AHHOTanus pabodeil mporpaMMBbl TUCITUTUTHHEI
b51.B.J1B.03.01.02 «Cepsuctas oesmenvHocb 0p2anu3ayuny
Hanpasnenue noarotoBku
38.03.06 Topeosoe deno npodunrv Kommepyus

Pabouast mporpamMmma ydeOHON TUCHUIUIMHBI COOTBETCTBYET TpeboBanusM OI'OC BO mo
Hanpasienuto 38.03.06 Topeosoe oeno.

1. Mecto aucunmimmabl B ctpykrype OITIOIL.

HucuuiuinHa «CepBUCHAsl AEATENbHOCTh OpraHU3allMii» OTHOCHUTCS K BapUaTHUBHOMN
4acTH y4eOHOro IUIaHa U SBJISIETCS JAMCHUIUIMHON 1O BHIOOPY IO HANpaBICHUIO NOATOTOBKU
38.03.06 Toprosoe aeino.

2. Hear um 3agaud JUCHUIUVIMHBI, TPeOOBaHUsI K Ppe3yJbTaTaM OCBOEHUSsI
AUCHUILINHBI.

Meanb AMCHUNIMHBI

Henbto y4eOHOI nucturuiiHbl «CepBHUCHAsl JEATEIBHOCTh OpraHU3alui» SBISETCS
IPUOOPETEHUE CTYIEHTAaMU TEOPETUYECKUX 3HAHMM W NPAaKTUYECKUX YMEHHH B 00JacTu
OpraHu3aIlMi CEPBUCHOM NEATEILHOCTH NPEANPHUATHH C LEIbI0 JalibHelIero (GpopmMupoBaHus
KOMIIETEHIIMI OpraHu3aluy KOMMEPUYECKOM 1eATeNbHOCTH, HEOOXOAUMBIX B MPOPECCHOHAIBHOMN
JesATeILHOCTH OaKanaBpa 1o HarpasjiaeHuto «Topropoe aemnoy.

Y4eOHble 32124 TUCHUIINHBI:

3ajaqyamMy TUCUUIUIMHBI SIBJISIFOTCS:

— U3Y4YEHUE OCHOBHBIX TEOPETUUYECKUX U MPAKTUYECKUX MOAXOA0B K CEPBUCY B TOPIOBIIE,
Kak BUAY JCATEIbHOCTH, HANpPaBICHHON Ha YJOBIETBOPEHHE MOTpeOHOCTEH mNOoTpeOuTemns
MIOCPEJICTBOM OKa3aHUsl MHIUBUIYaJIbHBIX YCIIYT;

— U3y4EHUE CEPBUCHOM JIEATEIBHOCTH, KaK 0cOO0r0 BUJa J1€ATEIbHOCTH;

— U3Y4YEHUE IPUPOBI YCIYT, UX OCHOBHBIX XapaKTEPUCTHUK;

— OCBOEHHE NPUEMOB U MTPHUOOPETEHNE HABBIKOB HICHTHU(PHUKAIIMN TOBAPOB;

— U3y4YEHHUE METOJIOB U 0COOEHHOCTEH 00CTy)KMBaHUs IOTpeOUTENeH B TOProBIIe.

JlucuuniuHa OCHOBBIBA€TCS Ha 3HAHUM CICAYIONIMX JUCHMILTUH: «OKOHOMHUKA
opranmzaruny, «Mapketuar», «Kommepueckas  JeATeNbHOCTh»,  «locymapcTBEHHOE
pEryJIMpOBaHKE TOPTOBOM AEATEIBHOCTH U JIP.

Jlis ycemHoro OcCBOEHUs UCHMILTUHBI «CepBUCHAs AESITENbHOCTh OPraHU3alUN»,
CTYJCHT JIOJIXKCH:

3HaTh:

— OCHOBHBIC D KOHOMHUYCCKHUEC KaTCFOpI/H/I 158 CHOCO6I)I nux OHpCI[CJ'IeHI/Ifl;

— COBPEMEHHOE 3aKOHOJaTeNIbCTBO, HOPMATUBHO-TIPABOBYIO 0a3y MpealpHHIMATEIhCTBA
1 TOPr'OBIIY;

— TEOPETUYECKHUE OCHOBBI KOMMEPUYECKOH M MPeNNpUHUMATEIbCKON esSTeIbHOCTH,
CTAaTUCTHUYCCKUC U )lpyrne MaTEMAaTUYCECKUE METO/bI, KOTOpI)Ie HpI/IFO}IHBI JId aHaJIn3a "
MIPOTHO3UPOBAHUS ICATEIHHOCTHU MPEAIPUSITHS.

YMerTn:

— TIOJIB30BAThCS 3aKOHOIATEILHON M HOpMAaTUBHOW 0a30i B cBOel paboTte;

— TIOJB30BaThCS HOPMATHBHBIMHU JOKYMEHTaMH B CBOed Tpo(heCcCHOHATLHOM
JIESITEIIbHOCTH, TOTOBHOCTBIO K COOJIIOJICHHUIO JICHCTBYIOMIETO 3aKOHOIATEIbCTBA M TPEOOBAHUI
HOPMAaTUBHBIX JTOKYMEHTOB;



— paboTaTh C TEXHHUYECKOW IOKyMEHTalued, HeoOXoauMmoil i NpodecCHOHaTbHON
JEATETLHOCTH (KOMMEPYECKOH, NI MapKETUHTOBOM, WIIM PEKIIAMHOM, WIIA JIOTHCTHYECKOM, HITH
TOBApPOBETHOMN) U IPOBEPATH MPABMIBHOCTD €€ O(OPMIICHHSL.

Baaners:

— CITIOCOOHOCTBIO YIPABIISATH ACCOPTHMEHTOM M Ka4eCTBOM TOBApOB U YCIIYT, OIICHHBAThH
UX Ka4eCTBO;

— FOTOBHOCTBIO K BBISIBJICHUIO U YIOBJICTBOPEHHIO MMOTPEOHOCTEH MOKYyIaTesel TOBapOB;

— CIIOCOOHOCTBIO W3y4daThb W TPOTHO3MPOBATH CIPOC MHOTPEOUTENCH, aHAIM3HPOBATH
MapKETUHTOBYIO HH(POPMAIIHIO, KOHBIOHKTYPY TOBApHOT'O PHIHKA,

— CIIOCOOHOCTBIO OCYILIECTBIATH COOp, XpaHeHHe, 00pabOTKy M OLEHKY HWH(pOpMAIHH,
HEOOXOIMMOM JIJIsl OpraHU3alMK U YIIPABJICHUS TIPOPECCHOHATIBHOM e TEILHOCTHIO;

— IEHCTBYIOIIMMH 3aKOHAMU U HOPMAaTHUBHBIMH JIOKYMEHTAMU;

— HaBBIKaMH cO0pa, 00pabOTKU U aHaIM3a HH(pOpMAITUH.

3HaHI/I5I, IMOJIYYCHHBIC IIPpH HU3YUYCHUHW JUCHUIIIMHBI «CepBI/ICHaﬂ JACATCIIbHOCTD
opraHu3anrin» HCO6XOIII/IMI)I JJI z[anLHeﬁmero HN3YUCHHUSA TaKUX JUCHUIIIIMH KakK «AHanu3 u
MMPOTrHO3NPOBAHNUEC KOHBIOHKTYPBI TOBAPHLIX PBIHKOB), ((Hpe,[[I[I/IHJ'IOMHaH IIpaKTUKa» U APpYyrux.

TpeGoBanus Kk pe3yibTaTamM 0CBOCHHS COACPKAHUSA JUCHUIINHBI:
B pesynpTaTe OCBOCHMS MMCHMIUIMHBI JOJKHBI OBITH CPOPMUPOBAHBI CIICTYIOIINE
KOMITETEHIIUH:

Toprono-Texnonornqecxaﬂ AEeATECJIBbHOCTD:

IIK-3 — roToBHOCTH K BBISBIECHUIO M YIOBJIETBOPEHUIO MOTpeOHOCTEH MoKymnaTenei
TOBAapOB, WX (OPMHUPOBAHUIO C TOMOLIHI0 MAPKETHHTOBBIX KOMMYHHKAIUH, CHOCOOHOCTBHIO
u3yyaTb M IPOTHO3UPOBATh CIPOC HOTpPEOMTENeH, aHAJIU3UpOBaThb MApPKETHHIOBYIO
MH(pOpMaLMI0, KOHBIOHKTYPY TOBaPHOI'O PHIHKA.

B pesynbrare ocBoenus kommnerenuuu IK-3 cryaeHT nomxkeH:

3HaTh:

— HMH(QPaACTPYKTypy pBIHKA, TEOPETHMUYECKHE W NPAKTUYECKUE AacleKThl OpraHU3alluu
KOMMEPUYECKOH 1eATeNbHOCTH B MHPPACTPYKTYPE PHIHKA;

— MAapKETUHTOBBIE OCHOBBI JIESATEIBHOCTH OCHOBHBIX 3JIEMEHTOB HH(PACTPYKTYPHI
pBIHKA.

YMeThb: aHanU3UpOBaTh M MPOTHO3UPOBATh MApPKETUHTOBYIO HH(GOpPMAIMIO U BUIBI
KOMMYHUKAIU{ B KOMMEPYECKOH ACSATEIBHOCTH.

Buasers: crocoOHOCTBIO aHAIM3MPOBATH M HCIOJB30BAaTh MApKETUHTOBBIE METOABI U
CpencTBa B KOMMEPYECKOM AESATEIbHOCTH.

Opranu3anoHHO-yNpaBJeHYeCKasl 1eATeIbHOCTD:

K-8 — roroBHOCTHIO oOOecrevynBaTh HEOOXOIWMBIM YpOBEHH KadecTBa TOPTOBOTO
00CTyKUBaHUSI.

B pesynbrare ocBoenus kommnerennuu K-8 cryaenTt nomxken:

3HaTh: OCOOCHHOCTHM OpPraHM3aLMU U YIPABICHHUsS OpraHU3alMy Ipolecca MPoaaxH
TOBapOB U TOPrOBOT0 OOCIYKUBAHUSI B TOPTOBOW OpraHU3aIiH.

YMerb: paspabaTbiBaTh U YIPaBIATh IE€PCOHAJIOM TOPrOBOM OpraHu3aluu MpU
OpraHu3aIi TOProBoro 00CIyKUBaHUS B UHPPACTPYKTYpPE PHIHKA.

Buiasers: HaBbIKaMU OpraHU3alMy M OIIEHKH KayecTBa TOPrOBOTO OOCTY>KUBAHMS.



3. Copepxanue TMCHUILIMHBI (COAepKaHHe Pa3/iesioOB IMCHUILIMHBI, pPa3eJibl
AUCHMIVIMHBI M MEKIUCHHMILIMHAPHbIE CBA3H ¢ of0ecrme4yMBaeMbIMHU (TOC/IEIYIOIIMMH)
AUCUHUIIMHAMM, Pa3/ieJibl JUCHUIJIMHBI U BBl 3aHATHI).

Tema 1. Beenenue B nucuuiuinay «CepBUCHas AESITEIbHOCTh opranu3anuny. CepBucHas
JeSITeIbHOCTh KaK (popMa yJOBIETBOPEHUS IOTPEOHOCTEN YETIOBEKA.

OcHOBHbIE OHATHA JUCHUIUIMHEL. Llenb u 3a1aun AUCHUIUIMHBL. MeXIIpeIMETHbIE CBA3U
C JApYrMMH y4eOHbIMM JucuumimHaMu. CTpykTypa y4eOHOW JUCLHMIUIMHBL Yciyra Kak ¢opma
nesitennbHOCTH. CepBuc Kak cojepxkanHue. ConualibHbIE MPEANOCHIIKA BO3HUKHOBEHHUS U
pasBUTHs CepBUCHOW JesTenbHOCTH. CepBHCHAs [EATENBbHOCTh U CaMOOOCITYKUBaHHE.
OTnMYUTENBHBIE YEPTHI 3TUX BUAOB JAESITEIBHOCTH.

Dopmupyemvie komnemenyuu. I[1K-3, I1K-8.

Tema 2. [Ipennocbuiku BOSHUKHOBEHUS CEPBUCHOM JIESATETLHOCTH.

BosnukHoBenne u pasputue yciuyr. CojaepkaHue TOHSATHA yciayra. Yciayra Kak
kareropusi punocodcekas u sxoHommueckas. [Ipupoma ycmyr. Kareropuum ycmyr. Pon ycmyr.
MarepuanpHpie W HeMmaTepuanbHble ycayrd. Otinuyme yciayrm oT ToBapa. (OCHOBHBIC
XapaKTEPUCTHKH YCIYT.

Dopmupyemvie komnemenyuu: I[1K-3, ITK-8.

Tema 3. Yciyra kak cnenupuyecKuii MpoOayKT.

MarepuanbHble yCIyrn — crenu(uyYeckuii MPOAYKT MaTepUAILHOTO IPOU3BOICTBA.
HyxoBubie ycmyru. Jluuneie ycnyru. ComnmanbHble ycimyrd. DakToOpbl, BIUSIONIAE Ha
(dbopMHpOBaHUE YCIIYTH.

Dopmupyemvie komnemenyuu: I[1K-3, [1K-8.

Tema 4. Mecto U posib CEPBUCHOM JEATEIBHOCTH B KM3HEAEATEIBLHOCTU YEJIOBEKA.
CepBuc 1 ero 0COOEHHOCTH.

[TotpebHocTH U yciyru. Ponb cepBuca B y0BIE€TBOpEHUHU IOTpeOHOCTEN yesoBeka. Poib
NEeSTENIbHOCTH, YIpaBlieHUs (MaHUMYJSIUS 4YEeJIOBEKOM dYepe3 MNOoTpeOHOCTH), OOIeHUS B
CEpBHUCHOM jedrenbHOCTU. [Icuxonorus B cepBucHoO aestenbHocTH. OXuianne noTpeduTens ot
oOcnyxxuBanus. KauectBo ycinyru — ouenka norpedurens. CoCTaBiIsIOLUIME KayecTBa YCIYTH.
VYpoBeHb cepBHCa: ACCOPTHUMEHT YCIYT, HaJIW4he yAoOCTB (CTWUIb, KadyecTBO, YpPOBEHb
YIIOBJIETBOPEHHS MOTPEOHOCTEH ).

Dopmupyemvie komnemenyuu: 11K-3, [1K-8.

Tema 5. MecTo 1 posb 001I€HUSI YYaCTHUKOB CEPBUCHOM €S TEIBHOCTH.

Cepsuc kak popma cyObeKT — CyObEKTHOTO B3auMoaeucTBUs. [IoHATHE O «KOHTAKTHOM
30He». OOmenue kak B3auMoBiusHHE. [IpoOrema KOH(MIUKTHBIX cuTyauuil. PeudeBoe
Bo3zaelcTBHe. OOleHne Kak oTHouleHue. [IpoGiema HOpPMAaTHUBHOIO OOIIEHUS B CEPBUCHOM
nestenbHOCTH. KynmbTypa oOIIeHNsT M BHYTPEHHSISI KYJIbTypa YeIoBeKa.

Dopmupyemvie komnemenyuu: 11K-3, [1K-8.

Tema 6. Teopus oOcmyxuBanusi. Opranusaiiysi 00OCIyKUBaHUS MOTPEOUTENEH.

Teopus opranuzanuu o0cmyxuBanus. [IpeanpusTusi, oka3pIBalOIINE YCIYTH HACEICHUIO.
[TonsTust w oTpacieBas CTpykTypa cdepbl ycnyr. [loHATHS O TPOAYKTaX CEPBUCHOMN
nesitenibHOCTH. [Ipoliecc Mpon3BoACTBa U OKa3aHUs YCIYTH.

[Ipouiecc mpunATHS pemieHus noTpeouTeneM. @OakTopbl, BIUSIONIME HA MPOIECC
MPUHATHS PENICHUS: UHINBHUIYyAIbHBIC, TICUXOJIOTHYECKUE U coruanbHbie. [Iporecc oco3HaHus
noTpeOHOCTH moTpeduTeneM. Bo3neiicTBie KyabTyphl Ha TIOBEIEHUE TIOTPEOUTEINS.

Dopmupyemvie komnemenyuu: I[1K-3, [1K-8.



Tema 7. IIpaBoBO€ peryiMpoBaHrue OTHOLIECHUN B CEPBUCHOU JEATEIbHOCTH.

HopmaTtuBHBIE JOKYMEHTHI IO OOCTY)KHBaHHIO HaceleHus. 3akoH PD «O 3amure mpas
norpedureneit». 'OCT P 50646-2012 «VYciyru HaceneHuto. TEpMUHBI U ONPEIEIEHUSD.

I'OCT P 50691-94 «Monens obecrieuenus kadecTB yciyr (ayreHTuuHbiid tect MCO
9002-87)». Obmepoccuiickuii kimaccudukarop ycayr HaceneHuro — OKYH (OK 002-93).
ITPABUJIA 6wITOBOTO 00CIyXrBaHus HaceneHus B P®. O0s13aHHOCTH MpoaBIia yCIIyT.

Dopmupyemvie komnemenyuu: 11K-3, [1K-8.

Tema 8. Kareropuu norpeduteneit 1 0coOEHHOCTH 00CITy>)KUBaHUS B TOPTOBJIE.

CooTHolieHHe  TOTPEOHOCTEH,  CHOCOOHOCTEH,  BO3MOXKHOCTEH W CpEJICTB
yIIOBJIETBOPEHHS MOTpeOHOCTEH uenoBeka. Ku3HeHHO-CTUIIeBbIE TPyNNbl. THUIBI TOTpeOuTeNeH
0 MPUBBIYKAM, 3aIIpocaMm, keJaHusM. Tursl noTpedutesneit mo coualbHOMY IPOUCXOKICHHUIO,
cTarycy, J0XojaMm, Bo3pacTy. Tumbl moTpeduteneil mo JAyXOBHBIM LIEHHOCTSIM, OTKPBITOCTH U
JUHAMUYHOCTH, BEPHOCTHU K TPATULUSAM U MTOKOKO.

Dopmupyemvie komnemenyuu: 11K-3, [1K-8.

Tema 9. CepBuc u CepBUCHBIE TEXHOJIOTUHU B TOPrOBIIE.

ITonatue u comepxkanue cepBUCHBIX TexHojoruil. Hoeble Bunbl ycnyr. IIporpeccuBHbie
dopmbl  oOcimyxkuBaHus. BHeapeHWe HOBBIX BHIOB yciayr Hu  (GopM  00CITy)KHBaHUSI.
WNunuBuayansHoe 00CIy)KUBaHUE, KAK CAMOCTOATENbHBIN BUJ| 1€ TEIbHOCTH.

Dopmupyemvie komnemenyuu: I11K-3, [1K-8.

Oo0nem qucuumianuel: 180 yacos / 5 3.e.
dopMa NPOMEKYTOYHOI0 KOHTPOJISA: 3a4€T C OLCHKOM.
Cemectp: 6.

Aot f.:""- -

Pazpabotumk: ' KaHAUJAT MEAMLMHCKUX HAayK, JOLUEHT Kaderpbl
Toprosoro nena u nHGOPMATMOHHBIX TeXHONOTHH, bapmuna 3.0.



