AHHOTaNUs K padoyeil NporpaMMbl JTUCHHIIMHBI
b51.0.14 OcHoBBI TOCTENPUUMCTBA

O0bem TpynoeMkocTH: 5 3auetHbix eaunuil (180 yacon)

Heap AMCUMIUVIMHBI. U3YYUTh OCHOBBI TOCTEIPUMMCTBA KaK BAXKHEHIIErO0 KadyecTBa
MPEIOCTABIEMbIX TOCTUHUYHBIX YCIyr, CGOPMUPOBATh CUCTEMY 3HAaHMA O MeToAax
(GhOopMUPOBAaHUS TOCTEIIPUUMHOMN CPEIBI.

3agauyu AUCHMILINHBIL

— H3y4YeHHE MOHATHS U CYHIHOCTH TOCTEPUUMCTBA Kak 0a30BOTr0 KauecTBa CEPBUCHOU
JeSITEIbHOCTH;

— H3YyYEHHE TOHATUSA U CYIUIHOCTH «KOHTAaKTHOM 30HBD» M «KOHTaKTa ¢ MOTpeOuTEeIeM
YCIIyT»;

— H3YYCHHE OCHOB U 0A30BBIX MPUHIIUIIOB IICUXOJIOTUU CEPBUCA;

— M3Yy4YCHHE KOMMYHHKATHBHOM KOMIIETEHTHOCTH, B TOM YHCJIE KOMMYHUKATUBHBIX
CUTHAJIOB;

— OBJIaJICHUE METOAAMHU aKTUBHOTO  CIyIIaHUS U perynanuu
SMOIIMOHAIBHOTO HAINPSHKEHUS, TEXHUKOM KamuOpoBKU H 3(PGEKTHBHON KOMMYHHKAIIMH B
CEPBUCHBIX CUTYaIUsX;

— H3y4YeHHE OCHOB KOH(JIMKTOJIOTHH, MPAaBWJI U airoputMa paboThl ¢ >Kanodamu B
CEPBHCHBIX CUTYAIIHSIX.

MecTo AUCHMILIMHBI B CTPYKTYpe 00pa30BaTe/IbHOM NPOrpaMMbl

Hucturnnuna «OCHOBBI  TOCTENPUMMCTBA» OTHOCUTCSI K 0Os3aTenbHON yacTu bioka 1
«ductumnnunel (Motynu)» y4eOHOTo IJIaHa U SBISETCS OJHOM M3 BaXKHEMIIUX YacTel mpoiiecca
MOATOTOBKUA CIEIUATUCTOB B c(epe TOCTUHMYHOIO cepBuca. Brmanenue 3HaHusiMu 00
0COOCHHOCTSX (POPMHUPOBAHUS TEPBOrO BIIEYATIEHHUS, O HAMPABICHUSX B3aUMOJICHCTBUS C
MOTpeOUTENeM YCIYr C IEJbI0 YCTAaHOBJICHHUS KOHTAaKTa M KAYECTBEHHOTO OOCTY>KHMBaHHS, O
paboTe C TPYAHBIMH MOTPEOUTENSMH W B TPYAHBIX CUTYalMSX MPEAONpPENEsieT CTeleHb
YIOBIIETBOPEHUSI MOTPEOUTENST yCIyr U (OPMHPOBAHUE €T0 JIOSUTBbHOCTH, a 3HAYMUT SIBIIACTCS
BaXHEHIIIMM CBOMCTBOM MEpCOHAa TOCTUHUYHBIX npeanpustuil. [lonydyennsie 3HaHuS OynyT
CIOCOOCTBOBATH YCIIEIIHOMY OCBOSHUIO TUCIUIUIUH « T€XHOJIOTUU TOCTUHUYHOM JIEATETEHOCTH,
«Opranuzanusi I1eATebHOCTH NPEIIPUATUN NUTaHUS», «TEeXHOJOTHH MPEeIOCTaBIEHUS YCIyT
MUTaHUuS», «YTpaBlIeHHE KaueCTBOM B TOCTUHMYHO-PECTOPAHHOM NEATEILHOCTHY, «JlemoBas
9TUKA M ASTUKET B TOCTMHUYHO-PECTOPAHHON AEATENbHOCTH», «AHUMALMS B TOCTUHUYHO-
pPECTOpaHHOU JIEATENbHOCTHY», «YTpaBleHWe TMEePCOHAIOM B TOCTHHUYHO-PECTOPAHHOMN
JIESITETLHOCTH .

TpeOoBaHNsI K YPOBHIO OCBOCHUS THCHMILINHBI
N3yuenne paHHON y4ueOHOW JWCHMIUIMHBI HampaBieHO Ha (OpMUpPOBAaHUE VY
00y4JarIUXCs CIEAYIONUX KOMITETESHITHI:

KOH 1 HAMMCHOBAHWEC MHJIUKATOpaA | P€3yJ'II)TaTBI 06yquH${ 0 JUCIUIIIINHC

OIIK-2 Crnocoben o0ecne4nBaTh BBINOJHEHHE OCHOBHBIX (YHKIUH yNpaBjieHHS MOAPA3JCJCHHAM M
oprasHusanmii ceppl rocTenpUUMCTBA U 001IECTBEHHOT0 MUTAHUS

HOIIK-2.1 Onmnpepenser uemu u | 3HaTh
3aJa4d yIpaBIeHUs CTPYKTYPHBIMHU | CYIIHOCTh  TOCTEIPUMMCTBA Kak 0a30BOro KadecTBa  CEpBHUCHOMU

O Ipa3ICIICHUSIMH OpraHu3aliil | NesATeITbHOCTH;
C(i)ep]:l FOCTerI/II/IMCTBa n OCHOBBI IICUXO0JIOTUHU cepBI/Ica " JIMYHOCTH,
00IIECTBEHHOTO MTUTAHUS. VMeThb

opraHu3aiuii cepbl TOCTENPUUMCTBA U OOIIECTBEHHOTO TUTAHUS C YI€TOM
MIPUHIIMIIOB TOCTEPUUMCTBA;

ONPEACIIATL LCIU U 3aJa49U YIIPABJICHUA CTPYKTYPHBIMU IMOJAPA3ACICHUAMUA

NOIIK-2.2 Vcionb3yeT OCHOBHBIE 3HaTh




KOIL 1 HAMMCHOBAHWEC MHAUKATOpA

P€3yJ'II>TaTI)I 06yquI/I${ M0 JUCIHUIIIINHC

METO/IbI ¥ IPUEMBI TUITAHUPOBAHUS, oIpeziesieHUe, CYIIHOCTD, IyTH OPraHU3aluy U KOHTPOJIS KOHTAKTHON 30HHbI,
OpraHM3aINH, KOOPAUHAIINH 1 MPOCTPaHCTBAa KOHTAaKTa, IPOIECCca U COJCPKaHHU KOHTAKTA,;

KOHTPOJIS IESATEILHOCTH OCHOBBI YCTAHOBJICHHSI KOHTaKTa C MOTPEOUTEIIEM YCIyT C UCTIOIb30BAaHIEM
moipa3ieNieHuit opranmsanuii chepsl | 3¢ (hexTHBHBIX HOpM KOMMYHHKAIINH;

TOCTEIPUHIMCTBA M OOIECTBEHHOTO OCHOBBI KOH(INKTOJIOTHH;

MIUTaHUSL. YMmers

1 00BeM mponecca cepBuca ¢

UCIIOJIb30BaHHEM (P (PEKTUBHBIX KOMMYHHKAaTHBHBIX TEXHHK;
paboTath ¢ kanobamMu 1 BO3paKECHHUIMH;

OPraHU30BBIBATH OOCIY)KHBaHHE C YYETOM COLMAIbHO-TICHXOJIOTHYECKHX
(hakTOpOoB (hOPMUPOBAHNUS TIEPBOTO BIICUATICHHUS TOTPEOUTENS;
paboTath ¢ MOTPeOUTEIIMU, KOHCYJILTUPOBATh, COTJIACOBBIBATH BUJ, (POPMBI

Bnagers

METOJaMHA W HaBBIKAMU (HOPMHUPOBAHUS KOHTAKTHOW 30HBI KakK 3ajora
(hopMUpPOBaHUS JIOSUITEHOCTH ITOTPEOUTEIIS;
TEXHUKaMH BOCTPUATHS U TIepelaud KOMMYHHKATHBHBIX CHTHAJIOB;
METOJaMH ¥ MPaBUIAMHA KOMMYHHUKATHBHBIX TEXHUK;

METOZAMH ¥ HaBBIKAMH PabOTHI C yKaro0aMu U BO3paKEHUSIMIL.

Conep:xkaHue TUCIHHUIINHBI:

Pacnipenenenue Bu10B yueOHOM paOOThI U UX TPYJOEMKOCTHU IO pa3fiesiaM AUCIUILIUHBL.

Pasnensl qucuunnunel, uzydaemeie B 1 cemectpe (ODO)

Ne HaumenoBanue pa3aenoB u TeM

KommaectBo yacos

Bcero

AyauropHble
3aHATHS
JI 113

CPC

Pasnea 1. I'ocrenpunMcTBO Kak 0a30BOe Ka4eCTBO CEPBHCHOM
AesITeJIbHOCTH.

TocTenpuUMCTBO: ONpeeeHUe, CYIHOCTh. MHaycTpus
1 | rocrenpunmctBa. Posb yenoBeueckoro hakropa B mporecce
obcmy)KuBaHUsl.

Paznen 2. TeopeTn'{eCIme OCHOBDLI OPraHu3aluu Mmpoiecca
OGCJ'ly)KHBaHPIﬂ B KOHTAKTHOM 30He.

KonTakTHas 30Ha: onpeenenne, CyuHocThb. [IpocTpancTBo
KOHTaKTa. [Iporecc u copeprkaHne KOHTAKTA.

Icuxomnorus cepBuca u TMIHOCTH. TaxkTHka oOcyxxuBanus. Oomme
3aKOHBI: 3aKOH HEOIPEEICHHOCTH OTKIINKA, HEaeKBaTHOCTH

3 | oTOOpa’keHUs YeJIOBEKa YEIOBEKOM,

HEa/IeKBaTHOCTH CAMOOLICHKH, PACIIEIUICHUsI CMBICJIA yIIPaBJICHIECKOMH
MH(POpPMaLIH, CAMOCOXPAHCHHSI, KOMIICHCAIIUH.

12

[cuxomorus obcmyxuBaHus. AHANKU3 TOTpeOHOCTEH KiveHTa. [Ipomecc
COBEpUIEHHS  3aKasa: XapaKTepPUCTHKA  TaIlOB. IMponaxwu,
OPHEHTHPOBAaHHBIE HA FOCTS. DTall yCTaHOBJICHHS KOHTAKTA.

Dakropsl npuHsTHS pemieHns. Opranu3anus mpouecca o0cIy KUBaHusI.

12

Pasnen 3. KomMyHHKaTHBHAsi KOMIIETEHTHOCTH B NpoLecce
00CJIY’KUBAHMS B KOHTAKTHOM 30He.

Pounb o0mieHus B COBpEMEHHOM JICIIOBOM B3aUMOICHCTBHH.
I'maBHBIC TEHACHIINN.

KomMmyHUKaTHBHAs KOMIETEHTHOCTh M cHocoOHOCTh. (OCHOBHEIC
MOHATHS U UX cofepxkanne. CTpyKkTypa KOMMYHHKAaTHBHOTO IPOIIEcca.
KoHcynbTUpoBaHUE NOTPEOUTENCH C 1ETIbI0

ompejienieHus: Buj, Gopmbl 1 00bEM Ipoliecca CepBHCa.

11

BocnpustTme  m mepemada KOMMYHHKATHBHBIX — CHTHAJIOB.
7 | Ilcuxomornyeckue CUTHAJIBl TpPH BCTYIUICHUH B  KOHTAKT.
Bepbansable 1 HEBepOaIbHBIE (HOPMBI B3aHNMOICHCTBHS.

Mertonpl ¥ TIpaBWJa aKTHBHOTO CIIYIIAHUS: TEXHHUKU IOCTAHOBKHU
BOIIPOCOB, MaJloro pas3roBopa (IIMTUPOBAaHHE IApTHEPA, IO3UTHBHBIC
KOHCTaTaluy, "HQOPMHUPOBaHNE, HHTEPECHBIH

paccka3), BepOanu3anmu.

11

9 PGFyJ’IﬂHI/IH OMOULUMOHAJIBHOI'O HAIIPSIKCHUS. IlousTre OMOIIMOHAJILHOI'O

11




MHTEJUIEKTa. TEXHHKM pPEryIsalud SMOLMOHAIBHOTO HAaNpsHKEHUS:
HOM4YEPKUBAHUE OOLIHOCTH, IOJYEPKUBAHMS 3HAYMMOCTH IapTHEpa M
ero MHeHHsa, BepOamm3amuu 9yBCTB. CHocoOBI  ympaBICHHS

9MOLNOHATEHBIM
COCTOSTHHEM.
TexHmnka KaTuOPOBKH B Tporiecce mpoaaxu ycryr. CeHCOpHBIe

10 | pempe3eHTaTHBHEBIE CHCTEMBI. Hcnonp3oBanne PEUEBBIX 9 1 2
IPEeIUKATOB.

O¢ddexktnBHas KoMMyHHKamws: ¢Ga3pl M UX ~ XapaKTePHUCTHKA.
[oncrpoiika mo HeBepOanpHBIM TpH3HakaM. [loacTpoiika u BeneHue

11 11 1 4
UCIIOJIb30BAaHUEM PEUYEBBIX NMPEIUKATOB. DPPEKTUBHEIC
KOMMYHHUKATUBHbBIE MOZEIIH.

Pazgen 4. PabGota ¢ kan00aMH ¥ BO3pa’KeHUSIMH.

12 OO01mas Teopust KOH(GIMKTOB: BHIBL, ITAIBI, HCXOBI, CIIOCOOBI 9 1 2
paspenieHusi KOH(IUKTOB.

BospaxeHus 1 xajao0bl: MOHATHE, CYIIHOCTh, HICTOYHUKHU. OOmias

13 | cxeman TOIIArOBBIN pa30op anroputMa oOpabOTKU BO3PaKEHHH. 11 1 4
OtHoureHue K xamobam. OOIHe MpaBUiIa U alrOPUTM PabOThI ¢
TPYIHBIMH KIHeHTaMH. JKasio0bl 1 JIOSIIBHOCTh KIMEHTOB.

14 | KamoOwI 1 BO3pakeHHUs B CEPBUCHBIX MPEINPHUATHIX 8 2
HUTOI'O no pasdenam oucyuniurvl 135 16 34
KonTtpons camocrosrensroit pabots (KCP) 9
IIpomexxyrounas arrectanus (MKP) 0,3
OO01mast TPyAOEMKOCTb 110 TUCIIHILUTHHE 180

KypcoBbie padoThl: HE IPEyCMOTPEHBI
®opma npoBeeHUs ATTECTALMH M0 TUCHUILINHE: YK3aMEH

ABtop — MunenkoBa B.B., 3aB. kadenpoit 3KOHOMHYECKOH, COIUATBbHON U MOTUTHICCKOMN
reorpadun, KaHIUAAT Teorpa@UIECKUX HAYK, JTOIECHT




