MuHKCTEPCTBO HAYKU U BhICIIEro oOpazoBanus Poccuiickoit denepannu
denepanbHOE rOCY1ApCTBEHHOE aBTOHOMHOE
o0pa3oBaTenbHOE YUPEIKICHNUE BBICIIIETO 00pa30BaHUS
«CeBepo-KaBkasckuii heiepanbHblii YHUBEPCUTET

METOANYECKHUE YKA3ZAHUASA

10 BBITIOJIHEHHUIO MPAKTUICCKUX PAdOT
1o gucuuiuinae « CepBUC-au3ainy»
I1s1 CTYJIeHTOB HanpasiaeHus moarotoBku 43.03.01 Cepuc

HampaBieHHOCTh (mpoduiib)  «Jloructuka

CraspomnoJib, 2026 T.



OI'/TABJIEHHUE

1. OEJIb U 3ATAYN OCBOEHUMA AMUCIIAITIMHDBI

2.METOJJUYECKHUE PEKOMEHIAILIMN K I[TPOBEJAEHUIO
[TPAKTUYECKUX PABOT

3. INTAHBI ITPAKTUYECKHUX PABOT

4. JUTEPATYPA U UHOOPMAIIMOHHOE OBECIIEHEHUE



1. IIEJIb U 3AJIAYM OCBOEHUSI JMCHMIIIAHBI

Llenpr0 OCBOEHUS TUCHUILIMHEI siBIIsieTcss popMupoBanue yHuUBepcanbHbIX (Y K-
1, YK-2) komnerenumii Oynymiero HampasieHuss noarotoBku 43.03.01 Typusm
HampaBieHHocTh (mpoduiib) «Jloructukay. «CepBuc-au3ailH» — AUCIUILIMHA,
HaIlpaBJICHHAs! HA CO3[IaHHE KJIMEHTOOPUEHTUPOBAHHBIX CHCTEM, IIPOLIECCOB U YCIIYT.
CucreMa MOCTOSHHOTO COBEPUICHCTBOBAHUS OIBITA JIIOJICH NPU B3aUMOICHCTBUM C
pasnTUYHBIMH BHAAMH cepBuca. Habop MeToauk, HampaBlIEHHBIX Ha CO3JIaHUE W
YIYUYIIEHUE CEPBUCOB, MPOJIYKTOB, MPOIECCOB, OPUEHTUPOBAHHBIX HA JIOACH U
FapMOHUYHO BCTPAUBAEMBIX B MX YKU3Hb.

3agayaMu  OCBOCHMSI  JIUCLMIUIMHBI  SIBIAIOTCA: OCBOCHHUE  CTYyJICHTaMU
MApPKETHHTOBOM COCTABJISIOUIEA CEPBUCHOTO MBIIUICHUS, TU3AMHEPCKOTO MBIILICHUS
npu GOPMUPOBAHUU CEPBUCHBIX MPOCTPAHCTB, U3YYCHUE KIMEHTOOPUEHTUPOBAHHOIO
MOJIX0/1a B pa3pabOTKE CEPBUCHOTO MPOCTPAHCTBA, TEXHOJIOTHI BOIUIOIICHUSI OM3HEC
uJen JUIsl Au3aiiHa CEPBUCHBIX MPOCTPAHCTB.



2. METOAUYECKHUE PEKOMEHJAIUU K ITPOBEJIEHUIO
IHNPAKTHYECKUX PABOT

[IpakTuueckoe 3aHATHE SBISETCA OJNHOM U3 (OpM TMPOBEAEHUS TPYIMIOBBIX
3aHATHN CO CTYyJIEHTaMH, MMEIOIIe CBOMMH LENsMU Ooliee TIIyOOKOE YCBOEHUE
oOy4aeMbIMH JIEKIIMOHHOTO MaTepuaia, pa3BUTHE Y HUX YMEHHs IIeJIeHANPABICHHON
paboTHI ¢ HAYYHOU, y4eOHOM TUTEPATypPO JIJIsl CAMOCTOSITEIbHOTO T00BIBAaHUS HOBBIX
3HaHUU, TPUOOPETEHUE HABBIKOB MYOJWYHBIX BBICTYIUICHUH, BEJICHUS NUCKYCCUU U
T.J.

[IpakTrueckue 3aHATUS MPEIIONAraloT HUCIOJIb30BAHUE PA3IUYHBIX (HOpM
paboThl: OOCYXKICHHE TEOPETHUYECKHX BOIMPOCOB, pEIICHHE 3a7ad, OOCYXICHHE
JOKJIa0B, aHanu3 uH(opmanuu. lIpakTuyeckue 3aHATUS TPOBOIATCA C ULEJBIO
yrayOneHus U 3aKpervieHUs TCOPETUUYECKUX 3HAHWM, MPUBUTHS HABBIKOB aHAIM3a
OOCTOSITENIBCTB JieJla B KOHKPETHO 3aJaHHOM CHUTyallid, YTO BEChbMa BaXHO IS
Oynyield NpakTHUYeCKOW aesTeNbHOCTH. OHHU, SBISISICH CaMOCTOSITEIBHOU (opMOM
OOy4eHHs CTYACHTOB, YIUIYOJISIFOT 3HAHUS, MMOJTYYEHHBbIE Ha JIEKIHIX, CIIOCOOCTBYIOT
CaMOCTOATENLHOM paboTe ¢ HOPMATUBHBIM MAaTEPUATIOM, OITYOTMKOBAHHOM MPAKTUKOMN
Y JIUTEPATYPOH.

3aHATHUA TIPOBOAATCA B JOpME OIPOCa CTYACHTOB 110 TEOPETUUECKUM BOIIPOCaM,
0003HAaYEHHBIM B IJIaHAX, a TaAKXKE OOCYX IACHUS BAPUAHTOB PEIICHUS NPAKTUYECKUX
3aJlaHui (CUTyaluii), KOTOpPbIE ObLTN MPEIJI0OKEHBI B KAUECTBE MOATOTOBKH K 3aHSITHIO.
["OTOBSICH K 3aHATHSAM, CTYACHTHI JOJIKHBI U3YUUTh:

MaTepHabl JIEKIUH 10 MPEAIoaraeMoi TeMe, a TAaKKe IMIaH IPAKTUYECKOTO 3aHATHUS;
COOTBETCTBYIOILIME TEME 3aHATHUS MOJIOKEHHUS] HOPMATUBHO-TTPABOBBIX aKTOB;
OCHOBHBIE TIOJIOKEHUS TEOPUU;

PEKOMEHJIOBaHHYI0 B TIUIaHAaX TMPAKTHUYECKUX 3aHATUNA 0a30Byl0, a TakKke
JOTIOTHUTENBHYIO JIUTEPATypy M METOAMYECKHUE pa3pabOTKu Il  CTYACHTOB,
MOATOTOBJICHHBIC KadheIpoil.

[Ipy mnOATrOTOBKE K TMPAKTUYECKOMY 3aHATUIO CTYACHT OO0s3aH, H3y4YUB
JEUCTBYIOLIEE 3aKOHOJATENBCTBO M PEKOMEHJIOBAHHYIO JIMTEPATYPY, NUCBMEHHO
U3JI0KHUTh B CIICLUATILHOM TETpaau pelIeHHe 3a7ad, 3aJaHHbIX MpernoaaBaTeneM. Mx
U3JIOKEHUE HE JOJDKHO CBOJMTHCSA JIMIIb K KpaTKOMy OTBETY Ha BOIPOC.
HeoOxoaumbiM Tpu3HaeTcss Takoe OOOCHOBAaHWE BHIBOAA, KOTOPOE B MPUHIUIE
SBJISIETCS IOKAa3aTEIbHBIM.

[IpakTrUueckue 3aHATUSL CTPOATCS 1O CIEAYIOLIEH CXeMe:

BHavaJsie MpenoaaBaTesib OObSIBISET TEMY U 3a/1a4d TPAKTUYECKOTO 3aHITHS;
MPOU3BOUT OMPOC CTYJIEHTOB 10 TEOPETHUECKUM BOIIPOCAM, 0003HAYEHHBIM B ILJIAHE
3aHATHS, a TAKXKe MPOBEPSET HAJUMYME Y CTYACHTOB NMUCHbMEHHBIX PEIICHUN 3ajad.
JlanHble pemeHus 00Cykaat0Tcs B popMe TUCKYCCUH HETIOCPEICTBEHHO Ha 3aHATHUH;
10 OKOHYAHUU 3aHSITHS TIOJIBOSTCS UTOTU JUCKYCCUHU U OOIITUE UTOTH.

[IpumeHUTEIPHO K OTACIBHBIM TEMaM 3aHATUS, C YYETOM CHelu(pUKU
oOCy>KIaeMol TeMbl, yKa3aHHas cXeMa MOXXET KOppeKTHpoBaThcs. OIHAKO OCHOBE
3aHATHUSA, B JTIOOOM Ciydae, JeKHUT PEIICHNE MPAKTUUECKUX cuTyauuid. X xommdyecTBo
OTIpEeNIENSeTCs MpernojaBaTesieM C YYETOM BCEX OCOOCHHOCTEM H3ydaeMoOil TEeMBI H
MacCIITaOHOCTHU €€ MPOOJIEMHBIX BOIIPOCOB.



ok wbdE

OTtBevarolmii Ha 3aHATUM CTYACHT O00s3aH KpPAaTKO U3JIOXKHUTh COJIEp>KaHUE
MPAKTUYECKON CUTYalUU.

Jlydymme Bcero  IeJICHANpPaBICHHO TOTOBUTHCA K  BBICTYIUICHHIO  TIO
OTIPEICTICHHOMY BOTIPOCY, M3ydasi JIPyTrue BOMPOCHI C IEIBI0 JydIlle pa3o0paTrhcs B
npeaMeTe BBICTYIUICHUSA. TeMbl BBICTYIUICHUM (JOKJIaJ0B) MOXHO COTJacoBaTh C
npernojaBarenieM 3apanee. JJOKIaqunKyn MOTYT pa3srpaHUIUTh MKy COO0M MaTepHuall,
BOIIPOCHI, COIJIACOBATh IIOCJENI0BATEIBLHOCTh BBICTYIUIEHHI. UTOOBI BO Bpems
BBICTYIUJICHUS YYBCTBOBATh C€0s yBEPEHHEE, CJIEIYET MOJATOTOBUTH ONMOPHBIN KOHCIIEKT
B BUJIC PA3BEPHYTOrO IUIaHA, B KOTOPBIM MOYHO BKJIFOUHUTh TAKXKE MPEICTABISIEMBIE B
BBICTYIUIGHUU CXEMBbI, orpejaesieHus, Gopmyisl, rpaduku u ap. Ha 3aHsatir MOXHO
clenatb He 00s3aTenbHO OO0JbIIOE, Pa3BEPHYTOE BBICTYIUIEHHE, MOJIHOCTHIO
packphIBaroiiee Kakou-mmbo BOIMPOC, HO U HEOOJbIIOE OMOJHEHHE, YTOYHEHHE,
3aJ1aBaTh BOIPOCHI B MPOIIECCE OOCYKICHUS.

Ecnu He ygmanoch BBICTYNUTh HA 3aHATUH, CJIEAYET MOATOTOBUTH MUCHMEHHYIO
paboTYy IO COTJIACOBAHUIO C MPEIOABATENIEM. ITO MOXKET ObITh:

CJIOBaph TEPMUHOB,

rpadvKu ¢ KOMMEHTApUSIMH,

bopMyJibl C KOMMEHTAPUSIMU U IPUMEPAMHU,

CTPYKTYPHO-JIOTUUECKUE CXEMBI,

pa3BEpHYTHIC IJIAHBI OTBETOB HA BOIIPOCHI TEMBI,

aQHHOTAIlUM CTAaTe Mo TeMme 3aHATHs (KpaTkoe, He Oosiee 1 CTp., CaMOCTOSITENBHOE
U3II0KEHHE COJIEPKaHUsI CTaThH) U JP.

KoHcnekTsl IeK1nii, ONOPHBIE KOHCIIEKTHI K BRICTYTUICHHUSIM U IPYTUE 3aIIUCH 110
U3y4aeMoMy TPEAMETY IeJIeCO00pa3HO IPYIIUPOBATh IO TEMaM M HAKAIUIUBaTh JJIS
MOATOTOBKH K 3a4€Ty B CIELUUAIBHON IMAaIKe.

[InaHnpoBaHWE  MPAKTUYECKUX  3aHATHI  OCYIIECTBISIETCA C  Y4ETOM
YCTAHOBJIEHHOTO KOJM4YeCTBa 4acoB. OCHOBHBIE 3Tallbl MIJIAHUPOBAHUS M MOJATOTOBKH
3aHSITUMN:

PazpaboTka cucteMbl 3aHATUM 1O TEME WU pa3iely.

Onpenenenue 3a1a4 v LEJIEH 3aHATHS.

OnpeneneHue ONTUMAIBHOTO 00BbEMa Y4eOHOTO MaTepuaia, pPacuJCeHCHHE Ha psll
3aKOHYEHHBIX B CMBICJIOBOM OTHOILICHUH OJIOKOB, YaCTEH.

Pa3paboTka CTpyKTYyphl 3aHSTHSA, OINpEICICHHE €ro THUIa U METOJOB OOY4YEHHS.
Haxoxaenue cBszelt JTaHHOTO MaTepralia ¢ IPyTruMHU TUCIUTIIMHAMU U UCTI0JIb30BaHKE
ATUX CBA3EH MPU U3YUYEHUH HOBOTO MaTepuaa.

Omnpenenenne oobeMa U HopM caMOCTOATENTHLHON pabOThl Ha 3aHATHH. OnpenerncHue
dbopM B METOJOB KOHTPOJS 3HAHWM CTyaeHTOB. OmnpeneneHue (HOpMbl MOABEACHUS
UTOIOB.

Omnpenenenre caMOCTOATEILHON paOOTHI TTO TAHHOW TEME.

[Ipu mpoBeleHNM NPAKTUUECKUX 3aHITUN MPENnojaBarellb YIEIseT BHUMAHHE
(dbopMyJIUpPOBKaM BBIBOJIOB, CIIOCOOHOCTH CTYJEHTOB CpaBHUBATh, aHAIM3UPOBATH,
HaxO0JUTh HECOOTBETCTBUS, OIICHUBACT YPOBEHb 3HAHUM CTY/ICHTOB.

[Ipu moBeneHNU UTOTOB TPENnoAaBaTeslb 3HAKOMUT CTYJEHTOB C pPe3yJibTaTaMU
BBINIOJIHEHUS 3aJlaHUM, OLIEHUBA€T KaueCTBO BBIMOJHEHHON pabOThl KaXKIbIM
CTYJIEHTOM.



CtyaeHTbl, HE MOATOTOBUBIIMECS K MPAKTUUECKOMY 3aHSITHIO, PABHO KaK U HE
UMEIOIINE MUCHbMEHHBIX PEIICHUM KaKUX-TMOO0 MPAKTUYECKUX CUTyalluH, 3aJJlaHHBIX
npenojaBaTesieM, JOJKHBI B OTJEILHOM MOPSIKE OTYUTATHCS 32 3aHSITHE.

[Tocne pa3BepHyTOr0 OOCY>KICHHS BCeX HanOO0JIee BaXKHBIX BOMPOCOB 3aHSITHS, a
TaK)K€ BOIPOCOB, KACAIOIIMXCS Ka3yCOB M BAPUAHTOB €r0 PEIICHMS, MPENo1aBaTellb
MOABOAUT UTOTU JTUCKYCCHHU.



3. IINTAHBI IPAKTUYECKHUX PABOT
IHPAKTHYECKAS PABOTA Nel

Tema 1. Beegenne B MeT010J10THI0 CEPBUC-IU3AlHA.

Hean: dopmupoBaHWe 3HAHUN O CYIMIHOCTH M XapaKTEPUCTUKAX CEPBUC-
3aiHa.

Bonpocs 1151 00Cy:KIeHust:
1.ITonarue CepBuc-nu3aiina;
2. DnemeHThl U npuHIUIBl CepBUC-IU3alHA;

Teopernueckasi 4acTb
CepBuc-au3ailH— 3TO MPOIIeCC MIAHUPOBAHUS U OpraHU3allui PECYpcoB OM3Heca,
L[ETIbI0 KOTOPOTO SIBISIETCS YIyUllleHHE OOCTYKMBaHUS KIIMEHTOB U B PE3yJIbTaTe —
MOTPEOUTENHCKOTO OIBITA.

DIIEMEHTHI CEpBUC-IU3aHA!

JIrogu. DTO HE TONBKO KIMEHTHI, HO U T€, KTO CO3/Ia€T CEPBUC U B3aUMOJCHUCTBYET C
HUM KOCBEHHO. Hampumep, COTpyIHUKH, SKCIIEPTHI, MapTHEPHI, UHBECTOPHI, aTCHTHI.
HNudpactpykrypa. B He€ BKiItOUaroTCs BCe AOMOJIHUTENBHBIE PECYpPChl, HEOOXOIUMBIE
JUTsl QYHKITMOHUPOBAHMS CEPBHCA. DTO MOTYT ObITh (pr3ndecKrue 00bEKThI, TAKUE KaK
TOPIOBbIE, CKJIAJICKE U UHbIE ITOMELIeHUsI, 000pyA0BaHNE, MaTepUabl U TaK Jajee.
Kpowme Toro, ectb u nudpossie atpudyThI, 00ecneunBatomue padbory. Hampumep,
IporpaMMHOE 0OecrieyeHne, MHTEPAKTUBHbIE HHCTPYKIIUU U BUJ1€0, OUIINAIIbHBIHI
CallT U counagbHble CETH OpPEeH/1a, TOCPEICTBOM KOTOPBIX MTPEAOCTABISIETCS Ta WK
WHas yciyra.

[Tpoueccol. To ecThb Ar00BIE TPOU3BOACTBEHHBIE AITOPUTMBI, MPOLEAYPHI,
MIOCIIEI0BATEIHLHOCTD ITAIOB Pa3padOTKH U OKa3aHUs yCIyTH, MpaBUja
B3aMMOJICHCTBHSI C KIIMEHTAMH U JPYTUe HOPMBI U TIPEITUCAHUS, KOTOPbIE
00s13aTeNbHBI K MPUMEHEHUIO Ha TIPOTSHKEHUH Beel paboTel. Hampumep, HHTEPBBIO
npu npuéme Ha paboTy HOBOT'O COTPYIHUKA, JaNbHEHIINI OHOOPAUHT MepCoHaa,
TpeOOBaHUS K Ka4eCTBY IIPOM3BOMMON MPOIYKIIHH, CTOCOOBI COBEPIIICHCTBOBAHUS
TOBapOB, O0ECIeUeHNE KPYTJIOCYTOUHOM KIMEHTCKON MOJACPKKU B PEKUME
peaslbHOTO BPEMEHH U TaK Jiajee.

[IpuHIMIIBI CepBUC-TU3alHA:

OpueHTHUPOBAHHOCTH Ha TMOJIb30BaTeneld. Heooxoammo peryisipHO TPOBOIUTh
KaueCTBEHHBIC UCCIICIOBAHUS JIJISl TOTO, YTOOBI UMETh HauOOJIee TOUHBIC
MPEJICTABJICHUS O LIEJIEBOW ayIMTOPUU KOHKPETHOTO TOBAPA.

KieHToneHTpuIHOCTh. [{J11 TOro 4To0hl MPUBJIIEKATH ayUTOPHI0, HEOOXOIUMO
3aMHTEPECOBBIBATh, BOBJIEKATH €€ B MIPOIIECCHI MPOSKTUPOBAHUS, COOMPATh 0OPATHYIO
CBsI3b, IpEUIaraTh TECTUPOBATH HOBBIE IIPOAYKTHI, MOTUBUPOBATh co3aanue User
Generated Content ¢ TOMOIIBIO IPOTPAMM JIOSUTBHOCTH.

[TocnenoBaTenpHOCTh. CepBUC CAEAYET pacCMaTPUBATh KaK MO3TAIHYI0 PEATM3ALIHI0
B3aMMOCBSI3aHHBIX MEX1y COOOM 3a7ay JiJIsl peasiv3alii OJJHON MacIITaOHOM 1IeJu.



HarnsgHocTs nnm nqoka3aTenbHOCTb. Jlydlie Bcero BU3yaan3upoBarh Bce
IPOUCXOASAIINE BHYTPU KOMIIAHUH OU3HEC-TIPOLIECCH] B BUAE CXEM, TAOJIUL U IPYTUX
uHpOrpapuIeCcKUX HIEMEHTOB.

[{enocTHOCTh. Ba’kHO yYUTHIBaTh BECh KOHTEKCT, B KOTOPOM I10J1b30BaTEIN
UCITIOJIB3YIOT MPOJYKT, OpaTh BO BHUMAaHHE BCE TOUKU CONPUKOCHOBEHHMSI KIIUEHTA U
Openpa (kak B pU3NYECKUX Mara3uHax, Tak ¥ B OHJIAIH-CTOpax).

KoHTpoJibHbIE BOIPOCHI

1. Jaiite onpejieiieHUE MOHATUS «CEPBUC-TU3ANHY.

2. HazoBuTe 351eMEHTHI «CEepBUC-TU3ANHAY.

4. KakoBbl OCHOBHBIE TPUHIUIIBI CEPBUC TU3aiiHA?

5. KakoBa poib cepBuc-au3aiina B cpepe 6uzneca?

6. AHanuTrka B cepBuc-nu3aiine (Data-Driven Design).

7. 3agauu cepBUC-AU3aliHa (MHCAUT JJI PELICHMS], CEPBUCHBIN CLIEHAPHIA,
CEPBUCHBIA MEXAHU3M).

8. [IpoueccHbIl MOIXO K CEPBUC-IU3ANHY.

9. Cnenuduka npoeKTUPOBaHUS BIIEUATICHUIN B paMKaXx I13ailHa MPOAYKTa WU
YCIYTH.

10. Anmpobanus mpoIyKTa B CEpBHUC-IU3AMHE.

IMPAKTUYECKAS PABOTA Ne2
Tema 2. Meropoaorus cepuc-ausaiina.J{uzaiin-MbllUIeHHE,
Hean: popmupoBaHue 3HAHUH O CYITHOCTH JU3AiH-MBIITUICHUS.

Bomnpocs! a1 00cyxaeHus:
1. IloHsATHE AN3aH-MBIIICHHUS, 3JIEMEHThI U IPUHIUIIBI.

Teopernueckast 4acTb

Jn3aiiH-MBIIUIEHUE — 3TO METOJ U MPOLECC PEIIECHNS] KOHKPETHBIX 3a/1a4, KOTOPBIN

IIOMOTI'acT MOHATH IT1OJIB30BATCIIA, OCMBICIIUTDL €TI0 HpO6JI€My 1 HAUTH AJIbTCPHATUBHBIC

pELICHUS.

OcHOBHBIC IMPUHOUIIBI I[H33ﬁH'MBIHIJ'I€HPI$II

OpueHnranus Ha nosib3oBarelis. [ 1aBHbINA NPUHLINAN —
KJIIMEHTOOPUEHTHUPOBAHHOCTb.

CotpyaaudectBo. UTOOBI MPUNTH K MHHOBAIUSAM, HYKHO OOBEIUHSThH pa3HbIE
TOYKH 3PCHUS U UJICH.

I'enepanus unet. OCHOBHOE BHUMAHUE YAEISETCS MPUIYMBIBAHUIO KaK MOKHO
OOJIBITIETO KOIMYECTBA UJIeH U TOTCHIIMAIbHBIX PEIICHUH.

DKCIEepUMEHTHI U TeCTUpOBaHUE. Mien npeBpaiiaroTcsi B MPOTOTUIIHI,
TECTUPYIOTCSI U B HUX BHOCSITCA U3MEHEHUSI HA OCHOBE OT3bIBOB
II0JIb30BATEIIEH.



o JlelicTBus BakHEe IpeANoiokeHud. BMmecTo Toro 4To0bI TOBOPUTH O
MOTEHIMAIIBHBIX PEIICHUSAX, UX MIPEBPAIIAIOT B OCA3aE€MbIE IPOTOTUIIBI U
TECTUPYIOT B PEATIbHBIX YCIOBHSIX.

OTamnsl HHB&ﬁH-MBIIHHGHHHZ

1. Owmmnatus. Ha aTom sTane He06X0AUMO MOTPY3UTHCS B IPOOIIEMBI
II0JIB30BATEIJIEH, UCCIIEN0BATH UX OIIBIT, IIOHATh HCTUHHBIC NIEPE)KUBAHUA U
MOTHBALMIO, OIIPEIEIUTD UX 3aIPOCHI.

2. @okycupoBKa. 3agauel 3TOro 3Tama siBisieTcss 00padoTKa U aHaIu3 BCeil
noJlydeHHOUM nHpopmanmu, e€ cucTeMaTu3alus U BeIJICJICHUE TTIABHON
poOJIEMBbI KIHEHTA.

3. T'enepaums mnen. Ha aTo cTaguy Hy»KHO IOCTAPAaThCs HAUTU KaK MOYKHO
00JIbIIIE€ PA3JIMYHBIX PEIICHUH 1J11 OJHOTO BOIpOCa.

4. TectupoBanue. Ecinu nporotun padboTaeT, CleIyomui mar — MnoJlyueHue
0oOpaTHOH CBSI3U OT MOTEHLIUAJIBHOTO KJIMEHTA.

Juzaiin-Mplnuienne yacto ucnoibizyercs B UX/Ul-nu3aitne u pazpaboTke npu
CO3JaHUM CTPYKTYpPbl U UHTEPPENCOB BEO-CANTOB U pa3InyHbIX NpuiokeHuil. Ho
ATOT METOJ MOAXOJUT HE TOJIBKO I HU(PPOBBIX MPOIYKTOB, EF0 MOKHO
MCIIOJIB30BaTh B Jt000M cepe, rie Hy>KHO PEelIuTh KOHKPETHYIO MPOo0IeMy
KOHKPETHOTO IOJIb30BaTENS.

KoHTpoJibHBIE BONIPOCHI

1. JTaitiTe onpeniesieHUe MOHITHS TU3aH-MBIIIICHUS.
2. HazoBuTE NMPUHIUIIBI TU3aH-MBIIIJICHUS.

3. Ha3oBuTe 3Tamnsl 1M3aliH-MBIIIICHHUS.

IMPAKTHYECKAS PABOTA Ne 3

Tema 3. MapkeTHHIroBasi COCTABJISAIONIAS CEPBUCHOIO0 MbILIVICHHUS

Hean: popMupoBaHue 3HaHUN O KOHKYPEHTHOM Ccpeie TPOU3BOAUTENEH YCIYT U
O COBPEMEHHBIX METOJIaX U3YYEHHS] KOHKYPEHTOB U LIEJIEBOM ayIUTOPUHU.

Bomnpocs! 14 00cyxaeHus:

1. KonkypeHTHas cpefia MpOU3BOAUTEIICH YCIIYT.

2. CoBpeMeHHbIE METO/IbI H3yUEHUS! KOHKYPEHTOB.

3. MeToabl u3ydyeHus 1eneBor ayIuTOPUH.

Teoperuueckasi 4acTh
CepBHCHOE MBIIIIJIEHUE — 3TO TeopeTrdeckas pumocodusi Co3Manus IEHHOCTH

NPEANPUATHS, HAllpaBJICHHAs Ha yJydllleHHe KauecTBa 0OCITYKUBAaHUS KIMEHTOB U
B3aMMOJICUCTBUS C HUMU MYTEM MAapKETHHIa U TPOCKTUPOBAHUS YCITYT.

HCKOTOpBIG KOMITIOHCHTBI CCPBUCHOI'O MBIIIJICHUSA



e 3HaHHE 3aKa3YHMKOB/TI0JIb30BaTEIICH;

e IIOHMMAaHUE OKUIAHUHN 3aKa34YHKOB/II0JIL30BATEIIEH;

e (HOKyCHpOBKA Ha IEHHOCTH JIJIsl 3aKa3UHKa,

e B35THE Ha CeOsI OTBETCTBEHHOCTH (B TOM UHMCIIE — 33 OM3HEC-PE3YNIbTAThI);
e TMPOSIBIICHUE YMIIATHUU;

e OCO3HaHHE KYJIbTYpHI U aJanTalus K Heu;

e COJICHCTBHUE COTPYAHUYECTBY;

e OJTHUYHOC IIOBEJICHUE.

Takke cepBUCHOE MBILIJIEHUE MOKHO OINPEAEIHTD, KaK CIIOCOOHOCTh BUJETh YCIYTY
WJIM TOBAp TJIa3aMH TeX JIOAEH, KOTOPbIE X MOTPEOIISIOT.

HexkoToppie acrieKThl MApKETUHIOBOM COCTABIISIIOIIEN CEPBUCHOTO MAapPKETHHIA:

o [lonnmaHue noTpeOHOCTEN U 0KUITAHUIA KIMEHTOB. J[J1s1 3TOro mpoBOJsAT
aHaJIU3 CETMEHTA PbhIHKA, U3Y4alOT MOBEJCHHUE MOTPEOUTENIEH U BBISBIIIOT UX
OTPEOHOCTH.

o (Co31aHne yHUKAJIBHOTO ITpeIIoKeHus. KoMnanus A0KHA NPeyIoKUTh
KJIMEHTaM HEYTO, YTO OyJIeT BBIACIATH €€ Ha (JOHE KOHKYPEHTOB U IPUBJIEKATh
LEJIEBYIO Ay IUTOPHIO.

e Pa3paboTka KOMMYHUKAIIMOHHBIX CTPATErHil. Y CIyTy MPOJBUIaIOT C TOMOILBIO
pPEKJIaMbl, MAPKETUHTOBBIX KAMITAHUH, COLIMAIBHBIX CETEW U IPYTHUX
UHCTPYMEHTOB KOMMYHUKALIUH.

e Crparerus nenoodpazoBanusi. Komnanus 10mKkHa yMETh IPaBUIIBHO
ONPEIEIUTh CTOUMOCTb CBOMX YCIIYT, YUUTBIBAsI, KAK UX Ka4€CTBO, TAK U
NOTPEOHOCTH 11€JIEBOM ayIUTOPHH.

e IlocTpoeHue 1OATOCPOUHBIX OTHOLIECHUH ¢ KIIMeHTaMu. KomnaHust ctpeMuTcs
HE TOJIBKO MPUBJIEYb KJIMEHTA, HO U yJIepKaTh €ro, o0ecrneynBas KaueCTBEHHOE
00CITy’KUBaHUE U TIOJJICPIKKY.

Hekortopsie nHCTpYMEHTHI cepBrcHOTO MapkeTuHTra: CRM-cuctemsl, mporpamMmbl
JIOSUTBHOCTH, OOpaTHasi CBs3b OT KJIIMEHTOB, 00y4YeHHE MepCoHaa U MPOIBIKCHHE
4yepe3 COIMAIIbHBIE CETH.

OcHoBHas ICJIb CCPBUCHOTO MAPKCTHHI'A — YCTAHOBUTD JOJITOCPOYHBIC OTHOIICHUA C
KIIMCHTaMH, ITIOBBICUTD HUX JIOAJIBbHOCTL N YBCIUYUTD 00BEM ImpoJaax.

KonTpoabHbIe BONPOCHI
1. J{aitTe onpeneneHre NOHATUSI CEPBUCHOTO MBIIIJICHUS.

2. Ha30BuTE KOMIIOHEHTBI CCPBUCHOTO MBIIJICHHA.

3. HazoBute HEKOTOpPHIE aCMEKThl MApPKETHUHTOBOW COCTABIISIIONIEH CEPBUCHOTO
MBIIIJICHUS.

4. Tlepeuncnante HHCTPYMEHTBI CEPBUCHOIO MAPKETHHTA.

5. HazoBuTe acieKkThl CCPBHUCHOTI'O MCHCPKMCHTA.



IMPAKTUYECKAS PABOTA Ne 4

Tema 4. KomMmyHMKAaTHBHBIE HHCTPYMEHTHI CepBHC-IU3aiiHA

Hean: ¢dopmupoBanwe 3HaHWNA O TNPUMEHEHUH KOMMYHHKATHBHBIX
WHCTPYMEHTOB B CEPBUC JU3alHE.

Bonpocs 1151 00Cy:KIeHust:

1. TexHosOorMM B3aUMOAECUCTBUS: BOIIPOCHI MEKKYJIBTYPHONH KOMMYHUKALIUH.

2. Texnonoruu paboThl C JHOABMH ¢ 0COObIMU MOTpeOHOCTIMU. COBpEMEHHBIE
IIOAXOABI [10 PELICHUIO CIIOKHBIX CUTYAI[Ui C TOCTEM.

3. IlpoexkTupoBaHre KOMMYHHKAIMI B CTPYKType CepBHUC-TU3aliHa (JOKAINHA U

COJIEp>KaHHNE KOHTAKTa).

OmubOKu BOCOPUITHS MOBEACHUS KIUEHTA.

bubmuoTexka KOMMYHHMKAallMOHHBIX MHCTPYMEHTOB W 3HAaHUW IJI CEpBHC-

3aiHa.

6. IlpakThku wucclaeIOBaHUSI TOBEJACHHS MOTpEOUTENel W KOMMYHUKALUNA C
KJIINEHTaMHU.

/. AHanu3 1 NpOEKTUPOBaHNE KOMMYHUKATUBHBIX PELICHUI B cCEpBUC-AU3ailHE.

o s

Teoperuuyeckasi 4acTh
KoMMyHUKaTUBHBIE HHCTPYMEHTBI — 3TO CPEJICTBA U METOJIbI, KOTOPHIE
UCIIONIB3YIOTCS 11 9(PPEKTUBHONM KOMMYHUKAIIUU B PA3JIMYHBIX cPepax u
CUTYaIIHsIX.
HekoTtopsie mpruMepbl KOMMYHUKATUBHBIX HHCTPYMEHTOB:

JI71s1 BHyTPEHHUX KOMMYHHUKALIUA — KOPIIOPATUBHBIE MPA3IHUKHU, O0yUEHUE,
TPEHUHTH, IPOPECCUOHAIBHBIE KOHKYPChI, COPEBHOBAHMUSI.

JI71s1 MapKEeTUHTOBBIX KOMMYHHUKaUU — pekiiama, PR, ctumynupoBanue cObITa,
JMYHbIE TPOJAXKH U IPYTHUE.

Takke kK MUHCTpyMeHTaM 3((HEKTUBHON KOMMYHHUKALIUA OTHOCSTCSI BepOaJIbHbIE U

HeBepOaTbHBIC TPUEMBI: TEMIT PEUH, MAY3bl, )KECTHI, TTO3bI.
HekoTopble KOMMYHUKATUBHbLIE MHCTPYMEHTbI B CEPBUC-AN3aNHE:

Coznanue nepconbl. Komanga cobupaet 0000MEHHBIN MPodUiIh NOTEHIIMATBHOTO
KJIMEHTA, COTPYIHUKA WK cTelkxoaepa. OH COCTOUT HE U3 CTEPEOTUITHOTO Habopa
XapaKTEPUCTHK, & OCHOBAH Ha PEaJbHOM HCCIIEIOBAaHUM.

Coznanve KapThl KJIMEHTCKOTO MyTH WM yTH COTpYAHUKA. HyKHO HaliTH TOUYKH
CONPUKOCHOBEHHUSI KIIMEHTA UM COTPYIHMKA C YCIYroi Win npoaykroM. KapTel myTu
IIOMOTAIOT OTBICKMBATh Pa3pbIBbl B KIIMEHTCKOM OIIBITE U UCCIIEA0BATh BOZMOXHBIE
pELIeHMS.

Busyanusanus 31eMeHTOB Ipoliecca Ha kapte cucteM. [1oa aneMeHTaMu CKpbIBatoTCs
JIOAH, CTPYKTYPBI, YCIYTH, MaTepuaabHble U IU(PPOBBIE MPOIYKTHI, a TAKKE
MapLIpyThl, UHCAUTHI, TPUUUHBI, cieactsusi, KPI u MHOoroe npyroe. barogaps



HarJIsiAHOMY MPEICTABICHUIO BCEX OCHOBHBIX KOMIIOHEHTOB CUCTEMBI MOKHO
aHaJM3UPOBATh U MPOEKTUPOBATH B3aUMOICHCTBUE MEXKY HUMH.

['enepanus uaen 1js yJIydiieHUs KIUEHTCKOro omnbita. CepBuc-au3ailH He CTPEMUTCS
OTBICKATh OJAHY YHUBEPCAIBHYIO CyNEpUICI0. BMecTo 3TOro uaen MmaccoBo
TEHEPUPYIOTCA HAa CaMbIX Pa3HBIX CTAUSX, IEPEMEIINBAIOTCS, OTOPACHIBAOTCS,
GUIBTPYIOTCS, SBOTIOMUOHUPYIOT.

Cozpanue nmpotoTuna. ITO >KU3HEHHO BaKHBIM 3Tal TECTUPOBAHUS UJICH.
[IpoTroTunupoBaHue BKIIOYAET OBICTPOE TECTUPOBAHUE UJICH, YTOOBI HE TPATUTH
BpeMs U JICHbI'M HA TO, YTO HE cpadoTaeT.

TexHonoruu paboThI € JHOJbMU ¢ OCOOBIMU OTPEOHOCTSIMHU:

Cosnanue AoCcTynHOM cpenbl. s rocTel ¢ orpaHUYeHHBIMUA BO3MOKHOCTSIMH
000pyIyIOT MaHYyChl, TUGTHI, JOCTYIIHBIC TTyTH, IIIUPOKUE ABEPHBIC TPOEMBI TS
pa3MeIICHUS MTHBAIMIHBIX KOJISICOK WJIU CPEJCTB NEPEABMKEHUS. Bolestor
MMapKOBOYHBIC MECTA U TyaJICTHhI.

Hcnonb3oBaHue albTepHATUBHBIX METOI0B 001IeHus. [Ipu B3anuMoielicTBuu ¢
TFOCTSIMU, KOTOPBIE HE YMEIOT TOBOPUTH UJIM UMEIOT OTPAHUUYCHHYIO pPEUb, IPUMEHSIOT
A3BIK )KECTOB, JOCKHU C KAPTUHKAMU WJIUM TMCbMEHHBIE 3aMETKH.

Coznanue criokoMHON 00CTaHOBKU. J[J1si TOCTEl ¢ MOBBIIIIEHHON CEHCOPHO
YyBCTBUTEIHLHOCTHIO MUHUMH3UPYIOT YPE3MEPHBIN IIYM, SIPKHUI CBET U PE3KUE
3anaxu. [IpennaraioT CEHCOPHO-IPYKECTBEHHbBIE BAPUAHTHI, HAIIPUMEDP
ITYMOTIO/IaBJISIFOIIME HAYITHUKYU WU BBIJCICHHYIO TUXYIO 30HY.

[Tomo11b B OpUEHTUPOBAHUM. ['OCTSIM ¢ HapyILICHUEM 3PEHUS IIpeiaraloT pyKy B
Ka4yeCTBE MPOBOJHUKA, €CJIU OHM coryiacsaTcs. J[atoT 4€TKUe U TOUHBIE YCTHHIC
WHCTPYKIIMH, COOOIIAIOT O JIFOOBIX MOTCHIIMAIBHBIX MPEMITCTBUAX WM U3MEHECHUSX B
penbede.

NHuBuayanbHbIA moaxoa. ['ocTsaM ¢ 0coObIMH MMOTPEOHOCTIMH 00SCIICUHBAIOT
BO3MOXXHOCTh YYBCTBOBATh C€Os1 HY)KHBIMH, BHE 3aBUCUMOCTH OT CTCTICHU
CaMOCTOSITCIILHOCTH.

HexoTopbie COBpEMEHHBIE MOX0/IbI IO PEIICHUIO CIOKHBIX CUTYaIlUi C TOCTSIMU C
0COOBIMH MOTPEOHOCTAMH:

Pabota ¢ roctsiMu, KOTOpbIE IEMOHCTPUPYIOT MOBTOPSIOIIEECs TTOBEICHNE WITH
caMOCTUMYJISAIKIO. ECli 3TO TOCTh € ayTHU3MOM, TO HY>)KHO U30€eraTh BMEIIaTeIbCTBA
WM TIPUBJICUEHUS] HEHY)KHOTO BHUMaHUS K ero AeicTeusiM. Ecnu moBeaenne
CTaHOBUTCS Pa3pyIIUTEIHHBIM WM HEOE30MMaCHBIM, TO HY)KHO TIEpEeHAIIPaBUTh
BHUMAaHUE TOCTs Ha 0oJiee MOAXOASILYIO IeATEIbHOCTD WIH CPELy.
[TomomIbs rocTsIM ¢ KOTHUTUBHBIMHU HApyIIEHUSAMU. J{J151 HUX UCTOJIB3YIOT MPOCTOM U
MOHSATHBIN SI3BIK, TIPU HEOOXOIUMOCTH Pa30UBAIOT CIIOKHBIC 33/1a4M Ha OOJIee MEIKHE
sTamnbl. Takke MOTyT OBITH MOJIE3HBI HATJISIAHBIE TOCOOUS WIIM MTMChMEHHbBIE
UHCTPYKIHUH.
Pabora ¢ roctsiMu, KOTOpbI€ YyBCTBYIOT C€0sI MOAABICHHBIMH UM B3BOJIHOBAHHBIMH.
B Takom ciydae mpeiararotr THXoe u KOM(pOPTHOE MECTO, TJI€ TOCTh MOXKET
pacciabutbest U coopatbest. MI30eratoT pe3kux Wik FPOMKHUX 3BYKOB U JKIIYT, MTOKa
rocTb NPUAET B ceOsl.

KoHTpoJibHBbIE BOIPOCHI

1. JlaiiTe onpeneneHue MOHATHS KOMMYHUKAaTHBHBIE HHCTPYMEHTHI.

2. Bunel v npuMeHeHne KOMMYHUKATUBHBIX HHCTPYMEHTOB B CEpPBUC-AM3AITHE.



3. Kakue  TEXHOJOTMM  B3aUMOJICUCTBUS  TPUMEHSIOTCS B BOMpPOCAx
MEXKYJIbTYPHOH KOMMYHHUKAIINH.

4. KakoBa cnernuduka TEXHOJIOTHHU pPabOTHI C JIOABMH C  OCOOBIMHU
NOTPEeOHOCTIMU?

5.Pa300p cuTyallMoOHHBIX 3a1aHUI

INPAKTUYECKAS PABOTA Ne 5

Tema 5. [Iuszaiinepckoe MbllLIeHne NpU (POPMUPOBAHNH CEPBUCHBIX POCTPAHCTB

Hean: popMupoBaHue 3HaHUN O MPUHIMIAX JU3aWHEPCKOTO MBIILJIEHUE U €ro
MPUMEHEHUU B CEPBUCHOM MPOCTPAHCTBE.

Bomnpocs! a5 00cyxaeHust:

1. TexHonoruu pabOTHI C JIOJbMH C 0COOBIMH MOTPEOHOCTAMHU. COBPEMEHHbIE
MOIXO0/IbI IO PEUIEHUIO CIOKHBIX CUTYyaI[Uil C TOCTEM.

2. KakoBa crmemuduka TeXHONOTHH pPabOTBl C JIOJABMH C  OCOOBIMH
MOTPEeOHOCTAMU?

3. bubnmoreka KOMMYHUKAlIMOHHBIX WHCTPYMEHTOB M 3HAHUU JIA CEpBHUC-
TU3aiHa.

4. TlpakTUKH WCCIENOBAaHMS TMOBEACHUS NOTPEOUTENE U KOMMYHHMKAUUW C
KJIMEHTaMHU.

5. AHanu3 ¥ NPOEKTUPOBAHUE KOMMYHUKATUBHBIX PEILICHUH B CEpBUC-TU3alHE.

Teoperuuyeckasi 4acTh
Texnonoruu paboTHI € JHOJEMU C OCOOBIMHU MOTPEOHOCTSIMH:

Co3nganne 1oCTynHOM cpepl. st TOCTEN ¢ OrpaHUYECHHBIMU BO3MOKHOCTSIMU
000pyIyIOT MaHAyChl, TUTHI, JOCTYIIHbIC TYTH, IMUPOKUE ABEPHBIC TPOEMBI JJIs
pa3MelIeHUs UHBATUIHBIX KOJISICOK WJIM CPEICTB NIepeABKEeHMsI. Boiaensior
MapKOBOYHBIE MECTA U TyaJIeThl.

Hcnonb3oBaHue albTepHATUBHBIX METOI0B 001IeHus. [Ipy B3auMoielicTBUu ¢
rOCTSIMU, KOTOPBIE HE YMEIOT TOBOPUTH WJIM UMEIOT OTPAaHUUYEHHYIO PeUb, TPUMEHSIOT
SI3BIK )K€CTOB, JOCKHU C KAPTUHKAMU WJIU TUCbMEHHBIE 3aMETKH.

Coznanue CrioKoiHOM 00CTaHOBKU. J1JIsi TOCTEH ¢ MOBBIIIIEHHONW CEHCOPHOU
YYBCTBUTEIBHOCTHIO MUHUMH3UPYIOT YPE3ZMEPHBIN IIIYM, SIPKHUIl CBET U PE3KUE
3anaxu. [IpensaraioT cCeHCOpHO-IPYKECTBEHHbBIE BAPUAHTBI, HAIIPUMEDP
IIYMOTIO/IaBJISIFOIIME HAYIIHUKYU WU BBIICICHHYIO TUXYIO 30HY.

[ToMours B opueHTHpOBaHUU. ['OCTSIM € HapyllIEeHUEM 3pEHUS TPEAJIAraloT PyKy B
KaueCcTBE MPOBOJAHUKA, €CJIA OHU coryacsaTcs. JlaloT 4ETKUE U TOUHbIE YCTHBIE
WHCTPYKIIMH, COOOIIAIOT O JIFOOBIX MOTEHIIMATBHBIX MPEMITCTBUAX WU U3MEHEHUSIX B
penbede.

NHuBuayanbHbiid moaxoa. ['octsM ¢ 0ocoObIMU MOTPEOHOCTIMU 00ECIICUUBAIOT
BO3MOXXHOCTh 4YYBCTBOBATh C€OsI HY>)KHBIMH, BHE 3aBUCHUMOCTH OT CTETICHU
CaMOCTOSITEIILHOCTH.

HexkoTopsie coBpeMEHHBIE MOJIXObI MO PEIICHUIO CJI0KHBIX CUTyallUuil C TOCTSIMHU C
0COOBIMH MOTPEOHOCTIMU:



PaboTa ¢ rocTsiMH, KOTOpPBIC JJEMOHCTPUPYIOT MMOBTOPSIFOIEECS MOBEICHUE UITH
CaMOCTHMYJISALINIO. ECiH 3TO TOCTh ¢ ayTU3MOM, TO HYKHO M30eraTh BMEIIaTeIbCTBA
WUTH TIPUBJICYCHUS] HCHY)KHOTO BHUMAaHUS K ero AeicTBusM. Ecim moBeaeHue
CTAaHOBHUTCS Pa3pyIIATEIHHBIM WIIH HEOC30ITaCHBIM, TO HY)KHO TICpEeHAIIPABUTh
BHUMAaHHE TOCTSI Ha 00JIee TOAXOISIIYIO IeATEITbHOCTD WIH CPEy.

[TomoITh TOCTSIM ¢ KOTHUTHUBHBIMHU HApyIIEHUSAMU. J[JI1 HUX UCTIOJIB3YIOT IPOCTON U
TIOHSITHBIH SI3BIK, IPU HEOOXOAMMOCTH pa3OMBaIOT CIOXKHBIC 33]]a4uH Ha 00JIee MEIKHe
sTanbl. Takke MOTyT OBITH ITOJIC3HBI HATJISTHBIC ITOCOOUS WIJTH MTUChbMEHHBIC
UHCTPYKIIHH.

PaboTa ¢ rocTsiMH, KOTOPbIC YYBCTBYIOT Ce0sl IT01aBJICHHBIMH WJIA B3BOJTHOBAaHHBIMH.
B Takom ciydae npeaiaratot THXoe ¥ KoM(popTHOE MECTO, IJI€ TOCTh MOXKET
paccinaOuThes B coOpaThes. M30eraroT pe3kux Wik TPOMKHX 3BYKOB M XKIIyT, TIOKa
rocTh NPUAET B ceOs.

KonTpoabHbIe BONPOCHI

1. KakoBa crneuuduka TEXHOJOTUM PaAOOTHI C JIIOABMU C OCOOBIMHU
NOTPEOHOCTIMU?

Yo Takoe cueHapui MOBENCHUS KINECHTA?

YT0 TakO€ KOHTEHT KOMMYHUKAIINU C KIIMEHTOM?

4. Pa300p cUTyallHOHHBIX 3a/laHUN

w N

IMPAKTUYECKAS PABOTA Ne 6

Tema 6. Pazpa6orka npoToTHna npoayKra 1o 3anpocamM KJIHEHTOB M JU3aiiH CePBUCHBIX
pelIeHni.

Hean: dopMupoBaHre 3HAHUM O MPUHITUIIAX JTU3AHHEPCKOTO MBIIIICHUE U €ro
MIPUMEHEHUHU B CEPBUCHOM ITPOCTPAHCTRBE.

Bomnpocs! 151 00cyxaeHus:
Onpenenenue NOHATHS "THU3alHEPCKOE MbIILIEHUE" .
Lenu u 3anaun qu3aitHepa Mpu pa3paboTKe CEPBUCHBIX MMPOCTPAHCTB
Orarbl npouecca JU3aiHePCKOro MbIIUICHUS
Posib sMniaTvu B AM3aiHEPCKOM MBIIILIEHUU
KonnaGopatus 1 MexXIUCUUTUTMHAPHBINA TOAXO0
NHHOBaMOHHBIE TOJAXO/bI U COBPEMEHHBIE TPEH IbI
[IpumMephl yCHEnIHBIX MPOEKTOB
Ouenka 3(pPpeKTUBHOCTU TU3AMHEPCKUX PEIICHUIM
. [IpobGnemMbI 1 orpaHryueHUs MPU TPUMEHEHUH JTU3aHHEPCKOTO MBIILICHUS
10 bynyiee nu3aitHepCcKOro MBITIUICHUS B Chepe CEPBUCHBIX MPOCTPAHCTB
Teoperuuyeckasi 4acTh
Jlu3zaitHepcKoe MBIIITIEHUE — 3TO METOA0JIOT S pellieHus mpoOieM, OCHOBaHHAs
Ha TOHUMAaHWUM HYXJ JIOJIEM UM MOUCKE MHHOBAIMOHHBIX pelieHuil. OHO coueraer
TBOPYECKOE MBIIUICHUE C aHATUTHYECKUM TIOJIXO0JIOM, YTOOBI HAXOJUTh YHUKAIbHBIC
IyTH YAOBJIETBOPEHUS MOTPEOHOCTEN MOJIB30BATENEH

CoNoakrwdE



OCHOBHBIE IPUHIINIIBI BKJIFOYAOT:

- OMOaTvio: IIyOOKO€ IOHMMaHWE »5SMOLMI, MOTHUBALMNA U TOBEIACHUS
IIOJI30BATEIICH.

- ['eHepanus uaen: co3qaHne MHOKECTBA BAPUAHTOB PEILICHUM.

- [IporoTunupoBanue: ObICTPOE CO3AAHNUE U TECTUPOBAHUE KOHIIETIITHIA.

- TepaTUBHOCTH: MOCTOSIHHOE YJIy4YlIEHWE W aJanTalis PelIeHUil Ha OCHOBE
oOpaTHOM CBSI3U

CepBucHbBIC MPOCTPAHCTBA BKIIIOYAIOT Pa3IMYHbIC THIBI OOIECTBEHHBIX MECT,
Takhue Kak Marasusbl, Kade, OaHku, OONBHHULIBI U JpYrHe YUpPEKACHHUS,
IIPENOCTABIAIOMNE yCIyru. lIpuMeHeHne Qu3aiiHEpCKOro MBIIUICHHS MO3BOJISIET: -
Co3nath y100HbIE U (YHKIIMOHAJIbHBIC IPOCTPAHCTBA. - Y TYyUYIIUTh KIUCHTCKUH OIIBIT.
- [IoBBICUTD JOATBHOCTD KIMEHTOB. - ONTUMU3UPOBATH NPOLIECCHI OOCITY)KUBAHUS

IIpouecc BKIIIOYAET HECKOIBKO 3TAIOB:

- HUccnenoBanue: cOop wuHpopmanuu o0 MNOTPEOHOCTAX U MPEAIOYTEHHSIX
ITOJIb30BATEIICH.

- AHanu3: cucTemMaTh3aluus IOJYYEHHbIX JAaHHBIX M BBISBJICHUE KIIFOYEBBIX
npooiem.

- Uneanus: renepanusi BO3MOMXHBIX PEILICHHI.

- [IpoToTUnUpoBaHue: co3gaHue NPOTOTUIIOB JIJIsl TECTUPOBAHMUS.

- TectupoBaHue: MpOBEpKa PEIICHWA HAa MPAKTHUKE W TOJy4eHHE OOpaTHOU
CBSA3H.

- Peanu3zanusi: BHeApeHne BEIOPaHHBIX PEILICHUN.

OMIatust SBISIETCS KIFOYEBBIM 3JIEMEHTOM, IMO3BOJISIOIIUM ITOHATH UCTUHHBIC
HYKJIbI U JKEJIaHUs T0JIb30BaTeNIel. DTO IOMOraeT U30eKaTh MOBEPXHOCTHBIX PEIICHUMN
Y COCPENOTOYUTHCS Ha TEX aCIEKTaX, KOTOPbIE JIEUCTBUTEIBHO BayKHBI IS KIIMEHTOB.

[IpoekTupoBaHHe  CEPBUCHBIX MPOCTPAHCTB  TpeOyeT  B3aMMOJCHCTBUS
Pa3IUYHBIX CIIEHUAIMCTOB: APXUTEKTOPOB, IU3aHHEPOB, HHXXEHEPOB, MapKETOJIOTOB U
Ipyrux. MeXIUCUMIUIMHAPHBIA TOAX01 O0ecrneyrMBaeT KOMIUIEKCHBIM B3IJIS Ha
npo0JieMy U CIIOCOOCTBYET CO3/JaHUIO I[EJIOCTHBIX PEIICHUHN.

CoBpeMEHHbIE TEXHOJIOTMM WIrPAalOT BaXHYIO POJIb B MPOEKTHPOBAHUU
CEpBUCHBIX MpocTpaHcTB. Hampumep, ucnosnb3oBaHue BUPTYyAJIbHOM PEANbHOCTU IS
MOJICJIUPOBAHUSI ~ MPOCTPAHCTB, CEHCOPHBIE  DKpaHbl s  UHTEPAKTUBHOTO
B3aMMOJICUCTBUS, aBTOMATH3aLMs [TPOLIECCOB 0OCITYKUBaHUS U MHOT'O€ JPYTOE.

Ouenka >QGEeKTUBHOCTH CIPOEKTUPOBAHHOTO MPOCTPAHCTBA OCYIIECTBISETCS
[0 PAa3IMYHBIM KPUTEPUSAM: - Y IOBIETBOPEHHOCTh KJIMEHTOB. - ODKOHOMHUYECKAs
BBITOJIA. - Y 100CTBO U (DYHKIIMOHATLHOCTb. - DCTETUKA U COOTBETCTBHE OpEeHTY.

[IpuMepoM yCHEIIHOTO NPUMEHEHUS JIU3AMHEPCKOTO0 MBIIIIEHUS MOXKET
CIIy)KUTb TPOEKTHUPOBKA COBPEMEHHBIX a3pONOPTOB, TOPrOBBIX LEHTPOB WU
MEAMIMHCKUX YUPEXKIEHUH, Te yno0CcTBO, 0€30MacCHOCTh M 3CTETHKA TapMOHUYHO
COUYETAOTCS.

bynyimee nu3aiiHEpCKOrO MBILIJICHUS CBS3aHO C MHTErpallell TEXHOJIOTHM,
YCTOMYMBOCTBIO M TepcoHanu3auuend. BaxHyro ponb OyAyT urparb MHHOBAIMU B
00nacTH U(PPOBBIX CEPBUCOB, YMHBIX FTOPOIOB U SKOJIOTHYECKON YCTONYMBOCTH.

KoHTpoJibHBbIE BOIPOCHI
1. OnumuTe OCHOBHBIE TPUHIIUIIBI JU3AMHEPCKOTO MBIIIUICHHUS.
2. Ilouemy smnaTusi SBISIETCS KIIOUEBBIM 3JIEMEHTOM JIU3aifHEPCKOTro
MBIILJICHUS?



3. HazoBute ©  oxapakrepu3ylTe OCHOBHBIE JTambl Mpolecca
IU3aHEPCKOro  MbllieHus. Kakue HWHCTPYMEHTbI U METOJbI
HCIIOJIB3YIOTCS HA KAXKJIOM JTare?

4. Kakum oOpa3zom kommabopanuss ¥ MEKIUCIHUILUIMHAPHBIN TOIXO
CHOCOOCTBYIOT YJIYUIICHHIO KaY€CTBA CEPBUCHBIX MPOCTPAHCTB?

5. Kakne coBpeMEHHbIE TEXHOJIOTMM M HWHHOBAIIMOHHBIE IOJXOJbI
HCIIOJIB3YIOTCS TPU MPOEKTUPOBAHUU CEPBUCHBIX TPOCTPAHCTB?

6. Ilo KakuM KpUTEpHUSIM OLICHUBAETCS YCIEITHOCTh CIPOEKTUPOBAHHOTO
cepBUCHOTO  mpocTpaHcTtBa?  Kakue  mokaszatenu — CUMTaIOTCS
KJIFOUEBBIMU?

7. IlpuBenuTe TmpuUMEp YCHEIIHOTO TMPOEKTa, T/e Au3aifHEpCcKoe
MBIIIJIEHUE CHITPaJIO KIFOUEBYIO POJIb.

8. Kakue TpyAHOCTH MOryT BO3HUKATh IPU BHEIPEHUU JU3ANHEPCKUX
PELICHU B YK€ CYIIECTBYIOIINE CEPBUCHBIE IPOCTPAHCTBA?

9. KakoBbI MEpCIEeKTHBBI PA3BUTUS TU3AMHEPCKOTO MBILIUICHUS B cdepe
CEepBUCHBIX ITpocTpaHcTB? Kakne HOBbIE HAMpPaBIEHUS U BOBMOKHOCTH
BBl BUJIUTE B Oy Iy1iem?

10.KakoBa posib yCTOMYMBOTO nu3aiiHa B (HOPMHUPOBAHMM CEPBHUCHBIX
npoctpanctB? Kak 3KoauM3aiiH  BIMSAET HA  BOCIOPUSTHE U
3¢ (PEeKTUBHOCTH TPOCTPAHCTBA?

ITPAKTUYECKAS PABOTA Ne 7

Tema 7. Anpob6anus qu3aiiH-peieHnii 1 PANMOHAIN3ANAA CHEHAPHS YCIIYTH

Heab: dopMupoBaHue 3HAHUN O Pa3IMYHBIX BHUJAX YCTHBIX M MUCHBMEHHBIX
KOMMYHHKAIIMH B JIEJIOBOU Cpefe

Bomnpocs! a1 00cyxaeHus:

1. 3agauu U MeTOBI anpoOaInii peleHui B CEpBUC-TU3alHE.

2. CnocoObI UcclieI0BaHus TPOTOTUIA MPOTYKTA WA YCITYTH.

3. OueHKka KOMMEPYECKUX MEPCIIEKTUB MPOIYKTA WIIA YCIYTH.

4. YnpasneHue BOCIIPUATUEM HOBOM yCIIYTH, IPOIYKTA.

5. VYmpaBieHue NOBEICHUEM KIMEHTAa B JM3aliHE MNPOAYKTa WA YCIYI'd
(HaBurarnus, o0ydyeHue, UHCTPYKITUH).

6. Yciyra, NpoAyKT Kak pe3ynbTaT MOJAEPHU3ALNN TPOTOTUIIA.

7. Cnenudukanus NpoayKTa, yCIyru.

8. ITporpamma npoABUKEHUS KaK COCTaBHAS 4acTh M3ailHa MPOAYKTa, YCIYTH.

Teoperuyeckas 4acThb

CymiecTByIOT psll GaKTOPOB, KOTOPbIE MEIIAET YyBCTBOBATh C€Osl YBEPEHHBIM
BBICTYTAIOIIEMY C MyOJUYHON PEeUblO;

* CMyTHOE€ MPEACTABICHUE O MPOLETYPE BHICTYILICHUS,

* CTpaX OKa3aTbCsl HEKOMIIETEHTHBIM;

* OIIACEHUE MOTEPATh HUTh OBECTBOBAHUS, OTOBOPUTHCS;

* 00sI3Hb HETaTUBHOW PEaKlUU ayAUTOPHUY;

* olIOOYHas IpeABApUTENbHAS OLICHKA CYIIATelIeH;



* 3aHIKEHHAs CaMOOIleHKa (OpaTop He YyBCTBYET 3a coOOH mpaBa TpeOOBaTh
KOPPEKTHOTO M YBAXUTEIBHOTO K ce0e OTHOUIEHMS), HaJu4he pa3Horo poja
KOMILJIEKCOB (ITO MOBOJYy BHEIIHOCTH, MAHEPBI AEPKATHCS UM TOBOPUTH);

* BOCIIOMHUHAHHUS O CBOMX MPEXKHUX HEYJAUHbIX BBICTYIUICHUSX;

* IJI0Xas CaMOIIPE3E€HTalUs — HEYMEHHE BBIPA3UTh CBOU MBICIH JIOTUYECKU
MOCJIEOBATENBHO, YOS TUTEIBHO.

[Ipeoonerb MOAOOHBIE TPEBOKHBIE OIIYIIEHHUS MOHO, COBEPIICHCTBYSI
MOJATOTOBKY K BBICTYIUICHHIO, TPEHHPYS BHMMAaHUE W NaMATh, IMOBBIIIAs YPOBEHb
CaMOOLICHKH, OBJaJieBasi TEXHUKOW pelaKcallid, YMEHUEM paclojoXuTh K cebe
ayJIMTOPUIO, YIIPABJISTH €€ BHUMAHUEM.

B co3manuu npuBieKkaTenbHOro JUIsl ayJUTOPUUA UMUJIKA CYIIECTBEHHYIO POJIb
UTPAIOT CIIEAYIONINe (GaKTOPHI.

1. «Bu3yanbHOCTB», T.€. BHEUIHAS IPUBJICKATEIBHOCTh JIMYHOCTH OpPATOpA.
CkiagpiBaeTcss TIaBHBIM 00pa3oM M3 MaHEpbl MOBEIEHHUS OpaTropa B ayJUTOPHH
(MUMHUKA, KECThI, MO3bI, MOXO/KA) U MAHEPHI 0JICBATHCS.

2. YcTaHOBJIEHNE U MOAAEP)KAHUE KOHTAKTA C Ay IUTOPUEH.

KounTtposibHbIe BOPOCHI

1. OcobGeHHOCTH MOATOTOBKH K MMyOIUYHOMY BBICTYILICHHUIO.
2. YcnoBusi, 00ecreunBaoIe KOHTAKT C Ay JUTOPUEH.

3. Pazbop cutyannoHHBIX 3a1aHAN

IMPAKTUYECKAS PABOTA Ne 8

Tema 8. KinenToopueHTHpOBaHHDIN MOAX0 B pa3padoTKe CEPBUCHOIO NPOCTPAHCTBA.

Heanb: dopMupoBaHue 3HaAHUNA O OCOOCHHOCTSX, MPUHIMIAX U CHenuduke
KJIMEHTOOPUEHTUPOBAHHOTO MOJX0/1a B pa3pabOTKe CEPBUCHOIO MPOCTPAHCTBA.

Bonpocsl 17151 00CyKaeHust:
1. Cneunduka KIMEHTOOPUEHTUPOBAHHOIO MOIX0/1a B pa3padOTKE CEPBUCHOTO
MIPOCTPAHCTBA.

Teoperuuyeckasi 4acTh
KnuentrooprueHTHpoBaHHBIN 1101X01 — 3TO hunocodust OuzHeca, rae IPUOPUTET
OTIaeTCAd TOTPEOHOCTSAM KIMEHTOB. B  KOHTeKkcTe pa3paboTKH CEPBUCHOTO
MPOCTPAHCTBA ATOT TOJAXOJ O3HAYaeT CO3/IaHWE Cpeabl, OPUEHTHPOBAHHOW Ha
YIOBIETBOPEHUE HYXJ M OXHIAHWA KIHEHTa. BOT KItoueBble OCOOCHHOCTH H
MPUHITUTIBI TAKOW PaOOTHI:
l.Ilonumanue mnorpebHOcTel kiaMeHTOB KimenTckas 0aza Kaxjaoro OusHeca
YHUKaJIbHA, ITO3TOMY BaXHO TJIYOOKO W3YyYHTh IICJICBYIO ayJUTOpHI0. BakHO
YYHUTHIBATh JIeMOTrpadruecKre JTaHHBbIC, MHTEPECHI, MOBCACHHUE, OXHUIAHHSI U JIaKe
OMOIIMH TTOJIB30BATEICH. DTO MOMOTAET MPOSKTHPOBITUKAM CO3aBaTh MPOCTPAHCTRO,
KOTOpO€ OYJE€T MHTYUTUBHO MOHSATHBIM U KOM(MOPTHBIM J1JIs1 KIIUEHTOB.
2.YnobctBo u (yHKuOHaNbHOCT, CepBUCHOE MPOCTPAHCTBO JIOJDKHO OBITh
(GyHKUMOHAJIBHBIM U YAOOHBIM Il BCceX Kareropui mocerurteneid. IIpoctpancTsa,
pa3paboTaHHBIE C yUETOM MOTPEOHOCTEN pa3HBIX TPYII JIt0IeH (HapuMep, MOKUIbIX,



JeTeH, JII0/Iel ¢ OrpaHUYEHHBIMU BO3MOYKHOCTSAMH ), CO3JaI0T KOM(POPTHYIO Cpery AJis
kaxnoro mnocerutens. [lpumeps:: - Illupokme npoxoapl © MAHAYCHl  JJIA
MaJIOMOOMIBHBIX TPy HaceleHus. - UHTyuTHBHAS HaBUTAllUS BHYTPH TOMEIIICHUS,
HCMOJIb30BaHNE BU3YAIBHBIX MOACKA30K.

3.OMonoHanbHbI ONBIT OAUH U3 BAXHBIX ACHEKTOB KJIMEHTCKOTO CEepBHUCA — 3TO
AMOIMOHANBHBIA  OTKIMK. CepBUCHOE  MPOCTPAHCTBO  JIOJKHO  BBI3bIBATH
MIOJIOKUTEIIBHBIC IMOIIMH U yIOBIETBOPSTH dCTeTHYECKUE MOTpeOHOCTH. CIo/1a BXOISAT
TAKAE DJJIEMEHTHI, KaK JU3allH WHTEPbEpa, OCBEIICHWE, 3BYKH, 3allaXxd WU JIPyrue
CEHCOpHbIE acnekThl. Hampumep, yrOTHBIE 30HBI OTIbIXa, MPUATHBIE apOMaThl WIIU
MSTKOE OCBEIICHUE MIOMOTatoT co3AaTh aTMochepy KompopTa U pacciabIeHHOCTH.

4 Ilepconanmzanust I[lepcoHanu3upoBaHHbIE pEIICHUS CTAHOBITCS BcE Oolee
BOCTpeOOBaHHbIMU. KIIMEHTBI 1LEHAT BO3MOXKHOCTh aJaNTUPOBATh YCIYTH WIU
NpoayKTHl moj ceds. Hampumep, kade uim pectopaHbl MOTYT Mpejaratb BBIOOP
CTOJIMKOB C Pa3HbIMU YPOBHSIMH MPUBATHOCTH, PazHOOOpa3ue MEHIO, YUUTHIBAIOIIEE
MPEANOYTECHUS TOCTEH.

5.9¢bdexTuBHOCT, O00CHYyXMBaHUST BaxXHOW 4YacThlO SBISETCS ONTUMM3ALIMS
IPOLIECCOB B3aMMOJACHCTBUS MEXKIYy KIMEHTOM U OuzHecoM. Hampumep, ObIcTpbie
ouepe, yI0OHbIE KacChl CaMOOOCTy)KMBaHUsI, aBTOMaTU3UPOBAHHBIE CUCTEMBI 3aKa3a
MOMOTYT MUHHUMH3UPOBATH BpeMsl OKHIAHUS U TMOBBICUTH A()PEKTUBHOCTH PaOOTHI
IepcoHaia.

6.1 IHTEepakTUBHOCTh W BOBJICUCHHOCTh (COBPEMEHHBIE TEXHOJOTHMU TMO3BOJISIIOT
BOBJIEKATh KJIMEHTOB B IIPOLIECC YEpe3 MHTEPAKTUBHBIE AJIEMEHTHI. Mcnosib3oBanue
U (POBBIX IKPAHOB, IPUIIOKEHUH 111 cMapThoHOB, QR-KOI0B U APYTUX TEXHOJIOTUN
MO3BOJISIET KJIMEHTaM MOJy4yaTh OOJblle WH(OpMAIlKH, JIETKO B3aMMOJIEHCTBOBATH C
OpeHIIOM U J1a)Ke YNPaBIATh YCIyraMu CaMOCTOSATEIBHO.

7.06patHas cBs3b [locTosiHHOE MOTyYeHrne 0OpaTHOM CBSI3U OT KIIMEHTOB TTIOMOTAeT
Ou3Hecy COBEpIICHCTBOBATHCSA. OMPOCHI, OT3BIBbI, MOHUTOPUHT COLMAIBHBIX CETEeH
MO3BOJISIFOT BOBPEMSI KOPPEKTUPOBATH CTPATETUIO PA3BUTHS TPOCTPAHCTBA U YIy4IllaTh
KaueCTBO MPEIOCTaBISIEMbIX yciayr. Takum o0pa3oM, KJIHMEHTOOPHUEHTUPOBAHHBIM
MOAXO0/ B pa3pabOTKe CEPBUCHOTO MPOCTPAHCTBA MOAPAa3yMEBACT KOMIUICKCHBIN B3TJISIT
Ha TOTPEOHOCTH KIMEHTOB, CO3/laHhE€ KOM(POPTHOU U (PYHKIHOHAIBHOU Cpeabl,
MCMOJIb30BAaHNE TEPCOHATU3AIMA W COBPEMEHHBIX TEXHOJIOTHM JJIsi TOBBIICHUS
KauecTBa 00CITy)KUBaHUS.

KonTpoabHbIe BONPOCHI

1. JaiiTe onpeneneHue KIMEHTOOPUEHTUPOBAHHOMY MOJXOTY.

2. HazoBuTe kitoueBbie 0COOCHHOCTH U TMIPUHITUITBI KITHEHTOOPUEHTHPOBAHHOTO
MOAX0Aa.

3. Pa36op cuTyanmoHHbIX 3a1aHHAM

IMPAKTUYECKASA PABOTA Ne 9
Tema 9: TexHo/10rMU BOIUIOIIEHUS OM3HEC HAeH ISl JU3aHA CEPBUCHOIO NMPOCTPAHCTBA.

Hean: ¢opMupoBanue 3HAHWNW O TMPUMEHEHUW PA3JTUYHBIX TEXHOJOTUN
BOIUIOIIEHUST OM3HEC UIEH I CEPBUCHOTO MTPOCTPAHCTBRA.

Bomnpocel pis1 00cykaeHus:

1. AmpoOanus qu3aiftH-penieHui U paliuoOHATH3aIns CIICHAPUS



YCIIyTH.

Teopernueckasi 4acTb

B coBpemenHOM Mupe OM3HEC CTaHOBUTCS BCE O0Jiee TECHO CBA3AHHBIM C
KPEAaTUBHOM MHIYCTPUEN U AU3AUHOM. /{M3aliH-CEpBUCHBIE IPOCTPAHCTBA
MPEICTABIIIOT COO0H YHUKAIBHBIC TJIOMAIKH, T/I€ TIPEANMPUHUMATEIN U TU3aHHEPHI
MOT'YT BOILIOIIATh CBOU UJIEH B )KU3Hb, CO3/1aBasi MTHHOBALIMOHHBIC TPOAYKTHI U
yciIyrd. TeXHOJIOrMH UrpatoT KIFOUEBYIO POJIb B pEaM3allM 3TUX HJIel, oOecrieunBast
s exTUBHOE B3aMMOJICHCTBUE MEK/y BCEMHU YYACTHUKAMH MPOIecca — OT
JIM3afHEPOB J0 KOHEYHBIX TOTPEOUTENEH.

OCHOBHBIE TEXHOJIOTMH BOILIOIICHUS OU3HEC-UAEH
1. TpexmepHoe monenupoBanue (3D-moaenupoBanue) 3D-MoaenupoBaHue MO3BOJISIET
cO371aBaTh BUPTYaJIbHbBIEC MOJIETU TIPOIYKTOB U MPOCTPAHCTB Mepe] uX PU3NYECKUM
BOILIOIIEHUEM. DTO MOMOTaeT AU3aiiHEpaM BU3yaJIU3UPOBATh UJIEU, TECTUPOBATH
pa3JInuHbIE BAPUAHTHI JU3ailHa U KOPPEKTUPOBATH UX JI0 JOCTHXKEHUS ONTUMAIIBHOTO
pesyabTara. [Ipumepsl porpaMmHoro odbecrnedeHus s 3D-MoaenupoBaHus
BKitouaroT Autodesk Maya, Blender u SketchUp.
2.IlporotunupoBanue [IpoToTunupoBaHue — 3TO MPOLECC CO3AAHUS padOUnX
MOJIeIel TPOIYKTa WIIK CEPBUCA JJIsl TECTUPOBAHUS U OLICHKU UX (DYHKIIMOHATILHOCTH
U y100cTBa UCOJb30BaHusl. COBpEMEHHBIE TEXHOJIOTHH MTO3BOJISIIOT OBICTPO U
3 PeKTUBHO CO3/1aBaTh MPOTOTHUIIBI C TOMOIIBIO0 3D-NMPUHTEPOB, JTa3€PHBIX PE3AKOB U
npyrux uactpymenToB. [Inatdopmer Bpoae Tinkercad u Fusion 360 ymporator 3Tot
porecc.
3.Uurepuer Bemeit (IoT) MutepHer Belieii MHTErpupyeT GU3nIecKre 00BEKTHI C
U (OPOBBIMHU TEXHOJIOTHUSIMH, TIO3BOJISIS YIIPABIISATh UMH YAAJICHHO Yepe3 UHTepHeT. B
JA3alH-CEPBUCHBIX NMpocTpaHcTBax [0T MOXKET UCIOIB30BATHCA 1T ABTOMATU3ALUN
MPOIIECCOB, MOHUTOPUHTA COCTOSTHUSL 000PYI0OBAHUS U ONTUMHU3AINH pabOThI
cepBucoB. Hanpumep, yMHbIE CUCTEMBI OCBEIIEHUS U KIMMAT-KOHTPOJIS MOTYT
aJanTHPOBATHCA K MOTPEOHOCTSAM IMOJIb30BATENEH B PEKUME PEATbHOTO BPEMEHH.
4.BuptyanibHas u gonojHeHHas peadbHOCTh (VR/AR) VR u AR OTKpBIBaIOT HOBBIC
BO3MOXXHOCTH JIJIS BU3yaIU3alluy U B3aUMOJICHCTBUS C TpoeKTaMu. BupTyanbHas
pEeanbHOCTh MO3BOJISIET MOJIB30BATENSIM OTPYKATHCSA B CUMYJIMPOBAHHYIO CPELY,
YTOOBI OLIEHUTD JU3AH MPOCTPAHCTBA WM MIPOIYKTA A0 €ro (PU3NYECKOTo CO3qaHusl.
JlononHeHHast peaIbHOCTh HAKJIAbIBAET LIU(PPOBYIO HHPOPMALIMIO TTOBEPX peabHON
Cpebl, TOMOTrasi KIIMEHTaM JIy4llle TOHUMATh MPEIJIaraeMble PEIICHUSI.
5.bnokueiin TexHomorus 610K4YeiiHa 00SCIIeYnBACT MPO3PAYHOCTh B 0€30IaCHOCTh
TpaH3aKLUH, YTO OCOOEHHO Ba)KHO B MHAYCTPHUH Iu3aiiHa U yciyr. biokdeitn Mmoxer
MCIIOJIb30BaThCA JIJIS1 3AIMTHI aBTOPCKUX MPaB, YIPABICHUS UHTEIJIEKTYaIbHON
COOCTBEHHOCTBHIO Y BEJICHUS YYETHBIX 3aIHCEH.
6.VckyccTBeHHBINH HHTEIICKT (Al) AITOPUTMBI MAIITMHHOTO O0YYEHUS U
HMCKYCCTBEHHOT'O MHTEJUIEKTa MTOMOTal0T aBTOMAaTU3UPOBATh PYTUHHBIE MPOIECCHI,
yJIy4IiaTh Ka4eCTBO 00CIyKUBAHUS KIIMEHTOB M IPOTHO3UPOBATh cripoc. Al Takxke
UCIIOJIB3YETCs I aHaJIn3a OOJIBIINX 00BEMOB JAHHBIX, UTO TTO3BOJISIET MPUHUMATh
000CHOBaHHBIE pelIeHs B 00JaCTH AU3aiiHa U MapkeTuHra. 7.061auHvlie mexHoi02uu
O611aKko cTano HEOTHEMIIEMON YaCThIO COBPEMEHHOTO OM3HECa, PEIOCTaBIAS JOCTYI
K JAaHHBIM 1 MHCTPYMEHTaM HE3aBUCUMO OT MECTONoJoxeHus. O01aunbie
atdopmel, Takue kak Google Drive, Dropbox u Microsoft OneDrive,



o0ecrneunBaOT COBMECTHYIO pabOTy HaJl MPOCKTaMU, XxpaHeHue (aitiioB 1 oOMeH
uHpOpMaIel B peKIME pEaTbHOTO BPEMEHH.

8.YMHbIe KOHTPaKThl CMapT-KOHTPAKTHI — 3TO KOMIIBIOTEPHBIE POTPAMMBI,
KOTOpbIE aBTOMATUYECKU UCTIOTMHSIOT YCIOBHSI IOTOBOpA MPU HACTYIUIICHUH
orpeneneHHbIX cOObITUI. OHM UCMONIB3YIOTCA IS aBTOMATH3AINN (PHHAHCOBBIX
oTepailyii, MOCTaBOK TOBAPOB U MPEOCTABICHUS YCIYT, MUHUMU3HUPYS PUCKU U
noBbItIas 3QpPeKTUBHOCTH OU3HEC-TpoIieccoB. 3akmoueHne CoOBpeMEHHBIE
TEXHOJOTHH 3HAUNTENBHO PACHIUPSIOT BO3MOXHOCTH JJIsl BOTUIOIICHUSI OM3HEC-UIeH
B JIM3aiH-CEPBUCHBIX MPOCTpaHcTBaX. OT TPEXMEPHOTO MOJEIUPOBAHUS JI0
WHTEpPHETA BEIIeH U NCKYCCTBEHHOTO MHTEIUICKTa — KaXK/[ash TEXHOJIOTHUS BHOCUT
CBOM BKJIAJ] B CO3/IaHNE MHHOBAIIMOHHBIX peIIeHU. MIHTerpaus STHX TEXHOIOTHiA
MI03BOJIICT TTOBBICUTH KAYECTBO MPOAYKIIMH, YIYUIIHTh KIMEHTCKUN OIBIT H YCKOPUTH
BBIBOJI HOBBIX MPOJYKTOB Ha PHIHOK.

KoHTpoJibHBIE BONIPOCHI

1. Kakyo poib UrparoT TEXHOJIOTHH B BOTUIONIEHUH OM3HEC-UICH I Tu3aiiHa
CEpPBHUCHOTO MPOCTpPaHCTBA?

2. IlepeuncnuTe OCHOBHBIC TEXHOJOTHH BOIUIOIICHHS OM3HEC-UCH.

3. Pa306op cuTyarimoHHBIX 3adaHU

4. JUTEPATYPA U UHOOPMALINMOHHOE OBECIIEYEHHE
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COJEPKAHME

BBE/IEHHE

1. OBIUUE TPEBOBAHI

2. BAPUAHTHI CAMOCTOSTEJIBHO BBITTIOJIHAEMOM PABOTBHI
3. PEKOMEHAYEMAS JINTEPATYPA



BBEJAEHHUE

CamocrosiTenbHass ~ pabora  —  IUlaHMpyeMmas — y4yeOHad, y4eOHO-
UCCJIEI0BATENbCKAs, HAYYHO-HCCIIEN0BATENIbCKask pab0oTa CTYIEHTOB, BBINOJIHAEMAs BO
BHEAYJIUTOPHOE (ayAUTOPHOE) BpeMs IO 3aJaHUIO0 U MPU METOIUYECKOM PYKOBOJICTBE
npenojaBarelsii, HO 0€3 €ero HENoCPEJCTBEHHOTO Yy4yacTusi (IpU YaCTUYHOM
HEIMOCPEICTBEHHOM YYaCTHHM NPENoJaBaTess, OCTAaBJSIOIIEM BEAYUIYI0 pPOJb 3a
paboTOM CTYJICHTOB).

CamocrosiTenbHas padota cTyeHTOB B BY 3e siBisieTcst BaXKHBIM BUIIOM y4eOHOM
U HaydyHOM JesiTedbHOCTH cTyAeHTa. CaMocTosTellbHass padoTa CTYIEHTOB HUIpaeT
3HAYUTEIBHYIO POJIb B PEUTUHIOBOM TEXHOJIOTHUU O0OyUEHHUS.

BrlinonHenre caMoCTOSITENbHOM paboThl TpeOyeT MpOsIBICHUS TBOPYECTBA,
yMEHUs1 0OTOUpaTh HEOOXOAUMBIA MaTepHall U aHATTU3UPOBATH HH(OPMAIIHUIO.

VY4eOHbIN TJIaH BBICHIMX Y4Y€OHBIX 3aBEJICHUN MPEIyCMATPUBACT CTYICHTaAMU
Hanpasienus 43.03.02 «Typusm» caMOCTOSTENTBHOE PEMICHUE CUTYAIIMOHHBIX 33 IaHUI
no auctuiuiniHe «CepBUC-AU3aiiH», KOTOpas SBJISIETCS BaXKHBIM 3BEHOM B BBIPAOOTKE
CTYJICHTaMU HaBBIKOB CAMOCTOSITEJILHOTO WM3YYEHHS HAYKH M MPUOOPETEHHM OIbITa
CaMOCTOSITEJILHOTO TMOJYYCHHSI M HAKOIUJICHUSI 3HAHWUM, YTO HEOOXOAUMO OyAyIleMy
JTUTIIOMUPOBAHHOMY CIICLIMAIUCTY B €r0 TPY/IOBOM JIEATEIIBHOCTH.

Hacrosiimre metonuueckue ykazaHus 0003HA4YalOT MOPSAJIOK BBIMOJHEHUS U
oOpMIICHUSI CaMOCTOSTENIbHOW padoThl. TeopeTudeckas 4YacTh pabOTHI JOJKHA
OTpa)kaTb IMOHUMAHHE CTYAEHTOM TEOPETUUYECKOTO0 U HKOHOMUYECKOTO 3HAYEHUs
UCCIIeyeMbIX BOIIPOCOB B chepe cepBUC-n3aitHa. B uTore cTyeHT AOMKEH MOKa3aTh
CBOIO  MOJTOTOBJIEHHOCTh K CAaMOCTOSITEIbHOMY  BBIIOJIHEHUIO  KOHKPETHOM
UCCJIEIOBATENHCKON U aHATTUTHYECKON padOThI



1. OBIIME TPEBOBAHUA

BrlnonHeHne caMoCTOATENbHON pabOThI, SIBISIETCS CAMOCTOSITEIbHON y4eOHOM
paboToOil CTyAeHTa, IPU 3TOM LEJIb €€ BBIIOJHEHHUS COCTOUT B CHCTEMaTH3aluu
3HAaHUU U MPEACTaBICHUN 00 0COOEHHOCTSIX JEIOBOTO OOIIIEHUS B CEPBHCE.

CamocrosiTenbHas paboTa COCTOUT M3 PEIICHMsS 3a1ad U CUTYal[MOHHBIX
3a/laHuid. Be1OOp BapraHTa caMOCTOSTENbHONW pabOThI MPOU3BOAUTCS MO Tadyuue 1, Ha
NEPECEYCHUH CTOJOIIOB U CTPOK, COACPKAIINX 3arjJaBHYyI0 OYKBY (haMUJIHH CTyI€HTa U
HOCJIEAHIOK Py HOMEPA 3a4ETHON KHUKKHU.

[Tepen BBIMOTHEHHEM CAaMOCTOSITENIBHOM paObOThI CTYIEHTY HEOOX0IUMO:

- U3YYUTh
TEOPETUYECKUM U MPaKTUYECKUl MaTepual B COOTBETCTBYIOIIMX HCTOYHUKAX
JUTEPATYPHI 110 TaHHON AUCLUIUIMHE;

- O03HAaKOMHUTBCS CO CTaTUCTHUYECKMMHU JAHHBIMHU, IyOJUKYEeMBbIMH B
NEPUOINYECKOM NIEYaTH U B CTATUCTUYECKUX COOPHUKAX;

- 03HAKOMUTBCS CO CTAThIMHM IEPUOANYECKON MTeYaTH, OCBEILAIOIIUMH BOIIPOCHI
CaMOCTOATENbHON pabOTHI.

BelnonHsiemasi caMocTosITelIbHasE padoTa JOJKHA COOTBETCTBOBATh BAapUAHTY,
coJiep>KaHUe BOMPOCOB JOJIKHO OBITH PACKPBITO MOJHOCTBIO, PU 3TOM HEOOXOIHMO
n30eraTh MWAOJIOHHOTO MEPENUChIBaHUS TEKCTOB y4eOHHMKOB. JIsl JoKazarenbcTBa
ONPEIEICHHOW 3aKOHOMEPHOCTH, OOOCHOBAaHMSI BBIBOJIOB TpeOyeTcsl NPUBECTU
nudpoBOl Marepuan, KOTOPBIA CIYKUT Joka3zarenbHoW Oazoi. [lpu pemenun
NOCTABJICHHBIX 3a/lad HEO0OXOJAMMO MHCIIONb30BaThb 3HAHUA, TOJYYEHHBIE IpU
CaMOCTOSITENIbHOM M3yueHuu MaTepuaia. PaboTa nomkHa ObITh HalyucaHa IPaMOTHO U
pa30opuuBbIM MOoYepKkoM. OTBETHI Ha BOMPOCHl CaMOCTOSATEIbHOM PaOOTHl JOJKHBI
ObITh KOHKPETHBIMH, TOYHBIMM, 0€3 JUMIIHMX OTCTyIuieHud. B mponecce
CaMOCTOSITEJILHOTO M3yYEHHUs MaTepHuajia U BBIIOJHEHHUS CaMOCTOSITEIbHOM pabOThI
CTYZIEHTBI MOTYT MOJIb30BATHCSI KOHCYJIbTALIMEN MTPETIOJABATEIIEH.



2.

BAPUAHTBI CAMOCTOSITEJABHO BBINIOJIHAEMOM PABOTHI
1. TECTOBBIE 3AJAHUA [Jd IIPOBEPKM  YPOBHA

OBYYEHHOCTH

Yacrs 1.

1. Ilo Ty yciyr TOproBilt0, TPAHCIIOPT, CBA3b OTHOCSAT K YCIIyTaM:
a) [lorpeburensckum

0) OO1IeCTBEHHBIM

B) PacnpenenurenbHbIM

2. K npodeccroHanbHbIM yCayraM OTHOCST:
a) UH>)KMHUPUHT, JIM3UHT, 00CITY>KUBaHUE U PEMOHT 000pyA0OBaHMUSI.
0) OaHKOBCKHE, CTpaxoBble, (DMHAHCOBBIC, KOHCYJIbTAIIMOHHBIC, PEKIAMHBIC

yCIIyTH

B) TEJIEBUJICHUE, paIN0, 00pa30BaHUE, KYJIbTypa

3. K yciyram, opueHTUPOBaHHBIM Ha OOIIIECTBO, OTHOCST:
a) rocyapCTBEHHbIE (TPAaBUTEIILCTBEHHBIC) YCIIYTH
0) ycInyru o TEXHHUYECKOMY OOCIIyKMBaHUIO, HAJIAJIKE, HACTPONKE U PEMOHTY

MPOU3BOJICTBEHHOT'O 000OPYA0BAHUS U TEXHUYECKUX CUCTEM

B) mapukMmaxepckue, oroarenbe, pa3HOOOpa3HbIE PEKPEANMOHHBIE YCIYTH U

HCIIPOU3BOACTBCHHBIC BU/IbI OBITOBOTO O6CJ'Iy}KI/IBaHI/I5L

4. VYcnyra rocygapCTBEHHOTO CEpBHCA SBIACTCS: a) HEMPOU3BOICTBEHHOM,

KOMMEPUYECKOH, PEaIbHOM, CTAHIAPTU3UPOBAHHOU

— OTO:

0) MPOU3BOACTBEHHOM, KOMMEPUYECKON, PeaIbHOM, JISTUTUMHOMN
B) HEKOMMEPYECKOH, 00IIECTBEHHOM, CTAaHAAPTU3UPOBAHHOMN, CIIOKHOM.

5. Yciyru mo OTHOIIEHUIO K HUM TOCYIapCTBa U 00IIeCTBA pa3InyaroTcs Ha:
a) TOCYJapCTBEHHbBIC U HETOCYIAPCTBEHHBIE

0) YMCThIC U CMEIIaHHbBIC

B) JleruTuMHbBIC U HEJIETUTUMHBIC

6. Yciyru, npuoOpeTaemsbie 1JIsl JUYHOTO TOTPEOICHHUS 3a CUET JIMYHBIX CPEJICTB

a) IeJIOBBIE YCIYTH
0) MHCTUTYILIMOHATIbHBIE YCITYTU
B) IOTPEOUTEIBCKUE YCIYTH

7. Yciyru KOCMETOJI0Ta — 3TO YCIIyTa, HalpaBJIeHHAs:
a) Ha YeJIOBEeKa

0) Ha CO3HAHUE YETIOBEKa

B) HA HEMaTepHUaIbHbIC AKTHUBBI

8. baHKOBCKME MHBECTUIIUH - ATO YCIIyTra, HallpaBJIeHHAS:

a) Ha CO3HAHHE YeJIoOBeKa

0) Ha HeMaTepuaabHbIE aKTUBbI

B) Ha u3nMUeCcKre 0ObEKThI, HAXOAAIIUECS B COOCTBEHHOCTH YEJIOBEKA.



9.ToBap — 310!

a) BCE, YTO MOXKET OBITh MPEAJIOKEHO Ha PBHIHKE JIJIS1 yIOBICTBOPCHUS JKETaHU
WIM NOTpeOHOCTEN

0) HemaTepuaIbHbIC aKTUBBI, TPOU3BOIUMBIC IS 1IeJIel cObITa

B) pe3yiapTaT HEMOCPEACTBEHHOTO  B3aUMOACHCTBHUS ~ HCIOJIHHUTENS U
noTpedures, a TaKke COOCTBEHHOM NEATENbHOCTH UCTIOTHUTEIIS IO yIOBIETBOPEHHIO
NOTPEOHOCTH MOTPEOUTEIIA.

10. Cxema ompeneicHHsl TOBapa Ha TPEX YPOBHAX: «3aMBICIIA», «PEATBHOTO
VCTIOJTHEHUS» U «ITOAKPETIIICHUS OTHCAIT:

a) T. JleBut

6) ®.Kotnep

B) lyrnac Hopr

11. Ucxonst U3 Tpex ypoBHEW TOBapa, Takue MOTPEOUTENIbCKHUE CBOMCTBA, Kak
TOBapHbI 3HAK, (PUPMEHHBIA CTUJIb, KAYECTBO M HAJAEKHOCTh NMPOAYKUWHU, TU3ANH,
yIaKoBKa OTHOCHT K:

a) IEpBOMY YPOBHIO (CTEp>KHEBAsI BBHITO/1a)

0) BTOpoMy ypOBHIO (0a30BbIi TOBap)

B) TpeTbeMy ypOBHIO (0KUAEMBII TOBaAP)

12. OOGu1ecTBO, MHANKATOPOM C(Eephl KU3HU KOTOPOTO, SBISETCA KOJIMYECTBO U
KaueCTBO yCIyT, KOTOPhIE YEIOBEK MOXKET ceOe MO3BOJIUTh

a) IOCTUHIYCTPHAIBHOE

0) UHIyCTpUATIEHOE

B) JIOMHyCTPHAIBHOE

13. I'eTepOoreHHOCTh yCIYT MOAPA3yMEBAET, UTO:

a) yCIIyTy HEBO3MOXKHO MPOJIEMOHCTPUPOBATH JI0 €€ MOKYIKU

0) KayecTBO MPEAOCTABISIEMONW YCIYTH MOMKET CHIBHO M3MEHATHCS B
3aBHCHMOCTH OT TOTO, KTO, KOTJIa M KaK €€ MPe0CTaBIseT

B) bosbias 9acte yciyr u3-3a TOTO, YTO OHU OJHOBPEMEHHO MPOU3BOIATCSA U
NOTPEOIAIOTCS, HE MOXKET OBITH COXpPAHEHaA C IENIbI0 JATBHEUIIIETO UCTIOTh30BAHMS.

14. MarepuallbHO-BEIIIECTBEHHBIH TOBAp B OTIIMYUH OT YCIIYTH:

a) SIBJISICTCS OCSI3aeMbIM 00BEKTOM, KOTOPBIH MOKET OBITh CO3/IaH M MPOJIaH UIH
UCITOJIB30BaH I03XKE

0) HEoCsI3aeM

B) UMEET HEONPE/ICIICHHOCTh KauecTBa

15. Yenyra otinudaercst OT MaTepraibHO-BEIIECTBEHHOTO TOBapa TeM, 4TO:
a) MPOU3BOJICTBO, XPaHEHUE M PACTIPEICIICHNE OTCICHO OT MOTPEOICHHS
0) MpOM3BOACTBO U MOTPEOJICHUE OCYIIECTBIISIOTCS OJJHOBPEMEHHO

B) MaTepUAIM3YeTCs B BEIH, MOKET HAKAILJIMBATHCS

16. K. JIaByiok onpeAensier YUCTYIO IEHHOCTh KakK:
a) HU3KYIO LIEHY



0) 3TO TO, UTO 5 OJIy4aro 3a TO, YTO OTAAI0
B) 3TO TO, YTO S XOUY MOJYUYUTh OT MPOAYKTa

17. OcHOBHOE W NMPUHUMUIIAAIBHOE OTJIIMYME YCIYT'HM OT TOBapa 3aKII0YaeTcs B
CJIEIYIOLIEM:

a. OTO OTUYKIEHHBIA OT MPOU3BOIUTENS PE3YJIbTAT TPYJa

b. OTo nepenaya NpoaAyKTa B ONTOBYIO M PO3ZHUYHYIO TOPTOBJIIO U MOCIIEAYIOLIAs
€ro Impojaxa

c. ®aKkTUYECKU IPOU3BOACTBO COBMEIIEHO C TOTPEOJICHUEM.

18. HeocsA3aeMOCTh yCIYTH - 3TO

a. [Ipomnecc npegocrapieHus U MOTPeOICHUS YCIyT TPOTEKAET OTHOBPEMEHHO, U
MOTPEOUTENH SIBISIOTCS HETTOCPEICTBEHHBIMU YYaCTHUKAMU 3TOTO MpoIecca

b. Yciyru He MOTYT OBITh TPOTECTUPOBAHBI U OLICHEHBI MIPEXK/IE, YEM MOKYIIATEh
WX OIUIATUT

€. x HemaTepuanbHBIM XapakTep, APYTUMU CIIOBAMH, yCIIyra HE MOXET ObITh
IpeII0KEeHA KIMEHTY B Apyroi (popme 10 3aBepllIeHus Mpolecca ero 00CIyKUBaHHUS.

19. HecoxpaHsaeMOCTb yCIYT - 3TO:

a. [Ipouecc nmpempocTaBieHns U MOTPEOICHUS YCIYT MIPOTEKAET OJJHOBPEMEHHO, U
MOTPEOUTENH SIBJISIOTCS HETTOCPEICTBEHHBIMHA YIACTHIKAMHU 3TOTO TIpOoIecca

b. Yciyru He MOTyT OBITh TPOTECTUPOBAHBI U OLICHEHBI MIPEXKIE, YEM MOKYIIATEIh
WX OIJIATUT

c. Ix HemaTepuanbHbIil XapakTep, IPYTrUMU CIOBaMH, YCIyra He MOXET ObITh
MpEeIOKEeHA KIIMEHTY B Apyroi popMme A0 3aBepIICHHsI MPoIecca ero o0CIy>KuBaHUs

d. OHM BO MHOTOM 3aBUCAT OT KBaJIM(prKauu paboTHUKA, €T0 MHIUBHUIYaIbHO-
JMYHOCTHBIX YEPT U HACTPOCHHUS.

20. Cdepa obCcmyKUBaHUS HACEICHUS — ITO:

a. COBOKYNMHOCTb NpPEANPUATHNA, OpraHu3aluii W  (U3UYECKUX JIHII,
OKa3bIBAIOIINX YCIYTM HACEIICHUIO

b. JesATenbHOCTh NpPEANPUATHA W  OpPraHM3alUii, HampaBJ€HHas Ha
yIOBJIETBOPEHUE MOTPEOHOCTEN HACENEHHSI U MHOCTPAHHBIX TPaXJIaH B TYPUCTCKUX U
DKCKYPCHUOHHBIX YCIyrax

c. JleaTenbHOCTP WCHOJHMUTENS TPU  HEIOCPEACTBEHHOM KOHTAaKTe C
NOTPEeOUTENIEM YCITYTH.

21. CornacHo mozenu «Servuction» K 4aCTH KOMIIAHUH, BUIUMOMN I KIIUEHTA
OTHOCSATCSI:

a. [Tepconain

b. TexHosoru4eckoe spo

c. Pusnyeckoe OKpyKeHue

d. Bcé BhllenepeurcieHHoe.

22. CepBucHas onepauus — 3To:

a. MPOIECC, B XOAE€ KOTOPOro MPOU3BOJUTCS OKOHUYATENIbHAas cOOpKa Bcex
AJIEMEHTOB CEPBUCHOIO MPOJYKTA U yCIIyTa MPEJOCTABISIETCS OTPEOUTEIIO

b. mpoiiecc, B X0/1€ KOTOPOro 00padbaThIBalOTCsl BBOJUMBIE (PAKTOPBI U CO3/IAI0TCS



9JIEMEHTHI CEPBUCHOTO OOCTY)KUBaHHUS B BUJIE MPOIYKTA

c. Ilporecc, B X0/1e KOTOPOTO MPOU3BOIUTENH YE€PE3 CTUMYIISAIIUIO TyBCTBEHHOTO
BOCIIPHUSATHS CTAPAIOTCS TOCTABUTH KITMEHTY 3CTETHUECKOE YIOBJICTBOPECHHE, IPUBIICYD
€ro BHUMAaHHE, BOCXUTUTh KPAaCOTOU

d. Her mpaBuibHOTO OTBETA.

23. Ycnyra — 310...

a. U3MEHEHUE COCTOSIHUS JIMLA WIA TOBapa, MPUHAJIEKAIEro KaKou-1u0o
HSKOHOMHUYECKON €JIMHHUIIEe, NPOUCXOJAIIEe B pe3yJbTaTe JEATEIbHOCTH JpPYyrou
HKOHOMHUYECKOM eIMHUIIBI C TPEJIBAPUTEIHLHOTO COIJIACHS TIEPBOM.

b. KoMmIUIeKC 00s13aTEIBHBIX JIsl HICTIONHEHUS MPaBUIl 00CTYKUBAHUS KIUEHTOB,
KOTOpbIE TMpPU3BaHbl TAPAHTUPOBATh YCTAHOBJICHHBIM YPOBEHb KadecTBa BCEX
MPOU3BOJIUMBIX ONEPAIUH.

C. 3alIUTa CTaHAapTa OOCTY>KUBAHMUS.

24. IloTpeOHOCTH — 3TO. ..

a. YyBCTBO OIL[yI[aeMOM 4€JI0BEKOM HEXBATKH Yero-iroo.

b. Hy)k1a, TpuHABIIAs cienPuuecKkyro GopMy B COOTBETCTBHH C KYJIbTYPHBIM
YPOBHEM U JIMYHOCTHIO UHANBHUIA.

C. COBOKYITHOCTH CYIIECTBYIOIMX U MOTEHIIMAJIBHBIX MOKyIaTeNei ToBapa.

25. Tosap 1o 3ambICiy...

a. 9TO OCHOBHBIE BBITOIbI, 00OECIICYCHHE TOBAPOM. 3aj/1aya — BBISIBUTH CKPBITHIE 32
JHO0BIM TOBapOM MOTPEOHOCTH M TIpeIIaraTh HE CBOMCTBA ATOTO TOBAapa, a BHITOJIBI OT
€ro UCMOJIb30BaHUS.

b. xapakTtepusyercsi ypOBHEM KayecTBa, HaOOpOM CBOWCTB, JH3aHHOM,
MapOYHbIM HA3BaHUEM U YITAKOBKOM.

C. 9TO TOBap B peajbHOM HMCIOJIHEHUHU, UMEIOIINI JTIOMOJHUTEIBHBIE BBITObI,
[IEHUMbIC TIOKYIATEJISIMU: JOCTaBKa Ha JOM, MOHTaX, MOJKJIIOYEHUE, YCIYTH CBS3H,
rapaHTys BO3BpaTa JICHET B CIy4yae BO3BpaTa TOBapa, KOHCYJIbTAIUHU JJIs KIIMEHTOB.

26. KitoueBbIM OTIMYUEM YCIYTH OT TOBapa He SBIISIETCH:
a. HeocsizaemocTh

b. HeognopoaHocTh

c. OMHOBPEMEHHOCTH MPOU3BOCTBA U ITOTPEOICHUS

d. [ToouepeaHOCTH MPOU3BOCTBA U TIOTPEOJICHHUS

e. Hecoxpansemoctn

27. Yemyru aensatcs Ha 2 00JbIIKE TPYIIIHL. . ..
a. MarepuanbHble 1 HEeMaTepualbHbIE

b. MarepuanbHble 1 TyXOBHbIE

c. MarepuanbpHbie U COMATBHO-KYJIBTYPHbIE
d. MarepuanbHbie U HICATBHBIC.

28. K 4-m «He» xapakrepuctuku ycinyru HE oTtHocurcs. ..
a. HeotnenmmocTh OT UCTOYHKKA

b. HemaTtepuanbHOCTh

c. Hecoxpansemoctn



d. Heocs3aemocTsh
e. HemocToaucTBO
f. Bce oTBETHI BEpHBI.

29. K tumy notpeOUTEeNbCKUX YCIYT OTHOCUTCS:
a. KoHcanTrHroBeIe yCiIyru

b. Yciyru kaGenbHOTO TeIEBUICHUS

c. YciIyry, NpeAoCTaBIIsIeMbIE B aTEIIbE.

30. Beibepute rpynimy, He BXOASIIYIO B KIACCU(MUKALHUIO YCIYT MO MPHU3HAKY
BELIECTBEHHOCTH - HEBEIIECTBEHHOCTH:

a. Ocs3aeMble 1EWCTBUS HAIIPABJICHHBIE HA TEJIO YEJIOBEKa

b. Heocsizaemble neiicTBUS HalpaBiCHHbIE HA OCA3a€MbIE AKTHBBI

c. Ocs3aeMble ACICTBUS HAIIpaBJICHHBIE HA BEIb

d. Heocsi3aemble neiicTBUS HANPaBJICHHBIE HA CO3HAHHUE YEJIOBEKA

e. Heocs3aeMble neCTBHS HAIIPaBICHHBIE HA HEOCA3AaEMbIE aKTUBBI

f. Bce oTBETHI BEpPHBHI.

Yacrs 2.

1. K npodeccrnonanbHbIM yCIyraM OTHOCSATCS:
a) KOHCAJITUHTOBBIE;

b) TpaHCTIOpTHBIE;

C) CTPaxoBbIE;

d) o6pazoBanume.

2. UpeanbHas yciyra — 3To:

a) ycliyra, KOTopasi OCyIECTBIISETCs 110 YETKO OTpabOTaHHOMY aJITOPUTMY;

b) ompeneneHHOe NeCTBUE, HANMpaBICHHOE Ha YAOBIETBOPEHHE KOHKPETHON
NOTPEeOHOCTH;

c) aOcTpakTHash TeOpeTHYeCKass MOJeNb JO0Or0 W3 BHUAOB CEPBUCHOU
JeSITEIbHOCTH;

d) Bc€ BhILLIENIEPEUHCIIEHHOE.

3. VYcnyra, mnoapasyMeBaromias WHIWBHAYAIbHBIM TMOIXOJ K KIUEHTY,
HA3bIBACTCS:

a) mpodeccuoHaILHOM;

b) TBOpUeCKON;

C) UAcanbHO;

d) HET MpaBUIILHOTO OTBETA.

4. K BOCIpHHMMaeMOMY Ka4yeCTBY, KaK K JJIEMEHTY IICHHOCTH YCIyTH, HE
OTHOCHTCSL:

a) CTUJIb OOIIEHMS TIPOJIaBIla U OKYIaTes;

b) muyHbIe MOTPEOHOCTH KIUEHTA;

C) IIeHa yCIIyTH;

d) BHelIHHE KOMMYHHKAIUH.

5. CorimacHo mozaenu «Servuction», K YaCTH KOMITAHUU, BHIUMOMN JUIS KIIMEHTA



OTHOCHTCSL:
a) IepcoHa,
b) TeXHOJIOTHYECKOE SIPO;
) ¢pusznuecKoe OKpPYyKEHHUE;
d) BCE BhIIIENIEPEYUCIICHHOE.

6. Pacnosioxxute KOHTakTHbIE 30HBI (OT 0 10 3) B MOpSAKE YBEIUYEHUS 30HBI
HEIMOCPEICTBEHHOIO0 KOHTAKTA!

a) cxKaTasi KOHTaKTHas 30Ha;

b) cKkpbITasi KOHTaKTHAs 30HA;

C) KOHTaKTHas 30Ha, pa3/ieJIeHHasl IPOCTPAHCTBOM;

d) koHTaKTHas 30Ha, pa3eieHHas CTOMKO.

7. OCHOBHOE M MPUHIMIHAIBHOE OTIWYHME YCIYTHM OT TOBapa 3aKJI0YaeTcs B
CIICTYIOTIIEM:

a. OTO OTUYKJCHHBIA OT POU3BOIUTENS PE3YIbTAT TPYIA;

b. D10 mepenaya NpoayKTa B ONTOBYIO U POZHUYHYIO TOPTOBITIO M MTOCIIEYIOTIAs
ero MpoaaxKa;

c. @aKkTUYECKN IPOU3BOACTBO COBMEIICHO C MOTPEOICHUEM;

d. ITpon3BOACTBO MOXKET OBITH YAAJIEHO OT MOTPEOUTENS.

8. CepBuc-au3aiiH — 3T0:

a. aOcTpakTHas TEOpPETUYECKass MOJEIb OCHOBHBIX BHJOB CEPBHCHOMU
JESATENBHOCTH

b.  ymoBiaeTBOpeHHE  TMOTPEOHOCTEH,  CBSI3aHHBIX C  BEIICCTBEHHOM
HAIPaBJIEHHOCTHIO JICUCTBUS

C. METOJOJIOTHUS, KOTOPAsi ITOMOraeT yIy4dllUTh B3aMMOJCHUCTBUE KOMIIAHUU C
KJIMEHTAMU

d. BuU3yanuzanus mpojyKTa, HampaBjieHHas Ha (GOPMHUPOBAHUE TMOBBIIIEHHOTO
cripoca

9. Ycayra — aro0...

a. U3MCHEHUE COCTOSIHUS JIMIIA WJIM TOBapa, MPUHAJICKAIIETO KaKOW-IH00
PKOHOMHYECKOW €IWHHUIIe, TPOUCXOJAIIee B pe3yJbTare ACATEIBHOCTH APYTron
AKOHOMMYECKOMN SAUHUIIBI C TIPEABAPUTEIHLHOTO COTIACHS TICPBOIA.

b. KoMIUIeKC 00s13aTeIBHBIX JUISI HCTIOTHEHUS MTPaBUl 00CTY>KUBaHUS KIIMEHTOB,
KOTOpbIE TPHU3BaHBI TAPAaHTUPOBATh YCTAHOBJIICHHBIA YPOBEHh KadyecTBa BCEX
MTPOU3BOAMMBIX OIEpaLUil.

C. 3aIIUTa CTaH/AapTa OOCTy>KUBAHUS;

d. TPOIYKT 4YENOBEYECKOTO TpyJa, MPUHAICKAIETO BTOPUUYHOMY CEKTOPY
HSKOHOMUKH, TIPE/JIaracMbIii Ha PHIHOK JIJIS TIPOJIaXKH.

10. IToTpe6HOCTH — 3TO. ..

a. HEXBaTKa 4ero-janoo;

b. Hyk1a, IpUHABILIAs crielU(pUUEcKyr0 GOpMy B COOTBETCTBUHU C KYJIBTYPHBIM
YPOBHEM U JINYHOCTBHIO UHAUBUA;

C. COBOKYIHOCTb CYIIECTBYIOIIMX M IOTEHLUAJIbHBIX MOKYNATEIbCKUX
BO3MOYKHOCTEH MOKymareel Topapa (yClIyTrn);



d. ’kesmaHue KJIMeHTa OOMECHSTh TOBAp HA ACHDBI'U.

11. MaiiHaCETBI B CEPBUC-AU3ANHE — ITO:

a. mporecc (GopMUpOBaHUs 00paza LETOCTHOTO MpeaMeTa, HEMOCPEICTBEHHO
BO3/ICICTBYIOIIETO HA AaHATTU3aTOPHI

b. moOykneHne K JCUCTBHIO W  HEOThEMJIEMas 4YacTh  JIIOOOTO
po(heCcCHOHANBHOTO U JUYHOCTHOTO POCTa

c. Ha0op TmpaBmII, yOeKACHUN, TOJIXOI0B, KOTOPHIMHU YEJIOBEK PYKOBOJICTBYETCS
NIPU NPUHSITHH PELICHUN

d. ycrosBiasicst opMa ObITHS YETIOBEKA B MUPE, HAXOIS111ast CBOE BHIPAKEHUE B
€ro JesTeIbHOCTH, UHTEpecaX, yOeKICHUIX

12. Yenyru nensitcs Ha 2 O0NbIINUE TPYIIIBL:
a. MarepuanbsHble 1 HeMaTepuaabHbIC

b. MarepuanbHble 1 TyXOBHbIE

c. MarepuanpHbI€ U COLIMATBHO-KYIbTYPHBIE
d. MatepuanbHbie U HICATbHBIE.

13. K 4-m «He» (o cBoiictee yciyru) HE oTHOCHTCH. ..
a. HeotmeamMocCTes OT HCTOUHHUKA

b. HemarepuaibHOCTh

¢. HecoxpansiemocTb

d. HemocTostHCTBO KavyecTBa

e. Bce oTBETHI BEpHBI.

14. K rpynme noTpeOuTeNbCKUX YCIYT OTHOCSTCS:
a. KoHCanTUHroBbIE yCIIyTH

b. Ycayru teneBuaeHus

c. Yciyru, npeAoCTaBlisieMble B aTeJbe.

15. BriOepute ycinyru, KOTOpBIE SIBISIFOTCS U€aTbHBIMU:
a. YCIIyru TakCu

b. Ycayru cromarosora

c. Takux yciyr He CylecTByeT

d. Ycayru amepukaHcKoi MOJIEH BeIeHUs Ou3Heca

16. MaTepuasibHbIE YCIyTY HAIIPaBJIEHBI HA:

a. DopmupoBanue OTACIBHBIX TPEOOBAHUI TOTPEOUTENEH

b. Y noBnerBopeHre MaTepuaibHbIX MOTpeOHOCTEH

C. YI0BJIETBOPEHUE JyXOBHBIX MOTPEOHOCTEH

d. Y noBneTBopeHue HYX 1 U IOTPEOHOCTEH WHAYCTPUAILHOTO OOIIEeCTBA.

17. Henpous3BOACTBEHHBIE YCIYTH — 3TO:

a. TpancopTupoBKa rpy3oB

b. Texaudeckoe oOCTyKMBaHHE 000PYAOBAHUS

c. Yciyru 31paBoOXpaHeHus, KyJIbTyphbl

d. CoOopka HEOOXOAMMBIX 3JIEMEHTOB YCIYTM C YYE€TOM HWHHOBAIIMOHHBIX
TEXHOJIOTHI 00CITYKUBaHUS.



18. K HeKoMMepYECKUM yCIIyraMm OTHOCAT:

a. YCayru peAnpusaTuil Typu3Ma U OT/AbIXa

b. Ycinyru opranuzanuii oOIeCTBEHHOTO TUTAHUS

c. Ycayru 01aroTBOpUTENbHBIX (POHIOB

d. Yciyru pectaBpalinOHHBIX MaCTEPCKUX U TEATPOB.

19. Yenyru no perucrpanuy TpaHCIIOPTHBIX CPEACTB ABIISIOTCS:
a. 'ocynapcTBEeHHBIMU

b. UneansHbIMU

c. CMenaHHbIMHU

d. YucteiMu

20. KoHnTakTHast 30Ha — 3TO:

a. JIroboe mecTo, e MpOU3BOJUTHCS yClIyra

b. MecTo, r11e yciiyra MOKeT XpaHUThCA

c. OnpeneneHHOe MECTO KOHTAKTa KJIMEHTA U COTPYAHUKA CEPBUCHOM cephl.

21. KoHTaKTHO 30HOM MOXKET CUUTATHCS:
a. Croilka afMUHUCTPATOPaA B TOCTUHUIIEC

b. Llex nmo peMoHTy 000pyAOBaHUS

c. CtpouTtenpHas 1omagka

d. ToproBas moiaaka HHTEpHET-Mara3uHa

22. KoHTaKkTHOW 30HOU HE SIBIISETCS:

a. 30Ha peMOHTa OBITOBOM TEXHHUKHU

b. PabGouee mecTo mapukmaxepa

c. PaGouee mecTo ctomaTosiora

d. PaGoTa nn>xeHepa no Hajagke 000py10BaHHUS.

23. Kakoro tuna JM4HOCTH HE CYIIECTBYET:
2) KpyT;

b) poMO;

C) 3Ur3ar;

d) kBagpar;

€) TPEYroJIbHUK.

24. Mogens «servuction» otobpaxaer...

a) CTETICHh KOHTAKTa MIPOU3BOIUTEISI U IOTPEOUTEINSI YCIYTH;

b) MaHepy KOHTaKTa MPOU3BOAUTEIS U MOTPEOUTENS YCITYTH;

C) BpeMsl KOHTaKTa MPOU3BOAUTENS U MMOTPEOUTENS yCIyTH;

d) mose3HoCTh KOHTAKTA POU3BOIUTENS U IOTPEOUTEINS YCIYTH.

25. TlotpeOHOoCTh B yciyrax, oOecleueHHass HaJIUYHBIMUA JIEHEKHBIMU
CpelICTBaMH HACEJIEHHUs, — 3TO:

a. KonbroHKTypa pbIHKa

b. DnacTU4HOCTH cripoca

c. [ImarexecnocoOHbII cripoc



d. Cnenmanu3upoBaHHbIN CIIPOC.

26. Cdepa ycimyr nmpeacTaBiseT coO0w:
a) IlepBUYHBIN CEKTOP SKOHOMUKH

b) BTopuuHbIif CEKTOp SKOHOMHKHI

¢) TpeTnuHblil CEKTOP IKOHOMHUKHU

d) PeiHouHyI0 HHDPACTPYKTYPY.

27. K KOMIOHEHTaM LIEHHOCTHU yCIYTU OTHOCSTCSI:

a. Bpemst

b. BocipruHUMaeMoe KaueCTBO

C. OCHOBHA{ U JIOTIOJHUTENbHAS YCIyTra (BO3MOXKHOCTD IMOTYYEHUS)
d. ceHCcopHBIE pa3paKUTENS €. [IeHa B CTOUMOCTHOM BBIPa)KEHUHU
f. Bce 0TBETHI BEPHBI

28. K xoMmmoneHTaM HeeHEKHOM [IEHBI OTHOCST:

a) BpeMsl IOUCKa YCIYTU, O’KUJIaHUS U BBIITOJHEHHUS;
b) ncuxonoruvyecKkue TpaTol;

C) pu3nYecKHe yCuius;

d) ceHcopHBIE pa3ipaxuTeNu;

€) JIMYHBIIA ONBIT IEPCOHAIA.

29. Boibepute yciiyru, KOTOPBIE SABJISIFOTCS UACAIbHBIMU YCIIyTaMu:
a. YCIIyI'u Takcu

b. Ycnyru cromarosnora

C. Takux ycCiyr He CyLIECTBYET

30. PactipenenurenbHbI€ YCIYTH BKIIOYAKOT:

a. MaccoBble KOMMYHUKALIMU

b. Ycayru TpancnopTa, TOProBiH, CBA3U

c. KoHcanTuHr, "H)KUHUPUHT

2. MIPUMEPHASA TEMATHUKA BOITPOCOB

1. Maiite omnpezaeneHue MNOHATUSAM «popMa OOCIYyXKUBAHUS» U «METOJ]
00Cy>KMBaHUS IOTPEOUTENECH.

2. Kakue coBpeMeHHbIE HHCTPYMEHTBI CepBUC-AN3aiiHa Bbl 3HaeTe?

3. B dYem cymHOCTh UM OCOOEHHOCTH OOCIY)XHBaHUS TOTpEOUTENECH B
CTAllMOHAPHBIX YCIOBUAX U C BBIE3/I0M Ha JJOM K noTpebutensam? [IpuBeaute npumepsl.
4. B yem npenMy1iecTBO OECKOHTAKTHOTO 0OCITYKUBAaHUS TOTpEeOUTENEH?

5. JlaiTe oOmpenesieHue MNOHATHS «KOHTAaKTHAs 30HA», NPUBEAUTE NPUMEPHI
KOHTAaKTHBIX 30H B c(pepe cepBuca.

6. Kakue TpeOoBaHUs TPEABSBISIIOT K OOCITYKHUBAIOUIEMY IEpCOHANTY B
KOHTAKTHOM 30HE?

7. Pacckaxute, /00bSICHUTE/, B 4eM CyTh AOOHEMEHTHOIO OOCITYyXUBaHMS,
00CITy>KMBaHUS C TOMOLIBI0 0OMEHHOT0 (POH/AA MAIIUH U TPUOOPOB. Kakue «Iiochl u
MUHYCBD» HECYT OHU KIIMEHTY U CepBUCHOM (hupme?

8. Kakum oOpa3oM wuHTEpbEp MOMENIEHUS, B KOTOPOM IPOBOIUTCS
oOCy’KMBaHUE TOTPEOUTENEH, BIMAET Ha CTENEeHb WX YAOBIETBOPEHHOCTH H
3¢ deKTUBHOCTH paboThI 0OCTy)KHBatoIero nepconana? [IpuBeanre npuMepsi.



9. HazoBwurte 3Taribl ’)KU3HEHHOTO 1K YCIYTH U IOYEMY 3TO HE0OX0IMMO 3HATh
Ar000MY NPEAIPUHUMATEINIO.

10. ITouemy pu OKa3aHUU YCIYT TaK Ba)KHO YUUTHIBATH BPEMEHHOMU (pakTop?

11. I'me moTpebuTens CKOpee pUCKyEeT CTOIKHYTHCS C HEATUYHBIM O0palieHuEM
/obcmyxuBanreM/ — B chepe yCIayT Wik MPOU3BOJICTBEHHOU chepe U mouemy?

12. TlpuBeauTe mpuMeEpPHI TOTO, KaK KOMITBIOTEPHBIE U TEJIEKOMMYHHKAIIMOHHBIE
TEXHOJOTHH B TEUEHHUE TOCIETHUX JIET U3MEHWIM T€ BHUIBl YCIYT, KOTOPHIMH BBI
MOJIb30BAJIMCH YK€ TaBHO.

3. MIPUMEPHAS TEMATHUKA I'PYIIIIOBBIX ITPOEKTOB

1. CepBucHas AeATETLHOCTD KaK 4acTh KyJIbTYpbl Poccuu.

2. CepBHCHas I€ITEIbHOCTh Kak yacTh KynbTypbl EBporibl u CILIA.

3. AHanu3 BO3MOXKHBIX OpPTaHU3allMOHHBIX (POpPM peanuzauuu cepBuca B cepe
TypH3Ma U TOCTEIPUUMCTBA.

4. Ananu3 pepopmupoBanus cepsl yciyr B Poccun.

5. CepBuc-au3aitH: mpo0sieMbl 1 0COOCHHOCTH Pa3BUTHS

6. Ananu3 ocoOeHHOCTEN Pa3BUTHS CepBUC-AN3aiiHa B coBpeMeHHON Poccun.

7. DBOJIIOIMS YCIAYT U UX BIMSIHUE HA CTAHOBJIEHUE OOLIECTBA.

8. ManunynupoBaHue MOTPEOUTETHLCKUM MTOBeIeHHEM. OCHOBHBIE MOIXO/IbI.

9. CoBpemenHnblii cepBuc PO: mpoOaemMbl U EPCIEKTUBBI PA3BUTHSL.

10. OTuka u 3THKET cepBHCca. AHAIN3 OCHOBHBIX IIPaBHIL.

11. 3aBUCHMMOCTP CEpPBUCHOW JI€ATEIBHOCTH OT Teorpauyeckux M
nemMorpagduyeckux (HakTopoB.

12. 3akoH o 3amuTe mpaB moTpeOuTenel (TypuCTOB). AHaIMU3 CyJneOHOU
npakTuku Poccnn u 3apyOexps.

13. Pa3paboTka NpUHIMIOB KJIMEHTOOPUEHTUPOBAHHOTO MOJAX0Aa B Pa3IMYHBIX
oTrpacisix cdepsl cepBuca (B OBITOBOM OOCITY>KMBaHUHM, OOpa30BaHUH, TypU3ME,
TOCTUHUYHOM JIeJie, PECTOPAaHHOM OOCITY>KUBaHUU U T.J.)

4. KEMCBI 1JIsI CAMOCTOSATEJBHOM PABOThHI

3aoanue 1.

1. Ilpoananu3upyiite naHHyrO cuTyanuto. Ilogymaere, BO3MOXHO JH
OJlaronpusATHOE 3aBepLICHUE BeUepa ISl peCTOpaHa U KIUEHTOB.

2. CMOXEeT JId 3TOT PECTOPAH UCIPABUTh MOJOKEHHUE U YAEPKaTh MOCTOSHHBIX
KIMeHTOB? OT 4ero 3To OyJeT 3aBUCETH?

3. JlaiiTe 2 BapuaHTa MPOTUBOIIOIOKHOTO Pa3BUTHS COOBITUH.

4. Onumure OMmuOKH aIMUHUCTPATOPA.

Pecropan. Cynpyxeckas napa, Ha IPOTSIKEHUU 2 JIET SBJSAIOIIASACS KIMEHTOM
3TOr0 PECTOPaHa, 3a 2 JHs 3aKa3aja CTOJIMK Ha 4 JUId Ipa3HOBaHMs I'OIOBIIMHBI CBOEH
cBaabObl. [lpy 3aka3e ¢ NPUHUMAIOIIMM 3aKa3 COTPYAHUKOM pecTopaHa ObLIO
OTOBOPEHO, YTO JJIsl CYIIPYTOB OCTaBAT MX JIIOOMMBINA CTOJUK Y OKHA. Tak ke 3apaHee
ObLIO corjacoBaHHO M MeHto. Cynpyrd M HMX TOCTH TpUOBUIM B PECTOpaH K
HAa3HAYEHHOMY BPEMEHHU B MPEKPACHOM HACTPOEHHUH, 00Cyxkaast 0Jro/1a, KOTOPhIE UM
NPEeACTOUMT OTBEAAaTh M TNPEIBKYIas Be4Yep B NPHUATHOM THXOH OOCTaHOBKE B
JIPYXKECKOW KOMIAHWU. 3aisi B 3ajl pecTopaHa, OHM OOHApPYXKUBAIOT BMECTO
MPUTOTOBJIIEHHOIO K Y)KMHY MX CTOJIMKA, OH 3aBajieH rpsi3HON mocyoil. OHU CTOST B
LHEHTpe 3ajla, OXKUJasi, YTO K HHUM MOJOMIET KTO-TO M3 MepCcoHaNia W MPOSCHUT
cutyauuto. Cynpyr HauyMHaeT HEpPBHHUYATh, CyHpyra U Apy3bs €ro YCIOKaWBaroT,



Cynpyra OTHpPaBJII€TCS Ha TMOUCKU aJIMHHUCTpATOpa 3aja. AJIMUHHUCTpaTopa OHa
OoOHapyXUBaeT B CIIY»K€OHOM MOMEIICHUH 3a Yaikod kode u curapetoi. [lpu Bume
KJIIMEHTKU aIMUHUCTPATOP MOCIEIIHO BCKAKUBAET U UHTEPECYETCS UTO CIYUHIIOCH.

KimeHntka: «9TO Mbl XOTHUM y3HAaTh, YTO CIIYYHJIOCH! Y Hac 3aKa3aH CTOJIMK Ha
yeTBephix Ha 19:00. Ham crom He yOpaH m He cepBupoBaH. Ham He ymoOHO mepen
HAIlIUMH TOCTAMMU.»

Anmunuctpatop: «be3oOpasue! Hamm moam coBceM pa3ydminch pabOTaTh.
Ceiiuac poBepro, KTO U3 O(PHUIIMAHTOB 0OCITY>KHMBAET ATOT CTOJI U YCTOIO Pa3HOC. A BbI
MOKa MOJ0XKAUTE!».

OdurmanTka, KOTOPYIO BBI3BAI aIMUHUCTPATOP, HE 00paiiiasi BHUMaHUsI Ha TO,
YTO KJIMEHTKA HAXOJUTCS PSJIOM U C HHTEPECOM HaOIro1aeT 3a npoucxoasammm: «Hy u
yto! Ilogymaenib, cto He yopan! Beero- To nmoiagaca npoiiio. Moriu Obl U O1103/1aTh
HEMHOTO. MHe Hy>KHO ObUTO OTIIyYUThCS Ha HeHanoaro. Ceiyac Bce CIeaoy.

YXOaUT B 3aJ1, C HENPUSI3HBIO IJISTHYB HA KIIMEHTKY. AJIMUHUCTPATOP, UCTIBITHIBAS
HEJIOBKOCTh, KIIMEHTKE: «Buaure, kak pazdonraics nepconan. Hukakoro ciagy ¢ HUMHU
HeT. Crapble KaJipbl YXOMST, a HOBbIe paboTaTh HE 3acTaBulllb. Bce 1en0 B Haiiem
nupekTope. B pectropane He mosiBisieTcs W IUIaTUT oduiimantaM rpomd. Yto ¢ HUX
notpedyemb? byaere »xaaTh moka 0CBOOOAAT Balll CTOJIUK UJIH CSIIETE 3a CBOOOIHBIN 7

Knuentka: «CkoapKO 3aMET MOATOTOBKA HAIIIETO CTOJIUKA?

AJIMHUHUCTpATOp, pa3Bols pykamMu: «C TakuM TEpPCOHAJIOM HUYETO HE MOTY
rapaHTUPOBATHY.

Knuentka: «JlaBaiiTe mOCMOTpPUM, KakuW€ CTOJUKH CBOOOJHBI, U TOT/A MBI
MIPUMEM PEILICHHUEY

JlamMa BoO3Bpamiaercs K CBOEMY CYNpPYry U TOCTSIM, OHU BMECTE C MYKEM
W3BUHSIOTCS TIEPE] CBOMMH JPY3bsIMU 32 3aJEPXKKy, T€ CMEIOTCSI M MpPOCAT HE
oecrnokouThes. Jlama coobimaer, 4To NpeioKIIN Ha BRIOOP: JK/1aTh CBOM CTOJIMK WJTH
3aHATH JIFO00M CBOOOIHBIN. YBHUICB, C KAKOM CKOPOCTHIO OPHUITMAHTKA YOUPACT UX CTOJI,
JIpy3bsl PEIIAIOT 3aHATh CBOOOJHBIN. AIMHUHHUCTPATOpP COOOINAET, YTO HAa YETBEPHIX
CBOOOJICH TOJIbKO OJMH CTOJ PSJOM C My3bIKaHTaMU. Y CTaB OT OKUAaHUs, CYIIPYTH U
TOCTH PEILAIOT 3aHITh ATOT CTOJ.

3aoanue 2. TypucTckasi KOMIIAHUSI IPUHSUIA HA paOOTY MOJIOAOTO U CIIOCOOHOTO
MEHeKepa Mo npoAaxe (Tojibko 4yTo okoHuuBLIero CK®VY), koTopblil mpeBOCXOAHO
cipasisieTcst ¢ paboToil. OH MpoBeN yxKe HECKOJIBKO MPE3EHTALNA TypOB, U KIIMEHTHI
UM OYE€Hb JJOBOJIbHBI.

Bmecte ¢ TeM OH pe30K M 3aHOCUMB B OOIIEHUU C JAPYTUMH pPabOTHHKAMH,
O0COOCHHO € OOCITYKHMBAIOIIUM MEPCOHATIOM. PyKOBOIUTENb KaXAbld JEHb MOJIydaeT
TaKOr'0 PO/ CUTHAJbL, & CErOHS MTOCTYITHIIO MUCbMEHHOE 3asBJIEHUE OT CEKpETapsl 1o
MOBOJY €ro rpy0oCTH.

Kakue 3ameuanuss M KakuMm o0Opa3oM HEOOXOJUMO CAeNaTh MOJIOAOMY
CHEIUAINCTY, YTOOBI H3MEHUTD €T0 CTHJIb OOIIeHHS B KoJulekTuBe? Kakue ycTaHOBKH
HE00XOMMO BHEJIPUTH B KOJUIEKTUB?

3aoanue 3. 3BoHUT KIIMEHT M OYEHBb Pa3IpaKEHHO KPUYUT HA BaC, IPUMEHSISA
Jla)ke HEYMECTHYI0 OpaHb, M3-3a OLUMOKM Balllero Kosuieru. Bamm nerictus?

3aoanue 4. Baiu HenocpeCTBEHHBIE TOAYMHEHHBIE MEXY CO00H 00CYXK1at0T
U BBICMEUBAIOT KJIMEHTA, KOTOPBI OCTAaBWIJI Ha HUX *kanoOy Bamm netictus?



3aoanue 5. CocTaBbTE IMPUHOUIIBI KIIMCHTOOPUCHTHPOBAHHOI'O IMOAXOAA AJIA
KOMIIaHHMH B COCTOSAHHNU HaCBIH_[eHHOfl KOHKYpPCHIIUU.

3aoanue 6. Bam 3BoHMT Ham KimeHT, HO ero BOIpoc — HE B Ballel
KOMIIETEHIIMM U BbI HE 3HAETE Ha KOT'0 MEPeKIIounTh. Bamm neictBus?

3aodanue 7. B Kakux clly4asiX yMECTHO MPUMEHSTh KapTy dIMIATUH?
3aoanue 8. Ilepeunciyure OCHOBHBIE COCTABIISAIONINE KBAIPAHTA IOTPEOUTENS.

3aodanue 9. Kakue MHCTpYMEHTBI CEpBHUC-AM3aiiHA MOMOTYT BHU3yaJu3aluu
KJINEHTCKOT'O OIbITa?

3aoanue 10. MeHemxepy KIMEHTCKOM CIy>)XKObl HEOOXOJUMO TIOBBICUTH
KJIMEHTOOPUEHTUPOBAHHOCTh  OTHena. lIpeacraBpre anroputm  IEUCTBHM IS
HUCITOJTHUTEIS.

3aoanue 11. ITpyHUMT TAKTUYHOCTH U ICIMKATHOCTH O3HAYAELT. ...

3aoanue 12. Ha mneperoBopax O COTPYJAHUYECTBE KJIMEHT YIIEN OT TEMBI
KOHTpaKTa U TPaTUT BpeMs COTpyAHUKOB. ChopMyaupyiTe psisi BOIPOCOB, KOTOPbHIE
MOMOTYT TAKTUYHO U TPO(PECCHOHATEHO MPUNTH K MPABUIIBHOMY PE3yJIbTaTy.

3aoanue 13. Ilpu npoBeICHUHU MEPETOBOPOB O CAECIKE COTPYAHUK HCIOJIb3YET
npuem nepedpasupoBanus. Kakue ppassl oH yrnotpedset?

3aoanue 15. B oduce nocneaHee BpeMs CIOKWIACHh HaNpsOKeHHas aTMocdepa.
KnuenTsl Hauanu 1o 3amedars. CoCcTaBbTE COBETHI JJIsI IEPCOHANA, KOTOPhIE ITOMOTYT
CHU3UTH YPOBEHb CTpECCa.

3aoanue 16. IlpencraBpre OnpeaeneHUe cepBuc-au3aiHa. Yem au3aiiH MOXKET
IIOMOYb CEpBUCY?
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[IEPEUEHb PECYPCOB NH®OPMAILIMOHHO-TEJEKOMMYHUKALIMOHHON
CETHU «MHTEPHET», HEOBXOAUMBbIX JII OCBOEHUA JCHUITIJINMHBI
1. CepBuCHBIN 1U3aiiH U KIIMEHTCKUN OMNBIT — PexuM nocryna:
https://skillbox.ru/course/ser vice-desig



