OXHUAAHUSAMHU TOTpPeOUTENEed © HMX BOCIPHUATHEM
TIOJTYYCHHBIX YCITYT..

5. OcCHOBHBIE 0COOCHHOCTH MEXKYIBTYPHOTO pa3HOOOpa3us 00IIeCTRa.

6. Mexanusm obecrnieueHus: TpeOyeMOro KadecTBa IMPOIECCOB OKa3aHUS
yCIIyT, Ha OCHOBE KIIMEHTOOPHWECHTHPOBAHHBIX TEXHOJOTHH B MPOIECCE OCBOCHHUS
OTUKW, OCTETUKH OOCTY)KHWBaHHS, JTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJIApTU3AINH, CEPTU(UKAIMN W YIPaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

7. MexaHu3M CHCTEMBI oOOecreueHus TpeOyeMoro KadecTBa MpPOIECCOB
OKa3aHHWs YCIYI B COOTBETCTBHM C MEKIYHAPOJHBIMH W HAIlMOHAIBHBIMU
CTaHJapTaMyd B MPOIECCE OCBOCHUS O3THUKH, ICTCTHKH OOCITY)KUBaHHS, DTHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAHJIAPTU3alUU, CEPTUPUKAIMK |  YIPaBICHUSI
Ka4yeCTBOM B c(hepe CEPBUCHOTO OOCTYKMBAHUS HA TPAHCIIOPTE.

8. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUHU C 3asBJICHHBIM Ka4eCTBOM B
IPOIIECCE OCBOCHHUS JTHKH, OCTCTHKH OOCITYy)KMBaHUS, OTHKETa, MOpald U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CEepTU(UKAIMU U YIpaBICHUS KAadeCTBOM B
cdepe CepBUCHOTO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

9. MarepuanbHble pecypchl, 000OpyAOBaHUE JI OCYHIECTBICHHUS Tpolecca
cepBHca.

10. Metoasl mpoBeAEHUS TEPETOBOPOB C KIMEHTAMH IO MPETEH3MOHHBIM
CIIy4asiM ¥ MEXaHU3M OIpPECICHUs] MPUYNH BO3HUKHOBEHHS MPETEH3UH B MpoIecce
OCBOCHHUS 3THUKH, DCTETUKH OOCITY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00cCITy>)KUBaHHS Ha TPAHCIIOPTE.

11. MeTtoasl pa3paOOTKM W HUCIIOJIB30BAaHUS THUIIOBBIX TEXHOJOTUYECKHUX
MIPOLIECCOB.

12. Metonsl (opmupoBaHuss U BHEIPEHUS KOPIOPATUBHBIX CTAHAAPTOB H
PETJIAaMEHTOB TIPOIIECCOB 00CITY KHBAHUSA MMOTPEOUTENICH HA TPAHCIIOPTE.

13. MeTonasl B3aUMOJEWUCTBHS C KIMEHTaMH [0 OpTaHM3AIlMU Tpolecca
oOciy>)kuBaHMs TOTpeOUTENe B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKW, OCTETUKH OOCTY)KMBAaHWS, JTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3ANNH, CEPTU(DUKAIMN W YIPABICHUS KAa4eCTBOM B c(epe CEepBHCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

Tunogvie cumyayuonuvle 3a0aHus OJis peuleHus: Ha NPaKMU4ecKux 3aHAmusx

Kaxnas paGodas rpyrmina roTOBUT PE3EHTAIIMIO CBOETO PEIICHUS TPOOIEMBI U
B X0/Ie 00IIel JUCKYCCHH 000CHOBBIBAET HEOOXOIUMOCTh €T0 PeaTH3aIUH:

[Ipenmoxkxute METONBI TMPOBEJACHUS TIEPETOBOPOB C  KIHMEGHTAMH  TIO
MPETCH3NOHHBIM CITydassM H MEXaHWU3M OIpPEACNICHUs TPUYMH BO3HUKHOBEHUS
MPETEH3UH B TIPOIIECCE OCBOCHUS ATHKHU, ICTETHKN 00CITY>)KMUBAHUS, ITHKETA, MOPAJIH
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U HPABCTBEHHOCTH, CTAHJAPTU3aLUU, CEPTU(PUKALMM U YOPABICHHUS KAYECTBOM C
YYETOM peaan3ali OCHOB dTHKeTa pa0OTHHKA CEPBHCA B CIIy4ae OTKa3a KIMEHTA OT
00Cy’KMBaHMSI HA PUMEPE KOHKPETHOM OpraHu3anuu.

Tema 18. [lokazaTenu kayecTBa yciIyr

Ilepeuens munoevix 60npocos 05 yCmMHO20 onpoca

1. Buasl nmoka3aTeneld kayecTBa MO crnocoOy BbIpaKeHHUs (B HAaTypallbHBIX
€MHUIIaX, B CTOMMOCTHBIX E€IWHHUIIAX), TI0 OLIEHKE ypOBHS KauecTBa (0a30BBIC U
OTHOCUTENbHBIE), IO CTaAuu oOmpeaeneHus (IpOrHo3UpyeMble, MPOEKTHBIE,
POM3BOJICTBEHHbIC, O3KCIUTyaTallMOHHBbIE TIOKAa3aTeiau), IO XapaKTepu3yeMbIM
CBOICTBaM (€IMHUYHBIE U1 KOMILIEKCHBIE).

2. Tlokazarenu (G YHKIHOHATBHOTO Ha3HAYCHUS, APrOHOMHYHOCTH,
NoKa3zaTeau  HAJEKHOCTH, HSKOHOMHUYECKHE U  OIKOJOTMYECKHE  IOKa3aTelH,
nokasareiau 0e30MacHOCTH, MOKa3aTelld: dCTeTUYeCKHUe, CTaHJapTU3aluu, TaTeHTHO-
IIPABOBBIE.

Ipumepnovle memwvi coobueruti

1. Crneuuduueckne  mokazaTeiad  KayecTBa  YCIYT: JIOCTYITHOCTb,
KOMMYHUKa0€IbHOCTh, KOMIIETEHTHOCTb, JOBEPUTEIBHOCTh, OOXOIUTEIBHOCTD,
Ha/Ie)KHOCTh, OT3bIBUMBOCTb, O€30MACHOCTb, OCA3aEMOCTb, IOHUMAHUE.

2. OcHOBHBIE 0OCOOEHHOCTH MEXKYJIBTYPHOTO pa3HOO00pa3us 00111eCTBa.

3. Mexanusm oOecrieueHusi TpeOyeMoro KadecTBa MPOIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTHPOBAHHBIX TEXHOJOTUM B MPOIIECCE OCBOEHUS
OTUKW, OCTETUKU  OOCITY>KMBAaHMs, OTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3AlMH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBHCHOIO
o0CTy>KMBaHMsI Ha TPAHCIIOPTE.

4. Mexanu3M cucTeMbl oOecreueHus TpeOyeMOoro KadecTBa IPOIECCOB
OKa3aHMUsS YCIYIr B COOTBETCTBUM C MEXKIYHAPOJHBIMU U HAIMOHAIBHBIMU
CTaHJapTaMU B TMPOIECCE OCBOCHHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, ITHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAHIAPTU3AIMH, CEPTU(GUKAIMU U YIpaBICHUSA
KayecTBOM B chepe CEpBUCHOTO OOCITYKUBaHUS HA TPAHCIIOPTE.

S. MexaHu3M OKa3aHHs yCIyr B COOTBETCTBUU C 3asIBJICHHBIM Ka4€CTBOM B
IPOLECCE OCBOCHMS OSTHUKU, OCTETUKH OOCIY)KMBaHUS, OJTUKETa, MOpaIH U
HPAaBCTBEHHOCTH, CTaHAAPTH3alMU, CEPTHU(PHUKAIUN U YIPaBICHUS KaueCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

6. MarepuanpHble pecypchl, 000pyIOBaHHME ISl OCYLIECTBIIEHUS Mpoliecca
cepBHca.

/. MeToapl mpoBeAEHUS MNEPErOBOPOB C KIMEHTAMU IO MNPETEH3MOHHBIM
CIIy4astM M MEXaHH3M OIpEAEJICHUS] IPUYMH BO3ZHUKHOBEHUS NIPETEH3UM B IpoLecce
OCBOEHHSI 3THKH, 3CTETUKH OOCIYKMBaHMS, 3THKETa, MOpPAJIM U HPABCTBEHHOCTH,
CTaHJAPTU3ALNY, CepPTU(UKAIIMM M YIPABICHUS KAueCTBOM B cdepe CEpBUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

8. Metoasl pa3pabOTKM M HWCHOJB30BAHUS THUIMOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.

9. Meronsl GopMUPOBaHHA M BHEAPEHHUS KOPHMOPATHBHBIX CTaHAAPTOB H
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pErJIaMeHTOB MPOIIECCOB OOCITYKUBaHUS IOTPEOUTENEH HA TPAHCTIOPTE.

10. Meroasl B3aUMOJICUCTBUSL C KIMEHTAMU [0 OpraHu3aluu Ipoiiecca
oOcimyxuBaHusi ToTpebuteneit B cdepe rocrempuuMcTBa B MPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITY)XKMBaHUS, OJTHKETa, MOpaJd U  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTU(HUKAIMK M YIpaBICHHUS KAa4eCTBOM B cepe CEepBHCHOTO
o0CITy>)KMBaHHsI Ha TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0anus 0I5l peueHus Ha NPAKMUYeCKUX 3aHAmusx

Kaxxgas pabodast rpynma TOTOBUT MPE3ESHTAIIUIO CBOETO PEIICHUS MPOOIEeMbI U
B X0/1€ 001Iel AUCKYCCHUH 00OOCHOBBIBAET HEOOXOAMMOCTD €0 peaau3aliu:

[lpennoxuTe METOABI TMPOBEACHUS TEPEroBOPOB C  KIMEHTAaMU  I10
NPETEH3MOHHBIM CIIydasM W MEXaHU3M OMNpeAeNieHUs NPUYNH BO3HUKHOBEHUS
NpPETEH3U B MPOIIECCE OCBOCHHSI dTHKH, SCTETHKU OOCITY>KUBaHUs, STUKETa, MOPAIU
M HPABCTBEHHOCTH, CTaHIAPTU3ALNU, CEPTUPUKALNNUA U YIPABICHUS Ka4eCTBOM C
YYETOM peann3aliiii OCHOB dTHKETa paOOTHHKA CEPBHCA B CIIydae OTKa3a KIUEHTa OT
00CITy>)KMBaHHS Ha TPUMEpPE KOHKPETHON OpraHn3aIny.

Tema 19. ®opMbI 1 METOJTBI OIICHKH KauecTBa yCIyT

Ilepeuenb munoswvix 60npocos 0Jis1 yCMHO20 ONpoca

1. Knaccudukarus BHJIOB M METOJOB OIICHKH IO HECKOJBKHM IPHU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY 3TOTO Mpoliecca WU OCOOCHHOCTH MPUMEHEHHUS OICHKU
KauecTBa TOBAPOB U YCIIYT.

2. OleHKHd KadecTBa IO BHIOOPY CHUCTEMBI IOKa3aTeled WM 10 WX BHIY,
MOKHO pa3aenuTh Ha AudepeHIIMpOoBaHHbIE, KOMIUIEKCHBIE M CMEIIaHHBIE. .

Ilpumepnvie memwl coobweruii

1. Oruenka KauecTBa MO TUITY U XapaKTepy ACHCTBHI: MPSIMbIE K KOCBEHHBIE.

2. OrmeHka KayecTBa IO CPEACTBAM aHaIW3a M HU3MEpPEHHUs: JTabopaTOPHBIM
METOJOM, OPTaHOJENTHYCCKHUM METOJIOM, OJKCIIEPTHBIM METOJOM, CMEIIaHHBIM
METOJIOM.

3. Omenka kadectBa 10 ¢GopMe BBIpAXEHUS OICHKUA: METPUYECKUE,
OayuibHBIC U Oe3pa3MepHbIe (OTHOCHUTEILHBIC).

4. OCHOBHBIE 0COOCHHOCTH MEXKYIBTYPHOTO pa3HOOOpa3Hs 00IIeCTRa.

5. Mexanu3m obecrieueHusi TpeOyeMoro KadecTBa TMPOIECCOB OKa3aHUs
yCIIyT, Ha OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHI B MPOIECCE OCBOCHHUS
OTUKW, OCTETUKH OOCTY)KMBaHWs, OTHUKETa, MOpaJd ©  HPABCTBEHHOCTH,
CTaHJapTU3AlNH, CepTU(PHUKAMKA U YNPaBIECHUS KAa4eCTBOM B c(epe cepBHUCHOTO
o0CTy)KWBaHMsI HA TPAHCIIOPTE.

6. MexaHu3M CHCTeMBI oOecTieueHus TpeOyeMoro KadecTBa IIPOIECCOB
OKa3aHHWS YCIYT B COOTBETCTBHM C MEXIYHAPOJHBIMA U HAIMOHAIHLHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OJTHUKH, ICTETHKH OOCITY)KWUBaHUS, JTHUKETA,
MOpalli W HPABCTBEHHOCTH, CTaHAAPTU3AINH, CEpTUDUKAIMU W YyIpPaBICHUS
KauecTBOM B c(hepe cepBHUCHOTO OOCTY)KHBAHUS Ha TPAHCIIOPTE.

7. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUU C 3asIBJICHHBIM Ka4ECTBOM B
MpoIlecCe OCBOCHUS JTHKH, OJCTCTUKH OOCTY)KWUBAaHUS, OTUKETa, MOPAIA U
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HPAaBCTBEHHOCTH, CTaHAApPTH3AIMH, CepTU(UKAIMA W YIPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY>KMBaHHS HA TPAHCIIOPTE.

8. MarepuanbHbie pecypchl, 000OpyIOBaHUE IJsl OCYIIECTBICHUS MpoIecca
CepBHUCa.

9. Meronbl TpPOBEACHUS TEPETOBOPOB C KIMEHTAMU IO TPETECH3MOHHBIM
ClIlydasM U MEXaHU3M ONpEJENICHUsI TPUYUH BOSHHUKHOBEHHS MPETEH3UI B Mpolecce
OCBOCHHS JTHUKH, SCTETHKH OOCIY)XHBAaHHS, STUKETa, MOPAId M HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CEPTHPHUKAIMN U YNPaBICHUS KAa4eCTBOM B cdepe CEepBHCHOTO
o0CITy>)KMBaHHSI Ha TPAHCIIOPTE.

10. Meronbl pa3pabOTKM W WCHOJIB30BAHHUS THIIOBBIX TEXHOJIOTHYECKUX
TPOIIECCOB.

11. Metonsl (opMHpOBaHHS W BHEAPEHHS KOPIOPATHBHBIX CTaHAApPTOB M
perJIaMeHTOB MPOIECCOB 0OCTYKUBAHUS TOTPeOUTENeH Ha TPAHCTIOPTE.

12. Metonsl B3aMMOACHCTBHS C KIMEHTAaMU TI0 OpraHU3alud Mpolecca
oOcmyXuBaHHsI TOoTpeOuTeneil B cdepe TOCTENPUUMCTBA B TPOIECCE OCBOCHUS
OTHKH, OCTETUKA OOCITY)KWBaHUS, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINH, CePTHU(PHUKAIMK W YIpaBICHHUS Ka4eCTBOM B cdepe CEepBHCHOTO
00CITy>KMBaHMSI HA TPAHCIIOPTE.

Tunoswvie cumyayuonHule 3a0anus OJi peuieHus: Ha NPAKMUYeCKUX 3aHAMUIX

Kaxxgas pabodast rpynma TOTOBHUT MPE3ESHTAIIUIO CBOETO PEIICHUs MTPOOIEMBI U
B X0J1e 001IIel TUCKYCCHH 000CHOBBIBAET HEOOXOJUMOCTD €r0 pPeaTn3aluu:

[lpemnoxuTe METOABI TMPOBEACHHUS TIEPETOBOPOB C  KIHMEHTAMH  II0
NPEeTEH3NOHHBIM CIIydasM W MEXaHU3M OIpeeNieHUs] TPUYNH BO3HUKHOBEHUS
NpPeTEH3UH B MPOIIECCe OCBOCHMSI dTHKH, SCTETHKU OOCITY)KUBaHUs, 3TUKETa, MOPAITU
¥ HPaBCTBEHHOCTH, CTaHIAPTU3AlUU, CEPTUPHUKAIMK W YIPABICHUS KAa4eCTBOM C
YYETOM peaH3aliiil OCHOB dTHKETa pabOTHHKA CEPBHCA B CIydae OTKa3a KIIMEHTa OT
o0CITy)KMBaHHS Ha TPUMEPE KOHKPETHOM OpraHu3aIiy.

Tema 20. MexayHapoJHble OpTaHW3alMKM I0 CTaHmapTu3anuu. [IpaBoBbie
OCHOBBI JIESITEIIBHOCTH U OpraHu3anuonHas crpykrypa MCO

Ilepeuenb munoswvix 60npocos 0Jis1 yCmHO20 Onpoca

1. EBpomeiickasg opraHu3anus IO KaudecTBy, EBpONeHCKHII KOMHUTET IO
cranpaptusanuu, CEHJIEK — EBponeiickast opranu3anus 1o CTaHAapTU3ALUU.

2. Konexkc crangaproB 'ATT.

3. OcHoguble nenu u 3agaun UCO.

4. Tlopsimok pa3paboTKu MEKIyHAPOIHBIX CTAHAAPTOB.

IIpumepnoie memol coobwenuii

1. TepcnextuBnbie 3agaun UCO. bazoswie crangapter UCO 9001 — UCO

9004.

2. OOmee pyKOBOJICTBO KAYECTBOM U DJIEMEHTBI CHCTEMBI KQ4eCTBa.

3. CraHmapTsl MOAEPKKH, MX QYHKITUU U TIEITH.

4. Metonuueckue  PyKOBOJACTBA IO  MPAKTHUYECKOMY  MNPUMEHEHUIO
MEKIyHapOIHbIX CTaHJAPTOB.

5. Cranpaptuzanus B CHIA u ctpanax 3anagHoi EBporibl.
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6. Mexanusm oOecnieueHus: TpeOyeMoro KayecTBa MPOIECCOB OKa3aHUS
YCIIyT, HA OCHOBE KJIMEHTOOPHECHTHPOBAHHBIX TEXHOJIOTHMH B IMPOIECCE OCBOCHUSI
OTUKW, OCTETUKH OOCTY)KWBaHWs, OTHKETa, MOpaJId H  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEPTU(DUKAIMN W YIPABICHUS KAadeCTBOM B cepe CEepBUCHOTO
o0CITy>)KMBaHHSI Ha TPAHCIIOPTE.

1. MexaHu3m cucTemMbl oOecredeHus: TpeOyeMOoro KadecTBa IPOIIECCOB
OKa3aHWsS YCIYr B COOTBETCTBHM C MEKIYHAPOJHBIMH W HAIMOHAIBHBIMHU
CTaHJapTaMHd B TMPOIIECCE OCBOCHUS O3THKH, JCTETUKH OOCTY)KMBAHHS, JTHKETA,
MOpaJldi W HPABCTBEHHOCTH, CTaHJAPTU3AIMH, CEPTUDUKAIMN U YyIpaBICHUS
Ka4ecTBOM B c(hepe CepBUCHOTO OOCTYKUBAHUS HA TPAHCTIOPTE.

8. MexaHu3M OKa3aHUs yCIyT B COOTBETCTBUHU C 3asBJICHHBIM KaueCTBOM B
NPOIIeCCe OCBOCHHMS JTHKH, OCTCTHKHA OOCITY)XMBaHUWS, OTHUKETa, MOpad U
HPABCTBEHHOCTH, CTaHIApPTH3aIlMH, CEPTHU(PUKAIMKM W YIPaBICHUS KAadyeCTBOM B
cdepe cepBUCHOTO 00CTYKHBaHHsI Ha TPAHCTIOPTE.

9. MarepuanbHble pecypchl, 000pYJIOBaHHE IS OCYIIECTBICHHS Ipoliecca
CepBHCa.

10. MeToasl TPOBEICHUS IEPETOBOPOB C KIUEHTAMHU IO IPETCH3MOHHBIM
CIIy4astM ¥ MEXaHU3M OIPEACIICHUS MPUINH BO3HUKHOBCHHS MPETEH3UH B IpoIecce
OCBOCHHS 3THKH, 3CTCTUKH OOCITY)KHWBaHHS, ITHKETa, MOpPAJIM M HPaBCTBEHHOCTH,
CTaHJapTU3AIMH, CEpTU(UKAIIMN W YIPaBJICHUS KadeCcTBOM B cepe CEepBHUCHOTO
oOCITy)KMBaHHSI Ha TPAHCIIOPTE.

11. Meronbl pa3pabOTKM W UCIOJIH30BAHHUS THIIOBBIX TEXHOJIOTHYECKUX
TIPOIIECCOB.

12. Metonsl (hopMHpOBaHHS W BHEAPEHHS KOPIOPATHBHBIX CTaHAApPTOB M
pETIaMEeHTOB TIPOIIECCOB 0OCITYKUBaHUS MTOTPEOUTEIICH Ha TPAHCIIOPTE.

13. Metonsl B3aMMOJCHCTBHSI C KIMEHTaMH TI0 OpTaHU3alWd TIpoIiecca
oOciy>)kuBaHMsI TOTpeOuTENe B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
OTHKH, OCTETUKHA OOCIY)XWBaHUS, OTHKETa, MOpaJd W  HPABCTBEHHOCTH,
CTaHJAPTU3AINN, CEPTHPUKAIMN M YNPaBICHHUS KAa4eCTBOM B cdepe CEpBHCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

Tunosvie cumyayuonHnvle 3a0anust OJisk peUeHUst Ha NPAKMUYECKUX 3AHIMUSIX

Kaxxmas pabodast rpyrmimma TOTOBHT MPE3SHTAIIUIO CBOCTO PEIICHUS MTPOOJIEMBI U
B X0/1¢ 001I1eH JUCKYCCHH 00OCHOBBIBAET HEOOXOJUMOCTh €T0 PeaTU3aIlHH:

[Ipennoxkxute METONBI TMPOBEJACHUS TEPETOBOPOB C  KIUEGHTAMHU  TIO
MPETEH3MOHHBIM CIIy4assM W MEXaHWU3M ONPEICIICHUS TPHYUH BO3HUKHOBCHUS
MPETEH3UHN B MPOIECCE OCBOSHUS ITHKH, 3CTETUKHU OOCITYy)KHBaHUS, dTUKETA, MOPAIIA
U HPABCTBEHHOCTH, CTAHJAPTHU3AIUH, CEPTH(DHKAIMK W YNPaBICHHUS KaueCTBOM C
YUETOM peajn3allii OCHOB dTHKETa paOOTHUKA CEpBHUCA B CIydae OTKa3a KIMEHTA OT
o0CITy)KMBaHHS Ha TPUMEPE KOHKPETHOM OpraHu3aIiy.

Tema 21. TeopeTndeckrne OCHOBBI TEXHUYECKOTO PETyIUPOBAHUS
llepeuens munogvix 60npocoe 05l yCmHO20 onpoca

1. Mogenu TeXHUYECKOrO PEryIUPOBaHUSI.

2. TexHuuyeckue periiaMeHThI: TOHSITHUE, TICITH, BUIBL.
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[IpennuceIBaroONIMe TEXHUYECKUE PETIAMEHTHI.

O611ue (ropu30HTAIBHBIEC) TEXHUYECKUE PErIaMEHTHIL.

CTpyKTypa U cofiepKaHue TEXHUYECKUX PETIAMEHTOB.

[Topsimok pa3pabOTKH TEXHHYECKUX PETIIaMEHTOB.

l'ocynapcTBeHHBI KOHTPOJb U HAA30p 3a COOMIOJeHHEM TpeOOBaHUM

TEXHHUYECKUX PETJIAMECHTOB.

8. Mexanusm obecrnieueHus: TpeOyeMOro KadecTBa IMPOIIECCOB OKa3aHUS
yCIyT, Ha OCHOBE KIMECHTOOPHUEHTHPOBAHHBIX TEXHOJOTHH B IIpoIecce
OCBOCHHS OTHUKH, OCTETUKH OOCITYXXWUBaHHs, OSTHUKETa, MOpAIA U
HPABCTBEHHOCTH, CTaHAAPTHU3AIMHM, CEPTHPUKANMK W  YIPABICHUS
Ka4eCcTBOM B c(hepe CepBUCHOTO OOCTYKUBaHUS HA TPAHCTIOPTE.

9. MexaHu3M cHuCTEeMBI obOecreueHus] TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHHs YCIYT B COOTBETCTBUU C MEXKIYHApOJIHBIMH M HAIMOHATBHBIMH
CTaHJapTaMU B TIPOIECCE OCBOCHHS JTHUKU, JCTECTUKUA OOCITYXKHUBaHUS,
ATUKETa, MOPAJIM W HPAaBCTBEHHOCTH, CTaHIApTHU3AIMH, CEPTUPUKAIMHN U
yIpaBIICHUsS KayeCTBOM B cdepe CepBUCHOrO OOCITy)XMBaHHUS Ha
TPaHCIOPTE.

10. MexaHu3M OKa3aHUs YCIAYT B COOTBETCTBUU C 3asIBJICHHBIM Ka4eCTBOM B
IIPOIIECCe OCBOCHHMS 3THUKH, SCTETUKH OOCITY>KWUBAaHHUS, STUKETa, MOpPAIU U
HPABCTBEHHOCTH, CTaHAAPTHU3AIMK, CEPTHPUKANMK W  YIPABICHHS
Ka4ecTBOM B c(epe CepBUCHOTO OOCTYKUBaHUS Ha TPAHCTIOPTE.

11. MarepuasibHbie pecypchl, 00OpyIOBaHUE IS OCYIIESCTBICHHS Ipoliecca
CepBHCa.

12. Metoapl TIPOBEIEHUS MEPETOBOPOB C KIMEHTAMH IO TPETEH3HMOHHBIM
CllydasiM ¥ MEXaHU3M OIpeACIICHUs] MPUYUH BOSHHUKHOBEHHS TPETEH3UN B
IPOIIECCe OCBOCHUS ITHKH, ICTETUKU OOCITYXKHBAHHS, dTUKETA, MOPAIU H
HPaBCTBEHHOCTH, CTaHIApTU3allld, CepTUDUKAIMU W  yIpaBICHUS
Ka4eCcTBOM B c(epe CepBUCHOTO OOCTYKUBaHUS Ha TPAHCTIOPTE.

13.Metoapl pa3pabOTKW © UCIOJB30BAHHS THUIIOBBIX TEXHOJIOTUYECKUX
IIPOIIECCOB.

14. Metonbl GOpMHpPOBaHUS W BHEAPECHHUS KOPIOPATHUBHBIX CTAHIAPTOB U
PETJIaMEHTOB TIPOIIECCOB 00CTYKMBAHUS TOTPEOUTENCH Ha TPAHCIIOPTE.

15. MeTtonbl B3aMMONEWUCTBHUS C KIMEHTaMH TI0 OpTaHMU3AIlMU Ipoliecca

oOcnmykuBaHusl ToOTpeOuTeneid B cdepe TrocTenpuuMcTBa B IIpoIecce

OCBOCHHUS OTHUKH, OCTETUKH OOCITY>KMBAaHHs, OTHUKETa, MOpPAIH U

HPABCTBEHHOCTH, CTaHAAPTH3AIlMU, CEepTUDUKAIUU ¢  YIPABICHHUS

Ka4yeCTBOM B c(hepe CEpBUCHOTO OOCTYKUBAHUSI HA TPAHCIIOPTE.

No oA w

Tewma 22. Cranmgaptuzanus B cepe ycayr
llepeuenb munoswvix 60npocos 0Jist yCMHO20 ONpoca
1. Tlenu u MPUHIKIIBI CTAaHIAPTH3AIIH.

2. CHCTeMHOCTb CTaHJapPTH3AIUH.

3. DddEeKTUBHOCTD CTaHIAPTHU3AIIHH.

4. OyHKIWU U 3372490 CTaHAAPTU3AIINN.
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5. MeTtoabl cTaHAapTU3AIIN.
IIpumepnovle memvi coobujenuti
[TapameTpudeckasi cTaHAAPTU3AIINA.
JIOKyMEHTBI TI0 CTaHapTHU3AIUH.
Bunabl crangapTos.
Ob61epoccuiickue KinaccuQUKaTOphbL.
CranpgapTusanus yciyr.

Mexanuzm oOecnieueHusi TpeOyeMoro KayecTBa IMPOIECCOB OKa3aHUS
yCIIyT, Ha OCHOBE KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHH B TIPOIECCE OCBOCHHS
OTUKW, OCTETUKH OOCTY)KHWBaHHs, OJTHKETa, MOpPAald M HPABCTBEHHOCTH,
CTaHJApTU3AIMH, CEPTU(DHUKAIMA W YIPABICHUS KAaueCTBOM B cepe CEPBHCHOTO
00CTy>KMBaHMSI Ha TPAHCIIOPTE.

7. MexaHu3M cHCTEMBI obOecreueHHs] TpeOyeMOoro KadecTBa IPOIEeCCOB
OKa3aHHWs YCIYI B COOTBETCTBHM C MEXKIYHAPOJAHBIMH W HAllMOHAIBHBIMU
CTaHJapTaMyd B MPOIECCE OCBOCHHUS O3THKH, JCTECTUKHA OOCITY)KHWBAaHHS, JTHUKETA,
MOpajJd W HPABCTBEHHOCTH, CTAHJAPTU3AIMH, CEpTUGUKAIMK U  yIpPaBICHUS
Ka4eCcTBOM B c(epe CepBUCHOTO OOCTYKUBaHUS Ha TPAHCTIOPTE.

8. MexaHu3M OKa3aHHUs YCIyT B COOTBETCTBUU C 3asBJICHHBIM Ka4eCTBOM B
NPOIIECCe OCBOCHHUS JTHKH, OCTCTHKHM OOCITY)XKMBaHUWS, OTHUKETa, MOpad U
HPABCTBEHHOCTH, CTaHIAPTH3allUM, CEPTH(PUKAIMKM W YMpPaBICHUS KAadeCTBOM B
cdepe CepBUCHOTO 00CITY)KMBaHUSI HA TPAHCTIOPTE.

9. Marepuanbhble pecypcbl, 000pyJdoBaHUE JI OCYIIECTBIEHUS Ipoliecca
cepBHca.

10. MeToasl mpoBeJEHUSI TMEPErOBOPOB C KIMEHTAMH MO MPETEH3HMOHHBIM
CIIy4astM ¥ MEXaHU3M OIpEeNIeHUs] MPUYMH BOZHUKHOBEHUS MPETEH3UH B Ipoliecce
OCBOCHHUS 3THUKH, DCTETUKH OOCTY>KMBaHMS, ITHKETa, MOpPAIH M HPABCTBEHHOCTH,
CTaHJapTU3AINH, CepTU(DUKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

11. MeToasl pa3paOOTKM W HUCIIOJIb30BAHUS THUIIOBBIX TEXHOJIOTHYECKUX
IIPOIIECCOB.

12. Metonsl (opmMupoBaHuss U BHEIPEHUS KOPIOPATHBHBIX CTAHAAPTOB H
PETJIAaMEHTOB TIPOIIECCOB 00CTY)KMBaHUS TOTPEOUTENEH Ha TPAHCTIOPTE.

13. MeTonasl B3aUMOJNEWUCTBHS C KIMEHTaMH [0 OpTaHM3AIlUU Tpolecca
oOcIy>)kuBaHHs TOTpeOUTENel B cdepe TOCTSIPUUMCTBA B IIPOIIECCE OCBOCHHMS
OTUKW, OCTETUKH OOCTY>KHMBaHHS, OTHKETa, MOpaJId ©  HPABCTBEHHOCTH,
CTaHJApTU3AINH, CepTU(DHUKAIMK W YIpaBICHUS KadeCTBOM B cepe CEepBHUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

Tunosvie cumyayuonHvle 3a0anus 0Jisl peueHus Ha NPAKMUYECKUX 3aHAMUIX

Kaxxnas paGodast rpymima rOTOBUT MPE3EHTALUIO CBOETO PEIICHHS TPOOIEMBI U
B X0J1¢ 00IIel JUCKYyCCHH 00OCHOBBIBAET HEOOXOAMMOCTh €TO PeaTu3aIliu:

[Ipennmoxkure METONBI TMPOBEJACHUS TEPETOBOPOB C  KIMEGHTAMH  TIO
MPETCH3NOHHBIM CITydassM H MEXaHWU3M OIPEACNICHUs TPUYMH BO3HUKHOBEHUS
MPETEH3UHN B MPOIECCE OCBOCHUS ITHKH, 3CTETUKHN OOCITYKHBAHUS, ITHKETA, MOPAIA
YW HPABCTBEHHOCTH, CTAHIAPTH3AINH, CEPTHUPUKAIMKA W YIPABICHHUS Ka4eCTBOM C

SOk whE
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YYETOM peaIn3allMd OCHOB ITHKETa pa0DOTHUKA CEpPBHUCA B CIIy4ae OTKa3a KJIUEHTa OT
00CITy’KMBaHMsI Ha MPUMEPE KOHKPETHON OpraHU3aluu.

IIpuMepHbIii IepeYeHb TeM KOHTPOJIbHBIX PA00T 10 JUCHHUILIUHE
«IIpodeccnonabHAS ITUKA, CTAHAAPTU3ALMS, CCPTUPUKALNSA U YIIPABJICHUE

CoNoakr~WNE

10

CCpBHUCA,

KA4eCTBOM B CEPBHCHOM 00C/Iy;KMBAHUM
2 xypc (4 cemecTtp)

ConunanbHO-3KOHOMUYECKUE U TyXOBHBIE MPEANOCHUIKY MOSBICHUS STUKH.
Otuko-punocodcekue cuctemsl pesneit Unauu: Opaxmanusm, Oyaau3m.
JI>kaiHU3M | Hora.

Ortnueckue yuenus pesHero Kuras: naocusm, KOHPYLHAHCTBO.
Oco0eHHOCTH aHTUYHOM ATUKHU.

OTUYECKUN PENATUBU3M, 3BJIEMOHU3M, PALTTOHATIU3M.

DTHYecKoe yuyeHue ApUCTOTEIS.

OTUYeCKHe reIOHU3M U aCKETHU3M.

['enonusm B 00CITy>KMBaHUU.

OcreTuka 00CIyXUBaHUS B Tpollecce pa3padOTKU TEXHOJOTUHU Mpoliecca
pa3BUTHUA CHUCTEMbl KJIMEHTCKUX OTHOIIEHUM C ydeToM TpeOoBaHUM

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

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

XpUCTHAHCKasI 3TUKA. TeoauIies.

EctecTBeHHBII 1 00rOOTKPOBEHHBIM HPABCTBEHHBIE 3aKOHBI.
I'ymanucTuyeckas sTvka 3noxu Bo3poxaeHus.
AHTpPONOLEHTPU3M U TYMAHU3M.

MopanbHnas ¢punocodust HoBoro BpeMeHu.

Teopust pa3yMHOI0 3rou3ma.

Otudeckoe yuenue M. Kanra.

OTUYECKUN YTUIIUTAPU3M.

DTHKa MapKcU3Ma.

Otndeckoe yuenue @. Humie.

OTHYECKUE  BO33PEHUS]  MPEACTAaBUTEINEH  PYCCKOW  PEIUTHO3HOU

dunocodun.

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

CO3HAaHM:.

28.

OcHOBHbIE HaIlPaBJICHUS B Pa3BUTHH 3THUECKOM MbIcIH XX BeKa.
PenaruBuctckas 3TMKa NOCTMOIEPHU3MA.

Kpusuc Mopanu 1 HpaBCTBEHHOCTH.

HeobxonumocTh mepexoia K TyMaHUCTUYECKON ITHKE OyIyIIero.
[Tpo6Gaembr GMOATUKH, TOJIEPAHTHOCTH, COOTHOIICHHUE dTUKH U OU3HECA.
[lonsiTue Mopasin U ee CBsA3b C JAPYrUMHU (PopMamMu OOIIECTBEHHOIO

CaoiicTBa Mopasid. MopaibHOE CO3HAHUE U MOPAJIbHAS IPAKTHKA.
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IIpumepHbIii IepeYeHb TeM KOHTPOJIbHBIX Pa00T 10 AMCUHMIVINHE
«IIpodeccuonanbHas ITHKA, CTAHAAPTU3ALMA, CEPTUPUKALMSA U YIIPABJICHUE
KAa4eCTBOM B CEPBHCHOM 00CJIY’KMBAHH M
3 kypc (5 cemecTp)

Oco0eHHOCTH J1eI0BOT0 0011IeHNs pabOTHUKA CEPBUCA C KIIMEHTOM.
[TpaBuiia KOpOPATUBHOIO OOIIEHUS B KOJUIEKTUBE MIPEAIPUSATHS CEPBUCA.
[ToHsiTHE ¥ BUIBI KOH(QIMKTOB B OpTaHHU3AIHH.
XKanoObl 1 KOH(PIUKTHI C KIMEHTaMU: IPUYMHBI U CLIOCOOBI pa3peieHusl.
[TpuHIUTIBEI PaObOTHI ¢ KOHGIMKTHBIMU KIIMCHTAMH.
[IpodunakTrika KOHPIUKTOB B 00CITYKUBAHUU HA TPAHCIIOPTE.
Otuka 6u3Heca B cepe cepBuca.
OO1IHe MPUHITUITBI TPHHSITHUS STUYHBIX JICJTOBBIX PEIICHUH.
DTHUKa KOHKYPEHIIMH U JEJI0BOr0 MapTHEPCTBA.
. DTHKa U collMalibHAsl OTBETCTBEHHOCTH CIIEIIMANIMCTA B chepe cepBuca.
. DTUYECKUE TPATUIIUN POCCHMCKUX MTPEANPUHUMATEIICH.
. [lonsTHE, OCHOBHBIE MPUHIIUITBI K ()YHKIIMM KOPTIOPATUBHOMN 3THUKH.
. MopanbHO-TICHUXO0JIOTHYECKHUI KIIMMAT B OpTaHU3aI1H.
14. DTudyeckue HOPMBI KOPIOPATHBHOI'O IOBEACHHWS W OOLICHUS MEKIY
COTpPYIHUKaMU OpraHU3alluy CepBHUCA.
15. Tlokazarenu HEOIATOMPHUATHOTO COCTOSIHUS KOPIIOPATHUBHOM ITHUKHU U HUX
npoduiakThKa. ITUKA CIYKEOHON Kaphephl.
16. My»xumnHa ¥ *KEHIIMHA — IpaBuUJia OOIEHUS U MMOBEJEHUS Ha padoTe.
17. TlyTu 1 METOJIbI BIUSHUS HA TPYIOBYIO TUKY U MOPAJIb TOTYNHEHHBIX.
18. TloHnaTHe KOPIOPATUBHOM KYJIBTYPHI U €€ 3HAUYCHUE.
19. DnemeHTHI KOPIOPATUBHOM KYJIbTYpPbI. THUITBI KOPIIOPATUBHBIX KYIBTYP.
20. Biiustaue  KOpIOpaTUBHOM — KYJIBTYphl Ha KadeCTBO  OOCITYKHBaHHS
KJIMEHTOB Ha TPAHCIIOPTE.
21. TlonsiTne 1 0COOCHHOCTH JIETOBBIX MUCEM. BUIIBI 1ETTOBBIX MHUCEM.
22. Gupmennble OmaHku. PekBu3uThl nenoBbix nuceM. OCHOBHBIE MpaBUiia
BEJICHUS JI€JIOBOM NEPEIHUCKH.
23. Oco0eHHOCTH [IeIOBOM TEPENUCKA C HCIOJIb30BAHUEM 3JIEKTPOHHOM
MTOYTHI.
24. TlpaBuia moBeJeHUSI HAa MPA3JHUYHOM Mepornpusituu. [Ipurnamenue B
TOCTH WJIM Ha MPa3IHUK. BU3UT B roCTH.
25. TlpaBuna BpydeHwus u mpriemMa 1BeTOB U oaapkoB. HoBocenbe. CBaan0a.
26. Jlear poxnenus. Tpaypubrii atuker. CepBupoBka ctojna. [Ipubopsl, mux
Ha3HAYCHWE W TIPaBWIIa OOpAIEHUS C HUMU.
27. «S3p1x iprbopoBy. [Togada 611101 K CTOMY: MOCIEOBATEILHOCTD, MMPABUTIA
MoJa4M, COYETAEMOCTb OJII0]1 U HanmUTKOB. OO01IMe MMpaBuiia MOBEICHUS 32 CTOJIOM.
28. KynbTypa el pa3nudHbIX TPOIYKTOB: CajaThl, CYIbI, MSICO U MTHUIIA, pbIOa
1 MOPEMpPOAYKTHI, OBOIIU U (PPYKTHI, XJIeO, Macio, celp, ropsure Omona. Hanutku:
KyJbTypa ynoTpeOIeHusl.
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29. OcoOeHHOCTU BeJEHUs JEJI0BbIX Tele(OHHBIX pa3roBopoB. IloaroroBka k
JI€JIOBOMY 3BOHKY.

30. OtBeT Ha J1e10BOM TelePOHHBIN 3BOHOK. ABTOOTBETUHK.

31. IlonsTne W Ha3HAYECHWE BU3BUTHBIX KApTOYCK. BUABI BUBUTHBIX KapTOUYECK.
BusuTHbBIE KapTOYKHM OpraHU3aliii CepBHCA.

32. OOMEH BH3UTHBIMH KapTOYKaMU. ITUKET OOpallleHHs C BHU3UTHBIMU
KapTOYKaMH.

33. IlonsaTue ynpapieHueckoi 3Tuku. OCHOBHBIC (DYHKIIUU yIIPABIICHHUSL.

34. Ctunmu  pyKOBOJCTBA. OJTHUYECKHE HOPMBI CIIY>)KEOHOrO0  MOBEICHUS
PYKOBOAMTENS B OTHOIICHUSAX C TIOJYMHEHHBIMH, MPEACTABUTEISIMHI BHEIIIHEH CPEJIb:
KOHKYPEHTaMH, MOCTaBUIMKAMHU, OOIIECTBEHHOCTHIO U TIP.

35. Haubonee pacnpocTpaHeHHbIE OITUOKH ITHYECKOT'O0 CBOMCTBA B MOBEJICHUU
PYKOBOIUTEIIS.

36. IloHsTHE, HPBOMIONIMS U HPABCTBEHHAs OCHOBA dTHKETa. BUabl U QyHKIHH
ATHKETA.

37. CoOTHOIIIEHUE YTUKHU U ATUKETa. [[pUHIIUITBI COBpPEMEHHOT'O ATHKETA.

38. DTukeT B mpodecCUOHATIbHON AEATETLHOCTH PAOOTHUKOB C(HEephI YCIYT.

39. TlonsaTue u PyHKIIUU JETOBBIX COBEIIAHUN. BUIbI 1ETOBBIX COBEIIAaHUH.

40. IIpoBeaenue nenoBoro coemanus. [loHaTre U BUABI NPE3eHTALUN.

41. IoaroToBka K Mpe3eHTAIMU B opraHu3anuu cepsuca. [IpaBuna noseneHus
Ha Tpe3CHTAIIH.

42. Ocobennoctu  myOnu4yHOro  BBICTyIUIeHHA.  OCHOBHBIE — IpaBUia
MyOIMYHOTO BBICTYTICHHUS.

IIpumepHbIii IepevYeHb BOMPOCOB K IK3aMEeHY /IS POBEJACHUS MPOMEKYTOUHOM
arrecTauum no aucuuivinde «IlpogeccuonanbHasi 3TUKA, CTAHAAPTH3ALUS,
cepTU(UKAIUA U YIIPABJIEHUE KAYeCTBOM B CEPBHCHOM 00CYKMBAHUID)

(4 cemecTp)

1. Tlonstue u mpeaMeET STUKU. Mopasab 1 HpaBCTBEHHOCTb.

2. Teopermyeckas, HOpMATHBHAs WM TPUKIAIHAA 3TUKA. MECTO JTHUKH B
CHUCTEME T'YMAaHUTAPHOTO 3HAHMUSL.

3. OcHOBHBIE OTHYECKHE KaTeropuu. «YecTe», «IONT», «COBECTHY,
«OTBETCTBEHHOCTB) - BAXKHEHININE KaTeTOpUH MpodheCcCHOHATBHONW STUKH PAOOTHUKA
cepBuca.

4. OCHOBBI OCYHIECTBJICHUS IOWUCKA, KPUTUYECKOTO aHalW3a U CHUHTE3a
uHbOpMaIK, TPUMEHEHHUS CUCTEMHOTO TIOIX0/1a JIJISl PEIICHUS MTOCTABICHHBIX 3a/1a4
B TMpOLECCE H3YYEHUsI STUKHU, OICTETUKU OOCIYyKUBAHUS, OSTUKETa, MOpPAIU H
HPABCTBEHHOCTH, CTaHIAPTH3AllUU, CEPTH(PUKANNA W YNPaBIECHUS KAadeCTBOM B
cdepe CepBUCHOTO OOCITYKMBaHUS HAa TPAHCIIOPTE.

5. OCHOBBI OCYHIECTBIIECHHSI COLIMAIIBHOTO B3aMMOJEHUCTBHUS U pean3alUuU
CBOEH pOJM B KOMaHAE B MpPOIECCE M3YyUYECHHUS ITHUKHU, ICTETUKU OOCTYKHBaHUS,
ATUKETA, MOPAJIA U HPAaBCTBEHHOCTH, CTAaHAAPTU3ALNH, CEPTU(DUKALUY U YIPABICHUS
KaueCcTBOM B c(pepe CepBUCHOTO 0OCITYKUBAHUSI HA TPAHCTIOPTE
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6. OcCHOBBI BOCHpHUATHSA MEXKKYJIbTYPHOI'O pa3HOOOpasusi oOlecTsa B
COIMATbHO-UCTOPUUECKOM, ATUYECKOM M (PUIOCOPCKOM KOHTEKCTaX B Mpoliecce
W3YYCHHUS DTHKH, ICTETHKU OOCITYKMBAHWS, JTHUKETa, MOPAJd W HPABCTBEHHOCTH,
CTaHJapTU3alNK, CepTU(DUKALNU W YMPABJICHUS KAayeCTBOM B c(epe CepBHUCHOTO
00cCITy>)KUBaHMsI HA TPAHCIIOPTE.

7. OCHOBBI YINpaBICHUS CBOMM BPEMEHEM, BBICTPAMBAHHUS W pPeaTU3alUU
TPAaCKTOPUU CaMOPA3BUTHUS HA OCHOBE MPUHIIMIIOB OOpa30BaHMs B TEUCHHE BCEH
KU3HU B MPOIECCE U3YUCHHS] ITUKU, ICTETUKH OOCITY>KUBAHUS, dTUKETA, MOPAIU U
HPABCTBEHHOCTH, CTaHIAPTH3aAllMU, CEPTH(PUKANUMA W YIPaBICHUS KadeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

8. OcHoBBI 0OecnieueHus: TpeOyeMoro KauecTBa MpoIecCOB OKa3aHUs YCIYyT B
IpoIleCCE OCBOCHUS DJTHKH, OCTETUKUM OOCTY)KMBAHUS, OJTHKETa, MOpajud U
HPABCTBEHHOCTH, CTaHIAPTH3AIlUH, CEpTU(PUKAIIMA W YIPaBICHUS KadyeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

9. OcHoBbI oOecricueHUss (OPMHUPOBAHHMS M BHEIPEHUS KOPIIOPATHBHBIX
CTaHJAPTOB U  PErJIAMEHTOB TMPOIECCOB  OOCIYyKUBaHHUS  TMOTpeOuTeNnerd U
COOTBETCTBMSI CTaHJIapTaM KauecTBa B TMPOIECCe M3YYCHUS ITHKU, DCTCTHUKH
oOcly)kuBaHMs, OTHUKETa, MOpPAJIdM W  HPABCTBEHHOCTH, CTaHJApTH3AIINH,
cepTudUKAIIMA U YIOPaBIECHUS KaueCTBOM B cepe CEpBUCHOTO OOCTY)KMBaHUS Ha
TpaHCIOpTe.

10. ConmanbHO-7KOHOMUYECKHE U JyXOBHBIEC MTPEATIOCHUIKY MOSBICHUS YTHKH.

11. Dtuko-dpunocodckue cucteMol peBueit Muaanu: Opaxmanusm, Oy au3M.

12. J>xaitHu3M U iiora.

13. Dtuyeckue yuenus pesuero Kuras: naocusm, KoHQyIIuaHCTBO.

14. OcoGeHHOCTH aHTUYHOM ITHKH.

15. DTruyeckuii pesITUBU3M, IBJIEMOHU3M, PALTMOHAIU3M.

16. I'enoHu3M B 006CITy>KMBaHUH.

17. Dcretrka oOCIY>KUBaHUS B TIpoliecce pa3paOOTKU TEXHOJIOTHH Iporiecca
CepBHCa, PAa3BUTHS CHUCTEMBbl KIMEHTCKUX OTHOIICHUW C Yy4eToM TpeOoBaHUM
noTpedurens B chepe CepBUCHOTO 0OCTY)KUBaHMS Ha TPAHCIIOPTE.

18. EctecTBeHHBIN 1 OOTOOTKPOBEHHBI HPABCTBEHHBIC 3aKOHBI.

19. Otndeckne  BO33peHHS ~ MPEJACTABUTEICH  PYCCKOM  PEIMTHO3HOMN
dbunocodun.

20. OcHOBHBIC HaIIpaBJICHUS B Pa3BUTUHU ITHUECKOM MbIc XX Beka.

21. PensTuBUCTCKAs 9TUKA TOCTMOJCPHU3MA.

22. Kpusuc Mopasii 1 HpaBCTBEHHOCTH.

23. HeoOxomuMocCTh mepexo1a K TYMaHUCTUYECKON ITHKE OyayIIero.

24. TIpo6emMbl OMOATUKH, TOJIEPAHTHOCTH, COOTHOIIICHUE YTUKU U OW3HEcA.

25. TlonsiTne Mopanu U ee CBs3b C JApyruMu GopMamu OOIIECTBEHHOTO
CO3HAHUS.

26. CoiicTBa Mopasi. MopaiabHOE CO3HAHUE M MOpaIbHAs MPAKTHKA.

27. MopanbHbIe TPUHITUITEI, HOPMBI, IICHHOCTH U UJICAJTHI.

28. VcTopudeckoe pa3BUTHE MOPAITH.
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29. IlpodeccuonanpbHass 3TMKAa Kak CBOJ HPABCTBEHHBIX TpeOOBaHUH,
ONpEENSIONIMX OTHOLIEHUE YEJIOBEKA K CBOEMY NMPOPECCUOHATIBHOMY JI0NATY.

30. Muoroo0pa3ue npodeccuoHanbHbIX ITUK U UX BHYTPEHHEE €IMHCTRBO.

31. TeopeTuyeckuii ©* HOPMATUBHBIN YPOBHHU NPO(PECCUOHATBHOM ITUKH.

32. OyukImu npohecCUOHATBLHOM ATUKH.

33. DBoumtonust podeCCUOHATIBHON ATHKHU.

34. OTHoOILIEHHE K TPYly Ha Pa3HbIX UCTOPUYECKHUX HTAMAX.

35. [lonsitue, BUABI M PyHKIMH TPOPECCUOHATBHBIX ITUYECKUX KOJEKCOB.

36. IIpodeccronanbHble 3TUYECKHE KOJEKCHI B Chepe cepBHCa U TypHU3Ma.

37. IIpoeccronanbHble COCIOBUS U OOLIECTBO.

38. TloHsaTre 1 SBONIOIUS TPOPECCHOHAINUZMA.

39. [IpoeccronanbHas coBecTh U MPOPECCUOHATBHBIN JIOIT.

40. HpascTBeHHas KyJibTypa npodeccruonana.

41. MecTo 3TUYECKOTr0 KOJIeKca B MPOQeccuu.

42. IlpodeccruoHanbHO-HPABCTBEHHBIE MPE/ICTABIICHNUS, YOSKIECHUS U YYBCTBA
B CTPYKTYpE HPAaBCTBEHHOT'O CO3HAHUS CIEIUAIKCTA 10 CEPBUCY.

43. TIpo6nemsbl KyIbTHBHPOBaHUsI Npodeccruonanu3mMa B Poccun.

44, Mexanu3zM ofecrieueHus TpeOyeMoro KadecTBa TPOIIECCOB OKa3aHUs
yCIyT, Ha OCHOBE KIMEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B MpPOIIECCE OCBOCHUS
OTUKW, OCTETUKU  OOCTY)KMBAaHMs, OTHUKETa, MOpad M  HPABCTBEHHOCTH,
CTaHJApTU3AlMH, CepTU(UKAIMU W YIpaBJICHUS KadueCTBOM B c(epe CEepBUCHOTO
o0CTy>KHBaHMSI Ha TPAHCIIOPTE.

45. OcHOBHBIE 0COOCHHOCTH MEKKYJIBTYPHOT'O Pa3HOO0pa3us o0IeCTBa.

46. MexaHu3M cuUCTEeMbl o0ecriedeHus TpeOyeMbIX KadecTBO IPOIIECCOB
OKa3aHHUsS YCIYT B COOTBETCTBUM C MEXIYHApPOJIHBIMU U HAIMOHAJIBLHBIMU
CTaHJapTaMyd B TMPOIECCE OCBOCHUS OSTHUKH, ICTETHKU OOCITYXUBaHUSA, ITHKETA,
MOpaqd W HPABCTBEHHOCTH, CTAHIAPTU3AINH, CEpTU(DUKAIMU U YyIPaBICHUA
KayeCTBOM B c(hepe CEpBUCHOTO OOCTYKUBAHUS HA TPAHCIIOPTE .

47. Mexanu3M (opMUPOBaHUS OKa3aHUS YCIYT B COOTBETCTBUU C 3asIBICHHBIM
KayeCTBOM. MEXaHU3MbI OKa3aHMsI YCIYT B COOTBETCTBUHU C 3asBIICHHBIM Kaue€CTBOM B
IPOLECCE OCBOCHMS OSTHUKU, OCTETUKH OOCIY)KUBaHHUS, OTHKETa, MOpaIH U
HPABCTBEHHOCTH, CTaHAApPTH3alMH, CepTU(UKAIMM U YIPABICHUS KadeCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

48. MatepuanbHble pecypchl, 00OpyIOBaHUE IJIsl OCYLIECTBIECHUS Mpolecca
cepBHca.

49. MeToapl TpOBENEHUS MEPEroBOPOB C KIMEHTAMHU MO MPETEH3MOHHBIM
CITY4asIM.

50. Mexanu3M ompenesaeHusi TPUYUH BO3HUKHOBEHHUS MPETEH3UH B IMpoIecce
OCBOEHHSI 3THKH, 3CTETUKH OOCIYKMBaHMS, 3THKETa, MOpPAJIM U HPABCTBEHHOCTH,
CTaHJAPTU3ALNY, CepPTU(UKAIIMM M YIPABICHUS KAueCTBOM B cdepe CEpBUCHOTO
oOCTy)KWBaHHSI HA TPAHCIIOPTE.

51. Metoabl pa3pabOTKU W HCIOJB30BAHUS THUIOBBIX TEXHOJOTHYECKUX
IIPOLIECCOB.
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52. Metonbl (opMHUpOBaHUS M BHEAPEHUS KOPHOPATUBHBIX CTAaHAAPTOB HU
pErjlaMeHTOB IPOLECCOB 00CTy)KMBaHUSI TOTPEOUTENEH Ha TpPaHCTIOPTE.

53. MeToabl B3aMMOACHCTBUS C KIMEHTaMH IO OpTraHU3allMM Mpolecca
oOcnyKMBaHMsI TOTpeOuTeneil B cdepe TrOoCTENPUUMCTBA B IPOIECCE OCBOCHUS
STUKW, OCTETUKU  OOCIYKMBAaHMS, JTHUKETa, MOpaJd M  HPABCTBEHHOCTH,
CTaHJApTU3ALMH, CepTU(UKAIMU U YIpaBICHUS KaueCTBOM B c(epe CEepBUCHOTO
00CTy>KUBaHMSI HA TPAHCIIOPTE.

54. HpaBcTBeHHas KYJIbTypa npodeccuoHana Kak MMOHUMAaHUE
npodeccruonanoM TpeOoBaHUN Oe30MacHOro0 OOCIYyKMBaHUSA, OXpaHbl Tpyna U
TEXHUKW O€30MacCHOCTH 3alllUThl OT TeXHOC(epHbIX (AKTOPOB HA TPaHCIOPTE
NPUMEHUTENBHO K chepe cepBuca Ha TPAHCIIOPTE.

55. 3HaHMe TOJOXKEHUUW HOPMATUBHO-TIPABOBBIX AaKTOB, PErYJIUPYIOLIKUX
OXpaHy TpyJa W TEXHUKY O€30MaCHOCTH B TOM 4YHCIIE€ Ha MPEANPUITHUSIX CEpBHUCA B
cdepe TpaHCIOpTa Kak MPOsBICHHE HPABCTBEHHOU KYJIBTYphI podeccroHania.

IIpuMepHBIi NepeYyeHb BONPOCOB K YK3aMeHY /I POBEACHU IPOMEKYTOYHOMI
arrectauuu no gucuuiinbe «IllpogeccuoHajbHas I THKA, CTAHAAPTU3ALUA,
cepTU(UKALUA U YIIPABJICHHE KAYeCTBOM B CEPBHCHOM 00CTYKMBAHUID)

(5 cemecTp)

1. Tlonsitue u npeaMet 3TUKU. Mopasib U HpaBCTBEHHOCTb.

2. Teopermyeckas, HOpMaTHUBHAsT M TMPUKIAIHAA 13THKA. MeECTO 3THUKH B
CUCTEME TYMaHUTAPHOTO 3HAHUSI.

3. OcHOBHBIE O3THYECKHME Kareropuu. «YecTb», «IOIT», «COBECTbHY,
«OTBETCTBEHHOCTBY - BaKHEHIIINE KaTeropuu npodhecCuOHANbHONU STUKH PaOOTHUKA
cepBHca.

4. OCHOBBI OCYIIECTBICHUSI TIOMCKA, KPUTHUYECKOTO aHaiM3a M CHUHTE3a
uHGOpMAIINH, TPUMEHEHHSI CUCTEMHOTO MOIX0/1a IS PEIICHUS TOCTABICHHBIX 3324
B TpOlLlECCe W3YYEHUs OTHUKHU, OICTETHUKU OOCIy)KHBaHUS, ITHKETa, MOpaid U
HPABCTBEHHOCTH, CTaHIAPTHU3AIlMU, CEpTU(DHUKAIMU U YIpaBICHUS KAa4eCTBOM B
cdepe CepBUCHOTO 00CITY)KHBaHUS HA TPAHCTIOPTE.

5. OCHOBBI OCYIIECTBIICHUS COIMATIBLHOTO B3aWMOJCHCTBUS W pPeaU3aIiu
CBOCH pOJM B KOMaHJAE B MPOIECCe M3YYCHHS ITHUKU, ICTETUKH OOCTY>KHBAHWSI,
ATUKETA, MOPAJy U HPABCTBEHHOCTH, CTAHIAPTU3AINH, CEPTUDUKAIIIU U YIIPABICHUS
KauecTBOM B c(hepe cepBUCHOTO OOCTY>KMBAHUS Ha TPAHCIIOPTE.

6. OCHOBBI BOCTHPHUATHS MEXKKYJIBTYPHOTO pa3HOOOpa3usi 00ImecTBa B
COIMAIIEHO-UCTOPUIECKOM, ITHUYECKOM M (PHIIOCOPCKOM KOHTEKCTax B MpoIliecce
M3YYCHHUS DTHKHU, ICTETHKU OOCITY)KMBAHUWS, JTUKETA, MOPAId W HPABCTBEHHOCTH,
CTaHJApTU3AINH, CEpTU(DHUKAIMKN W YIpaBICHUS KadecTBOM B cdepe CepBUCHOTO
o0CTy)KWBaHHsI HA TPAHCIIOPTE.

7. OCHOBBI YNpaBICHUS CBOWM BPEMEHEM, BBICTPAMBAHUS W PpeaTu3aliu
TPACKTOPUH CaMOPAa3BUTHs HAa OCHOBE IMPUHIIAIIOB OOpa30BaHUS B TEUCHUE BCEH
KU3HUA B TIPOIECCE M3YYCHUS ITUKH, ICTCTHKU OOCTY)KWBAaHHS, dTUKETA, MOPAIH U
HPABCTBEHHOCTH, CTaHAAPTU3AINHN, CEPTHU(PUKANMA ¥ YIPABICHUS Ka4eCTBOM B
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chepe cepBUCHOTO 00CITYKMBAHUS HA TPAHCIIOPTE.

8. OcHOBBI 0OecrieueHus TpeOyeMOoro KauecTBa MpoleccoB OKa3aHMsl YCIyT B
NpOIECCe OCBOCHHMS OSTHUKH, OCTETUKUA OOCTY)XKMBaHUS, OJTUKETa, MOpaId U
HPAaBCTBEHHOCTH, CTaHAApTH3AIMH, CEepTU(UKAIMM U YIpPABICHUS KAa4eCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

9. OcHoBbl oOecnieueHuss (HOPMUPOBAHMS M BHEIPEHUS KOPIOPATHUBHBIX
CTaHIApPTOB W PETJaMEHTOB IMPOIECCOB OOCTYy)XKMBaHHS TIOTpeOUTeNeld u
COOTBETCTBHSI CTaHIAapTaM KadecTBa B TMPOIECCe H3YyUYCHUS OTHKH, ICTETUKU
OOCTy)XMBaHHsI, OTHKETa, MOpaJd W  HPABCTBEHHOCTH, CTaHJAPTU3AIINH,
cepTudUKalMA U YIpPaBICHUS KauyeCTBOM B c(epe CEpBHCHOTO OOCTYXMBaHHUS Ha
TpaHCIOPTE.

10. CounanbHO-?)KOHOMUYECKUE U TYXOBHBIC MIPEIMOCHUIKH OSIBICHHUS ITHUKH.

11. Oruko-punocopckue cucremsl JpeBuein Unauu: Opaxmanusm, Oyaau3m.

12. J>xaitHu3M U fiora.

13. Dtuueckue yuenus [penero Kuras: naocusm, KOHQYIIHAHCTBO.

14. Dcretnka oOCITyXKMBaHUS B IMpolecce pa3padOTKH TEXHOJIOTHH Ipoliecca
CepBHCa, PAa3BUTHA CHUCTEMBbl KJIMCHTCKMX OTHOIIEHWH C ydeToM TpeboBaHUM
notpebutens B chepe CepBUCHOTO 0OCITY)KHBaHHS Ha TPAHCIIOPTE.

15. Dtudeckne  BO33peHUS ~ MPEJACTABUTEIEH  PYCCKOM  PEIUTHO3HOMN
dunocodumn.

16. ITpoGaeMbl OMOITUKH, TOJIEPAHTHOCTH, COOTHOIIIEHUE dTUKHU U OH3HEcA.

17. Tlonate MopaJiu U €€ CBsI3b C JpyruMu (opmMamMu OOIIECTBEHHOTO
CO3HAHUSL.

18. CpoiicTBa Mopanu. MopanbHOE CO3HAaHUE U MOpaJIbHASI MPAKTHKA.

19. MopanbHble TPUHIIUITBI, HOPMBI, IIEHHOCTH U UJICaJIbI.

20. PenurnosHnas, HaTypaJTUCTHYCCKas (2BOJTIOITMOHHUCTCKAS ),
COIIMOJIOTUYECKasl KOHIICTIIIMY MPOUCXOKIACHUS MOPATIH.

21. UcTopuyeckoe pa3BUTHE MOPAITH.

22. IIpodeccroHanbHas d3THKAa KaK CBOJI HPaBCTBEHHBIX TpeOOBaHUM,
OTIPEIEIISIIOIINX OTHOIIIEHUE YeJIOBEKA K CBOEMY NMPOPECCUOHATIBHOMY JIONTY.

23. Muoroo0Opa3zue npodeccoHaTbHBIX 3THK U UX BHYTPEHHEE €IMHCTBO.

24. TeopeTn4eckuii © HOPMAaTUBHBIA YPOBHU MPO(HECCUOHATHHOM ITHKH.

25. @yHKIMY MpodecCHOHaTBHOMN STHKH.

26. TlonsiTre, BUAbI ¥ GYHKIUU TPO(HECCHOHATBHBIX ATHYECKUX KOJIEKCOB.

27. TlpodheccronanpHbie STUYECKHE KOACKCHI B cpepe cepBUca U TypU3Ma.

28. TonsiTre 1 HBOIOIHS TIPO(ecCHOHATN3MA.

29. TlpodheccronanbHasi COBECTh U MPOYPECCUOHABHBIHN JTOIIT.

30. HpaBcTBeHHast KyabTypa npodeccuoHaa.

31. MecTo 3THYECKOro Ko/ieKca B PO eCcCcuu.

32. IIpoeccrnonanbHO-HPABCTBEHHBIC MPECTABICHUS, YOCKICHHS 1 YyBCTBA
B CTPYKTYpE€ HPaBCTBEHHOT'O CO3HAHMS CIIELUAINCTA IO CEPBUCY.

33. Metoasl cranfapTusanuu yciayr. Beenenue B ceprudukanutio.

34. Cepruduxarus cuctem kadectBa. Hopmei B chepe ycmyr.
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35. [IpunHImIbI CTaHJapTU3ALIAN. [TpyuHIMIIEI KOpIIOpaTUBHOU
OTBETCTBEHHOCTH B c(pepe yciayr.

36. Kareropun  cranmaptoB. Buuabl  cTaHmapToB U KOPHOpPaTUBHOU
OTBETCTBEHHOCTH B c(pepe yciyr.

37. MopanbHble HOPMbI U IPUHLIUIIBI B OOCITY)KBaHUU.

38. OTBETCTBEHHOCTh paOOTHUKA CEPBHCA NEPE] KIMEHTOM.

39. MopanbHbIil 001K pabOTHHUKA CEpPBUCA.

40. IloBegenue pabOTHHKA CEPBUCA B CIIOKHBIX ITUYECKUX CUTYaIIHSIX.

41. TloHsiTue M MOKa3aTeln KauecTBa 00CTyKUBAHUSI.

42. MexayHapoIHbIE CTaHIapThl Ka4ecTBa 0OCITYKUBAHMUSL.

43. TloHsiTHE M COCTABIISIONINE ACTETUKU OOCTY>KUBAHUSI.

44. TlpaBuna ohopmiIeHHsS] KOHTAKTHON 30HBI.

45. KommyHUKaTHUBHAs KyJlIbTypa pabOTHHUKA CepBHUCA.

46. DThueckre AacmeKkTbl YMEHHUs CIaylmaTh W TOBOpUTh. TpeboBaHus,
peIbsBIsIeMble K peur paOOTHUKOB CepBHCA.

47. Ilpuembl, HampaBJICHHBICE HAa pa3BUTHEC KOMMYHHUKATHBHBIX HAaBBIKOB
paboTHUKOB cepBuca. [Ipuembl npodeccnoHaIbHOTO CIYyIIAHUS.

48. TTonsiTue u pyHKIMH TPOPECCUOHATIBHOTO TOBEICHHUS.

49. O6mme TpeboBaHus K MpodecCHOHATLHOMY IOBEICHUIO pPaOOTHHKA
KOHTaKTHOM 30HBI HAa Pa3IUYHbBIX 3Tarax o0CIy>KUBaHMUS.

50. Ycranosnenue 3((PEeKTUBHOIO KOHTAKTa M JIOBEPUTEIIbHBIX OTHOIIECHUN
MeX1y paOOTHUKOB KOHTAKTHOM 30HBI U KJIMEHTOM.

51. llonsitue u GpyHkuuu AenoBoro ooduieHus. OCHOBHBIE (OPMBI JIEJIOBOTO
0OILIIEHUS.

52. Tlpodunaktuka KOHGIUKTOB B 0OCTY>KUBAaHUM HA TPAHCIIOPTE.

53. OcobeHHOCTH [IeJIOBOM TMEPENUCKH C HKCIOJIb30BAHUEM DJIECKTPOHHOMU
TIOYTHI.

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

55. [IpaBuna Bpy4yeHus u npuema BeToB U nojaapkos. HoBocenbe. CBaan0a.

56. llens poxpenus. Tpaypubiii stukeT. CepBupoBka crtona. [Ipubopsi, ux
Ha3HAYCHWE U TIPaBUIIa OOpaIEHUs C HUMHU.

57. «SI3p1k ipubopoBy. Ilogaua 6110/ K CTOMY: MOCIEI0BATEILHOCTD, MpaBUia
[0JIa4M, COUYETAeMOCTh OJIF0] M HAMUTKOB. O011I1e paBuia MOBEACHHS 32 CTOJIOM.

58. KynbTypa eapl pa3IuyHbIX MPOAYKTOB: CalaThl, CYIIbI, MSICO M MITHIIA, pbiOa
¥ MOPENpPOAYKTHI, OBOIIK U (PYKTHI, XJ1e0, Macio, celp, ropsyue Onroxa. Hamurku:
KyJbTypa ynoTpeOIeHusl.

59. IonsTue ynpasiaeH4eckoi STuKH. OCHOBHBIE (DYHKIIMH YIPaBICHUSI.

60. Ctunmu  pyKOBOACTBA. OTHYECKHE HOPMBI CIY’)KEOHOTO TOBEICHUS
PYKOBOJIUTENSI B OTHOIICHUSX C MMOAYANHCHHBIMU, MTPEACTABUTEIIIMHI BHEIITHEH CPEJIbI:
KOHKYpPEHTaMH, MOCTABIIMKAMH, OOIIECTBEHHOCTHIO U TIp.

61. Hanbonee pacnpocTpaHEHHBIC ONTUOKHA 3THYSCKOTO CBOMCTBA B ITOBEICHHUH
PYKOBOJUTEIIS.
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62. [ToHsiTHE, PBOMIOIMSA W HPABCTBEHHAs OCHOBA ATHKETa. Buabl u QyHKIIUN
ATHKETA.

63. CoOTHOIIICHUE STUKH U ITHKETA. [ [pUHITATIBI COBPEMEHHOTO 3THUKETA.

64. [lpuembl TPEOAOJCHUS CTpecca TPHU BBICTYIUICHHH TIEpel IMHPOKOU
ayIUTOpHUEH. DTUKET MPUBETCTBUSA. [[pHBETCTBHE KITMEHTA B OpTaHU3AIMH CEPBHCA.

65. IlpaBura npencraBiaeHus npu 3HakoMcTBe. OOpalreHue, Iepexo1 Ha «ThI».
Benenue 6ecenpl. OO1ICHNE C HEMPUSATHBIMU JHOJIbMH.

66. DTukeT npomanus. ITUKET pabOTHUKA CepBHCa B CiIydyae OTKa3a KJIMEHTa
OT OOCITY>KMBaHUS.

67. OcoOEHHOCTH JENOBOrO OOIIEHHS M OTUKETa Y pa3HbIX HapOJOB.
TonepanTHOCTh U ee rpanuibl. OOIKE MpaBuiIa MEXKYJIBTYPHOW KOMMYHUKAITUU U
JI€JI0OBOTO OOIIICHMUS.

68. OcoOeHHOCTH [1€TIOBOTO  OOIIEHUS C HEMEUKUMHU, aMEPUKAHCKUMU,
STMIOHCKMMH, KUTAHCKUMH JICJIOBBIMH ITAPTHEPAMH, TPEJICTABUTEISIMU  CTpaH
bmmxuero BocToka.

69. O0mue mpaBuiia TIOBEJEHUS B OOIIECTBEHHBIX MecTax. [IpaBumia
noBeIcHHs Ha ynuile. [IpaBuiia moBeecHUS B MarasuHe, kade.

70. IlpaBuia moBeseHUsT B pecTopaHe, Tearpe, Mysee, kiayoe. O0mue npasuia
NOBCJICHUSI B OOIIECTBEHHOM TpaHcmopTe. [IpaBuia mMoBeaeHUS B TOPOJCKOM
oOIIIeCTBEHHOM TpaHcmopTe (aBroOyce, TpaMmBae, TPOJUICHOyCE, METPOIOJUTEHE).
Oco0OeHHOCTH TOe3KM B MaplipyTHOM Takcu. [IpaBuia moBeaeHus B moesne, B
camoJieTe, Ha TeTIOXO0/Ie.

71. CymHOCTb JeNOBBIX MpUeMOB. JlenoBbIe U CBETCKUE MpUEMBI. J|HEBHbBIE U
BEUYEPHUE MTPUEMBI.

72. JlenoBble pHEMBI C paccaiKoii 3a cToJIoM U 0e3 Hee. 3aBTpak, jJaH4, o0ef,
oben-Oyder, OpaHdY, YyXKHH, «OOKajg IIIAMITAHCKOTO», KOKTCHIIb, a-Jisg (QypIier,
xypoukc. [IpaBuna moBegeHNs HA PA3TMYHBIX JEIOBBIX MPUEMaX.

73. IlonsaTre, 0COOEHHOCTH M (PYHKIIMH JICIOBOTO dTUKETA. J[eToBOM ITHKET U
JIEJIOBOM MPOTOKO. J[€10BOM ATUKET B 00CITYKUBaHHUH.

74. Umumx  nenoBoro denoBeka. OCHOBHBIE (DOPMBI JIETTOBOTO OOIICHUS:
JICIIOBBIE COBEIIIAHUS, TUCKYCCUH, TyOJTUYHBIC BBHICTYTIIICHUS.

75. Cnennduka nenoBoro obmenus B chepe ceppuca. [loHsTrue n opraHu3anus
NenoBbIX BeTped. [1oAroToBKa K JENOBBIM MeperoBopamM. MecTo M BpeMms JIeTOBBIX
BCTpEY U MEPETOBOPOB.

76. [lpurnamenuss Ha JENOBbIE BCTpEYHM U TeperoBopbl. DopmupoBaHue
JIeNeTalnu sl y9acTHsI B TIEPErOBOpax.

77. Pa3zpaboTka mporpaMMbl BEICHHS MEPETOBOPOB. DTaIbl MEPETOBOPHOTO
mporiecca.

78. OOmme mpaBWIa TIOBEACHHS Ha JIEJOBBIX MeperoBopax. UToru aenoBhIX
BCTpEY U MEPETOBOPOB.

79. Mexann3mbl obecrieueHrss TpeOyeMoro KadecTBa TPOIECCOB OKa3aHUs
yCIIyT, HA OCHOBE KJIMEHTOOPHEHTHPOBAHHBIX TEXHOJIOTHI B TMPOIECCE OCBOCHHUS
OTUKW, OCTETHUKHA OOCITYy)XMBaHUS, OTUKETa, MOpaJd W  HPABCTBEHHOCTH,
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CTaHJApTU3ANNH, CEPTU(DHUKAIMA W YIPaBICHUS KadueCTBOM B cdepe CEepBUCHOTO
o0CTy)KWBaHHSI HA TPAHCIIOPTE.

80. OcHOBHBIE 0COOCHHOCTH MEXKKYJIBTYPHOI'O Pa3HOOOpa3us 00111eCTBA.

81. IlpoGiembl kayecTBa U 0€30MACHOCTH YCIYT B MPAKTUKE COBPEMEHHOIO
CepBHCa Ha TPAHCIIOPTE, B TOM YHKCJIE B cepe BO3MYIIHOTO TPAHCIIOPTA.

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

83. YnpaBiieHHe KauecTBOM YCIIYT, KOHTPOJb CTaHJIapTOB M 0€30MacHOCTH
oOCTy)KWBaHMSI HA TPAHCIIOPTE, B TOM YHCIIe B c(pepe BO3IYIIHOTO TPAHCTIOPTA.

84. Bunbl 6e3omacHOCTH OOCITY)KMBaHUS Ha TPAHCIOPTE, B TOM YHUCJC B
chepe BO3AYIIHOTO TPAHCIIOPTA.

85. MuTepBanbHas MOJIEIh KQ4eCTBA YCIYTH.

86. I1aTh pa3pbIBOB, KOTOPBIC SBISIOTCS MPHYUHON HEYIOBICTBOPCHHOCTH
KJIUEHTOB TPEIOCTABISIEMBIMH YCITYyTaMHU.

87. Bunbl noka3aresnieli kauecTsa 1Mo crnocoOy BbIpaKeHUs (B HATypaJbHBIX
CIMHMIAX, B CTOMMOCTHBIX €IWHUIAX), TI0 OIICHKE YPOBHs KauecTBa (0a30BbIC U
OTHOCHUTENIbHBIC), 10 CTAIUU OMpEACIiCHUs (MPOTHO3MpPYEMbIC, TPOCKTHHIC,
IIPOU3BOJICTBCHHBIC, JKCIUTyaTallMOHHBIC IIOKa3aTelii), I0 XapaKTePH3yEMbIM
CBOMCTBaM (CIMHUYHBIC M1 KOMIUICKCHBIC).

88. Ilokazarenu  (GYHKIIMOHAIBHOTO  Ha3HAY€HUS, JPTrOHOMUYHOCTH,
MOKa3aTelu HaJeKHOCTH, DSKOHOMHUYECKME U HKOJOTMYEeCKHE TOoKa3aTelH,
nokaszatenu  0e30MacHOCTH, [OKa3aTelld: JACTEeTUYEeCKHue, CTaHAapTU3alliH,
NaTEeHTHO-TIPABOBEIE.

89. Cnenduyeckne  mokazaTelld  KadecTBa  YCIYr:  JIOCTYIHOCTb,
KOMMYHUKa0€IbHOCTh, KOMIETEHTHOCTb, JIOBEPUTEIBHOCTh, OOXOIUTEIHLHOCTD,
HaJI)KHOCTh, OT3BIBUMBOCTD, O€30MACHOCTb, OCSA3aEMOCTh, TIOHUMAHUE.

90. Knmaccudukanuys BUIOB U METOJOB OLICHKH M0 HECKOJBKUM IPU3HAKAM,
YUUTBHIBAIOIIUX CTPYKTYPY ATOTO MpoIlecca U OCOOCHHOCTH MPUMEHEHHUS OLICHKHU
KayecTBa TOBaPOB U YCIIYT.

91. Onenku KauecTBa MO BHIOOPY CHUCTEMBI MOKa3aTeleld WM MO UX BHUIY,
MOXXHO pa3fenuTh Ha auddepeHIupoBaHHbIe, KOMIUIEKCHBIE W CMEIIIaHHBIE.
Orenka Ka4yecTBa 1Mo TUITY U XapakTepy ACHCTBUIA: PSMbIE U KOCBEHHBIE.

92. EBpormelickasi opraHu3anus IO KadyecTBy, EBpONEHCKHil KOMHUTET IO
crangaptuzaun, CEHJIEK — EBpomeiickas opranu3anusi Mo CTaHIapTU3AIUU.
Konexkc crannaproB 'ATT. OcuoBabie nienu u 3agaun UCO. [lopsiaok pazpaboTku
MEXIYHAPOIHBIX CTaHIaPTOB.

93. IlepcnexktuBnbie 3amaun MCO. bazossie crangapter UCO 9001 — CO
9004.

94. Monenu TeXHUYECKOTO PETYTHPOBAHUSI.

95. TexHUuYeCKHE PETIIaMEHTHI: TOHSITHUE, TIEITH, BUIBL.

96. [IpeanuceiBaromye TEXHUYECKHUE perJIaMEeHTHI. OO0mue
(rOpU30HTAIbHBIC) TEXHUYECKUE PETIIAMEHTHI.

97. CtpykTypa U cofepKaHne TEXHUYECKIX PEeTIaMEHTOB.

98. OcHOBBI rOCYAapPCTBEHHON CUCTEMBI CTaHIapTU3AIIHH.
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99. llenu 1 NpUHLMIIBI CTAHIAPTU3ALUH.

100. CucrtemHocTh cTannapTuzauuu. IOPEKTUBHOCTh CTaHAAPTUZALIHH.

101. ®yukuuu u 3agaun cranaaptuzanuu. Uudopmarmonnas GpyHKus.

102. Merons! crangaptuzanuu. [lapamerpuueckas cTaHgapTH3ALMSL.

103. JIoOKyMEHTBHI 110 CTaHIapTU3ALIH.

104. Bunasl crangaptoB. CTaHAapT HA MPOAYKIIHIO.

105. OGuepoccuiickue KaaccupuKaTopsbl.

106. Crannmaprtuzanus ycIyr.

107. MexaHuzM cHUCTeMBI OOecredeHUs TpPeOyeMbIX KauecTBO IMPOIECCOB
OKa3aHUsi YCIYr B COOTBETCTBUM C MEXIAYHAPOAHBIMU U HAIIMOHAIBHBIMU
CTaHJapTaMU B TIPOILIECCE OCBOCHHS JTHKU, ICTETUKH OOCITY>KUBAHUS, DTUKETA,
MOpaJII M HPABCTBEHHOCTH, CTaHJApPTU3AIlMU, CepTUPUKAIMK U  yIpaBICHUS
KayecTBOM B c(hepe CEpBUCHOTO OOCITYKMBAaHUS HA TPAHCIIOPTE.

108. Mexanuzm (opMUpOBaHHMS OKa3aHUS YCIAYT B COOTBETCTBUU C
3asBJICHHBIM Ka4€CTBOM.

109. MexaHu3M oKa3aHHUs yCIYT B COOTBETCTBHUH C 3aABJICHHBIM Ka4eCTBOM B
IpoIleCCE OCBOCHUS DJTHKH, OCTCTHKHM OOCITY)KMBAHHWS, OJTHKETa, MOpaid U
HPABCTBEHHOCTH, CTaHAAPTH3alUM, CEPTUPUKANMU UM YIPABICHUS KAadeCTBOM B
cdepe CepBUCHOIO 00CITYy>)KMBaHUSI HA TPAHCTIOPTE.

110. MarepuasbHbie pecypchl, 000pyAOBaHUE AJIsI OCYLIECTBICHUS MpoIecca
cepBHca.

111. Meronabpl npoBeeHUsT TEPETOBOPOB C KIMEHTAMHU IO MPETEH3MOHHBIM
CITyqasiM.

112. MexaHu3sM omnpeaesieHus MPUYUH BO3HUKHOBEHMS TIPETEH3UH B
npolecce OCBOGHHUS JTHKH, OCTETHUKUA OOCIY)XKHBaHUS, OTUKETa, MOpaId U
HPABCTBEHHOCTH, CTaHAAPTHU3AIlMU, CEPTUPUKALMKA W YNpaBIEHUS KaueCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE.

113. Meroapl pa3paOOTKM W HCHOJIB30BAHMS THUIIOBBIX TEXHOJIOTHMUECKHUX
IIPOIIECCOB.

114, Metonpl (GopMHpOBaHHMS W BHEAPEHUS KOPIIOPATUBHBIX CTAHJIAPTOB
MPOIIECCOB 0OCTY>KMBaHUS TOTPEOUTENEH HA TPAHCIOPTE.

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

116. Meronbl B3aUMOJEHCTBUSA C KIMEHTAMU [0 OpTaHM3AIMU Tpolecca
oOciy>)kuBaHMs TOTpeOUTENe B cdepe TOCTSIPUUMCTBA B IPOIECCE OCBOCHUS
OTUKH, ICTETHKW OOCITY)KHBAHHS, ITHKETAa, MOpPaJd M HPABCTBEHHOCTH B cdepe
CEpPBUCHOIO O0CTYKMBAHHUS HA TPAHCTIOPTE.

117. Metonpl B3aMMOJICHCTBHS C KJIMEHTaAMU 110 OpPraHM3alMy IIporiecca
oOciy>)kuBaHHs TMOTpeOUTeNed B cdepe TOCTSNPUHUMCTBA B IPOIECCE OCBOCHHUS
CTaHJApTU3AINH, CepTU(DHUKAIMU W YIpaBICHUS KadecTBOM B cdepe CEepBHUCHOTO
oOCTy)KWBaHMsI HA TPAHCIIOPTE.

118. [udposuzamus TOKyMEHTOOOOPOTA TPAHCTIOPTHBIX MTEPEBO3OK.

119. VYmpamnendeckass 3THKa B OCBOCHHHM TpodeccroHamoM TpeOOBaHMIA
0e30MacHOro 0OCITYKMBaHUS, OXpPaHbl TPyJa U TEXHUKU OE€30MaCHOCTH 3alUTHI OT
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TeXHOC(EepHbIX (HAKTOPOB Ha TPAHCHIOPTE NPUMEHUTENIBHO K cdepe cepBHca Ha
TPaHCIOPTE.

120. HopMmaTuBHO-TIpaBOBbIE aKThl, PETYIHMPYIOLIUX OXpaHy Tpyda U
TEXHUKY 0€30IaCHOCTH B TOM YHCJIE Ha NMPEANPUATUIX cepBUca B chepe TpaHCHopTa
B paMKax yNpaBJIE€HYECKON 3TUKHU.

Tunosbie NnpakTHYeCKHe 321aHUA VISl IPOBEACHUS IIPOMEKYTOYHOM
arrecrauum (3xk3amena) no gucuuniaune «llpodeccnonanbuas 3TuKa,
CTaHJAapTH3AlUsA, CePTUGUKALUSA U YIIPABJICHHE KAa4eCTBOM B
CEepBUCHOM 00cCay:;kuBaHum» (4 u 5 cemectp)

1. OxapakTepu3yiTe ajlropuT™M TOWUCKA, KPUTUYCCKOTO aHalM3a M CUHTE3a
UH(POpPMAIIMH, IPUMEHEHHSI CUCTEMHOTO TTOIX0/1a JUTsl PEIISHHUS MOCTaBICHHBIX 3a/1a4
B TPOIIECCE CTAHIAPTU3AINU, CEPTU(UKAIMU W YIPABIICHUS KadyeCTBOM B cdepe
CEPBUCHOTO OOCITYXMBaHUS Ha TPAHCIIOPTE C WCIIOJB30BAHUEM TIPABWII OTHKH,
ACTETHKHN 00CITY)KMBAHHS, STUKETa, MOPAJIM M HDAaBCTBEHHOCTH.

2. OxapakTepu3ylTe JTambl BOCHPHUATHS MEXKYJIbTYPHOTO pa3HOOOpasus
o0IIecTBa B COIUATBHO-UCTOPUYECKOM, STHYCCKOM M (UIOCOPCKOM KOHTEKCTaX B
mpollecce YIpaBJIeHHS KayeCTBOM B cdepe CEepBUCHOTO OOCITYy)XHMBaHHUS Ha
TPAHCIIOPTE C WCIOJB30BAHUEM IPABWII ITUKH, 3CTCTUKH OOCITY)KWBAaHHS, ITHKETA,
MOPaJIM U HPAaBCTBEHHOCTH.

3. OxapakTepu3yiTe 3Talbl yNpaBJICHUS CBOUM BPEMEHEM, BBICTpAaWBaHUS U
peanu3aiu TPAaeKTOPUU CaMOPa3BUTHUS HA OCHOBE IPHUHIIUIIOB OOpa3OBaHUS U C
IPUMEHEHHEM HOPM CTaHJapTU3allud, CepTU(PUKAIIMU U YIpPaBJICHUs Ka4eCTBOM B
chepe cepBUCHOTO 00CITY>)KMBaHHS Ha TPAHCIIOPTE.

4., OxapakTepusylTe dTalbl oOecreueHus TpeOyeMoro KadecTBa IPOIECCOB
OKa3aHUs YCIyr C TPUMEHEHHEM HOPM CTaHAApTHU3alliH, CEPTHPUKAIUUA H
yIpaBJICHUs KauyeCTBOM B cdepe CEepBUCHOTO OOCITY)XHMBAaHUS Ha TPAHCIOPTE C
y4eTOM IMPABUIJI 3TUKU U SCTETUKU 00CITYKUBAHUS.

5. Oxapakrepuszyite OdTambl O0OCECIEYEHUsS BHEAPEHUsS] KOPIIOPATHBHBIX
CTAaHIAPTOB M  PETJIAMEHTOB IPOIECCOB  OOCIYyXKMBaHHS MOTpeOHTEIe U
COOTBETCTBHSI CTaHIapTaM KadecTBa B cdepe CEepBUCHOTO OOCIY)XHBaHHUS Ha
TPAHCIIOPTE C MPUMEHEHUEM HOPM 3TUKHU U ICTETUKH O0CITYKUBaHHS.

6. OxapakTepusyiTe MexXaHW3M oOecleueHus TpeOdyeMoro KadecTBa
MPOIICCCOB OKa3aHMWs YCIYr, Ha OCHOBE KJIMEHTOOPHEHTHUPOBAHHBIX TEXHOJIOTHH B
MPOIIECCE OCBOCHMS OTHUKH, OJCTCTUKH OOCIYy)XKMBaHHS, OTHUKETa, MOpAId H
HPaBCTBEHHOCTH, CTaHJIAPTU3AIWNHU, CEPTHUGUKAIMA W YIPABICHUS KadeCTBOM B
chepe cepBHCHOTO 00CITY>)KMBaHHS Ha TPAHCITOPTE.

7. OxapakTepu3ylTe OCHOBHBIE OCOOEHHOCTH MEXKKYJIBTYPHOTO pa3HOOOpas3us
oOriecTna.

8. Oxapakrepu3yiTe MEXaHH3M CHCTEMBbI 0OeCIedeHUs TPeOYyEeMBIX KauyeCTBO
IIPOIICCCOB OKA3aHMS YCIYT B COOTBETCTBUU C MEKIYHAPOIHBIMU M HAIIMOHAJTbHBIMH
CTaHJIapTaMHd B IPOIECCE OCBOCHMS STHKH, JCTETUKH OOCITY)KHWBAHUS, JTHKETA,
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MOpadl W HPABCTBEHHOCTH, CTaHAAPTU3alMU, CEPTUPUKAIUU U YHOPaBICHUS
KaueCTBOM B c(pepe cepBUCHOT0 OOCTYKUBAHUS Ha TPAHCIIOPTE

9. OxapakrtepuzyiTe MeXaHU3M (OPMUPOBAHUS OKa3aHUS YCIyr B
COOTBETCTBHH C 3asIBIICHHBIM Kau€CTBOM.

10. OxapakTepu3yiiTe MeEXaHW3M OKa3aHUs YCIYr B COOTBETCTBUHU C
3asgBIIEHHBIM Ka4eCTBOM B MPOIECCE OCBOCHUS 3THUKU, ICTETHKU OOCITY>KHWBaHUS,
ATHKETa, MOPAJU M HPAaBCTBEHHOCTH, CTAaHAAPTH3AINH, CEPTUPUKAIIUN U YIIPABICHUS
KauecTBOM B c(pepe cepBUCHOT0O OOCTYKMBAHUS Ha TPAHCIIOPTE

11. OxapakrtepusyiiTe = MaTepuajbHBIE pECypchl, 00OpymOBaHUE IS
OCYIIIECTBJICHHS MPOIIECca CepBUCA.

12. OxapakrtepusyiiTe METOJbI MPOBEACHUS TEPETOBOPOB C KIMEHTAMHU IIO
NPETEH3UOHHBIM CITYJasiM.

13. Oxapakrepu3yiiTe MeXaHH3M OMNpeACeHUs MPUYUH BO3HUKHOBEHHUSI
NpeTeH3U B MPOIIECCe OCBOCHHUSI STHUKH, SCTETHKU OOCITY)KMBAHHS, dTHKETA, MOPAIH
¥ HPaBCTBEHHOCTH, CTaHIAPTU3AINU, CEPTUPUKANNU W YIPABICHUS KadeCTBOM B
chepe cepBUCHOTO 00CITY)KMBaHHS Ha TPAHCIIOPTE

14. OxapakTepusyiTe METOABI pa3pabOTKH W HCIOJb30BAaHUS THIIOBBIX
TEXHOJIOTUYECKUX MPOIIECCOB.

15. Oxapakrepusyite MeTolbl (POPMHUPOBAHUS U BHEIPECHUS KOPIOPATHBHBIX
CTaHJIAPTOB M PETJIAMEHTOB TPOIECCOB OOCITY)KMBaHUSA TMOTpeOUTEeNeld Ha
TPaHCIIOPTE.

16. Oxapakrepusyite METOAbI B3aUMOJECHCTBUS C KIIMEHTAMHU 10 OpPraHu3aIiu
nporecca OOCIyXUBaHUA TOTpeduTenel B cdepe TrocTenpuuMcTBa B TMPOIECCe
OCBOCHHUSI ATHUKHU, ICTETUKH OOCIY>KHMBAaHHS, ITHKETa, MOpPAId M HPABCTBEHHOCTH,
CTaHJapTU3AlMH, CepTU(UKAIMU W YIpaBICHUS KauecTBOM B c(epe CEepBHUCHOTO
00CITy>)KUBaHHS Ha TPAHCIIOPTE.

10 Metoauyeckue peKOMeHJAAUMH sl O0yYAIOIIMXCA IO OCBOEHUIO
AUCIUTLTHHBI

[Ipuctynas B 4 cemectpe K u3ydeHwio nucuuriuHbl «lIpodeccuonanpHas
ATHKA, CTaHAApTU3alMs, CepTU(UKAIMS W YIpaBICHHE KAYECTBOM B CEPBUCHOM
oOCTy>KUBaHHM»Y», OOydarormemMycss HEOOXOIMMO BHHMATEIbHO O3HAKOMHUTBCS C
TEMAaTUYECKUM ITUTAHOM 3aHSITHM W CIUCKOM PEKOMEHJIOBAHHOW JIUTEPaTypHI.
OOyuaromeMycsi cieayeT ysCHUTh, YTO YPOBEHb W TI1yOWHA YCBOSHUS TUCIUTUIMHBI
3aBUCST OT €ro aKTUBHOW W CUCTEMATHYECKON paOOThl HA JICKIUSAX M MPAKTUYECKHUX
3aHATHSIX. B ATOM mporecce BakKHOE 3HAYEHHWE WMMEET CaMOCTOSITeNbHAs padoTa,
HaIpaBJICHHAs HA BOBJICYCHHE 00YYArOMIETOCS B CAMOCTOSITEIbHYIO TTO3HABATEIHHYIO
JESTENBHOCTh C  IeNbI0  (POPMUPOBAHUS  CAMOCTOSATEIBLHOCTH  MBIIUICHUS,
crocoOHOCTEH K MpoheCCHOHATHPHOMY CaMOPa3BUTHIO, CAMOCOBEPIICHCTBOBAHUIO U
caMopeanu3alid B COBPEMEHHBIX YCIOBHUSAX COIMAIBHO-IYKOHOMUYECKOTO Pa3BHUTHSI.
Nzyuenne  muctmmmuabl  «[IpodeccmonanbHas ~ sTuka,  cTaHAApTU3AIMS,
ceprudukanyss © yOpaBICHUE KAueCTBOM B CEPBUCHOM  OOCITY)KHBAHHUH
MPOJIOJDKAETCS B 5 ceMecTpe, W YacTh CaMOCTOSITEIIBHOW pPaOOThI OTBOJIUTCS
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oOyyaroliemMycsi Ha BBITIOJIHEHUE KypcoBOM paboThl (m. 5.7), TeMbl KOTOPOM
nepeurciaensl B m. 9.3. B Hawane 5 cemectpa oOydarouiuiicss BBIOMpAeT TeMy
KypcOBO#l pabOThI, COTJACOBBIBAET €€ C TMpenojaBaTeieM W MPUCTYMaeT K
CaMOCTOSITEIFHOMY BBITIOTHEHHIO, @ TaKXe TMOCEIaeT KOHCYIbTALUU, KOTOPHIS
mpenojaBaTeNb MPOBOAUT OJWH pa3 B HEIENro. 3alluTa KypcoBOM paboThI
IIPOBOJIMTCS B KOHIIE 5 CEMECTPA U OLICHUBAETCS COTJIACHO II. 9.5.

BxoaHoii KOHTpoib B (popMe YCTHOTO Ompoca MpernojaBaTelb MPOBOIUT B
Havyayie m3ydeHus TeM Ne | mo BompocaM IUCHUIUIMH, Ha KOTOPBIX Oasupyercs
mucimuinaa - «[IpodeccrmonanpHas 3THKA, CTaHIAPTU3ANUS, CEPTHPUKAIUSI U
yIpaBjeHUuE KaueCTBOM B CEPBUCHOM OOCITy>XUBaHUN» (I1. 2 U 1. 9.4).

OCHOBHBIMHM BHJAMH ayJUTOPHON PabOTHI OOydaromUXCS B JIBYX CEMeCTpax
SBJISIIOTCSL JISKIIMU M TpakTudeckue 3aHsatus (m. 5.2, 5.3, 5.4). B xoxe nexkuuu
NperoiaBaTelb U3JIaracT M pa3bsCHSIET OCHOBHBIC, HaMOOJee CIOXKHBIC TOHATHUS, a
TaKKe COOTBETCTBYIOIINE TEOPETHUUECKUE U MPAKTHUECKUE MPOOTIEMBI, TaeT 3a1aHus
¥ PEKOMCHJIAIIMU JIUISA TPAKTUYCCKUX 3aHATUH, a TAK)Ke YKa3aHHs IO BBITOJTHCHHUIO
00y4YaroIMMCs CaMOCTOSTEILHOM PaObOTHI.

3ajauaMu JEKIUI IBISIOTCS

— O3HaKOMJICHHE OOydYalmuxcs ¢ IeNsIMH, 3a7adaMd  H  CTPYKTYpOu
muciiuinebl - «IIpodeccronanbHass 3THKa, CTaHAApTU3AlKS, CepTUDUKAIUS U
yIpaBJICHUE KaYeCTBOM B CEPBHCHOM OOCITYXUBAaHUU», €€ MECTOM B CHCTEME HAyK U
CBSI3SIMU C APYTMMH JTUCHUILTHHAMU;

— KpaTKoe, HO MO CYIIECTBY, H3JIOKEHHE KOMILJIEKCa OCHOBHBIX HAay4YHBIX
HOHSITHM, MOAX0J0B, METOOB, MPUHIIUIIOB JAHHOUW TUCIUILIUHBI,

— KpaTKoe U3JI0KEeHHEe HamOoJiee CYIIECTBEHHBIX TMOJO0KEHUN, PpaCKpBITHE
0COOEHHO CIIOXKHBIX, aKTyaJIbHBIX BOIIPOCOB, OCBEIIEHUE AUCKYCCHOHHBIX MPOOIeM;

— OTMpEJICICHNE TEPCIICKTUBHBIX HANpPaBJICHUN  JalbHEUIIEr0o pPa3BUTHS
HAYYHOTO 3HAaHUS B 00J1aCTH SKOHOMUKH.

3HauYMMBbIM (PAKTOPOM TOJHOIIEHHOW U IJIOJIOTBOPHON pabOThl 00yUaromerocs
Ha JICKINH SBJISETCS KyJIbTypa BeICHUs KOHCTEKTa. [I[puHIUNManbHO HEBEPHBIM, HO
NOJIYYUBIIMM B HaIlleé BPEMs JIOCTATOYHO IIMPOKOE PACHpPOCTPAHEHUE, SIBISETCA
OTHOIICHHE K JICKIIUU KaK K «IUKTAHTY», KOTOPBIA 00yUYaIOIIUNICS MOXKET aKKypaTHO
MW JOCIOBHO 3amucarh. Ciymias JeKIHWio, HEOOXOAMMO HAyYUThCS BBIICIATH H
(duKCHpOBaTH €€ KIII0OUEBbIE MOMEHTHI, 3aMUCHIBas X 00JIE€ YETKO U BBIACISS KaKUM-
1100 cnocoOoM U3 OOIIEro TeKCTa.

[lone3Ho mNPUMEHATH KaKylo-THOO YAOOHYIO CHCTEMY COKpalleHUH U
YCIIOBHBIX O00O3HAU€HWW (M3 W3BECTHBIX WM BBIPAOOTAHHBIX CaMOCTOSTEIHHO,
HampuMep, MEHEHKMEHT 0003HadaTh Oombinol OykBoit M). IlpuMenenue Takou
CUCTEMBI TIOMOXXET 3HAYHTEIIbHO YCKOPHUTHh MPOIECC 3amucu JeKnuu. KoHCTekT
JEKIUHA TPEAMOYTUTEIIBHO MHCAaTh B OJHOW TETPaad, a HE HA OTACIBHBIX JUCTKAX,
KOTOpBIE TIOTOM MOTYT 3aTepsThCs. PEKOMEHIyeTCcsl B KOHCIIEKTE JIEKIIM OCTaBISATh
CBOOOJHBIE MECTa WM TMOJsI, HAMpUMeEp, IS TOr0, 4TOObI ObLTa BO3MOKHOCTH
3amucu HeoOXoauMoM nH(opMaIu pu padboTe HaJ MaTepUaIaMu JEKIHM.

[Ipm BegeHWM KOHCHEKTAa JIEKIMM HEOOXOJUMO UYETKO (PUKCHPOBAThH
pyOpHKanuio MaTepraia — pasrpaHHYeHUE Pa3feioB, TEM, BOIIPOCOB, maparpados u
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T. . O0s3aTeNbHO CleAyeT JeiaTh CHelUalbHble TOMETKH, HApUMEp, B CIydasx,
KOrJa Kakoe-TuOOo OmpelesieHHe, TOJIOKEHUE, BBIBOJ OCTAINCh HESICHBIMU,
COMHUTENbHbIMU. MHorma oOydyaromuiicss He ycHeBaeT 3amucaTh BaXHYIO
nH(popMaiuio B KOHCIEKT. Torga He0OX0AUMO CAeNaTh COOTBETCTBYIOIIUE TOMETKH
B TEKCTE, YTOOBI HE 3a0bITh, BOCIIOJTHUTD 3Ty HH(GOPMAIIUIO B JaJbHEUIIIEM.

KauecTBeHHO clenaHHBI KOHCIEKT JICKIIMM TOMOXET oOydJaromemycs B
MpoIIeCCe CAMOCTOSTEILHON paboThl U MPU MOATOTOBKE K C/layue 3aueTa U dK3aMeHa.

[Ipaktnueckue 3anstus mno aucuumuHe «lIpodeccuonanbHas H3THKA,
CTaHJapTH3alus, cepTUdUKAlUg ¢  YOpPaBICHUE KadueCTBOM B  CEPBUCHOM
00CITy>KUBaHU M MPOBOJATCS B COOTBETCTBUH C TI. 5.4. llenu npakTHyecKux 3aHsATHI:
3aKpENUTh TEOPETUUECKUE 3HAHUS, TOJyYEHHBbIE OOY4alOIMMCS Ha JICKIMSIX U B
pe3yiabTaTe  CaMOCTOATENIBHOTO  HW3YYEHUS  COOTBETCTBYIOIIMX  pa3JielioB
PEKOMEHIYEeMOU JIUTEepaTyphl, MPUOOPECTH HAYAIbHBIC MPAKTUYECKUE YMEHUS H
HABBIKM TPUMEHEHHUS METOJIOB UM HMHCTPYMEHTOB HCCIEIOBAHUS SKOHOMHUYECKUX
SIBJICHUH, O CIOCO0ax M CPEJICTBAX PEIICHHS YKOHOMUYECKHUX MPOOIeM.

Tembl mpakTHueckux 3aHATUN (M. 5.4) 3apaHee COOOIMIAIOTCS O00Yy4YarOIIMMCS
JUIL TOTO, 4YTOOBI OHM HMEJIH BO3MOXXHOCTH IOATOTOBUTHCS M MPOpadOTaTh
COOTBETCTBYIOIIIUE TEOPETUYECKUE BOIPOCH JUCHUIUIMHBL. B Hadame Kaxaoro
MPAKTUYECKOTO 3aHATHUS MMPEToaBaTellb:

— KpaTKo JOBOJMUT JI0 OOY4YAIOUIMXCS IEIW W 3a7a4d 3aHATUS, OOpaimas ux
BHUMaHUE Ha HanboJiee CI0KHBIE BOMPOCHI 110 U3Y4aeMOl TEME;

— IPOBOAMUT YCTHBIM oOmpoc OOydarommxcsi, B XOJ€ KOTOPOTO TaKxke
00CYXXTat0TCs IMCKYCCUOHHBIE BOTIPOCHI.

Ha mpaktuyeckux 3aHATHSIX 0O0ydYaroluecs MPEeACTaBISIOT CaMOCTOATEIbHO
NOJICOTOBJIEHHBIE COOOIIEHWS, B TOM 4YHCJIE€ B BHJIE TMPE3CHTALMMH, KOTOPHIC
BeIMONHAIOTCE B MS PowerPoint, KOHCHEKTHpPYIOT HOBYIO HWHGOPMAIHIO U
o0cyxnarT 3Tu coobmieHus. [IpernogaBarens B 3TOM MPoOLIECCe MOXKET BHICTYIATh B
poJii  KOHCYJbTaHTa WM Mozeparopa. OOywaroniuecss pemiaoT MnpooOIeMsl,
BO3HHMKAIOIINE B KOHKPETHON CUTYAIIMH B MPOLECCE MPOBEACHUS KPYTJIoro cToja (Ii.
9.6). Ilocne Toro kKak Kaxaas MOATpyMIla NPEAJIOKUT CBOM BapHaHT pEIICHUS
mpoOIeMbl, HAYMHAETCA AWCKYCCHs, B XOJ€ KOTOpOM HEO0OXOIWMO [0Ka3aTh €ro
HUCTUHHOCTb.

[Io wroram neKkMi W MPAKTUYECKUX 3aHATUM IPENONABaTENIb BBICTABIISIET
MmolydeHHble oOywarommmcss Oamrel, corimacHo 1n. 9.1 m m 9.2. OtcyrcTBue
oOydJaromerocsi Ha 3aHATUAX WU €r0 HEAKTHMBHOE Y4YacTHE B HUX MOXET OBITh
KOMIIEHCUPOBAHO CAMOCTOSITEIbHBIM BBIITOJTHEHUEM JIOMOJHUTENBHBIX 3aJaHUN U
MpEACTaBICHUEM UX HA MPOBEPKY MPENOJABATENI0 B YCTAHOBICHHBIE UM CPOKH.

B coBpeMeHHBIX YCHOBHUSAX Tepes OOy4arollUMHCS CTOMT Ba)KHas 3ajadya —
HAy4UThCS paboTath ¢ MaccuBamu wHGopMammu. OOydarommmcs HEOOXOAMMO
pa3BuBaTh B ce0€ CHOCOOHOCTh U MOTPEOHOCTh MCIHOJB30BATh JIOCTYITHBIE
nH(OPMAITMOHHBIE BO3MOXXKHOCTH M PECYPCHI JJII TIOMCKAa HOBOTO 3HAHUS W €ro
pacripoctpaneHusi. OOyyalmMMc HEO0O0XOJUMO HAYYUThCS YOPaBIsATh CBOEH
UCCIIEIOBATEIBCKOM U MO3HABATEIbHON JIESITENILHOCTHIO B CUCTEME «UH(MOpMaLUs —
3HaHue — uHdpopmanus». [lpexae Bcero, ais JOCTHXKEHUS STOM 1EIU, B By3e
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OpraHu3yeTcsl caMoCTOsITeNbHas paboTta oOyvarouuxcs. Kpome Toro, coBpeMeHHOe
oOydyeHHE MpeAnojaraer, 4ro CYLIECTBEHHYI0 YacTb BPEMEHHM B OCBOEHUU
JUCIUIUIMHBL OOYYarOIIMIICS MPOBOAMT CaMOCTOSTENbHO. IIpUHATO cuuTaTrh, YTO
TakKOM MeToJl OOyd4YeHHsI [JOJDKEH CIOCOOCTBOBaThH TBOPYECKOMY OBJIAJCHUIO
00y4YaromMUMHCS CHEUATbHBIMUA 3HAHUSIMU U HaBBIKAMH.

CamocrositenbHasi  paboTa  oOydaromierocs BecbMa MHOTOoOpa3Ha W
coaepkarenbHa. OHa BKIIOYAET CJICIYIONINE BUIbI 3aHATHH (11. 5.6):

—  CaMOCTOSITENIbHbIM MOUCK, aHanu3 uHpopMauu U npopaboTka yueOHOTO
Martepuana;

— TMOATOTOBKY K YCTHOMY ONPOCY (I€pevYeHb TUIOBBIX BOIPOCOB AJIsl YCTHOTO
ompoca B 1. 9.6);

— TOATOTOBKY COOOIICHUH (IPUMEPHBII NIepeueHb TeM coo0IeHH i B 1. 9.6);

— TOATOTOBKY K TECTUPOBAHUIO (TUIIOBBIC TECTOBBIC 3aaHus B 11. 9.6);

— TOATOTOBKA K KPYIJIOMY CTOJY (THUIOBBIC 3a/1aHus B 11. 9.6);

— TOATOTOBKA K PEIICHHIO 3a/1a4 (TUIOBBIC 33/1aHus B 11. 9.6);

— TIOJATOTOBKY K BBINIOJIHEHUIO CHUTYAIlMOHHBIX 3aJaHUil  (IPUMEpHBIH
nepeveHb 3a1anuii B 1. 9.6);

—  BBIMOJIHEHHE KYPCOBOM pabOThI (TeMbI KypcoBO# padoThl B 11. 9.3).

CucTeMaTUYHOCTh 3aHSATUHN MPEIoIaraeT paBHOMEPHOE, B COOTBETCTBUU C IIII.
5.2, 5.4 u 5.6, pacupenenenrue o0beMa padOThl B TEUEHHUE BCETrO MPETyCMOTPEHHOTO
y4eOHBIM IUTAHOM CpoOKa oBnajeHus nucuurmuHoil «lIpodeccuonanbHas sTuka,
CTaHAapTu3alus, cepTUdUKAIUS ¢  yOpaBICHHE KaueCTBOM B  CEPBHUCHOM
oOcimykuBaHuM». TakoW ToAX0a TMO3BoJisieT u30exkaTh JeduluTa BpPEMEHH,
NEPEerpy30K, CHEMIKA M T. 1. B 3aBEPIIAOIIUNA MNEpUOJ HW3YUYCHHS TUCHUTUIHHBI.
[locnenoBaTenbHOCTh PabOTHl O3HAYAET IMPEEMCTBEHHOCTh W JIOTUKY B OBJIAJICHUU
sHaHusiMu 1o auctmiuinHe  «[IpodeccumonanvHas  9THMKa,  CTaHIapTU3ALUA,
cepruuKanys W YNpaBlIeHUE KA4eCTBOM B CEPBUCHOM OOCIYXUBaHUW». JlaHHBIN
NPUHIIMI W3HAYAIBHO 3aJI0KEH B YYEOHOM IUIaHE IMPHU OIpPEACNICHUH OYepEeTHOCTH
U3Y4YCHHs] JUCHMIUIMH. AHAJOTUYHBIA TMOJXOJ TPHUMEHSETCS TpPH OMpeaesieHuU
MOCIIEJIOBATEIbHOCTH B U3YYEHUU TEM JUCIHUIUIAHEI.

3aBepIIaOIUM 3TaloOM CAaMOCTOATEIbHOW paboOThl SIBISETCS MOATOTOBKA K
claye SK3aMeHa B YETBEPTOM CEMECTpe, K 3alluTe KypcoBOM paboThl M cjaaue
9K3aMEHa B ISITOM CEMECTPE, MPEAIO0JIAratolIie HHTErPALUIO U CHCTEMAaTU3ALMIO BCEX
MOJIYYCHHBIX TPU H3YyYEHUU ITUCHUIUIMHBL [IpuMepHBI TepedeHb BOMPOCOB IS
3auera o aucuuruinHe «lIpodeccrnonanbHas 3THKaA, CTaHAAPTU3AIMS, cepTUDUKAINS
U yIOpaBieHHE KayeCTBOM B CEPBUCHOM OOCITYy)XKMBaHMM» MpUBEACH B 1. 9.6.
OnenouHas mkanza Juisi KypcoBod paOoThl ommcana B 1. 9.5. IlpumepHsbiii mepedeHb
BOMPOCOB g 9K3ameHa 1o aucuuiimde  «lIpodeccuonanbHas — 3THKa,
CTaHmapTu3anmsi, cepTudUKaus W  YOpaBICHHE KAa4eCTBOM B  CEPBHUCHOM
OoOCTy)KMBaHWM», a TaK)K€ THUIOBBIE 3aJladyd W 3aJaHus IS DK3aMEHa TakKKe
MPUBEJICHHI B 1. 9.6.

PaGouwas mnporpamma 1o gucuumuinHe — «lIpodeccuonanbHas — 3THKa,
CTaHJapTU3allMsl, CEepTUPUKAIMS U YIPaBICHHE KAa4yeCTBOM B CEPBUCHOM
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