AHHOTaNUA K padoyeil MporpaMMbl IUCHUATIIAHbBI
b1.0.14 OcHoBBI rocTENPUUMCTBA

O0beM TpyaoeMkocTH: 5 3auetHbix eaunnuil (180 gacos)

Henp AMCOMIVIMHBI. HW3Y4YUTHh OCHOBBI TOCTEIPUMMCTBA KaK Ba)KHEHWINETO KadecTBa
NPEJOCTABIIIEMBIX TOCTUHHYHBIX YCIYyr, CcGOPMHUpPOBATH CHCTEMYy 3HAaHHH O MeTonax
(opMHpPOBaHUS TOCTEIIPUUMHON CPEbI.

3aga4u AUCHHUILIMHBIL

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

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

— HW3ydYeHHE OCHOB M 0a30BBIX MPUHIUIIOB NICHXOJIOTHH CEPBHCA;

— HU3y4CHHE KOMMYHMKATHBHOM KOMIIETEHTHOCTH, B TOM YHCJIE 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

Jucuumnnza «OCHOBBI  TOCTENIPUMMCTBA» OTHOCUTCS K 00s3aTesibHON yacTu bioka 1
«Aucunnunel (Moyan)» y4eOHOTo IJIaHa U SBJISETCS OJHOM M3 BaKHEHMIIMX YacTell mpolecca
HNOJArOTOBKM CIIEUAIUCTOB B cdepe TOCTMHUYHOTO cepBuca. BiajgeHue 3HaHUSAMH 00
0COOEHHOCTSAX (POPMHUPOBAHUS MEPBOrO BIIEYATIEHHUS, O HANPABIEHUSAX B3aUMOJICHCTBUS C
HOTpPEeOUTENEM YCIYI C LENbI0 YCTAHOBJIEHUS KOHTAaKTa M KayeCTBEHHOTO OOCHY>KUBaHMs, 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  YCHEIIHOMY  OCBOEHHMIO  TUCHMIUIMH  «TeXHOJNOTMM  TOCTUHUYHOMN
nesTeNbHOCTHY, «OpraHuzanusi JeSTeNIbHOCTH MNpeAnpusatudl  nutaHusy, «TexHomoruu
IIPEIOCTABIICHUSI YCIYT THTAaHUA», «YIPABICHHE KauyeCTBOM B TOCTMHHUYHO-PECTOPAHHOMU
NEeSTENIbHOCTHY, «JlemoBas 3TMKa M ATHUKET B TOCTUHUYHO-PECTOPAHHOM JESITEIbHOCTHY,
«AHMMalMg B TOCTMHHYHO-PECTOPAHHOM JAESTEIBHOCTH», «YTPABIEHUE IIEPCOHAIIOM B
TOCTHHUYHO-PECTOPAHHOM JESTEIBHOCTI.

TpeOoBaHKs K YPOBHIO OCBOCHUS TUCHMILIMHBI
W3yuenne paHHOM y4yeOHOM AMCUMIUIMHBI HampaBleHO Ha (OpMHUpOBaHHE Y
00y4aroIuXCcsl CIeYOUNX KOMIIETEHIIUNI:

KO}] N HAUMCHOBAHWE MHIAWKATOPA I PeByJ'H)TaTBI O6yquI/I$[ M0 JUCIHUIIIHNHC

OIIK-2 CrnocobeH o0ecme4uBaTh BbINOJHEHHE OCHOBHBIX (YHKUMIl ynpaBJjieHMsI MOJApa3ejieHHsIM M
opranusanmii cgepbl rocTeNpMUMCTBA U 00LIIECTBEHHOT0 MUTAHUS

HOIIK-2.1 Omnpenensier 1end W | 3HaTh

33/1a4¥ YMPaBJICHUS CTPYKTYPHBIMU | CYIIHOCTh TOCTETIPUUMCTBA Kak  0a30BOTO  KadecTBa  CEPBUCHOM
MoIpa3ieNIeHUsIMU OpraHu3anuil | AesITeIbHOCTH;

chepsr rOCTENPUUMCTBA U | OCHOBBI IICUXOJIOTHHU CEPBHCA U JIMYHOCTH;

06H1€CTB€HH01"O IIUTaHUs. VYMeth

OIMPCACIIATL LCIU U 3aJa4u YIIPABJICHUSA CTPYKTYPHBIMU MOAPA3ACICHUIMA
OpFaHI/I3aIII/II71 cq)epm TOCTCIIPUMMCTBA U OGHIGCTBGHHOFO MUTaHus ¢ yueTOM
TMPUHIUIIOB TOCTCHIPUNMCTBA;

MOIIK-2.2 Mcnonb3yeT 0OCHOBHbBIE 3HaTh




KOZI 1 HAUMCHOBAHUEC MHAUKATOPA

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

METOJIbl ¥ IPUEMBI TUIAHUPOBAHUS, olpeziesieHUe, CYIIHOCTh, IyTH OPraHU3alui U KOHTPOJISI KOHTAKTHOH 30HHbI,
OpraHM3aliy, KOOPIUHAIIMY 1 MPOCTpaHCTBa KOHTAKTa, IPOIECcca U CoJiepKaHHsl KOHTAKTa;

KOHTPOJIS IESITEIbHOCTH OCHOBBI YCTAHOBIJICHHSI KOHTaKTa C MOTPEOUTENIEM YCIYT C UCTIOIb30BAaHHEM
nojpasiesieHuit opranuzanuii cpepsl | 3pPEeKTUBHBIX POPM KOMMYHHKAIHH;

TOCTENPUMMCTBA U 00IIECTBEHHOTO OCHOBBI KOH(JINKTOJIOTHH;

[IUTaHHUs. Ymers

1 00beM IIpoliecca cepBrca ¢

UCTIOJIb30BaHHEM (G PEKTUBHBIX KOMMYHHKATHBHBIX TEXHHK;
paboTaTh ¢ KaI0O0AMH U BO3PKCHHUSIMH;

OpPTraHHU30BBIBaTH OOCIY)XHMBaHHE C YYETOM COLUAIbHO-IICUXOJOTHYECKUX
(hakTOpoB (hOpMUPOBAHNUS TIEPBOTO BIICUATICHHUS TOTPEOUTENS;
paboTtaTs ¢ MOTpeOUTENAMH, KOHCYIBTHPOBATh, COTJIACOBEIBATH BUM, (DOPMBI

Bnanets

METOZaMH M HaBBIKaMH (OPMHPOBAaHHMS KOHTAKTHOH 30HBI Kak 3ajiora
(hopMHpOBaHUsI JOSUILHOCTH ITIOTPEOUTEIS;
TEXHUKaMH BOCIIPUATHSA ¥ NIepelaud KOMMYHHUKAaTHBHBIX CHUTHAJIOB,;
METOJIaMH ¥ NIPaBHJIaMH KOMMYHHKaTHBHBIX TEXHHK;

METOJIaMH M HaBbIKAMHU pabOThI C kKajJ00aMH U BO3PKECHHSIMHU.

Coaep:xanue TUCHUILINHBI:

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

Paznesnsl qucuumuinabl, uzydaembie Ha 1 kypee (3P0)

Ne HaunmeHnoBaHue pa3genoB U TeM

KomanuecTBo yacoB

Bcero

AyIuTOpHBIE
3aHATHUSL
JI I13

CPC

Paznen 1. 'ocrenpuuMceTBO Kak 0a30B0e KauyeCTBO CEPBHCHOI
JeATeTbHOCTH.

I'ocrenpuuMCcTBO: ornpeeseHue, CyuHocTs. MHmxycTpust
1 | rocrenpuumcTBa. Posp genoBeueckoro dakropa B mpouecce
0o0cy)KHBaHUsI.

Paspnen 2. Teopernyeckue OCHOBBI OPraHU3alMuU NpoLecca
00cJyKUBAHUSI B KOHTAKTHOM 30He.

KonTakTHas 30Ha: OIpeaAC/ICHUEC, CYIIHOCTb. HpOCTpaHCTBO
KOHTAaKTa. Hpouecc 1 COACPIKAHUC KOHTAKTA.

Icuxonorus cepsuca u mmuHOCTH. TakTHKa 00cTyxuBauus. O6mme
3aKOHBI: 3aKOH HEOIIPEIEICHHOCTH OTKIINKA, HEaleKBATHOCTH

3 0TOOpaKEHHS YEIOBEKA YEIIOBEKOM,

HEasIeKBaTHOCTH CaMOOLIEHKH, PACILEIUIEHUs CMBICIIA YIIPABJIEHYECKOU
nH(popMannK, CAMOCOXpaHEHH s, KOMIICHCALIUH.

10

10

ITcuxonorus obcnmykuBanusi. AHanu3 noTpedHocTel kueHTa. [porecc
COBEpLICHUS 3aKasza: XapaKTepUCTHKa  OTaIloB. [Ipoaaxwu,
OPHUECHTHUPOBAHHBIC HA I'OCTA. 9Tal'l YCTaHOBJICHUSA KOHTaKTa.

daktopsl npuHATHs pemieHns. OpraHu3aius mpoiecca 00CTyKUBaHHS.

14

14

Pa3nen 3. KoMmMyHMKATHBHASI KOMIIETEHTHOCTD B Mpoliecce
00cJyKUBAHUSI B KOHTAKTHOM 30He.

Poub o01ieHwst B COBpEMEHHOM JIETIOBOM B3aMMO/ICHCTBHU.
I'naBHBIE TEHAEHIINH.

KoMMyHUKaTHBHAsT KOMIIETEHTHOCTh M CIIOCOOHOCTb. (OCHOBHBIE
MOHATUS U UX cojepxanue. CTpyKTypa KOMMYHMKAaTUBHOTO HpOIiecca.
KoncynpTupoBanue notpedurenei ¢ neibpko

omnpejenieHus Bua, GopMbl M 00beM IIpoliecca cepBuca.

16

14

Bocnpusitue  u mepegaya  KOMMYHHMKATHBHBIX — CHTHAJIOB.
7 | Ilcuxomormueckue CHUTHaJIBI TIPH  BCTYIUICHHM B  KOHTAKT.
BepbanpHbie 1 HeBepOatbHBIE (HOPMBI B3aUMOCHCTBHS.

MeTO}lBI n TIIpaBuJia aKTUBHOI'O CIIyHIaHHA: TEXHUKH ITOCTAHOBKHU
BOIMPOCOB, MAaJOro pa3roBopa (LMTUPOBAHHE MApTHEPa, MO3UTHBHBIC
KOHCTaTalu1, HGpOPMHUPOBaHHE, HHTEPECHbBII

pacckas), BepOan3aiyH.

15

14

9 PCFyH}IHI/I}I OMOIIMOHAJIBHOI'O0 HAIPAXKCHUA. TlonsiTHE >MOITMOHATBLHOTO

15

14




HHTCIUIEKTAa. TeXHHKH peryidauun  5MOILMOHAJIBHOTO  HAIIPSIKCHUA:
NOAYCPKHUBAHUC 06IIIHOCTI/I, MOAYCPKMBAHUA 3HAYMMOCTU IMapTHEpaA U
€ro MHCHUS, Bep6ann3au1/n/1 YYBCTB. Crioco0bI YyIiipaBJICHUA
OMOIMOHAJIbHBIM

COCTOSHHUEM.

TexHrka kamMOPOBKH B TIpoliecce Mpojaxu yciayr. CeHCopHbIe
10 | penpe3eHTaTHUBHBIE CUCTEMBI. Hcnonb3oBanue peueBbIxX 15 1 14
HPEeIMKATOB.

O¢dextnBHasT KOMMYHHKamus: ¢a3sl W HX  XapaKTePUCTHKA.
[onctpoiika mo HeBepOaIbHBEIM Ipu3HaKaM. [loxcTpoiika u BeleHHE ¢
HCTIOJIB30BaHUEM PEUEBBIX MPEIUKATOB. DPPEKTHBHEIC
KOMMYHHUKATUBHBIE MOJICTIH.

11 15 1 14

Pasnen 4. Pagora ¢ :kajj00aMu ¥ BO3paKeHUsIMHU. 0

OOm1ast Teopust KOHQIMKTOB: BHIBI, STATIBI, HCXO/BI, CIOCOOBI 15 1 14

12
paspenieHus] KOHGIMKTOB.

BospaxeHus 1 kano0bl: TOHITHE, CYIIHOCTh, HCTOYHUKH. OOI1as
cXeMa U MOLIAroBbIil pa3dop aaroputmMa o0paboTKU BO3PAKECHUI.
OtHorreHue K xanobam. OOIIUe MpaBuia U arOPUTM pabOTHI ¢
TPyAHBIMH KiIHeHTaMu. JKanoObl 1 JIOSUIBHOCTh KIIMEHTOB.

13 15 1 14

14 | KanoObl u BO3payKeHUs B CEPBUCHBIX NPEANPUITHAXK 12 1 11

HUTOI'O no pazderam oucyuniumvl 171 6 6 159

Kontpons camocrogrensHoi padotsl (KCP) 9

[Tpomexyrounas arrecranus (MKP) 0,3

DK3aMeH 8,7

O061ast TPYA0EMKOCTD 1O TUCIMILIMHE 180

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

ABTOp — MunenkoBa B.B., 3aB. kadeapoil 3KOHOMHUYECKOW, COIUAIBHON U MOJUTHYECKON
reorpaduu, KaHAUIAT reorpagMuecKux HayK, JOLEHT




