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IHosicHuTEeNLHAA 3aNIUCKA

BerynurensHoe ucnbiTanue « MeXTUCITUTUIMHAPHBIN SK3aMEH 110 AUCIUILTTHHAM
HampaBieHus: «CepBUC» HampaBlICHO Ha BBIABICHHE CTENEHH TOTOBHOCTH
aOUTYpHEHTOB K OCBOCHHIO MAarucTEpCKoW MporpamMmbl « IHHOBaIlMOHHBIN CEPBUCH
HanpasieHus noarotoBku 43.04.01 «Cepsuc». B xolie BCTYNUTENBHOTO UCTIBITAHUS
OIICHMBAIOTCSI O00OOIIEHHBIC 3HAHWS W YMEHHS M0 JUCIHMIUIMHAM YKa3aHHOTO
HaIPaBJICHUS; BBISBISICTCS CTENCHb CHOPMHUPOBAHHOCTH KOMIICTCHITHM, 3HAYMMBIX
JUTSI YCTICTITHOTO OCBOCHUS COOTBETCTBYIOIIEH MaruCTEPCKON MPOTPaMMBI.

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

Coaep:xxanue nmporpaMmsblI

1. CepBuc Kak BH] JAeATEJIbHOCTH

[lonsiTue «cepBHC» U «CEpBUCHas JACATENBHOCTH». (OIIECTBO CEPBUCHOMN
SKOHOMUKH. KOHUEHIMS «IISTH MHIYyCTPHANBHBIX ImKioB» M. Illymmerepa.
«Mudopmaruzanus» U «CepBUCHU3AIUSA» KAK OCHOBHBIE TEHJIEHIIMU IEpexojia OT
UHyCTPUATBHOTO oO1ecTBa HKCTEHCUBHOTO THUIIA pa3BUTHSA K
MOCTUHIYCTPUAIbBHOMY OOIIECTBY HHTEHCUBHOTO THNA pa3Butus. Teopus u
MpakTUKa CepBUCA C YYETOM HaIMOHAJIbHBIX, PETHOHAJIBHBIX, HSTHUYECKUX,
neMorpauyeckux | MPUPOJHO-KIMMATUYECKUX OCOOCHHOCTEM OOCIIyKUBaHMUS.
VYciyra kak pe3ynbTar CEpBUCHOM AEATENIBHOCTU. [IOHSATHE M XapaKTEpHBIE YEPTHI
ycnyru. Knaccudukanust yeayr. PeiHok ycinyr. OcoO€HHOCTH pa3BUTHSI CEPBUCHOM
NEATENbHOCTH B COBpeMeHHOM Poccun. CoBpeMeHHbIE KOHUETIMNA NPEAOCTABICHUS
yciayr. HopmaTuBHBIE M TpPaBOBBIE JIOKYMEHThI B OOJAacTH OOCIYyXUBaHUS U
npeagoctaBieHus  ycayr.  CepBHCHBIM  MpollecC M CEpBHCHAas  CHUCTEMA.
[Ipennponaxusiii cepBuc. CoOBpeMEHHass KOMMYHUKATHUBHAs CHCTEMA Ha PBIHKE
ycyr. Ilponecc nmuunoit mpogaxu. Ilocnenponaxknoe obcmyxkuBanue. [IpUHITUTIBI
TEXHUYECKOTO OOCTY>KMBaHUS. DKCILTyaTal[MOHHBIE HHCTPYKIIUU, OCHOBHBIE TIPaBUIIA
ux cocrasieHus. [IpyHUMNBI U COAEp)KAHUE TapaHTUMHOIO U MOCTTapaHTHUUHOTO
obcnyxuBaHus. JKU3HEHHBIN ITUKIJI TOBapa M >KM3HCHHBIM MK yciuyr. KoHmenmuys
«CMeIIaHHoTo obOciuyxuBanus» . Mare. KonkypentHas O6oprba Ha CEpBHCHOM
pBIHKE MocpecTBOM U hepeHIraum yCiyr.

2. IlpeanpusiTusi cepBrca U OPraHU3anus UX PadoThI

Opranu3aimoOHHO-TIPABOBBIE OCHOBBI JECSATEIBHOCTH CEPBUCHOIO MPEANPUSITHUS.
[lonaTe  TIPOM3BOACTBEHHOrO  IIpolecca. TE€XHOJIOTMYECKHM  MPOIEecC  Ha
MPENPUITUAX CEPBUCA: OCHOBHBIE U BCIIOMOTATENbHBIE onepanuu. Crnenuain3anys
U KOONEpHpOoBaHHE Kak (OPMBI OpraHU3alMH IPOM3BOJCTBEHHOIO IIpoIiecca.
Crpykrypa npornecca okazanus yciiyru. Opranuzainus Mpou3BOJICTBEHHOTO Mpolecca
U Mpolecca OKazaHusl yCiayr Bo BpeMeHu. Opranu3aius OCHOBHOIO IPOU3BOJICTBA HA
MpEeAnpUATUsIX cepbl cepBrca. TUIIBI U METOAbl OPTAHU3AIIMN BBHITOTHEHUS YCITYT.
OcHOBBI OpraHuzanud Tpyjaa Ha mpeanpusatusx chepsl cepsuca. Hopmupoanue
Tpyna. OpraHuzaiusi omiathl TpyJa Ha CEpPBUCHOM mpeAanpustuu. OpraHuzanus



HAJIOr0O0JIOKEHUSI Ha MPEANpPUATUAX CEpBHUCA. YTPABIEHUE KAue€CTBOM YCIyr H
CTaHAapThl oOcmyxuBaHus. OpraHuzanusi KOHTPOJIS KauecTBa YCIyr M MPOAYKIUH.
XapakTepucTuka BHIOB yciayr U (opm obOcmyxkuBaHusi norpebuteneit. Ilonstue
BHYTPU(PHUPMEHHOTO IUIAHUPOBAaHUA B YCJIOBMSIX  pbIHKA. OTinuus
[EHTPAIIM30BAaHHOTO IIJIJAHUPOBAHUSl OT IUIAHUPOBAHUS B PBHIHOYHBIX YCIOBUSX.
[Tpuniunsel 1 MeToAsl IulaHUpoBaHUs. CHcTeMa IJIaHOB NPEANPHUSTHS CEpBHUCA.
Oranel pa3pabOTKHU IUIaHA CEPBUCHOTO MPEANPUATHSA: AHAIU3 UCXOJHBIX IMO3ULUN
MPENNpUsITHSI, OIEHKAa CUJIBHBIX M ca0dbix ctopoH mpeanpusatus (SWOT-ananus),
pa3paboTKa ONTUMAJIbHBIX TUIAHOB MPEANPUATHS (CTpaTErHYecKHUe, JOJITOCPOYHBIE,
CpEIHECPOYHbIE, KPATKOCPOUHBIE MJ1aHbl). CTPYKTypa TEKYILEro MiiaHa npeanpusTus
cdepsl ycryr. [lnanupoBanue U3epKeK U 1eH Ha MPOAYKIUIO MPEINPUITHI chepbl
cepBuca. lleHooOpa3oBaHue Ha yciyru, paboTbl, MPOAYKLHUIO CEPBUCHOIO
npennpustus.  [ImanupoBanue  (UHAHCOBBIX  PE3YNbTATOB  JEATEIBHOCTH
npennpustuii  ceprl  cepuca. OlleHKa 3IKOHOMHUYECKOW  3(PPeKTuBHOCTU
JESTEIbBHOCTU ~ CEPBUCHOTO  mpeanpusaTus. IlnaHupoBaHue  MHBECTUIIMOHHOM
NESTENIbHOCTH  NPEANpUATUs cepBuca. bu3Hec-miiaHupoBaHuE  J1€ATEIBHOCTH
npeanpusTus chepsl cepBuca.

3. T'eorpadus cepBuca

ConmanbHo-reorpaduyeckoe MpOCTPAHCTBO U TEPPUTOPUATIbHAS OpraHU3AIINS
CEPBUCHOM JIEATETHLHOCTH KaK IMOCTYIATEIbHBIN mporecc. KaTeropus «pernona» u
MIPUHITUIIBI COITMATFHO-3KOHOMUYECKOTO PAaHOHMPOBAHUS B CEPBHCE. DKOHOMUYECKAsI
WHTETpausi B CEPBUCHOU JACATEIBHOCTH: CYIIHOCTH, MPEANOCHUTKH, MPEUMYITIECTBA,
dopmbl. DaKTOPBI, ONPEACIISAIONINE YIACTHE CTPAHBI B Pa3ICICHUU TPy/la U Pa3BUTHU
CEpBUCHBIX TPOou3BOACTB. (OCHOBHBIE HANpaBiIeHUS W (QOPMBI Pa3BUTHUSA
CTEIMAN3alIN CEPBUCHOTO MPOU3BOJICTBA. TEPPUTOPUU ¢ OCOOBIM IKOHOMUYECCKUM
CTaTyCOM: OMBIT CO3JaHUs, II€JIM, 3HAYCHUE JJIS Pa3BUTHS CEPBHUCHBIX OTpPACIICH.
TpancrnopTHasi cucreMa CTpaHbl U €€ pOJib B Pa3BUTHH CEPBUCHBIX MPOU3BOJICTB.
[IpupoaHo-pecypcHbIii TOTEHIIMAN CTPAaHbl U PA3BUTHUE CEPBUCHBIX MPOU3BOJICTB:
XapaKTEepPUCTHKA, TEHJCHIIMHU, POJb B COIMAIBHO-DKOHOMHYECKOM Pa3BUTHH.
['eorpadust MexnayHApOIHOTO phIHKA paboveil CUiIbl, €r0 pa3BUTHUE M TMOCIEICTBUS
MUTPAIMOHHBIX TPOIECCOB Il TMPOCTPAHCTBEHHOW OpraHW3allid CEPBUCHOU
NeSITeTbHOCTH U PACCENICHUs] B pEeruoHe. 3aKOHOMEPHOCTH, MPUHIUIBI U (aKTOPbI
pPa3MEIeHNUsT CEPBUCHBIX TMPOU3BOACTB M METOIBI OTPACIEBOTO IKOHOMHYECKOTO
000CHOBaHUS pa3MEIIEHUS CEPBUCHOTO IMPOM3BOACTBA. DKOHOMHUYECKHE PaHOHBI
Poccuu: mpuHIMIBI pallOHUPOBAHUS, UX THUITOJOTH3AINS W 3aJaddl PEeTrHOHATBHOTO
Pa3BUTHS CEPBUCHOM JIEATCITLHOCTH.

4. MapkeTHHT B cepBHCe
CyIHOCTh U LEMH MapKETHUHTa CEPBUCHOM neATeabHOCTH. OCHOBHBIE (DYHKIUHU
MapkeTHHra. Buasl mapketunra B cdepe ycayr. OcoOOEHHOCTH MapKeTHHIa YCIYT.
MapkeTrHroBasi cpeia CEpBUCHOIO MpeanpusaTus. Muccus, BUACHUE U YHUKAJIbHOE
cepBHUCHOE mpeioxkeHue. PazpadoTka HOBBIX yciyr. Ctaguu pa3pabOTKH yCIyTu B
cepsuce. JKu3HeHHbll IUKI ycayru. MHCTpyMEHTBI M CPEICTBA MPOABUKEHHUS YCIIYT.
Cucrembl ctuMynupoBaHus cObiTa. OrmpeneneHue CTpaTeruy MPOABUKEHHUS Ha



peiHKe. OCOOEHHOCTH TPOABMKEHHUS YCIAYyT CEPBHUCHBIX NPEINPHUITHNA  Ha
MEXAYHApOIHBIX pbIHKAaX. ToBapHas Mapka B cepBuce. Mapounslii 3Hak. KadyecTBo
mapouyHoro ToBapa. CepBucHslii Opena. CnocoObl oueHku Openpa. [lupamuna
LIEHHOCTEH CEepBUCHOTO OpeHAa. XapaKTepUCTUKA MOTPEOUTENBCKOIO MOBEACHUS HA
peiHKe ycuyr. llpomecc mOpuHATUS — pelleHuss O NPUOOPETEHUM  YCIYTH.
MapkeTnHroBoe wuccienoBaiue B cepBuce. @OpMbI M METOIBI MapKETUHIOBOIO
uccienoBanus. MccnenoBanue norpedureneil yeayr. MccienoBanue KOHKYpPEHTOB.
HccnenoBanne 1eH Ha yCiayrd. BHYTpEeHHHM MapKETHHI CEPBUCHOM KOMIIAHUU.
MapKEeTHHIOBBIM IIOAXOJA K YHOPABICHUIO Kaapamu. MoTuBanus IepcoHana
CEPBUCHOTO  NPEANPUATHA. TeppUTOPHUANBHBIA  MAPKETUHI B CEPBUCHOM
nestenbHocTH. CTpaTernu MapKeTHHIa TEPPUTOPUN OKa3aHHSI CEPBUCHBIX YCIYT.

Nmumx TEPPUTOPUHU B CEpPBHUCHOMU JEATEIBbHOCTH. MapkeTuHrosas
IIPUBJIEKATEIBbHOCTD TEPPUTOPHH. MapkeTunr pa3BUTHSA CEpPBHUCHOMU
UHPPACTPYKTYPBHI.

5. MeHeqKMeHT B cepBHCe
Cnenuduka cepBuca Kak o0OBeKTa ynpaBiacHUsA. DOYHKIUM yIpaBICHUS

(mmaHupoBaHUE, OpraHM3alliMd, MOTHUBALMS M KOHTPOJb). MeTonabl yIpaBieHUS
CEpPBUCHBIM mpennpusitueM. [IpuHmunel 3(pQPekTHBHOrO MEHEIKMEHTa CepBHCa.
@akTOpbl BHEIIHEW M BHYTPEHHEW Cpelpl CEPBUCHOrO mnpeanpustus. [lonarne u
CYIIHOCTh CTPAaTETMYECKOr0 YIIPABIICHHS CEPBUCHBIM mpeanpuatueM. [loctpoenne
OpPraHU3alMOHHON CTPYKTYpPBI CEPBHCHOTO MPEANPUATHSA. BHUIBI OpraHn3alMOHHBIX
CTPYKTYp ympasieHus. LleHTpaim3anuss W JACLECHTPaIU3alUM  YIIPABIICHUS.
ConepxaHne W BUABl YNPABICHYECKUX pemeHuid. I[IpuHATHE yIpaBIEHYECKUX
pemienuii. IIpomecc KOMMyHHKanuu B YOPABJICHUM CEPBUCHBIM MPEAIPUATHEM.
Crpareruueckasi poJib YIpaBJICHHUs YEJOBEUYECKHMMH pecypcamMHu B cdepe cepBuca.
BozaeiictBue BHemIHUX (DAaKTOPOB Ha YIpaBICHUE IMIEPCOHAIOM B CEPBUCE.
CoBpeMeHHbIE cnocoObl  opranuzauuu Tpyaa. llpuBneuenue >ddexTrBHOrO
nepconana. Ilombop W MOAroTOBKAa TMEpcoHaNa. YNIpaBi€HHE MEPCOHAIOM Ha
OpeanpUsITUIX UHAYCTpUM cepBUca. Pa3BuTue mnepcoHasna u mNpodecCHOHaIbHOE
oOyuenue. OpranuzanuoHHoe nosenexue. JInunocts u noseaeHue. [lpupoaa u TUIbI
npodeccruoHanbHbIX KOH(MIUKTOB. JleaTenbHOCTh MEHEIKEepoB B cepe cepauca.
MacrtepctBO MeHemkepa cepBUCHOM opranu3aumu. CoaepkaHuE€ W BHIBI
YIPaBIECHYECKUX peleHnid. Moaenu NpuHATHS yIPaBICHYECKUX peleHui. Biusaue
JMYHOCTH MEHEKEPA HA IMPOLECC NMPUHATUSA PEUIEHUN B CEPBUCHOM OpraHU3alLUU.
CymHocTh ¥ BUABI KOHTpOds Kak (GyHKuMM yrpaieHusi. OcoOeHHOCTH
AHTUKPU3MCHOIO MEHEKMEHTA CEPBUCHOW OopraHu3anuy. PakTopsl BO3HUKHOBEHUS
KPU3UCHBIX CHUTYyallud W HEOXUJAHHBIX COOBITUH. YTpaBICHHE KPU3IUCHBIMHU
CUTYalIMsIMU Ha CEPBUCHOM MPEANPUITHH.

6. CoBpeMeHHbIE TeXHOJIOTUM B CEPBHCE



TexHuka W TEXHOJIOTUM B CEPBUCHOM Ou3Hece. TEXHHYECKOE OCHAIICHUE
COBpPEMEHHOro oguca cepBUCHOW KomnaHuM. OCHOBHbIE TpeOOBaHHS K OQHUCY
cepBUCHON KkommaHuu. HMHpopMalmoHHO-CipaBoYHOE obecrneueHue oduca B
cepBuce. MarepuanbHO-TEXHUYECKass 0a3a cepBUCHBIX NpeAanpuatuil. CaHuTapHO-
TEXHUYECKUE CUCTEMBI. TexHomornyeckoe 06opyaoBanue. CepBUCHbIE TEXHOJIOTUH U
dopMmbl oOciyxuBanus. MHpopMalMOHHBIE TEXHOJOTUU B CEPBUCHON OTpACiH.
Crpykrypa HHQOPMAIMOHHBIX TEXHOJOrMi. OCHOBHBIE TEHJIECHUUU pPAa3BUTHUS
MH(GOPMALIMOHHBIX TEXHOJIOTMI Ha PBIHKE OKa3aHWs CepBUCHBIX yciyr. Cpeactsa
KOMMYHUKalMu W cBs3u. Kiaccudukanus cpenctB  oprreXHUKd.  CUCTEMBI
aBTOMATHU3ALIMH JIETIOBBIX MIPOLIECCOB B CEPBUCHOM On3Hece. IHTEepHET-TEXHOJIOTuU B
cepBuce. IlocraBmmku uHTEepHET-ycayr. WEB-caliTbl CEepBHCHBIX NPEANPUSITHIA.
Pasmemenue nadopmaimu B uatepHere. Knaccudukanus u cnenuduka CepBUCHBIX
MHTEPHET-NOPTANOB. MyJIbTUMETUIHBIE TEXHOJIOTUU. DJIEKTPOHHBIE KAaTAJIOIH.
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