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IHosicHuTeIbHAA 3aIIUCKA

BcerynurensHoe nenblTanue « MeXIUCIUIUIMHAPHBIN YK3aMEH 10 TUCIUIIIIMHAM
HanpaBiieHUs «CepBUC» HANPABIEHO Ha BBIABICHUE CTENEHM TOTOBHOCTH
a0UTYPUEHTOB K OCBOEHHUIO MarucTepcKoil mporpammsbl «/IHHOBaIMOHHBIA CEPBHUCH
HarpasyieHus: ToAroToBKU 43.04.01 «CepBuc». B xone BCTynUTEIBHOTO HCTIBITAHUS
OLICHUBAIOTCA OOOOIIEHHBbIE 3HAHMS M YMEHUS MO JUCLUUILIMHAM YKa3aHHOIO
HaIlpaBJIEHUS; BBISBIISIETCS CTENEHb CHOPMHPOBAHHOCTH KOMIIETEHIIMM, 3HAYMMBIX
JUISl YCTIEITHOTO OCBOEHUS COOTBETCTBYIOIEH MATUCTEPCKON TPOTPAMMBI.

BcerynurensHoe VCIIBITAHHE IIPOBOAUTCS B bopme YCTHOTO
MEKIMCIMIUVIMHAPHOTO YK3aMEHA 110 JUCHUILNIMHAM HarpaBiieHus «CepBHC».

Conepixanue nporpamMmmbl

1. CepBuc Kak BMJ AeSITEJIbHOCTH

[lonatue «cepBUC» U «CEpBUCHAs JEATENbHOCTH». (OIEeCTBO CEPBUCHOU
SKOHOMHKH. KOHIENIHSA «IATH MHAYCTPHANbHBIX 1mkiaoBy M. Illymmerepa.
«udopmatuzanus» U «CEepBUCU3AIMSA» KAaK OCHOBHBIE TEHJICHIMU MEpexoja OT
WH]TyCTPUATBHOTO oO1ecTBa HKCTEHCUBHOTO TUTIA pa3BUTHUS K
MOCTUHYCTPUAIBLHOMY OOIIECTBY WMHTEHCUBHOTO THUIIA pa3BUTUsA. Teopus u
MpakTHUKa CepBHUCA C YYE€TOM HAI[MOHAIbHBIX, PETHOHAJIbHBIX, STHUYECKUX,
IeMOrpauyeckux M MPUPOJAHO-KIMMATUYECKUX OCOOCHHOCTEH 00CIIyKUBaHUSI.
VYcenyra kak pe3ylnbTaT CEpBUCHOM AesTenbHOCTU. [loHSITHE M XapakTepHbIE YepPThI
yeayru. Knaccudukanus ycayr. PeiHok ycinyr. OcoOO€HHOCTH pa3BUTHSI CEPBUCHOMU
nesATeNnbHOCTH B coBpeMeHHOM Poccuu. CoBpeMeHHbIE KOHIIENIIUU MPEA0CTaBICHUS
ycayr. HopmaTuBHBIE M TMpPaBOBBIE JIOKYMEHThI B OOJacTU OOCIY>KUBaHUSA U
npenocraBineHns  ycayr.  CepBHCHBIM  IIpolleCC M CEpBHCHAs  CHCTEMA.
[Ipennponaxusiii cepBuc. CoBpeMEHHAas: KOMMYHUKATHBHasi CUCTEMa Ha PBIHKE
yecayr. Ilponecc nuunodt mponaxu. [locnenpomaxkHoe obOcmykuBanue. [IpuHUUIBI
TEXHUUYECKOTO 00CITyKMBaHUs1. DKCILUTyaTallUOHHbIE UHCTPYKIIUU, OCHOBHBIE TTpaBUiia
ux coctaBiieHus. [IpuHUUNBI U coAep’KaHME TAPAHTUIHOTO U TOCTTaPAHTUITHOTO
oOcnyxuBanus. JKU3HEHHBIN IIUKIJI TOBapa W >KU3HEHHBIN MUK ycayr. Konuenius
«cMmeniaHHoro ooOcayxkuBanus» . Marte. KonkypenTHas Ooprba Ha CEpBUCHOM
pBIHKE MocpeacTBOM TuddepeHnauy yCiyr.

2. llpennpusaTHs cCepBUCa U OPraHU3alMs UX PadoThI

OpraHu3aimoHHO-NIPABOBLIE OCHOBBI AECSATEILHOCTA CEPBUCHOTO MPEINPUATHS.
[londaTtrie  TPOU3BOJCTBEHHOTO  TMpolecca. TEeXHONOTHMYECKHWH  mpolecc Ha
MPEANPUSTUSIX CEpBHCA: OCHOBHBIE U BCIIOMOraTeabHbIe oneparuu. Crnernuaiu3amnus
U KOOMNEpUpOoBaHUE KaK (OPMBI OpraHu3alu MPOU3BOACTBEHHOrO IMpoIlecca.
CrpykTypa nporiecca okazanus yciayru. Opranusanus Npou3BOACTBEHHOTO IpoLecca
U TIpoliecca OKa3aHus yCayr BO BpeMeHH. OpraHu3anys OCHOBHOI'O MPOU3BOJICTBA HA
npeanpusTusx chepnl cepBruca. TUIBI U METOABl OpraHU3aIlUU BBIMOJHEHUS YCIYT.
OcHOBBI OpraHuzaluu TpyAa Ha npeanpustusx chepsl cepuca. Hopmuponanue



Tpyaa. OpraHuzanus oOIUIaThl TPyJla Ha CEPBUCHOM mpeanpusituu. OpraHuzamus
HaJIOTOOOJIOKEHHSI Ha TPEANPUATUSIX CepBHCca. YTPaBJICHUE KauyeCTBOM YCIYr U
CTaHJApThl 00cy)uBaHusA. OpraHu3anus KOHTPOJ KauecTBa YCIyT W MPOTYKIIUH.
XapakTepucTuka BUIOB ycIyr u (QopMm oOciyxxkuBaHus norpedutenei. llonsitue
BHYTPU(PUPMEHHOTO MJIAaHUPOBAHUS B YCIOBUAX pBIHKA. Otnuuus
IEHTPAJIU30BaHHOTO IUIAHUPOBAHUS OT IJIAHUPOBAHUS B PHIHOYHBIX YCIOBHUSX.
[lpuHnunel 1 MeToAbl IUIaHHpoBaHUsA. CuUcCTeMa IUIAHOB MPEANpPUSTUS CEpBUCA.
Otanbl pa3pabOTKU TUIaHA CEPBUCHOTO NPEANPUSITHS: aHATU3 HMCXOJHBIX MO3ULIUM
MpEANPUSATUS, OLICHKAa CUJIBHBIX U clalbix ctopoH npennpustus (SWOT-ananus),
pa3paboTKa ONTUMAJLHBIX IUIAHOB MPEANPUATUS (CTpaTerHuecKue, TOJTrOCPOUHbIE,
CpeIHECPOUHbIE, KPATKOCPOUHBIE aHbl). CTpyKTypa TEKYIIEro MiaHa NpeanpusTus
ctheps! yenyr. [InanupoBanue u3aepKeK U IeH Ha NPOIYKIHUIO TpeAnpUsITUil chepbl
cepBuca. llenooOpa3oBanue Ha yciyrd, padOThl, MNPOAYKIHIO CEPBUCHOTO
npeanpusitus.  [InmaHupoBanwe  (QUHAHCOBBIX  pPE3yJNbTATOB  JIESITEIBHOCTH
npeanpusataii  chepbl  cepBuca. OrleHKa AKOHOMHUYECKOHW  A(PEHEKTUBHOCTH
NEATeNIbHOCTU  CEPBUCHOrO  mpeanpusitus. I[lnaHupoBaHne WHBECTUIMOHHOU
NEATeNbHOCTU  TMPEANpPUATHS  CcepBUcCA. bH3HEC-INIAaHUPOBAHUE  JIESITEIBLHOCTH
npeanpusiTus cepsl cepBuca.

3. I'eorpadus cepBuca

CouunanbHo-reorpadguueckoe MpoCTPaHCTBO U TEPPUTOPHUAIIbHAS OpTraHU3aAIUS
CEpPBUCHOU JEATENIbHOCTH KaK MOCTyHaTelbHbIA mpoiecc. Kareropusi «peruoHa» u
MPUHIIUIBI COIUATTBHO-PKOHOMHYECKOTO PAaHOHUPOBAHUS B CEPBUCE. DKOHOMUYECKAs
WHTErpals B CEPBUCHOU JAESITENLHOCTH: CYIIHOCTb, MPEANOCHUIKU, MPEUMYIIECTBA,
(dopmbl. DakTOPEI, ONPEAETSIONINE YYacTUE CTPaHbl B Pa3AeiieHuu TpyAa U Pa3BUTHU
CEpBHUCHBIX MpoU3BOJCTB. (OCHOBHBIE HampaBjieHUs U (GOPMBl pPa3BUTHUSA
CHeIHaTU3allii CEPBUCHOTO MPOU3BOJICTBA. TEpPPUTOPUU C OCOOBIM SKOHOMHYECKUM
CTaTyCOM: OMBIT CO3/JaHUsl, IEJIU, 3HAUYCHHUE i Pa3BUTUS CEPBUCHBIX OTpacieil.
TpancnopTHasi cucTeMa CTpaHbl U €€ pOjJb B Pa3BUTUU CEPBUCHBIX MPOU3BOJICTB.
[IpupoaHo-pecypcHbIi MOTEHIIMAN CTPaHbl U Pa3BUTHUE CEPBUCHBIX MPOU3BOJICTB:
XapaKTepUCTUKA, TEHJEHUIHUH, PpOJib B COIMATBLHO-DKOHOMUYECKOM Pa3BUTHH.
['eorpadust MexayHApOTHOTO pbIHKA paOoOYeil CHIIbI, €r0 Pa3BUTHE U IMOCIEACTBUS
MUTPAIMOHHBIX MPOIECCOB JJisi MPOCTPAHCTBEHHOM OpraHU3allud CEPBUCHOM
NEATeNIbHOCTU U PACCENICHUs] B PErMOHE. 3aKOHOMEPHOCTH, MPUHIMIBI U (PAKTOPHI
pa3MeNIeHuss CEePBUCHBIX MPOU3BOJICTB M METOJBl OTPACIEBOTO IKOHOMUYECKOTO
000CHOBaHUSl pa3MEIIEHUsI CEPBHUCHOIO MPOMU3BOACTBA. DKOHOMUYECKHE PaNHOHBI
Poccun: mpuHIUIIBI pallOHUPOBAHUS, UX THUIOJOTU3AlMSA U 3aJa4yd PETMOHAIBHOTO
Pa3BUTHUS CEPBUCHOM AESATEILHOCTH.

4. MapKeTHHI B cepBHCe
CylHOCTh U LIeTd MAapKETUHTa CEPBUCHOU NeATellbHOCTH. OCHOBHBIE (DYHKIIUU
MapkeTuHra. Buael mapketuHra B cdepe yciayr. OCOOEHHOCTH MapKETHUHIA YCIYT.
MapkeTuHroBasi cpefia CEpBUCHOTO NpeanpusaTus. Muccus, BUICHUE U YHUKAJIbHOE
cepBUCHOE mpesoxkeHue. Pazpaborka HOBBIX yciyr. Ctaguu pa3pabOTKU yCIyrH B
cepBuce. JKu3HEHHBIN HUKI yCcIIyrd. MHCTpYMEHTHI U CpecTBa MPOABUKEHHUS yCIIYT.



Cuctembl ctumynupoBaHusi cObiTa. OrnpeneneHue CTpaTerud NPOJIBUKEHUS Ha
peiHKe. OCOOEHHOCTH TPOJBHXKEHUS YCIAYyT CEPBUCHBIX MPEANPUSITHN  Ha
MEXIYHapOJHBIX pbIHKaX. ToBapHas mapka B cepBuce. Mapounslii 3Hak. KauecTBo
MapouHoro ToBapa. CepBucHbiii Opena. CrocoObl oreHkn Openga. I[lupammma
IIEHHOCTEW cepBUCHOrO OpeHna. XapakTepuCTUKa MOTPEOUTENHCKOrO MOBECHUS Ha
peiHke yciyr. Ilpouiecc TpUHATHS — pelleHHsT O MOPUOOPETEHUHM  YCIYTH.
MapkeTuHroBoe HCCIeqOBaHUE B cepBuce. @OpMbl U METOJbl MapKETUHTOBOIO
uccnenoBanus. MccnenoBanue norpeduteneit yciyr. MccienoBanue KOHKYPEHTOB.
UccnepoBanne 1eH Ha yciyrd. BHYTpeHHUN MapKETUHI CEPBUCHOW KOMIIAHHM.
MapkeTUHIOBBIA TIOAXOJ K VYIPABICHUIO Kaapamu. MoTuBauus nepcoHasa
CEPBUCHOIO  NpEANpuiATHsA. TeppuTOpHaNbHBIA  MApKETUHI B  CEPBUCHOU
nearenbHocTH. CTpaTeruu MapKETHHTa TEPPUTOPUNM OKAa3aHUS CEPBUCHBIX YCIYT.

Nmumx  tepputopun B CEpPBUCHOU NESATENbHOCTH. MapkeTunronas
MPUBJIEKATEILHOCTD TEPPUTOPUH. MapkeTunr pa3BUTHUS CEpPBUCHOMU
UHPPACTPYKTYPHI.

5. MeHexKMEeHT B cepBHCe
Cnemuduka cepBuca kak o0ObekTa ymnpaBieHus. DYHKUUM YIPaBICHUS

(TuTaHupoBaHue, OpTraHU3alMU, MOTHUBAIUS M KOHTPOJIb). MeEToAbl yIpaBlICHUs
cepBUCHBbIM mpeanpustueM. [Ipunnunel 3¢pHEKTUBHOTO MEHEIKMEHTa CEpBHCa.
@dakTophl BHEIIHEW M BHYTPEHHEW cCpelbl CepBUCHOrO mnpeanpustus. [lonstue u
CYIIHOCTh CTPAaTETMYECKOrO YNPaBICHUS CEPBUCHBIM Mpenanpustuem. lloctpoeHue
OPraHu3allMOHHON CTPYKTYPhl CEPBUCHOTO MPEANPUATHS. BUIBI OpraHU3allMOHHBIX
CTpYKTyp ympaBieHuda. LleHTpanuszauuss W ACUCHTPAIM3ALUU  YIIPABICHUS.
Conepxxanue W BUAbBl YHOpaBICHUECKUX peuieHud. [IpuHsATHE ynpaBIeHUYECKHX
pemrennii. Ilponmecc KOMMYHUKAalUW B YHOPAaBICHUM CEPBUCHBIM MPEANPUITHEM.
Crpareruueckasi pojib yIpaBJ€HUsI UEOBEUECKUMU pecypcamu B cepe ceppuca.
BosgelictBue BHemHUX (AKTOPOB Ha yHOpaBIEHUE TMEPCOHAIIOM B CEpPBUCE.
CoBpeMeHHBbIE CIOCOOBI  opraHuzanuu Tpyaa. llpuBnedenue >ddekTuBHOrO
nepconana. Ilogbop W mNOAroToBKa MepcoHana. YMpaBleHHWE MEPCOHAIOM Ha
NpeANpUsSTUSIX HHAYCTpUU cepBuca. Pa3BuTue mnepcoHana u mpodeccuoHaIbHOE
oOyuenue. OpranuzanuoHHoe nopeaeHue. JInunocts u noseaeHue. [Ipupoaa u TUIBI
npodeccHoHANIBHBIX KOH(MIMKTOB. JlesTenTbHOCTh MEHEIKEpPOoB B cdepe cepBuca.
MacTtepcTBO MeEHEIKepa CEepBHUCHOM opraHu3anuu. CoaepkaHue UM BHUIbI
yIpaBlI€HYECKUX perieHuid. Mojenu NpuHSTHs yIpaBleHYeCKuX pelieHuil. Biusuue
JWUYHOCTH MEHEKEpPA HA MPOLECC MPUHATHS PEIICHUA B CEPBUCHOW OpraHU3allHM.
CymHOCTh ¥ BHIABI KOHTpOJs Kak (yHkuuu ynpasieHus. OcoOeHHOCTH
AHTHUKPU3UCHOTO MEHEIKMEHTAa CEPBUCHOM opraHu3auuu. OakTopbl BOSHUKHOBEHUS
KPU3UCHBIX CHUTyalldd W HEOXHUJAHHBIX COOBITUNA. YTIpaBlieHHE KPUZHCHBIMU
CUTyallUsIMU HA CEPBUCHOM NPENIPUATHH.



6. CoBpeMeHHBbIE TEXHOJIOTHH B CepBHCe

TexHuka W TEXHOJIOTMU B CEPBUCHOM Ou3Hece. TeXHHUUYECKOE OCHAIleHUe
COBpEeMEHHOro oduca cepBuUCHOM kommnanuu. OCHOBHbIE TpeOOBaHUA K oOducy
cepBUCHOM KoMmaHuM. WHpopMalMOHHO-CIIpaBOYHOE obOecreueHue oduca B
cepBuce. MarepuaibHO-TeXHUUYECKass 0a3a CEpPBUCHBIX TpeAnpustuil. CaHUTapHO-
TeXHUYECKHUe cuctembl. TexHomoruueckoe obopynoBanue. CepBUCHbBIE TEXHOJIOTUU U
dbopmbl  00ciyxkuBaHusg. WHpopMalmoHHbIE TEXHOJIOTUM B CEPBHCHOM OTpaciu.
Crpykrypa wuHGOPMALMOHHBIX TEeXHOJOTUM. (OCHOBHBIE TEHJCHIIMU Pa3BUTHUS
MH(QOPMAIIMOHHBIX TEXHOJIOTUM Ha PBIHKE OKa3aHWsl CEpPBUCHBIX ycnyr. CpenctBa
KOMMYHUKauu #  cBsisu. Knaccudukanuss cpenctB  oprrexHuku. CuCTEMBbI
aBTOMATH3alIUH JICJIOBBIX IIPOIIECCOB B CEPBUCHOM Ou3Hece. IHTepHET-TeXHOJIOTUH B
ceppuce. IlocraBmuku uHTEpHET-ycayr. WEB-callThl CEpBUCHBIX MPEANPUSITUN.
Pasmemenne nndopmanuu B untepuere. Knaccudukanus u cnenudurka cepBUCHBIX
MHTEPHET-MOPTaN0B. MyJIbTUMEIUNHBIE TEXHOJIOTHU. DIIEKTPOHHbBIE KaTaIOTH.
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