AHHOTaNUA K padoyeil MporpaMMbl IUCHUATIIAHbBI
b1.0.14 OcHoOBBI rocTENPUUMCTBA

O0beM TpyaoeMkocTH: 5 3auetHbix eaunnuil (180 gacos)

TFOCTENIPUUMCTBA KaK BaKHEHIIEro KadecTBa
chopMUpOBATh CHUCTEMY 3HAaHHUH O MeEToJax

Heap AMCUMIVIMHBI. HW3YYUTh OCHOBBI
MPEOCTABIAEMbIX TOCTUHUYHBIX YCIYT,
(dbopMUPOBaHUS TOCTEIPUUMHOMN CpPEIbl.

3aga4u AUCHHUILIMHBIL

— HW3y4YEHHE IMOHSTUS U CYIHOCTH I'OCTEIPUUMCTBA Kak 0a30BOr0 KayecTBa CEPBUCHOM
JIeSATEIbHOCTH;

— W3y4YeHHE TOHATHS U CYIIHOCTH «KOHTAKTHOM 30HBI» M «KOHTAaKTa C MOTpeOuTenemM
YCILYI»;

— HW3y4eHHE OCHOB M 0a30BBIX MPUHIUIIOB IICHXOJOTHH CEPBHCA;

— WU3y4CHHE KOMMYHMKATHBHOM KOMIIETCHTHOCTH, B TOM 4YHCJIE KOMMYHHUKATHBHBIX
CUTHAJIOB;

— OBJAJICHUE METOAAMHU aKTUBHOTO  CIyIIAHU U peryysuun
OMOIMOHAIBHOTO HAINPSDKEHHsI, TEXHUKOH KaaHOpoBKM M 3((HEKTUBHOW KOMMYHUKAIMH B
CEPBHCHBIX CUTYALHX;

— HU3y4YyeHHE OCHOB KOH(QUIMKTOJIOTMH, MPaBWJ M ajlropurMa paboThl ¢ KajodamMH B
CEPBUCHBIX CUTyalUsX.

MecTo AuCHMILVIMHBI B CTPYKTYpe 00pa3oBaTe/IbHOM NPOrpaMMbl

Jucuumnnba «OCHOBBI  TOCTEIPUHUMCTBA» OTHOCUTCS K 00s3aTenbHOM yactu bioka 1
«Aucunnnel (MOyan)» y4eOHOTro IJIaHa U SBJSETCS OJHOM M3 BaKHEMIIUX YacTell mpolecca
IOJArOTOBKM CIIEUAIUCTOB B cdepe TOCTMHUYHOTO cepBuca. BiajgeHue 3HaHUsAMH 00
0coOeHHOCTSIX (HOPMUPOBAHHS TEPBOTO BIICYATIICHHS, O HAMPABJICHUSIX B3aUMOJICHCTBHUSA C
HOTpPEeOUTENEM YCIYI C LEeNbI0 YCTAHOBJIEHUS KOHTaKTa M KauyeCTBEHHOTO OOCIYKUBaHHS, O
paboTe ¢ TPYAHBIMH MOTPEOUTENSIMU U B TPYIHBIX CHUTyallUsIX IPEAONpPENEsieT CTElNeHb
YJIOBJIETBOPEHUS MOTPEOUTENST YCIYT U (OPMHUPOBAHUE €r0 JIOSUIBHOCTH, @ 3HAYUT SBISETCS
BaXHEHMIIMM CBOMCTBOM IE€pcOHaNa TOCTUHUYHBIX npeanpusatuil. [loayyeHHsle 3HaHus OyAyT
CHOCOOCTBOBATh YCIEIIHOMY OCBOSHHIO AUCUUIUINH « T€XHOIOTUY TOCTUHUYHOM 1€ TEIbHOCTHY,
«Opranuzanus JesSTeNIbHOCTH NPeanupuaTuil nutaHus», «TeXHOIOrnu mpeaocTaBiIeHUs YCIyT
NUTaHUSA», «YIPaBIEHUE KAa4eCTBOM B TOCTMHUYHO-PECTOPAHHOMN IEATENBHOCTH», «JlemoBas
THUKAa W O3THUKET B TOCTHHUYHO-PECTOPAHHON MAESATEIbHOCTH», «AHUMalus B TOCTHHUYHO-
PECTOPAaHHOM  ACSTEINBHOCTH», «YTPABIECHUE NEPCOHAIOM B T'OCTUHUYHO-PECTOPAHHOU
JEATEITbHOCTH.

TpeGoBaHusi K YPOBHIO OCBOCHHS TUCHUTIIUHBI
W3yuenne paHHOM y4yeOHOM AMCLUIUIMHBI
00y4aroIuXcsl CIeYOINX KOMIIETEHIIUNI:

HafpaBlIeHO Ha (opMupoBaHue Yy

KOH 1 HAUMCHOBAHUEC MHAUKATOpA Pe3yHLTaTBI O6y‘IEHI/I$[ MO0 JUCIHUIIIINHC

OIIK-2 Crnoco0eH o0ecne4nMBaTh BBINOJHEHHE OCHOBHBIX (YHKIUHUH ynpaB/jieHHs] MOAPa3IeJeHHSIM M
opraHu3anmii cgepbl rocTenpuUMCTBa U 001IIeCTBEHHOT0 MUTAHUS

HOIIK-2.1 Omnpepenser uenmu u | 3HaTh

3aJa4d YIpPaBICHHUS CTPYKTYPHBIMH | CYIIHOCTh TOCTETIPHMMCTBA KaK  0a30BOrO  KadecTBa  CEPBHUCHOM
MOJ{pa3 eI HUSIMU OpraHu3alyil | 1esTeIbHOCTH;

chepsl TOCTENIPUUMCTBA U | OCHOBBI IICUXOJIOTUH CEPBHUCA U JIMYHOCTY;

0O0IIIECTBEHHOTO ITUTaHHUSI. VYMeTh

OIPCACIIATL LCIU U 3aJa4U YIIPABJICHUSA CTPYKTYPHBIMU MOAPA3ACICHUIMA
OpFaHI/IBaHI/Iﬁ C(l)epbl TOCTCIIPUMMCTBA U 06III€CTBGHHOFO MUTaHUsA € y4CTOM
IMMPUHIUIIOB TOCTCHIPUNMCTBA;

HOIIK-2.2 Mcnonb3yeT OCHOBHbBIE

3HaTh




KOIL 1 HAUMCHOBAHUEC MHAUKATOpA

P€3yJ'II>TaTI)I 06yquI/I${ 10 JUCIHUIIIIMHC

METO/IbI ¥ IPUEMBI TUITAHUPOBAHUS, olpeziesieHUe, CYIIHOCTD, ITyTH OPraHU3aluy U KOHTPOJIS KOHTAKTHON 30HBbI,
OpraHHU3aliH, KOOPAUHAIMH 1 MPOCTPaHCTBa KOHTAKTa, POIEcca U CoJiepKaHusl KOHTAKTa;

KOHTPOJIS ISSITENEHOCTH OCHOBBI YCTAHOBIJICHHSI KOHTAKTa C MOTPEOUTENIEM YCIyT C UCIIOIb30BAaHHEM
nojipaszieneHuii oprann3anuii chepsl | 3hGeKTUBHBIX HOPM KOMMYHHUKALIUI;

TOCTEIPUUMCTBA M OOIECTBEHHOTO OCHOBBI KOH()JINKTOJIOTHH;

IIATaHMUS. Ymers

1 00beM IIpoliecca cepBrca ¢

UCIIOJIb30BaHHEM (G PEKTUBHBIX KOMMYHHKATHBHBIX TEXHHK;
paboTaTh ¢ KaI0O0aMH U BO3PKCHHUSIMH;

OpPTraHU30BBIBaTH OOCIY)XHMBaHHE C YYETOM COLHUAIbHO-IICUXOJOTHYECKUX
(hakTOpoB (hOpMUPOBAHNUS TIEPBOTO BIICUATICHHUS TOTPEOUTENS;
paboTtaTs ¢ MOTpeOUTENAMH, KOHCYIBTHPOBATh, COTJIACOBEIBATH BUM, (DOPMBI

Bnanets

METOJaMH M HaBBIKAMH (DOPMHUPOBAHMS KOHTAKTHOM 30HBI KakK 3ajiora
(hopMHpOBaHUsI JOSUILHOCTH ITIOTPEOUTEIS;
TEXHUKAaMH BOCIIPUATHS M NIepelaudl KOMMYHUKAaTHBHBIX CUTHAJIOB,;
METOJIaMH ¥ NIPaBHJIaMHd KOMMYHHKaTHBHBIX TEXHHK;

METOJIaMH M HaBbIKaMHU paboTHI C kKaJ00aMH U BO3PKESHHIMHU.

Coaep:xanue TUCHUILINHBI:

PacnpeﬂeneHI/Ie BHUI0B y‘ICGHOﬁ pa6OTLI " UX TPYAOCMKOCTH I10 pa3jciiaM IUCHUILIAHBI.

Paznens! aucuuniuunsel, uzydaemsele B 1 cemectpe (OPO)

Ne HanmMeHnoBaHue pa3zenoB u TeM

KomnuectBo yacos

Bcero

AynuTtopHbIe
3aHATHS
JI 113

CPC

Paznen 1. rOCTel’lpI/lI/lMCTBO Kak 0a30Boe Ka4ecTBO CepBl/ICHOﬁ
ACATCIbHOCTH.

I'ocTenpuuMCTBO: OnpeeicHue, CYIHOCTh. MHAyCTpus
1 | rocrenpunmctsa. Posb yenoBeueckoro hakropa B mporecce
00CITy)KUBaHUS.

Pasnea 2. Teoperuyeckue 0CHOBBI OPraHU3aLMU NIpoLecca
00CJyKHUBAHUSI B KOHTAKTHOIi 30He.

KonrakTHas 30Ha: OIIpCACIICHUEC, CYIIHOCTD. HpOCTpaHCTBO
KOHTAKTa. Hpouecc 1 COACPIKAHNEC KOHTAKTA.

[cuxonorust cepBuca u TnaHOCTH. TakTHKa o0cmyxuBaHus. O0mHe
3aKOHBI: 3aKOH HEOIIPEIEICHHOCTH OTK/IMKA, HEaJCKBATHOCTH

3 0TOOPAKEHHS YEJIOBEKA YEIIOBEKOM,

HEaJIeKBaTHOCTH CaMOOLIEHKH, PACILEIUIEHHs CMBICIIA YITPABIEHYECKON
MHPOPMALIMHI, CAMOCOXPAaHEHHS, KOMIICHCAIIUH.

12

[cuxonorust o6cmyxkuBanHusi. AHanu3 noTpedHOCcTel knueHTa. [Iporece
COBEpPILICHUS 3aKasa: XapaKTepUCTHUKA JTamoB. IIponaxw,
OPHUCHTHUPOBAHHBLIC HA I'OCTH. Oran YCTaHOBJICHUSA KOHTaKTa.

®dakTopbl NpUHATH penienns. Opranuzanys npolecca 00CTyKUBaHUS.

12

Pa3gen 3. KoMmMyHMKaTHBHAsi KOMIIETEHTHOCTD B Npolecce
00CJIYKUBAHMS B KOHTAKTHOM 30He.

Pounpb oOmieHust B COBpEMEHHOM JIETIOBOM B3aHMOICHCTBHH.
I'naBHBIE TEHICHIIUN.

KoMMyHnKaTHBHass KOMIIETEHTHOCTh M CIOCOOHOCTb. OCHOBHBIE
HOHATUS U UX cojepxkaHue. CTpyKTypa KOMMYHHKAaTHBHOTO Hpolecca.
KoncynbpTupoBanue notpedutesnei ¢ 1eibo

onpezieseHust Buj, GopMbl M 00bEM ITpollecca cepBHca.

11

BocnpusiTue  u mepenaua KOMMYHHUKaTHBHBIX — CHTHAJIOB.
7 | Ilcuxosorumyeckne CHUTHalIBl TPH BCTYIUIGHWHM B  KOHTAaKT.
Bepbansable n HEBepOaIbHBIE (HOPMBI B3aHUMOICHCTBHS.

MCTO)IBI MU TIpaBujla AKTUBHOTO CHIyHIaHHA: TEXHUKH TMOCTaAaHOBKH
BOIPOCOB, Majoro pa3roBopa (IMTHPOBAHHE MAPTHEPA, MO3UTHBHBIC
KOHCTaTalluu, HHPOPMHUPOBAHNE, HHTEPECHBII

pacckas), BepOanu3alum.

11

9 PerJ’IS[HI/Iﬂ OMOIIMOHAJBHOI'O HAIMPSAKCHUA. TlonsiTne OMOIMOHAJIBHOTO

11




HHTEIUIEKTa. TexXHUKU peryiasagud  5SMOLMOHAJBHOIO  HAIPS)KCHUS:
MOAYCPKHNBAHUC 06H1HOCTI/I, NOAYCPKMUBAHUA 3HAYUMMOCTHU HNAapTHEpaA U
€ro MHCHHUA, Bep6am/13au1m YYBCTB. Cnoco0sl YIpaBJICHUA

SMOIMOHATBEHBIM
COCTOSTHHEM.
TexHuka KaTUOPOBKH B TIpoIiecce Mpoaaxu yciuyr. CeHCOpHbIE

10 | pemnpe3cHTaTHUBHEIC CUCTEMBI. HUcnonszoBanue peueBbIX 9 1 2
MPEIMKATOB.

O¢ddextnBHas KoMMmyHHKamms: (Ga3bl M HUX  XapaKTePHCTHKA.
IoxcTpoiika mo HeBepOanbHBIM Ipu3HaKaM. [loacTpoiika M BeneHHE ¢

11 11 1 4
WCIIONIE30BAaHUEM PEUEBHIX MPEINKaTOB. DPPEeKTHBHEIC
KOMMYHHKAaTHUBHBIC MOJICIIH.

Pasnea 4. PaGora c ;kaji00aMu ¥ BO3pasKeHUSIMH.

12 OO61mast Teopust KOHGIUKTOB: BHIBI, 3TAIBI, HCXOBI, CITOCOOBI 9 1 2
paspenieHus KOHQIUKTOB.

Bo3zpakeHus 1 )kao0bl: MOHATHE, CYIIHOCTh, HCTOYHUKH. OOmIas

13 | cxeman TIOIIArOBHIH pa30op anropuT™Ma 00pabOTKH BO3PAKEHIH. 11 1 4
OtHourenue K xxanobam. OOIIMe NpaBuia U aITOPUTM PadOTHI ¢
TPYIHBIMH KiHeHTaMH. JKajio0bl ¥ JI0SUIBHOCTh KJIIMEHTOB.

14 | YKaynoObl 1 BO3pa)kKeHHUs B CEPBUCHBIX NMPENIIPUITHIX 8 2
HUTOI'O no pasdenam oucyuniurvl 135 16 34
KoHnTposnb camocrosTenbHoil paboTsl (KCP) 9
[Tpomexxyrounas arrecrauus (MKP) 0,3
O011ast TPYAOSMKOCTb MO JTUCIUTUIMHE 180

KypcoBbie padoThl: HE IPe1yCMOTPEHBI
®opma npoBeeHUA ATTECTAUM N0 JTUCHHUIINHE: YK3aMEH

ABTop — MunenkoBa B.B., 3aB. kadenpoii 5KOHOMUYECKOH, COLMATBHON U TOTUTUIECKOM
reorpaduu, KaHAUIAT reorpagMuecKux HayK, JOLEHT




