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IHosicHuTEeNLHAA 3aNIUCKA

BerynurensHoe ucnbiTanue « MeXTUCITUTUIMHAPHBIN SK3aMEH 110 AUCIUILTTHHAM
HanpaBieHUs «CepBHC» HAmNpaBlIeHO Ha BBIIBICHHE CTENICHH TOTOBHOCTHU
aOUTYpHEHTOB K OCBOCHHIO MAaruCTEPCKOW MporpamMmbl «IHHOBaIlMOHHBIN CEPBUCH
HanpasiaeHus noarotoBku 43.04.01 «Cepsuc». B xolie BCTYNUTENBHOTO UCTIBITAHUS
OIICHMBAIOTCSI 00O0OIIEHHBICE 3HAHWS W YMEHHS M0 JUCIHMIUIMHAM YKa3aHHOTO
HaIpaBJICHUS; BBISBISIETCS CTENICHh C(HOPMHPOBAHHOCTH KOMIIETCHITUH, 3HAYUMBIX
JUTSI YCTICIITHOTO OCBOCHHUS COOTBETCTBYIOIIEH MAaruCTEpCKON MPOTPaMMBI.

BcerynmurensHoe HCIIBITAaHUE MIPOBOUTCS B dbopme YCTHOTO
MEXIUCITUTUTHHAPHOTO YK3aMeHa 10 TUCITUTIINHAM HanpaBieHus: « CepBuc.

Coaep:xxanue nmporpaMmsblI

1. CepBucC Kak BU/] AeATEIbHOCTH

[lonsiTue «cepBUC» U «CEpBUCHAsI JCATEIBHOCTH». (OIIECTBO CEPBUCHOMN
SKOHOMHUKH. KOHUEHIMS «IISTH MHIyCTPHANBHBIX ImKioB» M. Illymmerepa.
«MadpopmaTtuzanus» MU «CepBUCHU3AIUSN» KAK OCHOBHBIE TEHJEHIIMU IEpexojia OT
VHYCTPHUAIBHOIO oO1ecTBa HSKCTEHCUBHOTO THUIIA pa3BUTHS K
MOCTUHAYCTPUAIBHOMY OOINECTBY MHTEHCHUBHOTO THNA pa3BuTHs. Teopuss u
MpakTUKa CepBUCA C YYE€TOM HAIMOHAJIBHBIX, PETHOHAJIBHBIX, OSTHUYECKUX,
neMorpauyeckux | MPUPOJHO-KIMMATUYECKUX OCOOCHHOCTEM OOCIIyKUBAHMUS.
VYciyra kak pe3ynbTar CEPBUCHOM AeATENIbHOCTU. [IOHSATHME M XapaKTepHBIE YEPTHI
ycnyru. Knaccudukanus ycayr. PeiHok yciyr. OCOOCHHOCTH pa3BUTHSI CEPBUCHOM
NEATENbHOCTH B COBpeMeHHOM Poccun. CoBpeMeHHbIE KOHUENIMN NPEAOCTABICHUS
yciayr. HopmaTuBHBIE M TpPaBOBBIE JIOKYMEHTHI B OOJAcTH OOCIyXUBaHUS U
npenoctaBieHus  ycayr.  CepBHCHBI — TpolleCC W CEpBUCHAs  CHCTEMA.
[Ipennponaxusiii cepBuc. CoOBpeMEHHAass KOMMYHUKATHUBHAs CHCTEMa Ha pBHIHKE
ycayr. Ilponecc mmunort mponaxku. Ilociaenpomaknoe oOcmyxupanue. ITpuHITATIBI
TEXHUYECKOTO 00CTy>KUBaHUS. JKCIUTyaTaIlMOHHBIC MHCTPYKITUU, OCHOBHBIE TIPaBUIIA
ux cocrasiieHus. [IpuHOMOBI M colep:KaHWE TAPAHTUUHOTO M ITOCTTapaHTUHHOIO
obcnyxuBaHus. JKU3HEHHBIN ITUKIJI TOBapa W >KM3HCHHBIM MK yciuyr. KoHmenmus
«CMeIIaHHoTo obOciuyxuBanus» . Mare. KonkypentHas 6oprba Ha CEpBHCHOM
PBIHKE TOCPEACTBOM AU depeHIuanuu yCiyr.

2. IlpennpusiTus cepBHCa U OPraHU3alUsA UX padoThl

Oprasu3almOHHO-IIPABOBBIE OCHOBBI AECATEIBHOCTA CEPBUCHOTO MPEINPHUATHS.
IToHsiTMe  TPOU3BOACTBEHHOrO  Ipolecca. TEeXHOJIOrMYeCKMd IIpouecc  Ha
MPEANPUATHSX CEpBHCA: OCHOBHBIE M BCIIOMOraTelbHble onepauuu. Cnenuanu3anus
U KOolepupoBaHHWE KakK (OpMbl OpraHM3allMKd IPOU3BOJACTBEHHOIO IMpolecca.
CrpykTypa nporecca okazanus yciayrd. Opranusaius Ipou3BOJACTBEHHOIO Mpolecca
U TIpoliecca OKa3aHus yCIyr BO BpeMeHH. OpraHu3anysi OCHOBHOIO IPOM3BOJCTBA Ha
npennpusaTusx chepsl cepBuca. TUIBI U METOJIbI OPTaHU3ALMU BBITOJHEHUS YCIIYT.
OcHOBBI OpraHu3alMi TpyAa Ha MpeAnpusTusx cdepsl cepBuca. HopmupoBanue
Tpyna. OpraHusanusl OIuiaTrbl TpyJa Ha CEPBHUCHOM mpennpustuu. OpraHusarus



HAJIOrOOOJIOKEHUSI Ha MPEANPUATUAX CEpBHUCA. YTPABIEHUE KAaueCTBOM YCIyr H
cTaHAapThl obcmyxuBaHus. Opranuzanusi KOHTPOJS KayecTBa YCIYT M MPOAYKIUH.
XapaktepucTuka BHIOB yciayr U (opm obOcmyxkuBaHus norpeouteneit. Ilonstue
BHYTPU(PHUPMEHHOTO IUIAaHUPOBAaHUA B YCJIOBMSX  pbIHKA. OTinnuus
[EHTPAIM30BAaHHOTO IIJITAHUPOBAHUS OT IUIAHUPOBAHUS B PBHIHOYHBIX YCIOBUSX.
[TpyuHuunel 1 Meronapl miaHupoBaHus. CucremMa IUIAHOB NPEINPUITHS CEpBUCA.
Oranel pa3pabOTKH IUIaHA CEPBUCHOTO MPEANPUATHSA: aHAIU3 MCXOIHBIX IMO3ULUN
OpeINpUsITHsI, OlEHKa CUJIBHBIX M Cia0dbix ctopoH mpeanpusitus (SWOT-ananus),
pa3paboTKa ONTUMAJIbHBIX TUIAHOB MPEANPUATHS (CTpaTErHuecKHue, AOJITOCPOYHEBIE,
CpEIHECPOUHbIE, KPATKOCPOUHBIE MIaHbl). CTPyKTypa TEKYIIETro IiaHa IpeIpUsTus
cdepsl yeryr. [lnanupoBanue U37epKeK U 1eH Ha MPOAYKIUIO IPEINPUITHI chepbl
cepuca. lleHooOpa3oBaHue Ha yciyru, paOoTbl, MPOAYKLHUIO CEPBUCHOIO
npennpusitus.  [ImanupoBanue  (UHAHCOBBIX  pE3YNbTATOB  JACSITEIBHOCTU
npennpusatTuii  cpepbl  cepuca. OueHKa HIKOHOMHUYECKOW  3(PPEeKTUBHOCTU
JESTeIbBHOCTH ~ CEpBUCHOTO  mpeanpusaTus. IlinaHupoBaHue  MHBECTUIIMOHHOM
JESTeNIbHOCTU — NPEANpUsATUs cepBuca. bu3Hec-miiaHupoBaHuE  JI€ATEIBHOCTH
npeanpusTus cepsl cepBuca.

3. T'eorpadus cepBuca

ConmanbHo-reorpaduyeckoe NpOCTPAHCTBO U TEPPUTOPUATIbHAS OpraHU3AIINS
CEPBUCHOM JEATEIHLHOCTH KaK IMOCTYIATEIbHBIM Tporecc. Karteropusi «pernoHa» u
MPUHITUIIBI COITMATEHO-YKOHOMUYECKOTO PAaOHMPOBAHUS B CEPBHCE. DKOHOMUYECKAsI
WHTETpaus B CEPBUCHOW JACATEIBHOCTH: CYIIHOCTh, MPEANOCHUIKA, MPEUMYITIECTBA,
(dopmbl. DaKTOPHI, ONPEIACIISTIONTNE YIaCTUE CTPAHBl B Pa3/ICICHUN TPYAa U Pa3BUTHH
CEpBUCHBIX TPOou3BOACTB. (OCHOBHBIE HANpaBiICHUS W (QOPMBI Pa3BUTHUSA
CTEIMAN3AIIN CEPBUCHOTO MPOU3BOJICTBA. TEPPUTOPUU C OCOOBIM PKOHOMHUYECCKUM
CTaTyCOM: OTBIT CO3JaHUs, IIEJIM, 3HAUYCHUE ISl PA3BUTHS CEPBUCHBIX OTPACIICH.
TpancropTHasi cucreMa CTpaHbl U €€ pOJib B Pa3BUTHH CEPBUCHBIX MPOU3BOJICTB.
[IpupoaHo-pecypcHbIil TOTEHIIMAN CTPAaHbl U PA3BUTHUE CEPBUCHBIX MPOU3BOJICTB:
XapaKTEepUCTUKA, TEHJCHIIMU, POJb B COIMAIBHO-DKOHOMHYECKOM Pa3BUTHH.
['eorpadust MexIyHAPOIHOTO PhIHKAa paboYeil CUJIbl, €r0 Pa3BUTUE M TMOCIEICTBUS
MUTPAIIMOHHBIX TPOIECCOB [IJIi TMPOCTPAHCTBEHHOM OpraHU3allud CEPBUCHOU
JESITETbHOCTU U PACCEIICHUs] B PEerHoHe. 3aKOHOMEPHOCTH, MPUHIUIBI U (HaKTOPHI
pa3MEIeHNUsT CEPBUCHBIX MPOU3BOACTB M METOIBI OTPACIEBOTO IKOHOMHYECKOTO
000CHOBaHUS pa3MEIIECHUS CEPBUCHOTO IMPOM3BOACTBA. DKOHOMHUYECKHE PaNHOHBI
Poccun: npuHIMIBI pallOHUPOBAHUS, UX THITOJIOTH3AIAS W 3aJa4dl PETrHOHATBHOTO
Pa3BUTHS CEPBUCHOM JIEATCITLHOCTH.

4. MapkeTHHT B cepBHCe
CyIHOCTh U LENH MapKETHHra CEpBUCHOM NesATeNbHOCTH. OCHOBHBIE (HYHKIUU
MapkeTHHra. Buasl mapketunra B cdepe ycayr. OcOOEHHOCTH MapKeTHHTa YCIYT.
MapkeTrHroBasi cpeia CEpBUCHOrO MpeanpusaTus. Muccus, BUACHUE U YHUKAJIbHOE
cepBHUCHOE TpeiioxkeHue. PazpaboTka HOBBIX yciyr. CTtaguu pa3pabOTKH yCIyTu B
cepBuce. JKu3HeHHbIl IUKA ycayru. MHCTpYMEHTBI M CpPEICTBA MPOABUKEHHUS YCIIYT.
Cucrembl cTuMynupoBaHus cObiTa. OrmpeneneHue CTpaTeruu MPOABMKEHHUS Ha



peiHKe. OCOOEHHOCTH TPOABMKEHHUS YCIAYyT CEPBHUCHBIX NPEINPUITHNA  Ha
MEXIAYHApOIHBIX pbIHKAaX. ToBapHas Mapka B cepBHuce. Mapounslii 3Hak. KadecTBo
mapouyHoro ToBapa. CepBucHslii Opena. CnocoObl oueHku Openpa. [lupamuna
LIEHHOCTE CEpBUCHOTO OpeHaa. XapaKTepUCTUKA MOTPEOUTENBCKOIO MOBEACHUS Ha
peiHKe yciyr. llpomecc mOpuHATUS — pelIeHuss O MPUOOPETEHUM  YCIYTH.
MapkeTrHroBoe wuccienoBaiue B cepBuce. @OpMbI M METOABI MAapKETHHIOBOIO
uccienoBanus. MccnenoBanue norpedureneil ycayr. MccienoBanue KOHKYpPEHTOB.
HccnenoBanne 1eH Ha yCiayrd. BHYTpEeHHHM MapKETHHI CEPBUCHOM KOMIIAHUU.
MapKEeTHHIOBBIM IIOAXOJ K YHOPABICHUIO Kaapamu. MoTuBanus IepcoHana
CEPBUCHOTO  NPEANPHUATHA. TE€ppUTOPUANBHBIA ~ MAPKETUHI B CEPBUCHOM
nestenbHocTH. CTparernu MapKeTHHIa TEPPUTOPUN OKA3aHMSI CEPBUCHBIX YCHYT.

Nmumx TEPPUTOPUHU B CEPBUCHOU NEATEIIbBHOCTH. MapkeTunrosas
IIPUBJIEKATEIBHOCTD TEPPUTOPHH. MapkeTunr pa3BUTHSA CEpPBHUCHOMU
UH(PPaCTPYKTYPHI.

5. MeHeqKMeHT B cepBHCe
Cnenuduka cepBuca Kak o0ObeKTa ynpaBiacHUsA. DOYHKIUM yIpaBICHUS

(mmaHupoOBaHUE, OpraHM3alliyd, MOTHUBALUS WU KOHTPOJIb). MeTonbl yIpaBieHUs
CEpPBUCHBIM mpennpusitueM. [IpuHmunel 3pQPeKTHBHOrO MEHEIKMEHTa CepBHCa.
@akTOpbl BHEIIHEW W BHYTPEHHEW Cpeapl CepBUCHOro npennpuarus. [lonsatue u
CYIIHOCTh CTPAaTETMYECKOrO YIIPABICHUS CEPBUCHBIM npeanpusatueM. lloctpoenwue
OpPraHU3alMOHHON CTPYKTYpPbI CEPBHCHOTO MPEANPUATHSA. BHUIBI OpraHn3alMOHHBIX
CTPYKTYyp ymnpasieHus. lleHTpamusanus W JELHEHTPAIM3ALUM  YIPABICHHUS.
ConepxaHne W BUABI YIPABICHYECKUX pemeHuid. lIpuHsaTHE ynpaBiIeHUYECKUX
pemeHni. Ilpormecc KOMMYHMKallMM B YIIPABJICHUM CEPBUCHBIM IPEANPUITHEM.
Crpareruueckas poJib YIpaBJICHHUs YEJIOBEUECKHMMH pecypcamMu B cdepe cepBuca.
BozaeiictBue BHemHUX (DAaKTOpPOB Ha YIpaBiICHUE IMEPCOHAIOM B CEpPBUCE.
CoBpeMeHHbIE cnocoObl  opranuzauuu Tpyna. llpuBneuenue >hPexKTUBHOrO
nepconana. Ilombop ¥ mNOArOTOBKAa MEpcOHANa. YMpaBieHUE MEPCOHAIOM Ha
OpEeNNpUsATUSIX WHAYCTpUM cepBuca. Pa3Butue mnepcoHana U mpodeccHOHABbHOE
oOyuenue. OpranuzanuoHHoe nosenexHue. JInunocts u noseaeHue. [Ipupoaa u TUIbI
MpoQeCCHOHANBHBIX KOH(MIUKTOB. J[esITEeNbHOCTh MEHEIKEPOB B cdepe cepBuca.
MacrtepctBO MeHemKepa CcepBUCHOM opranu3aumnu. CoaepkaHME W BHIBI
YIIPABJICHYECKUX peLICHUN. Moaenu NpuHATHs yIpaBICeHYECKUX pelleHui. BiusHue
JMYHOCTU MEHEPKEPA HA IMPOLECC NMPUHATUSA PELIEHUN B CEPBUCHOM OpraHU3alUU.
CymHOoCTh ¥ BUABI KOHTpOJIsS Kak (GyHKuMH yrpaieHusi. (OcoOeHHOCTH
AHTUKPU3UCHOTO MEHEKMEHTA CEPBUCHOU opraHu3anuu. OakTopsl BO3HUKHOBEHHUS
KPU3UCHBIX CHUTyalluid W HEOXUJAHHBIX COOBITHH. YTpaBlIeHHE KPUIUCHBIMH
CUTyalUsIMH Ha CEPBUCHOM NPEIIIPUATHH.

6. CoBpeMeHHbIE TeXHOJIOTUM B CEPBHCE



TexHuka W TEXHOJIOTUM B CEPBUCHOM Ou3Hece. TEXHHYECKOE OCHAIICHUE
COBpPEMEHHOro oguca cepBUCHOM KomnaHuM. OCHOBHbIE TpeOOBaHHA K OQHUCY
cepBUCHON kommaHuu. HMHpopMalmoHHO-CipaBoYHOE obecrnieueHue oduca B
cepBuce. MatepuanbHO-TeXHUYECKass 0a3a cepBUCHBIX mpeAnpuatuil. CaHuTapHO-
TEXHUUYECKHE cUCTeMBI. TexHomornyeckoe 06opyaoBanue. CepBUCHbIE TEXHOJIOTUH U
¢dopMmbl oOcayxkuBaHus. WHpopMmanMoOHHBIE TEXHOJOTMU B CEPBUCHON OTpACIH.
Crpykrypa HHQOpPMAIMOHHBIX TEXHOJOrHMi. OCHOBHBIE TEHJICHUUU pPAa3BUTHUS
MH(GOPMALIMOHHBIX TEXHOJIOTMHA Ha PBIHKE OKa3aHWs CepBUCHBIX yciyr. CpeactBa
KOMMYHHMKAllMl W cBsa3U. Krnaccudukamusi cpeactB oOprrexHukd. CHCTeMBI
aBTOMATHU3AIMU JIETOBBIX MPOLIECCOB B CEPBUCHOM Ou3Hece. IHTEepHET-TEXHOIOTHU B
cepBuce. IlocraBmuku uHTEepHET-ycayr. WEB-caliTbl CEepBHCHBIX NPEANPUSITHIA.
Pasmemenue nadopmanmu B uatepHere. Knaccudukanus u cnenuduka CepBUCHBIX
MHTEPHET-TIOPTAIOB. MyNbTUMEIUIHBIC TEXHOJIOTHU. DJICKTPOHHBIE KaTaJlOTH.
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