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Pabouas nporpamMmma AMcUMNMHBLI COCTaBEHa B COOTBETCTBUM C heaeparnbHbiM rocyaapcTBeHHbIM 0b6pa3oBaTesbHbIM
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CoctaButens (u):
KaHamaat aKoHOMUYECKMX Hayk, 3aBeayroLmnin kadpeapon Hasapoa A.H.

Ot kadenpbl cocTaBUTENS: Haszapoa A.H.
3aBegyowmin kadeapor MapkeTUHra U NormcTuKn

Ot BbINycKkatoLeln kadeapsbi: Haszapoa A.H.
3aBenyowmii kacbeapon

MeToanyeckun otgen: CmupHoBa B.I'.



1 BBEAEHUE K PABOYEW NPOrPAMME OUCLUMMNIIUHBI

1.1 Uenb AuCUMNAWHBI: O3HAaKOMWUTb C TeopuvenW M NPaKTUKOW FMOrMCTMKM CepBUCHOrO o6CnyXuBaHUS B
COBPEMEHHbIX YCIOBUSIX C YH4ETOM CMNELMPUKN OpraHn3auunin pa3nmMyHoro poaa AesATenbHOCTU U popM COBCTBEHHOCTMU.

1.2 3agaum gcuMNInHbLI:

-paccMOTPETb KIOYEBbIE ACMEKTbI CUCTEMBI JTIOTMCTUYECKOTO 0OCNYXMBaHUS;

-npoaHanuanpoBaTtb paboyne anemMeHTbl CUCTEMbI JTOTMCTUYECKOTO 0OCNYXNMBaHWS;

-OCBOVTb METOAMKN pa3paboTkM CUCTEMbI TIOTMCTUYECKOTO OBCAYXNBAHUS;

-BbISIBUTb OCOOEHHOCTWN OpraHn3aumm u ynpaerieHns CEPBUCHON NOMMCTUKON B OpraHv3auunu;

-0aTb NpeacTaBrieHne O PO CEPBUCHOro 06CnyXnBaHUS ANt Pas3nnyHbIX OpraHn3aummn

1.3 TpeboBaHus K NnpeaBapuTenibHOM NOAroTOBKe OOy4aloLerocs:

MpenBapuTenbHas NOAroTOBKa NpegnonaraeT co3fgaHne OCHOBbI AN POPMUPOBAHUSA KOMNETEHLMIN, YKa3aHHbIX
B M. 2, NPU N3y4eHNN OUCLUMIINH:

Jlornctudeckunin ayTcopCcuHr

Jlornctuka npoussoacTea

Jlornctuka pacnpegenexus

MogenupoBaHune 61usHec-npoLeccoB B LiENsSX NOCTaBOK
OpraHun3aums npeanpuHMMaTenbCKOn eATEeNbHOCTM B NOMUCTUKE
YnpaBneHue marnbiv 613HECOM B NOrMCTUKE

2 KOMNETEHUMUN OBYYAIOLWEIOCA, ®OPMUPYEMbBIE B PE3YJIbTATE OCBOEHUA OUCLIUMIINHDI

MK-5: CnocobeH OpraHU3o0BbIBaTb JTIOFMCTUYECKYIO OeATeNbHOCTb MO NepeBO3Ke rpy3oB B Lienn NoCTaBOK

3HaTb: KoYeBLIE acneKTbl CUCTEMbI FIOrMCTUYECKOTO chnymmsaHm; 0COBEHHOCTU NOMMCTUYECKOTO OGCJ‘Iy)KI/IBaHVIFI npun
nepeBo3Ke passyivyHbiX BMOOB IPy30B pasfnM4yHbIMM BMOAMU TpaHCNoOpTa, OCHOBHble CTaagun UUKNa JNOornctu4eckoro
OGCJ'IY)KVIBaHVIﬂ N €ro y4aCTHUKN; Kputepumn kadecrtsa NnormcTtn4eckoro o6cny>|<|/|Bava

YmeThb: paGOTaTb C COOTBeTCTBy}OU.I,eVI ,u,oxymemau,mel?l no CucTemMme KadyecrtBa; aHalmM3npoBaTb Tpe6OBaHVI$| K cucreme
NOrncTn4ecKkoro O6CJ'Iy)KVIBaHVIF|; onepaTtnBHO (bOpMI/IpOBaTb OT4eTbl O pe3dynbTaTtax JIOrMcTu4eckoro OGCJ'Iy)KI/IBaHI/Iﬂ, B
TOM YUCIie B npouecce nepeBO3KN Nrpy30B B LENAX NOCTAaBOK

BnapeTtb: meTtoankon paSpaGOTKVI CUCTEMbI NNOrnMcTn4eckoro 06cny>|<|/|Bava Ha npeanpuaTtun; metogamMmm opraHmu3auumm
JNIOMNCTUYECKON AeATENbHOCTMU CEPBUCHOIO O6Cﬂy)KI/lBaHI/lF|, B TOM Yucne B npouecce nepeBO3KM rpy30B B Lendax NOCTaBOK

MK-7: CnocobeH OopraHu3oBbIBaTb Npouecc yny4vuweHunsa KadecTtBa OKa3aHUA NNOrTMCTUYECKUX ycnyr no nepeBO3KU
rPpy30B B Lenu NnoctaBOK

3HaTb: npaBoBble OCHOBbI JTOTMCTUYECKOro 06Cﬂy)KVIBaHVI$| B npouecce nepeBO3KU rpy3oB B Lienn NOCTaBOK; CTaHAapPThI
KayecTBa B ccbepe JIOTMCTUYECKOro O6Cﬂy)KI/lBaHI/lF|; NOJINTUKY KOMNaHU B 061aCTW KNNEHTCKOIO cepBuca

YMeTb: ycTaHaBnMBaTh TPeGOBaHUA KNUEHTOB K NOrMCTUYECKOMY OBCMYXXMBAHWMIO U OLEHUBaTb U aHanuavMpoBaThb ero
pesynbTaThbl; paboTaTb C MPETEH3MOHHON JOKyMeHTauueln; opopMisTe AOKYMEHTbI Ha HECOOTBETCTBYIOLLYIO YCMyry;
NPOBOAWTL NEPETrOBOPbI C KIMMEHTAMM, HAaNpaBfieHHbIe Ha yyylleHVe KayecTBa OKa3aHWsl JIOTUCTUYECKUX YCIyr

Bnapgetb: HaBbikamu VI,EI,eHTVI(bI/IKaLI,I/II/I cucTemMaTMyecknx owmbok n ux NPUYNH, a TaKxe paspa60TK017| Mep no wumx
npegoTepalleHnio C Uenbio NoBbllWEeHUA YPOBHA JIOTUCTUKUM CepBUCHOIO O6CJ'Iy)KVIBaHVIF|; nposegeHna neperoBopoB C
KNneHTaMmn no npeTeH3NOHHbIM cry4asawMm, B3aMMOLENCTBNE C HUMWU MO Ka4yecTBy cepBucCa; Metogamu yny4dwleHuna
KayvyecTBa OKa3aHWUdA NOrMCTUYeCKUX ycnyr.




3 PE3YJIbTATbI OBYYEHUA NO AUCLUUMINHE

HaumeHoBaHve 1 coaepxaHune pasgernos,
TEM U y4eBHbIX 3aHATUIA

CemecTp
(kypc gns 3A0)

pabota

KoHTakTHas

Tlek.
(4achbl)

Mp.
(4achbl)

CP
(4achbl)

MHHOBaLl.

dopMbl
3aHATUN

dopma
TeKyLlero
KOHTpOns

Pasgen 1. KnioueBble acnekTbl CUCTEMBI
NOrnCcTNYECKoro obenyxmnBaHus

Tema 1. TlloHaTMs ycnyrm u  cepBuca.
Jlornctudeckun cepsuc; Jloructudeckoe
obcnyxumBaHune; dopmupoBaHue CUCTEMBI
NOrMcTUYECKoro cepeuca

Tema 2. Kputepun KayecTBa
NOrMCTUYECKOro o6CnyXnBaHus:
MokasaTenu KayecTBa, YpoBeHb
NOrMcTU4ecKoro obcnyxmBaHus,
3aBuncuMoCTb 3aTpaT cepBuca OT YPOBHS
obcnyxuBaHus; BapuaHTbl nocTynneHus
MaTepuanbHOro  noToka B  CUCTEMY
notpebneHus

Paspgen 2. MeToauKa pa3paboTku
NOrNCTUYECKON CUCTEMbI OOCNYXMBaHUSA
notpeburenen

Tema 3. Paboune asnemeHTbl CUCTEMbI
nornctnyeckoro obcnyxmsanusa: [Npouecc
MapkeTuHra. KpaTkoe onucaHue ycnyru.
Mpouecc npoekTupoBaHue. CneuyundmkaLms
NOrMCTUYECKOro o6cnyxnBaHus.
Cneuundmkaums npegocraBfeHns
NOrMCTUYECKOro o6cnyxnBaHus.
Cneundukaumnsa KOHTPONS KayecTsa.

3,75

Tema 4. Metoagnka paspaboTkum cucTembl
NOrMcTUYECKoro 0oBCcnyxXnBaHWsA: KpaTkoe
onucaHue B cneumndukaunio
obcnyxuBaHus, cheundmrkaunio nx
npegocTaBneHus " crneumdukaumo
yrpaBneHns KayeCTBOM C OTpaXXeHUem
BO3MOXHOCTel npeanpuaTtusa (T.e. Lenen,
NONUTUKN U CTOUMOCTK)

Ac,

Tema 5. BaxHocTb CepBUCHOro
obcnyxmBaHust ans opraHusaumm:
opraHusaumi  ObOLLECTBEHHOIO  NMUTAHWUS,
rOCYAapCTBEHHbIX U YaCTHbIX OpraHM3auun
pasnNUYHbIX HaNpPaBlEHUN OEeATENBHOCTY




Tema 6. OpraHmsaumsi 1 ynpaeneHue
cepBUCHOM  noructukon: PopmupoBaHme
MOACWUCTEMbI  FIOTUCTUYECKOrO CcepBuca W
ynpaBneHne 0OCMyXWBaHWEM  KIMEHTOB.
XapakTepucTuku FNOTNCTUYECKNX

npoBangepos.

CXeMbl B3aMMOOTHOLLUEHUA MOCTaBLLMKOB U
notpebutenen NOrMCTUHECKUX YCryr.

MocTtpoeHne addeKkTUBHON

Wtoro B cemecTtpe (Ha kypce ans 3A0) 18 36 17,75

KoHcynbTauum 1 npoMexyTodHas

aTTectauusa (3aver) 025

Bcero

KOHTaKTHasA paborta n CP no

54,25 17,75
OVCcUUnnuHe

4 KYPCOBOE NPOEKTUPOBAHUE

KprOBOG npoekTnpoBaHune y‘-IeGHbIM nrnaHom He npeayCcMOTpeHO

5. ®OHl OLIEHO4YHbIX CPEACTB AN NPOBEAEHUSA NMPOMEXYTOYHOW ATTECTALMU

5.1 OnucaHue nokasaTeneun, KpuTepmeB U CUCTEMbI OLLeHUBAHUSA pe3ynbTaTOB 00y4yeHus
5.1.1 NMokasaTtenu oueHUBaHUA

Kopn HanmeHoBaHWe oLeHOYHOro
MokasaTtenu oueHnBaHns pesynbTaTtoB 0by4yeHus
KoMneTeHuumn cpeacTea
-nepevncnaeT  KM4deBble  acnekTbl  CUCTEMbl  JIOTMCTUYECKOrO
obcnyxuBaHus;
-MMeeT npeacTaBneHne 06 OCHOBHbIX CTaamsix uukna noructudeckoro|1.Bonpochl YCTHOro
MK-5 obCcnyX1MBaHMs N ero y4acTHUKax; cobecenoBaHus
-aHanuaupyeT TpeboBaHus K cucteme normctnyeckoro obcnyxueaxms; |2.TectoBble 3agaHus.
-OEMOHCTPUPYET BrageHMe MeTOAaMu opraHu3aumm JOrMcTUYECKON
OEeATeNbHOCTU CEPBUCHOTO 0OCNYXMBaHWS.
-umeeT npeactaBneHne 06 ocHoBax OPMUPOBAHUS  MOSUTUKN
KOMMaHuu B 0611acTu KNMEHTCKOrO CEepBUCa;
- cornocTtaBnsieT  TpebOBaHUS  KIMEHTOB K  JIOTMCTUYECKOMY
1.Bonpochl YCTHOro
obcnyxuBaHuio 1M cnocobeH oueHuBaTb W aHanuanpoBaTb €ro
MK-7 cobecenoBaHus

pes3ynbTarhl;

-AEMOHCTPUPYET HaBbIKaMi MOEeHTUDMKaLMM CUCTEMaTUYECKMX OLUMBOK
M UX MPUYMH, a Takke paspaboTkoil Mep Mo UX MpegoTBPaLLEHUIo C
LieJ1blo NOBbILLEHUS] YPOBHS NTOTUCTUKU CEPBUCHOTO 06CITYKMBaHWS.

2.TecToBble 3agaHus.

5.1.2 Cuctema u

KpuTepuu oueHnBaHus

LLikana oueHwn

KpuTtepum oueHmBaHmsa ccoopMmnpoBaHHOCTN KOMNETEHLNN

BaHUA

YcTHoe cobecegoBaHve MucemeHHas paboTa

3ayTeHo

Obyuarowminca  nokasbiBaeT  rnybokoe
noHUMaHue OCHOBHBbIX NpuHUMNOB
aedarenbHocT 3(EKTUBHON NOMMCTUKN
CEepBUCHOro obcnyxuBaHums.
OemoHcTpupyeT apyauuuio Ha
nocTaBneHHble BOMPOCHI.

He 3auTteHo owmMbkn B OTBETE Ha  BOMPOCHI

O6yyatowmitca AoNycTUN CyLLECTBEHHbIE

npenogasarena.

5.2 TunoBble KOHTPOJbHbIE 3a4aHUA UNN UHbIe MaTepuarbl, HeO6X0AUMbIe ANsl OLLEHKU 3HAHUW, YMEHUN,
HaBbIKOB U (MNK) ONbITa AeATeNIbHOCTU
5.2.1 Nepe4yeHb KOHTPOJIbHbLIX BONPOCOB

Ne n/n | DopMynmMpoBKM BONPOCOB
Cemectp 8
1 MocTpoeHne achhekTUBHOM CXeMbl B3aMMOOTHOLLEHUIA NOCTABLUMKOB U NOTPEBUTENEN NOTMCTUYECKUX YCYT.

2 XapaKTepuCTUKN NOrMCTUYECKUX NpoBanaepos.




CDOpMVIpOBaHVIe noACUCTEMbI JTOrTMCTUHECKOro cepBuca u ynpasrieHune 06CJ'Iy>KVIBaHVIeM KIMNMEeHTOB

OpraHM3au,wﬂ n ynpasrneHue CepBMCHOI;I NOrMCTUKON

BaxxHocTb CepBUCHOro O6CJ'Iy)KVIBaHVIF| ansa OpFaHVI3aLI,VIl7I 0obLwecTBEHHOro NUTaHuA

AKTyaJ'IbHOCTb CepBUCHOro O6CJ'Iy)KVIBaHVI$| ANnA rocygapCTtBeHHbIX U HaCTHbIX OpFaHVI3aLI,VIl7I Pa3nmnYHbIX
Hal'lpaBJ'IeHVIVI AeATeNIbHOCTU

MeToaunka pa3paboTkm CUCTEMbI TOrMCTUYECKOro 06CnyXnBaHus

Paboune anemMeHTbl CUCTEMBI NIOrMCTUYECKOIo 06Cﬂy)KVIBaHVIF|

CneumdukaLmsa NormcTnyeckoro o6cnyxmeBaHms

10 Cneundukaunsi npegocTaBneHns NorMcTUYeckoro o6cnyxmeaHus

11 Cneundukaumnsi KOHTPONSA KayecTBa NOMMCTUYECKOrO 06CYKUBaHNS

12 KleTepvwl Ka4yecTtBa J10OrmMcTn4eCcKoro 06Cﬂy)KVIBaHVIF|

13  |3aBucMMOCTb 3aTpaT cepBuca OT YPOBHS 0GCNyXMBaHUS

14 dopMMpoBaHME CUCTEMbI NTIOTMCTUYECKOTO cCepBuca

15 Cneumndunyeckne ocobeHHOCTM NTOMMCTUYECKOro 0BCNyXMBaHWS

16 |XapakTepHble 0COGEHHOCTM NOHATUIA: YCnyra U cepBuc

17 CepBucHoe obcnyxumBaHue, NOHATUE U BUAbI

18 |TexHonorusi u opraHu3aLMoHHas CTPYKTypa obCcnyxmBaHus

19 |YpoBeHb norucTmyeckoro o6cnyxmBaHms

20 MNMocnenpogaxHoe norucTuyeckoe obcnyxveaHne

21  |BbiGop BapuaHTa CUCTEMbI NMOTUCTUKN (DUPMbI MO KPUTEPUIO «3aTPaTbI-CEPBUCH

22 KntoueBble acnekTbl CUCTEMBbI JTOTMCTUYECKOTO O6Cﬂy)KVIBaHVIF|

23  |TpeboBaHus k cucTeMe NOrMCTUYECKOTO OBCMYXMBAHUS

24 Pa3Butune pbiHka normctmyeckmx ycnyr B Poccum u 3a pyGexom
25  |OkoHoMuYeckue nokasaTenu paboTbl CEPBUCHBIX NPEANPUATUIA U CNOCObbI UX ONpeaeneHns

5.2.2 TunoBble TeCcToBble 3aAaHNA

1. Kak BnusieT Ha ypoBEeHb NTOTMCTUYECKOrO OOCNY>XUBAHWUSI YBENUYEHUE KONUYECTBEHHOM OLEHKN (DAKTUYECKU
oKa3blBaeMOro obbema NnormcTM4ecKmx yenyr:

A) YpOoBEHb NOrMcTU4ECKOro obcnyxmnBaHms yBenmunBaeTcs.

B) YpoBeHb normctmyeckoro ob6cnyxmBaHns ymeHbLUIaeTCs.

B) YpoBeHb NOrmcTnyeckoro 06Cny>xMBaHnsi He U3MEHSIETCS.

2. Kakoi BapvaHT oOTBeTa MpaBWMbHO XapakTepusyeT Ccreaylolme 3HaYeHUs YPOBHS IOrMCTUYECKOro
obenyxuBaHust — 25 %; 90%; 110 %:

A) BepHo; BEpHO; HEBEPHO.

B) BepHo; HeBEPHO; HEBEPHO.

B) BepHo; BepHO; BEPHO.

5.2.3 TunoBble NPaKTUKO-OpUeHTUPOBaHHbIE 3afAaHus (3apayn, Kemchbl)
He npegycmoTpeHbl

5.3 MeTogmnyeckue maTepuansi, onpegensiowme npoueaypbl oLeHMBaHUSA 3HaHUN, YMeHU, BlageHui (HaBbIKOB
1 (UNK) NPaKTUYECKOro onbiTa AeATeNIbHOCTH)

5.3.1 YcnoBusa gonycka o6y4atroLlerocsi K NpoMexyTo4yHou atrectayMu u nopAaaok NIMKBUJaLMn akagemMmyeckomn
3aJ0MKEeHHOCTU

lMpoBeaeHe NMPOMEXYTOYHOW aTTecTauum perniaMmeHTUpPOBaHO rokanbHbIM HOpMaTuBHbIM aktom CIIOrYMTA
«lonoxeHne o NpoBeAeHNM TEKYLLIEro KOHTPONSA YyCneBaeMoCT U NMPOMEXYTOUYHOM aTTecTaumm obyyatowmxcay»

5.3.2 dopma npoBeaeHUs NPOMEXYTOYHOM aTTecTauuMm No gucumnimnHe

YcTHagda X MucbmeHHas KomnbloTepHOE TeCTUpOBaHUe UHas

5.3.3 Ocob6eHHOCTU NpoBeAeHUsi NPOMEXYTOYHOM aTTecTalMmu nNo gUCLUUNNnHe

Bpemsa Ha nogrotoBky — 0,5 yac, B 3T0 BpemMs BXOOUT MOArOTOBKA OTBETA Ha TeOPETUYECKUN BOMPOC M
BbINOSIHEHME TecTa. [ns pacyeToB CTYAEHTY HEOOXOANMO MMETb KanbKynsTop, TaKkkKe eMy NpeJoCTaBseTcs cnpaBoYHas
nHgpopmauus [Onsa pacyeToB CTyAeHTY HeoOXOoOMMO UMETb KarbKynsaTop, Takke eMy MpefoCTaBrsieTcs crpaBovHasi
WUHopMaLms.



6. YYHEBHO-METOOMYECKOE N UH®OPMALMOHHOE OBECMNEYEHUE OAUCUUNITIUHDI
6.1 YyebHas nutepatypa

ABTOp 3arnasue | MN3paTenbcTBO [op n3paHua | Ccblnka
6.1.1 OcHoBHas y4yeb6Hasa nuTepaTtypa
Monos, M. B.,[J/loructuka. Iornctuka ans Bonrorpaga: http://www.iprbooksh
Mwupeuxuin, U. HO. NpakTUKOB Bonrorpagckuim MHCTUTYT 2008 0p.ru/11330.html
busHeca
PognoHoea, H. C.,|OpraHmsauusa npomnssoacTtea BopoHEK: BODOHEKCKMIA http://www.iprbooksh
Homb6posckas, A. T, normctuka npeanpusaTun P - Bop 2 op.ru/64407.html
rocyapCTBEHHbIN
HepkaHocoBa, A. A.,|obLiecTBEHHOro NUTaHus 2016
yHMBEpCUTET

Benokypoea, E. B, .

NHXXEHEPHbIX TEXHOOTNI
Pogwvonosa, H. C.
Manwesa, H. [. Cepsuc u noructmka Ha| Camapa: Camapckui http://www.iprbooksh

TpaHcnopTte rocyapCTBeHHbIN 2016 op.ru/90913.html
TEXHUYECKNI

yHuBepcuteT, 95C ACB
6.1.2 lononHuTenbHas y4yebHas nutepaTtypa
JlaBpeHko, E. A.|NorucTtuka. Mpaktukym ) . http://www.iprbooksh
BopoHoga, [. 0. Openbypr: OpeH6prPKMM op.ru/78784.html

rocyapCTBEHHbIN 2017
yHusepcuteT, O96C ACB

6.2 MNepeyeHb npocdheccnoHanbHbIX 6a3 AaHHbIX U MHPOPMALIMOHHO-CNPABOYHbIX CUCTEM

OnekTpoHHO-6MbnmoTeyvHasa cuctema IPRbooks [OnekTpoHHbI pecypc]. URL: http://www.iprbookshop.ru/
OnekTpoHHas 6ubnuoTeka BLUTS CIMb MYMNT/L [OneKkTpoHHbIA pecypc).

OnNeKTpoHHO-6MGnMoTeyHasa cuctema «ANByKe» [ONeKTPOHHbIN pecypc].

URL: http://nizrp

.narod.ru

URL: https://www.ibooks.ru

6.3 MNepeyeHb NULEH3UOHHOIo U CBO6OAHO pacnpocTpaHAeMoro NporpamMmmMHoro oéecneyeHus
Microsoftwindows 8

6.4 OnncaHue maTepuanbHO-TEXHUYECKOWN 6a3bl, HEOOXO0AMMOWN ANns ocyLlecTBeHMA o6pa3oBaTesfibHOro
npouecca no gucumnnuHe

AyauTtopusi OcHalleHne

MynbTuMeauiiHoe obopyaoBaHue, crneumanusnposaHHas Mebenb, Aocka
JlekumoHHas Y A pyA H P A
aygutopusi

KomnbloTepHbIn knacc

MyﬂbTVIMeD,MVIHOG O60p}/D,OBaHVIe, KOMMNbOTEPHaA TeXHUKa C BO3MOXHOCTbHO NOAKIKYEHUA K

cetm  «MIHTepHeT» U
obpasoBaTenbHyto cpegy

obecneyeHnem  goctyna

B OMEKTPOHHYHO

MHOPMaLIMOHHO-




