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CepeucHas pesaTeabHocTe Ha Gaze CIIO. [IporpaMma BCTYNUTeNLHOTO HMCNBLITAHHA B noMoub | 2022
nocTynapueMy Ha oGy4eHHe 110 06pa3oBaTebHbIM nporpaMmam 6akasaBpHaTa

[leans mocobus - momous nocrynaromuM  OOpa3oBaTEIBHOTO  YacTHOIO
YUIpEKACHUA BbICIIEro oOpa3oBaHus «MOCKOBCKAS MCKIYHAapOaHas aKaJIeMHs» IpH
HOATOTOBKE K NPOQHILHOMY BCTYNHTENBHOMY HCIBITAHHI) IO JUCLUILTHHE
«CepBHCHast IEITENLHOCTY HA Gaze CPEHEro MPoecCHOHANIBHOTO 06pa30BaHHS.

I. TMOSACHHUTEJIbHAS 3AIIMCKA

IlpoduibHoe BeTynuTensHoe ucnsiTanme s abUTYPHEHTOB, MOCTYNAIONIHX Ha
00y4eHHE 10 mHporpammam OakanaBpuaTa 1O HaIpaBICHHIO «CepBuc» Ha 6Gaze
CPEIHEro MpodheCCHOHANBHOIO 06pa3oBaHHs, NpEIYCMOTPEHO B (hOpME TECTHPOBAHUS
C HCIIOJIb30BAaHMEM JUCTAHIHOHHBIX TEXHOJIOTHIA. Berynutensnoe ucnbiranue
[IPOBOJIUTCSI B TCYEHUE 45 MHUHYT.

Hacrosmas nporpamma cocraBiena ma ocHose 00pasoBaTeNbHOTO CcTaHmapTa
CPCAHEro Mpo(pheCCHOHAILHOTO 00Pa30BaHHA,

Bo Bpems mnpoBeeHMS BCTYNHTENBHOTO HCHIBITAHHA — MX YYaCTHHKaM
3alpeliacTCs MMETh TIPH ce0e U HCIOJIB30BaTh CPEACTBA CBS3H, C LEJIBIO IOTy4EHUsI
MH(OPMAMK M3 BHCLIHUX HCTOYHHKOB JUIS BBIIOIHEHHS 3a/]laHMi TECTHPOBAHUSI.
VicnonesoBanne crnoBapeit u  mo6BIX  Apyrux CIPABOYHBIX MaTepHAIOB Ha
BCTYIIMTCIIBHBIX UCIIBITAHUSX HE JIONYCKAETCS.

Ilociie BBINOMHEHHA BCTYNUTENBHOTO HCIBITAHHMS B Gbopme TectHpoBaHMA C
HCTIOJIE30BAHMCM  NUCTAHIMOHHBIX ~ TEXHOJIOTHH, MOCTYMNAIOEMY aBTOMATHYCCKH
ACMOHCTPHPYETCsI IIOJTYMEHHBIH Pe3yJIbTaT (KOJIHIECTBO HAGPAHHBIX Oannos).

PesynbraTel noctynaromux pasmemarorcs Ha o(pHIMaNBHOM caiiTe — B JicHB
NPOBC/ICHHSI BCTYITUTEIBHOIO MCIIBITAHUS.

II. COIEPXXAHHE BCTYNUTEJbHHOI'O UCIILITBHUS

CepBHCcHas 1eSITEJILHOCTE KAK CHCTEMA YAOBJIETBOPEHHSA MOTPEOHOCTEH.
Bunwi cepuca

OcHoBHbIe MOHsTHS: yeyra, cepsuc. OTpaciesas CTPYKTYpa cdepsl ycuyr. Poins
chepbl cepBrca B YCIOBHAX COBPEMEHHOHN 3KOHOMHUKH.

Opranusanusi cepBHCHOl 1esATEILHOCTH

(DakTOopBI, BIMAIOMHE HA (POPMUPOBAHUE YCITYTH. KonKypeH1ust Ha pbIHKE yCiyr
u c¢ ponb. UMUK NPEANpUATHS M €ro BIMSHUE HA KOHKYDPEHLHIO. Knaccuduxarms
NPEANPHATHH, OCYIIECTB/IAIOIINX CEPBHCHYIO JEATEILHOCTD, Malibie npeanpuaTus. Mx
3HaucHue. MHauBHAyanbHblC mHpeanpuMHUMATENH. XapakTepHble HKOHOMHYECKHC
0COOEHHOCTH NPEATIPUATHI CEpBHCA.
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CepBucHaa fgesTesbHOCTh Ha 6Gase CIIO. [lporpamma BcTynuTenbHoro ucnbitanus nomolus | 2022
fnocTynarwluieMy Ha 06y4eHune 110 06pa3oBaTeNbHLIM NporpamMMaM GakasaBpHaTa

Hopsanox  pacnpenenchuss GyHkimii u  BHIOB AEATCIHBHOCTH  MEXKIy
COTpYAHUKaMH. JInHEHHBIH THII OpraHU3aLOHHOH CTPYKTYpbl. DYHKIMOHAJILHBIN THII
OpPTaHH3aUHOHHOH CTPYKTYpBI. JIMHEHHO-(DYHKIMOHATBHBIA THII OpraHu3alMOHHOH

CTPYKTYPBHI.

IonsiTHe «KOHTAKTHOI 30HBI» KaK cepbl peaM3auuu cepRHCHOI
AeSITeJILHOCTH

Texunueckass sctetmka w amzaiin. Pous AW3aHHA 3MaHMH WM NOMELIEHHI,
oopmienus yciayru. Bumel M 0coBGeHHOCTH PeKIambl. Buemnni Bux paGoTHuka
chepsl yenyr.

HopmaruBHbIE [OKYMEHTHI U HX npuMeHeHue. 3akoH PD «O 3ammure npas
norpeobureneit» Ilpasuna BOH B P, Kynsrypa cepuca u eé cocrapmasiomme.
[Ipodeccronansnoe nosenenue, Kynbrypa o6meHus paboTHHKa peanpuATHS cepBHca.

[Icuxonorus cepsuca. Ilcuxonorus npouecca o0aykuBanus. OCHOBHBIC JTallbl
COBCPLICHHS 3aKa3a. TemrepamenT u ero pons B mpouecce okasaHus ycnyr. IlonGop
IICpCOHAaJ1a ! €ro 3Ha4YeHUE B HMHUIKE IIpCAIIPHUATHS.

Cepsrc xax Qopma B3aUMOOTHOMIEHMIA Mexay cyobektamu. Kondmukrasie
CUTYalluH B cepe o6CiTyKMBaHNS U NPHUMHBI HX BO3HMKHOBEHMS. CIOCOGEI peleHus
KOH(JIMKTHBIX CHUTYaLMH.

Cymnocrs yeayrn kak cnenugpuueckoro IPOAYKTA

OcHoBHbIE 0co6eHHOCTH phIHKa yciyT. Poss M3yUYeHHUs ITOTpeOHOCTEH YeloBeKa
B hopmupoBanmy yciyr. TeppuTopuanbHas cerMeHTarms PBIHKA YCIIYT.

HonsAtne m ¢opmuposanue crpoca Ha ycinyri. OCHOBHOHM 3akoH cmpoca.
LleHoBbic 1 HeneHOBBIE (hakTOpbI crpoca. BaanmoeiicTaie CIIpOCa U NPEATOKEHHUS.

OCHOBHBIC NPHHIMIIBI IUIAHUPOBAHMUS MAPKETHHTA B chepe ycayr. XKusnenuorii
LMK YCJIYTH H €ro OCHOBHbIC STarnbl. DOpMHMpOBaHHE LEHBI HAa YCIYTH. PakxTopsl,
BJIMSIIOLINE Ha LIeHOOOpa3oBaHue,

Kpurepun u cocraBiisiionue kauecTBa 0KazbIBaeMbIx yCIyr u
o0ciry:KMBaHUS

Jlemorpaduueckue, COLIMAJIbHO-3KOHOMHYECKHE, HaLlMOHAJIbHBIE,
K/INMAaTHYCCKHE OCOOEHHOCTH XapakTepa IIPOM3BOJACTBA M OKA3aHHs YCJIVT.
3aKOHOMEPHOCTH pa3MeLICHHs cephl YCIyT.

Dopmel  o6cyxuBaHus. Paspabotka u BHEJIPEHUE IIPOIPECCUBHBIX (hopM
00CIy’>KMBaHHS KaK OCHOBHOW KPHTEPHIi YCIIEMIHOCTH 1 IPUOBITEHOCTH HIPEANIPHSITHS.

YPOBHH BBIpa)XCHHOCTH KadyecTBa. KauecTBo yeyru U kagecTBo 00CITyKHBaHM.
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CepBucHas [eATeNbHOCTb Ha Gase CIIO. ITporpaMMa BCTYNMTE/LHOTNO MCHBLITAHHS B ToMomb | 2022
nocTynarwuieMy Ha o6y4yeHHe 1o o6pa3oBaTeIbHBIM NporpaMMaM 6akajaBpHaTa

DakTUUECKHE U 0KUAACMBIC 3HAUCHHS TIAPaMETPOB KayecTBa.

[Tyt 1 criocoOb! MOBBILIEHHS KauecTBA. CBA3b MEKAY KAUECTBOM M NPHOBLIBIO
HpenpuaTha. PexXUM paOOThI IPEANPUATHS M €TI0 ONTHMH3ALIMA.

OcHOBHBIE ITPUHIMITBI OPTAHH3ALMH PAOOTEI IPEANIPHATHS CepBHCca. THIIbI
HAPUKMAXCPCKUX H TpeOOBaHHUA IIPH UX opraHu3anuu. CepBHCHBIE TEXHOJIOTHH Ha
KOHKPETHOM IPEAIIPUATHH.

III. JIMTEPATYPA
OcnoBuasi aureparypa:

1. AsanecoBa I'.A. CepBHCHas OeATCIBHOCTD. YUeOHOE mocobue. — M.: ACIEKT
IIpecce, 2008.

2. Benenunckwuii B.I'. CepBuchas nesrenpHocTs. Yuebuuk. - M.: KHOPYC, 2010

3. Kapnayxora B.K., Kpakosckas T.A. CepBucHas aesiTeIbHOCTD: yueOHoe
nocobue/ Ilox obmeit pex. 10.M. Kpakosckoro. - M.-UKI] «MapT»; Pocros 1 /JI;
Wznarenscxkuit nentp «MapT», 2008.

4. Pomanoruu XK.A., Kanaués C.JI. CepBucHas aesteabHOCTh. YueOHuk/ ITox
obweit pexa. npod. XK. A. PomanoBuya. - M.: M3naTesbcKo-TOprosasi KOpIoparus
«/lamkoB u Ko», 2008.

JlonoJinuTeILHAS JIUTEPATYypa:

1. Epoxwuna JL.W., bammaunukosa E.B. IIporuno3upoBanue u njaaHupoBaHue B
chepe cepBuca. YuedbHoe nocodbue. — M.: Knopyc, 2004.

2. Wiwun B.U. IloBenenue norpedureneit. YuebHoe nocodoue — C-I16. ITurep,
2000.

3. Kymubanora B.B. Mapketunr: CepBHcHas JAesTeIbLHOCTh. Y4yeOHoe nocodue -
C-116. TTutep, 2000

4. OcHOBBI MapKETHHIa NapukmMaxepckoro uckycctea. [Tocodbue — IIpokrep 31]
['am051. 2000.

5. Tlecouxas E.B. Mapkerunr ycayr. Yuebnoe nocobue. C-I16. [Tutep, 2000

6. IlnatonoBa H.A. Xotunckas I".H., Konrymkuna A.B., JIycruna T.H. OcHOBEI
YKOHOMMYECKOH JesITeTbHOCTH MapukMaxepckux - M.: Jleno u cepsuc, 2004.

7. J Biskyaiun. [Ton Y. Munnapa, xeitme @. Onmken. [losenenune norpedurenei.
- C-TI6. IMutep, 2000.

8. CepsucHas aestensHocts. Kopobkosa C.H., KpaBuenko B.M. u 1p. nox obuei
pei. Pomanosuu B K. Vue6noe nocobue. C-I16. ITutep, 2000.

9. denuos B.I'. Kynsrypa cepBrca. Y4eOHO-IIpakTH4ecKoe nocobue. — M.:

[Ipuop. 2003.
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CepBHcHasA JeATeJbHOCTL Ha 6Gase CII0. IlporpamMMa BCTYNHTEJbLHOTO MCNBLITAaHWA B nomoulb | 2022
MoCTynaleMy Ha oGy4eHHe o obpasoBaTe/bHEIM IporpaMMamM GakaslaBpHaTa

10.®ennos B.I'., ®eanos B.B. [IpeanpunuMareancTBo: chepa ceppuca. YuedHnoe
nocodoue. — M.- lamkos u K0, 2002. - C-I16. ITurep, 2005

HopmaruBuas Jiureparypa:

1. 3akon P® «O 3amure npaB norpedutenei» (C MISMEHEHUSIMU U JIOTIOJTHEHUSIMHU
no coctossuuio Ha 20.01.05).

2. IlpaBuna 6pITOBOrO 00CIYKHBaHUA HaceneHus B Poccuiickon Peaepanun / YTB.
[Tocranosnenuem IlpaBurensctBa Poccuiickoit denepaunn ot 15.08.97 Ne 1025.

IV. HKAJA OHNEHUBAHHWA U MUHUMAJIBHOE/MAKCHUMAJIBHOE
KOJIUMYECTBO BAJIJIOB
1. lIkaja oneHHBaAHUS:

KoaunuyecTBo 0aJ1J10B

Homep 3apanus
3a NPAaBHJILHO BBINOJIHEHHOE 3a/1aHHC

1=20 8
UTOI'O wmakcuManpHOe  kKoauuecTso | 100
OaJJI0B:

2. MuHHMAJbHOE  KOJMYECTBO  0ajuloB  JUld  YCHEIIHOTO  NPOXOXKICHHSA
BCTYIIMTEJILHOTO UCIIBITAHUS: 42.

3. MakcuMaJibHOE€  KOJHYECTBO _ 0aJJIOB Ui YCICIIHOIO  IPOXOXKIACHHA
BCTynUTeNbHOTO UcnibiTanus: 100.
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