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OO6opoTHast cropoHa TUTYJIbHOTO Jucta PTI/]

1. PaGouas mporpamma TmepecMOTpeHa Ha 3acefaHuu JlemapraMeHTa Typu3Ma U TOCTEIIPUAMCTBA (PeaTn3yIomero
JTUCHWIUINHY) W YTBEpXKJCHA Ha 3aceJaHud JlemapTaMeHTa Typu3Ma U TOCTCIPHUHMCTBA (BBITYCKAFOIIETO

CTPYKTYPHOTO IO/IPa3/IeJICHNUs ), TPOTOKOI OT « » 202 r. Ne

2.Pabouas InporpaMma nepeCcMOTpeHa Ha 3aCCIJaHUUn I[enapTaMeHTa Typu3Ma U roCTeripuuMcTBa (peanmy}omero
J_'[I/ICIII/IHJ'H/IHy) U YTBCpXKJACHA Ha 3acCIaHUUn I[enapTaMeHTa TypusmMa H TOCTCHPUHNMCTBA (BBIHYCKaIOIIICFO

CTPYKTYPHOTO IO/Ipa3/IeICHNUs ), TPOTOKOI OT « » 202 r. Ne

3.Pabouas mporpamma mepecMOTpeHa Ha 3acefaHuu JlermapraMeHTa Typu3Ma U TOCTEIPUUMCTBA (PEaH3yIOMero
JTUCHWIUINHY) W YTBEpXKJCHA Ha 3aceJaHud JlemapTaMeHTa Typu3Ma M TOCTCIPHUHMCTBA (BBITYCKAFOIIETO

CTPYKTYPHOTO IO/Ipa3/IeICHNUs ), TPOTOKOII OT « » 202 r. Ne

4 Pabouas InporpaMma nepeCcMOTpeHa Ha 3aCCJaHUN I[enapTaMeHTa Typu3sMa U roCTeripuuMcTBa (peanmy}omero
J_'[I/ICIII/IHJ'H/IHy) N YTBCpXKJACHA Ha 3acCIaHUUn I[enapTaMeHTa TypusmMa H TOCTCHPUHUMCTBA (BBIHYCKaIOIIICFO

CTPYKTYPHOTO IO/IPa3/ICICHNUS ), TPOTOKOI OT « » 202 r. Ne

5.Pabouas InporpaMma nepeCcMoOTpeHa Ha 3aCCJaHUN I[enapTaMeHTa Typu3Ma U roCTeripuuMcTBa (peanmy}omero
J_'[I/ICIII/IHJ'II/IHy) U YTBCpXKJACHA Ha 3acCIaHUUn I[enapTaMeHTa TypusmMa H TOCTCHPUHNMCTBA (BBIHYCKaIOIIIGFO

CTPYKTYPHOTO IO/Ipa3/IeICHNUs ), TPOTOKOI OT « » 202 r. Ne




AHHOTAIUSA JUCIHIIJIHHBI

anaB.JIeHne roCT€éBbIM CEPBUCOM

OO01ast TpyI0EMKOCTh JUCHHUIUIMHBI COCTaBIsieT 3 3adeTHble eauHuiby 108
aKaJICMMYCCKUX 4YacoB. JSIBiaseTcS MUCHUINIMHON oO0s3atenbHON wactu OIl,
M3ydaeTrcss Ha 2 Kypce U 3aBEpIaeTcss DK3aMEHOM. YYEOHBIM IUIAaHOM
MPEAYCMOTPEHO TMPOBEJACHUE JIEKIIMOHHBIX 3aHiITUH B oObemMe 9 4acos,
MpaKkTUYeCKUX 18 4acoB, a Tak)Ke BBIJCICHBI YaChl HA CAMOCTOSITEIBHYIO padoTy

CTyAEHTA - 45 4acoB

SI3BIK peanmu3anuu: pycCcKumn

Hean: chopmupoBaTh TIIyOOKHE 3HAHUW, KOTOpPHIE IMO3BOJIAT HA OCHOBE
KOHCTPYHMPOBAHUS MPEIOJIaraéMoil peakuuyu noTpeouTesNs Npyu B3auMOJECHCTBUN
C TYpPUCTCKOM yCIyroil co3JaBaTb pPSAJ  BO3MOXKHBIX  PEIICHUW A
COBEpLICHCTBOBAaHUS KOMMYHMKAllMM MEXAY IOCTaBIIMKOM H IOJy4yaTeJaeM

YCIIyTH.

3agaum:

o cdopmupoBaTh 3HaHUS 00 OCHOBHBIX HAIPaBJICHUIX U TPEHAAX UHAYCTPUH
TypU3Ma;

o IPOAHAIU3UPOBATH CYUIECTBYIOIIHUE B3aUMOACUCTBUA MEXKIY aAKTOpPaMH
TYPUCTKOW MHAYCTPHUH, TPOEKTUPYS UX BO3MOMKHBIC HHTEPAKIIUH,

o cdopmupoBaTh 3HaHUS O HaOOpE TEXHUK, Oyarogapsi KOTOPbIM BO3MOXKHO
npeAcKa3aTh, KaKue BIICUATICHUS U KaKOW OMBIT MOJYYUT MOTPEOUTEIND
MIpU BBIOOPE U UCTIONB30BAHUU TYPUCTCKON YCIYTH;

e M3y4YuTh OTanbl (OPMHUPOBAHUS TOCTEBOIO CEPBUCA U MEXAHU3MOB
YIIPABJICHUS UM

o cdopmMupoBaTh 3HAHUS O MHUPOBON MPAKTUKE MCHOJb30BAHUS CEpPBUC-
nu3aiHa.

JIns ycnemHoro u3y4eHus: AUCHUILIMHBI Y 00YyYaroIluXcsl JTOKHBI OBbITh

chopMupoBaHbl cieaytoiue npenpaputenbHbie kKomnereHuu: OIIK-2 (Cnocoben



OCYUIECTBJIATh CTPATErHMYECKOE YIPABICHHE TYPUCTCKOM JESATENbHOCThIO Ha
pa3nuuHbIX ypoBHAX ynpasieHus), YK-1 (CriocobeH oCcylecTBIsATh KPUTUUECKUM
aHalIu3 NpPOOJIEMHBIX CUTyalluii HAa OCHOBE CHCTEMHOIO MOAXOAa, BhIpaOaThIBaTh
ctpareruto aeiicreuii), OIIK -4, (Cnocoben pa3pabarbiBaTh M BHEIPSTH
MapKETUHTOBBIE CTpaTerud W MpOrpaMmbl B cdepe Typu3Ma) MOJyYEHHBIE B
pe3ynbTaTe M3ydeHus AucUMIUIMH: Jlu3aiiH Typusma, Kputuueckoe U mpOeKTHOE
MbiliieHue, WHAycTpus Typu3sMa M TOCTEIPUUMCTBA: TEOpPUS M MPaKTHKA
(mepedncinTh), OOydYarOUIUHCS JOKEH OBbITh TOTOB K M3YYEHUIO TaKHUX
JTUCLUIUINH, Kak MeTonbl uccnenoBanus, [{ludpoBoit Typu3M U rocTENpUUMCTBO.
[Inanupyemble pe3yiabTaThl OOyYEHMs] MO JUCUUIUIMHE, COOTHECEHHBIE C
IUIAHUPYEMBIMU  pe3yjbTaTaMU  OCBOEHHUS  00pa30oBaTEIbHOM  IPOrpamMMBbl,
XapaKkTepu3yroT (OPMHUPOBAHUE CIHEAYIOIIUX KOMIETEHUUH, HWHAUKATOPOB

JOCTHKCHUS KOMIIETCHIINH:

HaumenoBanue | Kon 51 HanmeHnoBanue  moxasarensy
KaTeropuu HauMmeHoBaHue [Kon u HaUMEHOBAHUEGOIICHUBAHUS
(rpymibr) KOMIIETCHIIMM  [AHAUKATOpa JOCTHXEHUS|(pe3yiabTaTa 00y4eHUs
KOMIIETEHIIMI  |(pe3yibTaT KOMITETEHIIMH [0 TUCIUILIMHE)
OCBOCHUS)
OIIK-3.1. Pa3pabarbiBaet 3naer:
CHUCTEMBbI MEHEKMEHTA HallMOHAJIbHBIE u
KadgecTBa B COOTBECTCTBUU MCXKAYHApOIAHBIC
C HAIMOHAJIbHBIMU U CTaH1apThl KadecTBa
KauectBo MEXTyHAPOIHBIMU cdepsl Typu3ma
CTaHJapTaMH KayecTBa B Ymeer:
opranm3anusax chepsl pa3pabarbiBaTh CUCTEMBI
Typu3Ma MEHE/DKMEHTa KadyecTBa B
OIIK-3.
C 6 OpraHu3aIMsIX cdepsl
noc% €H Typu3Ma
azpabaTbIBaT
pasp OIIK-3.2. Bueapset Ywmeer:
b U BHEPATH
CHUCTEMBbI MEHEKMEHTA BHEJIPATH CHUCTEMBI
CHUCTEMBI & Ap
KauecTBa B JACSTEIBHOCTD MEHE/DKMEHTa KadyecTBa B
YIPaBJICHUS i b
opraHuzanuii cgepbl eATEIbHOCTh
KaueCTBOM P 1 P a . o
Typu3Ma OpraHu3alui chepsbl
YCIIyT B yp P I P
Typu3Ma
cdepe Typuzma
3Haer:
CHUCTEMBI MEHEKMEHTa
KauecTBa

OIIK-3.3.  Kourtponupyer | 3naer:

Ka4eCTBO OKa3aHWs YCIYyr B | TpeOOBaHHS HOPMATHBHO-
chepe  TypuszMa B | MPABOBBIX aKTOB,
COOTBETCTBUU ¢ | mpodeccuoHanbHBIX
TpeOOBaHUSIMU CTaHmaptoB, B  cdepe




HOPMAaTHUBHO-IIPABOBBIX
aKTOB, TPO(HECCHOHATBHBIX
CTaHJApTOB, a TaKXke C
y4eToM MHEHHUS
noTpeduTeneit u  JIpyrux
3aWHTEPECOBAHHBIX CTOPOH.

TypHU3Ma.
Ymeer:

KOHTPOJUPOBATh Ka4eCTBO
okazaHusi yciayr B cdepe
Typu3Ma B COOTBETCTBUHU C
TpeOOBaHUSIMU
HOPMAaTHUBHO-ITPABOBBIX
aKTOB, TPO(HECCHOHATBHBIX
CTaHIApTOB, a TaKXke C
YUETOM MHCHUS
norpeduTeneii u  apyrux
3aMHTEPECOBAHHBIX CTOPOH.




I. leau 1 3a7a4u OCBOCHHUS TUCHMIIIIMHBI:

Llens:
chopmupoBaTh TIIyOOKHE 3HAHUSA, KOTOpbIE€ TO3BOJAT HAa OCHOBE
KOHCTPYUPOBAHUSI MIPEINOIAraeMol peakiiuu MoTpeOuTeNsl MNPy B3aUMOACHCTBUM

C TYpPUCTCKOM  yCIyroil co3JaBaTb pPSAJ  BO3MOXKHBIX  PEIICHUW A

COBCPHICHCTBOBAHHA KOMMYHHUKAIIMKU MCKAY IMMOCTABHIMKOM HW II0JY4YaTCJICM

YCIIyTH.
3agauu:

. chopMupoBaTh 3HAHUSI 00 OCHOBHBIX HAINPaBICHUSIX U TPEHJAX UHIYCTPUHU

TypHU3Ma,;

. MPOAHAJIU3UPOBATh CYLIECTBYIOIIHME B3aUMOJECUCTBUS MEXKAY aKTOpaMH

TYPUCTKOW HHIYCTPUU, IPOEKTUPYS UX BO3MOKHBIE NHTEPAKLIUH,

. chopMHpoBaTh 3HaHUS O HAOOpe TEXHUK, Onarogapss KOTOPHIM BO3MOKHO
MpeacKa3aTh, KaKWe BIIEUATICHUS W KaKOW ONBIT MOJIYYUT HOTPEOUTENb NpHU
BBIOOpE U UCIOJb30BaHUHU TYPUCTCKOM yCIIyTH;

. U3YYUTh dTanbl (OPMHUPOBAHUSA TOCTEBOIO CEpPBUCA U MEXAHU3MOB
YIIPaBIICHHUS UM;

. chopMHpOBaTh 3HAHUA O MHPOBOM NpPaKTUKE MCIOJb30BAaHUS CEPBUC-
nu3aiHa.

OO01ast TpyJ0EMKOCTh JUCIMIUIMHBI COCTAaBIIsICT 3 3aueTHble enuHuiby/ 108
aKaJeMUYCCKUX 4YacoB. JSIBIgeTCs IMCHUIUIMHON oOs3arensHOil dacthm  OIl,
M3y4daeTcs Ha 2 Kypce M 3aBEpIIaeTCs oxk3ameHnom. JIUCIUIIMHA «YTIpaBieHUE
TOCTEBBIM CEPBUCOM» U3y4aeTCs MOCIE TaKUX IUCLHMUIUIMH KakK «/J{u3aliH Typusmay,
«Kputnueckoe u©  mpoekTHoe  MbluuieHne», «MHayctpua TypusmMa U
rOCTEIPUUMCTBA: TEOpUS M MpaKTUKa», U TOJArOTaBIMBAeT oOydaroumierocs K
M3YUYEHUIO TaKUX AUCLUIUIMH, Kak Metonbl uccnenosanus, [{ludposoil Typusm u
rOCTENPUUMCTBO.

Ob1enpodeccuoHanbHble KOMIETEHIMU CTYAECHTOB, WMHJIMUKATOPbl UX

OOCTUKCHUA U PC3YJIbTAThI O6Y‘I€HI/IH 10 AU CHUIIIINHE



HaumenoBanue | Kon 51 HanmeHnoBanue  moxasarensy
KaTeropuu HaumeHoBanune [Kon " HAaWMEHOBAHHUEOIICHUBAHUS
(rpymnmbr) KOMIIETCHIIMM  MHIUKATOpa JOCTIOKEHUS|(pe3yJibTaTa 00yueHus
KOMIIETEHIINA  |(pe3ysIbTar KOMIICTCHIIUN [0 TUCITUTLINHE)
OCBOCHUS)
OIIK-3.1. Pa3zpabaTbiBaeT 3Haer:
CHUCTEMbI MCHCIXKMCHTA HallMOHAJIbHBIC u
Ka4yeCTBa B COOTBETCTBUU MEKAYyHapOAHBIC
C HAIMOHAIBbHBIMU U CTaHapTHI KaqccTBa
KauectBo MEXTyHAPOTHBIMU cdepsl Typu3Ma
CTaHJapTaMy Ka4ecTBa B Ymeer:
OpraHU3aIusIX C(l)epH pa?)paGaTBIBaTL CUCTEMBbI
TypHA3Ma MCHEIKMCHTA KadycCTBaA B
OpraHM3alusIx cdepsl
Typu3Ma
OIIK-3.2. Bueapser Ywmeer:
CUCTEMBI MEHEDKMEHTA BHEPSITH CUCTEMBI
KauecTBa B JICSITEIBHOCTD MEHE/DKMEHTa KadyecTBa B
OIIK-3. opranu3anuii cdepol NEATENBHOCTD
Criocoben Typu3Ma OpraHu3anui cdepsl
paspabarbeIBaT TypH3Ma
b U BHCIAPATH 3Haer:
CUCTCMBI CUCTEMBI MEHEDKMEHTA
YIpaBJICHUA Ka4yeCcTBa
Ka9CCTBOM OIIK-3.3.  Kourtponupyer | 3naer:
yCIyT B Ka4yecTBO OKa3aHWs yCIOYT B | TpeOOBaHUS  HOPMATHBHO-
chepe TypusMa | cdepe  TypH3Ma B | IPABOBBIX aKTOB,
COOTBETCTBUU ¢ | mpodeccuoHanbHBIX
TpeOOBaHUSAMHU CTaHIapToB, B  cepe
HOPMAaTUBHO-TIPABOBBIX Typu3Ma.
aKTOB, TPO(ECCHOHATBHBIX | YMeeT:

CTaH/JapTOB, a TaKkKe ¢
YUETOM MHCHUS
norpeduTeneii u - apyrux
3aMHTEPECOBAHHBIX CTOPOH

KOHTPOJUPOBATh KayeCTBO
oKazaHusi yciayr B cdepe
Typu3Ma B COOTBETCTBUHU C
TpeOOBaHUSIMU
HOPMAaTHUBHO-ITPABOBBIX
aKTOB, TPO(HECCHOHATBHBIX
CTaH/JapTOB, a TaKKe ¢
YUETOM MHCHUS
norpeduTeneii u  apyrux
3aMHTEPECOBAHHBIX CTOPOH.

II. Tpyn0éMKOCTh IMCHUILIMHBI U BUAbI Y4€OHBIX 3AHATHH 110

AUCIHHUIIJINHE



OO6mast TpyI0EMKOCTh AUCIUIUIUHBI COCTaBIsAeT 3 3a4€THhIe equHUIlLI (108
aKaJIeMUYECKHX YaCOB)
Y4eOHBIM IJIaHOM TPEAYCMOTPEHO MPOBEACHUE JICKIIMOHHBIX 3aHATUA B
obbeme 9 uacos, npakTUdeckux 18 uacos, a TakkKe BBIJCICHBI Yachl Ha

CaMOCTOSITENIbHYIO pa0OTy CTYJIEHTA - 45 yacos

CrpyKTypa JUCHUIUIAHBL:

dopma 00yueHHs — OuHas

C KonmaecTBo 9acoB no BuaM y4eOHBIX
e 3aHATHHA U paOOTHI 00YYArOIIETOCs
HaumenoBanue pasnena M K Popwer .
Ne CIHITHHET e OHTD IIPOMEXYTOYHOU
c Jlexk | Jla6 | Ilp | OK* | CP 0J1b aTTecTaluu
T
p
Tema 1.Ilonatue «cepBuc»,
1 | HeoOXOIMMOCTB CepBHC- 3 1 2 5
nn3aiiHa
Tema 2. OueHka oXuiaHuit
roctsi. BoBneuenue rocreit B
2 TPOLIECC ONPEEIEHUS 3 2 4 10
LIEHHOCTEH CEpPBUCHOTO
o0Cy)KUBaHUS
3 Tema 3.CepBucHas cTpaTerus 1 3 ) 4 10
KyJbTypa B TOCTEIPUUMCTBE
Tema 4.
4 CepBUCOOPHEHTUPOBAHHBIE 3 1 2 5
COTPY,THUKH B TOCTEIIPUUMCTBE
5 Tema 5.CepBuc- nu3aiiy, 3 1 ) 5
MEHE/PKMEHT W KOMMYHHKaIIUS
6 Tema 6. [IpoBenenue ayura 3 1 > 5
CEPBHUCHOTO Ipoliecca
Tema 7. Koppextupyroliue
7 JeUCTBUS, yIy4dlleHue 3 1 ) 5
CepBHCa, BHEJPEHHE
HMHHOBAIM
Hroro: 9 18 45 36 OK3aMeH

III. CTPYKTYPA U COJAEP)KAHUE TEOPETUYECKON YACTU KYPCA
Tema 1. [lonsaTHE «cEPBUC», HEOOXOAMMOCTH CEPBUC-AM3AMHA

[TonsiTue cepBuca, [Ba TWMA cepBUCA (CEPBHUC KaK HEOCS3aeMbI MPOAYKT H
CEpBUC Kak TPOIIECC), CEPBUCHBIC OINEpaIluh, CEPBUCHOE OOCTYKUBaHHUE. Service
supply chain. CepBuc kak nHTepakTUBHBIN nporiecc. Teopust cepuca-Unified Service
Theory. Heo6xonumocTs cepBuc-au3aiiHa.
Tema 2. Ouenka okuaanuii rocrsi. Bojieuenue rocreit B mpouecc onpeaejaeHust
LHEHHOCTel CepBHUCHOIO 00CTy:KUBAHUS



ITomonts OT rocTel B BBICTpanBaHUU cepBrca. CTpaTerus BOBICYEHHs TOCTEN B
MPOLIECC OMNPENETECHUs] LEHHOCTEH CEepBUCHOrO oOcmyxuBaHus. OOmme uenu.
JlostnbHOCTB, YCTOMYMBOCTh. OnpeesieHne 3JIEMEHTOB CEpBUCA, BaKHBIX JUIS TOCTSL.
PNC nuarpamMa B mpe3eHTalUMM LEHHOCTEH, aHanu3 JaHHbIX. OmnpeneneHue poiu
notpeduTeis (MOCTaBIIUK, paboToAaTe b, KOHKYPEHT U TN).

Tema 3. CepBucHas cTpaTrerusi ¥ KyJabTypa B FOCTENIPMUMCTBE

[IpenocraBnenust cepBHCa, OTBEYAIOLIETO OXHUAAHUAM rocTs. OpueHTarms
cTparernd Ha 3X KJIIOYEBBIX KUTa YJOBJIETBOPEHMs OXuAaHus rocts. Paspaborka
CEPBUCHOM CTPATETUU.

OmnpeneneHne W BBICTpAUMBAaHHUE CEPBUCHOW KyJbTypbl. KymbTypa wu
okpy>keHre. OCHOBHBIE 3JIEMEHThI KYJbTYpbl (Tpaaulvy, Bepa, AOBEpHUE, LIEHHOCTH,
HOopMbl). KoMMyHUKalMsg B cepBUCHOW KynbType. [IpuHIUIBI CEpBUCHOIN KYIBTYpHI
TOCTENIPUMMCTBA: HEOOXOAUMOCTH JIUepa, HEOOXOAUMOCTh KYJIbTYpbl. BO3MOXHOCTD
MU3MEHEHUS KyJIbTypbl OpraHU3aLuH.

Tema 4. CepBucOOpHEHTHPOBAHHBIC COTPYAHUKH B FOCTENPUIMCTBE

[louck W HaeM CEpBUCHOOPHEHTHPOBAHHBIX COTPYIHHUKOB. BkimroueHue
COTPYIHUKOB B TpOLIECC IUIaHUpOBaHUs. TekydecTs KaJapoB. OnpeneneHue Tydiimx
COTPYIHUKOB C TOYKH 3pEHMsI OPraHU3allii U PE0CTaBICHUS CEpPBHCA.

OOyueHne COTpyJHMKOB M MOTHBauuMs. Pa3paboTka mporpamMmbl OOydeHHE.
Pa3Butue nepconana. Itrka u 6uzHec. ClI0)KHOCTH 00yUEHUS ITepCcCoHAIa.

Tema S. CepBuc- 1M3aiiH, MEHE)KMEHT M KOMMYHHMKALIUS

VY4er ynpaBiieHU€CKUX OCOOEHHOCTEHN B 3aBUCUMOCTH OT PETHOHA U KYJIbTYPBI.
[InaHupoBaHue, opraHu3alysi U KOHTPOJIb CEPBHCHOIO MpOILEcca M €ro JOCTaBKU
KOHEYHOMY NOTPEOUTEITIO.

VYnpaBneHuecKkue NPUHLMIBI B TOCTENPUMMCTBE: MPUHLMI — OXKHUIAHUS,
CEpPBUCHBIE LIECHHOCTH.

Nudopmanuss ¥ cepBUCHBIA MPOAYKT, UH(pOpMALMsi M CEPBUCHBIA MpOLIECC,
MH(pOPMALIUS U TIPOLIECC JOCTABKH.

Tema 6. [IpoBeeHue ayauTa CEpBUCHOIO NMpouecca

TexHonoruss 1 MeToAbl OLIEHKM KauecTBa cepBuca. OLEHKa cepBHca IOCHe
npefoctapnenuss  ycayrd. IloarotoBka K cepBucHoMy ayauty. [IpoBenenue
CEpBUCHOTO ayauTa Mo Immaram ( l-olleHKa Mpolecca, 2- OMpPEesICHUE IIEHHBIX
CEPBUCHBIX JIEMEHTOB, 3- OIpe/Ie/IeHUE MPOOIEMHBIX CEPBUCHBIX SJIEMEHTOB )

Pabora ¢ oOpatHoli cBsi3bto moTpeOuTeneil. Pa3paboTka cuctemMbl 0OpaTHOM
CBSI3U OT motpedureneid u corpyaHukoB. Kanamel oOpatHOM cBs3u. COop M aHAIU3
MH(POPMALIUY.

Tema 7. Koppekrupymomue aeiicTBUsi, YJy4YlIeHHE CEPBHCA, BHeIpPEHHE
HMHHOBAIUM



VYiIydieHus: 10 HANpaBJICHUSM: CTpaTerws, IepcoHan, cuctema. OrieHKa
Oyayumx Bo3MokHOCTeH. Pabora ¢ mpobiemamu, 0003HAYEHHBIMH TMOTpEOUTEIEM
ycinyru. Peopranuszanusi cepBUCHOM cucteMbl. CUCTeéMa BHEIPEHHSI CEPBUCHBIX
MHHOBAIIUAM.

IV. CTPYKTYPA U COJAEP KAHUE NIPAKTUYECKON YACTU KYPCA
IHNPAKTHUYECKUE 3AHATUSA

IMPAKTUYECKOE 3AHSITHE 1.
[TonsiTne «cepBUC», HEOOXOIUMOCTh CEPBUC-IN3aHA

1. Consider the formula presented:
service product + service environment + service delivery system = guest
experience

a. Although all parts are important, do you think these three types of
organizations—a hotel, a restaurant, and an airline—would tend to
place a different emphasis on the three parts in providing the total
guest experience?

b. If product + environment + delivery system = 100%, how would the
hotel, res- taurant, and airline divide up their emphasis? Or, how
would these organization types rank the three parts of the guest
experience in order of emphasis?

2. Imagine that a Rolex watch, a RadioShack watch, an Eagle Mirado #2
pencil, and a Cross fountain pen are sitting on a table in front of you. Which
item 1s highest in quality, and which is lowest in quality?

3. These standard rooms are available in your locality: the Ritz-Carlton Hotel
($450 per night), a Holiday Inn ($150), a No-Tell Motel ($59.95), and a
YMCA or YWCA. Which room is highest in quality, and which is lowest in
quality?

4. Consider the examples in questions 2 and 3 in terms of value. Under what
circum- stances can quality be high and value low? Value high and quality
low?

5. A guest experience is a service, and that services are largely intangible.
Think of a somewhat expensive guest experience you have had. What tangi-
bles did the organization use to make you feel that your intangible
experience was worth the money you paid?

6. Reflect on a recent, enjoyable guest experience and on a disappointing guest
experience. A. What were the significant events, the moments of truth,
during each experience? B. How did they contribute to your enjoyment or



9.

disappointment? C. How do they relate to managing the guest experience in
hospitality organizations?

. There are some general statements about how people form their expecta-

tions for guest experiences.

a. How do those statements match up with the way you personally form
your expectations for a new upcoming experience?

b. If you are going for a repeat experience, would your expectations be
based totally on previous experiences?

c. If you were a hospitality manager, what level and type of expectations
would you want to create in your guests, and how would you try to
create them?

d. How would you take into account the fact that some guests are new,
some are repeaters, and you may not know which are which?

. You are probably familiar with the expression “too much of a good thing.”

In the hospitality setting, that would describe over-delivering the service
guests have come to receive. A. How much service is too much service?
Have you ever experienced excessive service? B. How does a hospitality
manager ensure that guest expectations are met or exceeded without going
overboard?

How is service quality related to guest satisfaction?

10. Pemienue 3aay ( Keic-CTau, TECTHI).

INPAKTHYECKOE 3AHATHE 2.
Onenka oxxuaHui rocts. BoBiieueHne roctel B mpouecc ONpeacsieHusl IEHHOCTEN

CEPBUCHOTO OOCITYKUBAHUS

1.

.You are about to start your own restaurant and need to articulate a strategic
plan. Think of five key decisions you need to make, and tell how you will
make them.

. List a few necessary core competencies for successfully operating a fast-

food restaurant versus a fine-dining restaurant versus a casual-dining
restaurant.

A. Why are these competencies core?

B. Why do they differ from one type of restaurant to another?

. How does knowing key drivers help a manager meet guest expectations in a

guest experience?

. Think about kids in junior high school today; they will be part of

tomorrow’s work- force and customer base. What management and guest-
service changes will hospitality organizations have to make if they want to
succeed with these future employees and customers?



5. Think of a hospitality organization that you are familiar with.

A. What seem to be the key drivers of the guests in its target
market?

B. How do these key drivers influence how the organization
operates?

C. How should they influence how that organization operates?

6. Think of a product, service, or brand to which you are loyal. Why are you
loyal to that product, service, or brand? What did the organization do to
acquire your loyalty, and what has it done to maintain it? Based on the
reasons for your loyalty, what one piece of advice would you give to future
hospitality managers?

7. How do you define service? What are the components of good and bad
service? Which components of bad service are due to not getting something that
you expected or wanted but don’t get?

IMPAKTUYECKOE 3AHSITHE 3.

CepBucHas cTpaterus U KyJbTypa B TOCTEIPUUMCTBE

1. Why is it important to check the delivery system first before checking to see
whether employees are to blame for service failures?

2. Recall two types of hospitality organizations with which you are familiar.

A. What people and nonpeople parts of each organization’s
service delivery system can you see? Not see?

B. What steps does each organization take to ensure that you
cannot see certain parts of the delivery system, and why does
it take those steps?

C. Are any parts of these two organizations’ service delivery
systems (e.g., the frontline server) more important than other
parts? Or are all equally important because a service delivery
system is only as strong as its weakest link?

3. If you opened a new restaurant, would you bother to blueprint your service
delivery system? Why or why not?

8. If you did a blueprint, would you show it to your employees and discuss it
with them, which would take time and cost money, or simply teach them
their jobs on a need-to-know basis? Or would you leave it up to them
whether they studied the blueprint or not?

9. The chapter referred to a service blueprint for a frontline bank employee that
covered thirty-six 11-by-18 pages. How long would your restaurant
blueprint be? Compare the relative usefulness of your blueprint with the
bank-employee blueprint.



4. You have been asked to manage a local music festival.

A. How would a PERT/CPM chart help you do this?

B. What would its essential elements, the individual circles in
the chart, be?

C. What would your PERT/CPM chart look like? Sketch it out,

indicating the critical path.
10.Describe several situations in which hospitality managers could use cross-
functional project and matrix teams to improve the quality and/or value of
the guest experience.
11.Providing a wow service and preventing service problems are two sides of
the same coin. Discuss.
12.Pemenue 3aaa4 (TeCThl, KeC-CTaIN)

IMPAKTUYECKOE 3AHSITHE 4.
CepBHCOOPHEHTHPOBAHHBIE COTPYIHUKH B rOCTENPUUMCTBe (

1. Virtually all organizations give their employees some training.

1. “Training frontline employees is more important to hospitality
organizations than to manufacturing organizations, because hospitality
employees are dealing with people, not widgets.” Do you agree or
disagree? Discuss.

2. How can organizations try to find out if the training they provided
was effective? Can they ever be sure?

2. How should a training program for fine dining and casual dining waitstaff be
different?

3. Match several of ttraining types to employee types and job types. For
example, which techniques described in the chapter might be most effective
with restaurant servers? Ride operators at a theme park? Agents at an
information booth on a cruise ship?

I. How do you like to be trained or instructed? Which method or
methods work best for you, and why?

2. If the class shares responses to that last question, how do you account
for the differences among students?

C. How does all that relate to managing the guest experience in hospitality
organizations?

5. What does it mean to develop employees anyway? Why is it particularly
important to develop employees in hospitality organizations?

6. Some types of hospitality organizations typically experience (and accept) a
high rate of entry-level employee turnover. Do you think these organizations
should develop their entry-level employees to reduce turnover? Or would



they simply be spending money to develop employees who will be moving
on anyway, possibly to competitors?
7. Pemenwue 3amay ( KeHc-CTaau, TECTHI).

INPAKTUYECKOE 3AHSTHE 5.
CepBuc- 1u3aiiH, MEHE)KMEHT U KOMMYHHMKALMS

1.

Name some ways or situations in which guest involvement in the co-
production of a restaurant experience can be useful to the organization.

A. Name some ways in which it can be useful to the restaurant guest.

B. What KSAs should restaurant guests have to be successful co-producers?
C. “Train them if they need it; motivate them if they need it; and keep it
simple, undemanding.” Would that formula promote successful guest co-
production?

. Name some ways or situations in which guest involvement in the co-

production of a restaurant experience would not be useful or might be
harmful to the organization.

A. When might co-production in a restaurant not be useful to guests? When
might it be harmful?

B. What can the organization do to discourage co-production in those
situations?

. Suggest some ways in which a restaurant, a hotel, a theme park, a tour bus,

and a travel agent might achieve a higher level of guest co-production that
would benefit both the organization and the guest. Was it more difficult to
apply the co-production idea to some of those hospitality or hospitality-
related organizations than to others? If so, why?

. Under what circumstances do you think the organization is justified in firing

a guest? Think of a hospitality situation in which you would almost but not
quite fire a guest. See whether your classmates agree with you or whether
they would fire the guest.

. Some hospitality authors suggest that guests should be managed as if they

were quasi- employees.

A. Who do you suppose these authors think should do this managing?
B. Whoever these managers are, should they be selected differently for their
jobs

because of the type of “management responsibilities” their jobs will entail?
C. Should they be trained differently?

Pemenue 3amay (TecThl, KeHc-cTaan)

INPAKTHYECKOE 3AHATHE 6.



IIpoBenenue ayaura cepBUCHOIO Mpouecca

1.

Is it critically important for hospitality organizations to measure how
satisfied guests are with service quality and value? Or is it sometimes
sufficient for organizations sim- ply to offer the best service they can and
hope for the best?

Regarding the strengths and weaknesses of different methods for measuring
service quality:

What are the strengths and weaknesses of managerial observation?

What are the strengths and weaknesses of guest comment cards?

. Why is the comment card technique used so frequently in spite of its

weaknesses?

. What provisions would you expect to find in a typical service guarantee for a

restaurant?
What are the advantages and disadvantages to restaurants of offering such a
guarantee?

. How might the service guarantees of a quick-serve restaurant and a fine-

dining restaurant differ?

. Why would a hotel be more apt to use a guarantee than a restaurant, or a res-

taurant than a hotel? Do the restaurants with which you are familiar have
guarantees?

10.What are the advantages and disadvantages to hospitality organizations of

mystery shoppers? In which types of hospitality organizations do you think
mystery shoppers would be most and least effective?

11.To what extent should managers use a cost/benefit analysis when trying to

determine which techniques to use to measure the guest’s perception of the
guest experience’s quality and value?

NPAKTUYECKOE 3AHATHUE 7.
. KoppexTupymoummue geiicTBus, yjay4llleHHe CePBUCA, BHEAPeHHe HHHOBAIIUI

1.

1.
2.

Recall a service failure during a guest experience of your own.

Describe the failure and your reaction to it.

Describe the organization’s response to the failure. Did your reaction to the
failure seem to affect the organizational response?

As a result of what happened, how do you feel about this organization now?
If you were not completely satisfied, what could the organization have done
to satisfy you and perhaps cause you to be even more loyal to the
organization than before?

If you ran a hospitality organization, how would you plan to recover from



failure?

5. Would you give employees a list of common failures and their
corresponding acceptable recovery strategies, or would you empower
employees to use what- ever recovery strategies they saw fit? Or both?

6. Would you try to quick-fix problems immediately or look for longer-term
solutions that might prevent future problems?

7. What would be the characteristics of your service-recovery plan?

8. One hospitality leader instructs employees to keep offering successively
more significant remedies to failure until the guest smiles, then stop. Discuss
this strategy.

9. Many service failures occurring during guest experiences at a hotel or at a
restaurant can be predicted and fixed. Name two problems that a hotel and a
restaurant probably cannot fix. What should the managers do if those
failures occur?

10.A guest in your organization starts an argument with another guest who has
tried to cut into a waiting line. A. Is this a service failure? If so, who or what
failed? What should you as a man- ager do? B. If, rather than starting an
argument, the first guest punches the second guest, what should you as a
manager do?

11.Do you believe that a complaint is “a gift” from the complaining customer to
the or- ganization? If you have complained to organizations, has the reaction
suggested that they believe you are presenting them with a gift?

12.According to this chapter, some experts suggest that apologizing for failures
of which the guest may not even be aware might be a good idea. Do you
agree?

6. Pemenue 3amau (TecThl, KeMC-CTAIN)

V. KOHTPOJIb JOCTUKEHUS LHEJEN KYPCA

OneHo4HbIE cpencTBa *

No KouTpoaupyemslie Kon n HaumeHnoBanue PesynbraTel 00ydeHUs TEeKYIIUH MPOMEXKYTO
/T pa3aensl / TeMBI MHIWKATOpa JOCTHXKCHUS KOHTpPOJIb qHas

JUCIHIIITHBI arTecTauus
1 Tewma 1.Ilonstne OIIK-3.1. PaspabarsiBaer 3HaeT HAlUOHAILHBIE H ov1

«CEPBHUCY, CHCTEMBI MEHEIKMEHTA MEXKIyHapOAHbIE ITP11

HEOOXOIUMOCTD KayecTBa B COOTBETCTBUU CTaHAapThI KadecTBa

CepBUC-IU3aiiHa

Tewma 2. Onenka
OKUJAHUH TOCTS.

BoBneuenue rocreii B

C HaI[MOHAJBHBIMH U
MEXIYHApOAHBIMHU
CTaHAAapTaMH KauecTBa B
OopraHu3alusx chepsl
TypHU3Ma

cdepsl Typu3zMa

3¥meer paspabarbhiBaTh
CHCTEMBl MEHEDKMEHTa
KadyecTBa B
opraHmzanusx  cgepsl
TypHU3Ma




MIPOLIECC OIPeACICHUS
LIEHHOCTE!
CEpBUCHOTO
00CITy)KUBaHUSL

Tema 5.CepBuc-
JT3aiTH, MCHEDKMEHT

1 KOMMYHUKaIISI

Tema 3.CepBucHast Ymeer BHEJPSATH ov1

CTparTerus 1 KyJIbTypa B CHUCTEMBI MEHEIKMEHTA I1P11

TOCTENPHUIMCTBE KagccTBa B
JeSTETbHOCTD

OIIK-3.2. Buenpsier opraHu3anuil cepsl

Tema 4. CHCTEMBI MEHEPKMEHTA Typu3Ma

CepBHCOOPHEHTHPOBAH | KauecTBa B IESTEIBHOCTh 3HaeT CHCTEMBI

HBIC COTPYHUKH B OpraHusaumii chepet MEHE/UKMEHTA KauecTBa

TOCTEIIPUUMCTBE Typusma

Tema 5.CepBuc-

JU3aiH, MEHEPKMEHT

1 KOMMYHUKaIISI
3Haet TpeOOBaHUS ov1
HOPMAaTUBHO-IIPABOBBIX P11

Tema 6. [IpoBenenue
ayJUTa CCpBUCHOTO
Tporecca

Tema 7
Koppextupyromue
JIEUCTBUS, YIyUllleHHuE
cepBuCa, BHEJIPEHUE
WHHOBAIUH

aKTOB,

poheCCHOHATHHBIX
cTaHmaproB, B  cdepe
OIIK-3.3. Kontponupyet Typusma.

Ka4eCTBO OKa3aHHs YCIyT B
cdepe TypusMa B
COOTBETCTBHUH C
TpeOOBaHUAMU
HOPMAaTHUBHO-TIPABOBBIX
aKTOB, MPO(eCCHOHATBHBIX
CTaHIIaPTOB, & TAKXKE C
Y4ETOM MHEHUSI
HOTpeOuTeNeH U IPYrux

3aUHTCPECOBAHHBIX CTOPOH.

YMeeT KOHTPOJIHPOBATh
Ka4eCTBO OKa3aHHs YCIyT
B chepe Typusma B
COOTBETCTBHUH C
TpeOOBaHUAMU
HOPMAaTHBHO-IIPABOBBIX
aKTOB,
poheCCHOHATHHBIX
CTaHIIAPTOB, & TAKXKE C
Y4ETOM MHEHUSI
MOTpeOuTENeH U NPYrux
3aHHTEPECOBAHHBIX
CTOPOH.

JK3aMeH

I1P-1

V. YYEBHO-METOANYECKOE OBECIIEYEHHE
CAMOCTOSTEJIBHON PABOTHI OBYYAIOIIUXCS

CamocTtosiTenbHass paboTa ompeaessieTcss Kak WHAUBHUIyajdbHas WU
KOJUIEKTUBHAs yueOHasi NeATeIbHOCTb, OCYLIECTBIsIeMas 0e3 HEeNOCPEICTBEHHOIO
PYKOBOJACTBA MHeAarora, HO N0 €ro 3aJaHusM M TOJ €ro KOHTPOJIEM.

CamocTosTenbHas pa60Ta — OJTO IIO3HaBaTCJIbHAaA y‘-IC6H3.51 ACATCIBHOCTDb, KOrga



ITOCJIEA0BATEIBHOCTD MBIIUICHUS! CTYJIEHTA, €r0 YMCTBEHHBIX M IPAKTUYECKHUX
omnepanyi U JEUCTBUN 3aBUCUT U ONPEACIISAETCS CAMUM CTYIECHTOM.

CamocrosiTenbHass ~ paboTa  CTYJEHTOB  CHOCOOCTBYET  pPa3BUTHIO
CaMOCTOSITEJIBHOCTH, OTBETCTBEHHOCTM M  OPraHU30BAHHOCTH, TBOPYECKOIO
MOAXO0/a K PELIEHUI0 MpodiieM yd4eOHOTro M Npo(ecCHOHAIbHOTO YpPOBHS, YTO B
WUTOT€ TPHUBOJMUT K PAa3BUTHIO HABBIKA CAMOCTOSITENBHOTO IUIAHUPOBAHUA U
peanu3anuu AesTEIbHOCTH.

[leapr0 camMoCTOSATENBHOM pabOTBl CTYACHTOB SIBJISIETCS  OBJAJACHHE
HEO0OXOAMMBIMH KOMIETEHIUSIMU [0 CBOEMY HAINPABIEHUIO MOJATOTOBKH, OMBITOM
TBOPUYECKOU U UCCIIEA0BATEIBCKON ACATEIBHOCTH.

®opMBbI CaMOCTOATEIBHON pabOTHI CTYIEHTOB:

- paboTa C OCHOBHOW U JOINOJHUTENIbHOM juTepatypoi, WHTepHer
pecypcamu;

- CaMOCTOATEJIBHOE  O3HAKOMJIEHME C  JIEKIIMOHHBIM  MAaTEpHAJIOM,
MIPEACTABICHHBIM Ha 3JIEKTPOHHBIX HOCHUTENSAX, B OMOIMOTEKE 00pa30BaTEIbHOIO
YUPEKICHHUS;

- IOJITOTOBKA pe(epaTUBHBIX 0030pOB UCTOYHUKOB MEPUOANUECKON NeUaTH,
OTOPHBIX KOHCIIEKTOB, 3apaHEE ONPEACIECHHBIX PENOIaBaTENEM;

- MOUCK HMH(OpMalUUU MO TEME, C MOCIEIYIOUUM €€ MPEJCTAaBICHUEM B
ayIUTOpHH B popMe TOKIaAa, IPE3CHTALINIT;

- IOATOTOBKA K BBIMOJHEHUIO ayAUTOPHBIX KOHTPOJBHBIX padoT;

- BBIIIOJIHEHHUE IOMAITHUX KOHTPOJIBHBIX padoT;

- BBITNIOJIHEHUE TECTOBBIX 3aJaHUM, PEIIEHUE 3a/1a4;

- COCTaBIICHUE KPOCCBOPIOB, CXEM;

- IOATOTOBKA COOOIIEHUH K BBICTYIUICHUIO HA CEMUHAPE, KOHPEPEHIINH;

- 3aII0JIHEHUE paboyel TeTpaau;

- HalKMCaHMe 3¢ce, KypcoBOM paboThI;

- IOJATOTOBKA K JICJIOBBIM U POJIEBBIM UIPAM;

- COCTaBIICHUE PE3IOME;

- IOATrOTOBKA K 3a4€TaM H 3K3aMCHaM,



- Jpyru€ BHIABl JEATEIBHOCTH, OpPraHU3yEMbIE U OCYILIECTBISEMbIC

00pa3oBaTEIbLHBIM YUPEKICHUEM U OpraHaMU CTYJICHUYECKOTO CaMOYIPaBICHUS.
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VIII. METOAUYECKHUE YKA3AHMUA 110 OCBOEHUIO JTUCIHUAIIJIMHBI
YIPABJIEHUME 'OCTEBBIM CEPBUCOM

VYcnemHoe OCBOEHHWE JUCHUIUIMHBI MPEANoJiaraeT akTUBHYIO paboTy
CTYyJICHTOB Ha BCEX 3aHATUAX ayJIUTOPHOU (OpPMBI: JEKIUSAX W MpPaKTUKaX,
BBINIOJIHEHUE ATTECTALMOHHBIX MEPONIPUATUN. B mponecce n3ydeHust TUCUUTIINHBI
CTyJICHTY HEOOXOJIUMO OpUEHTHUPOBAThCA Ha MPOPA0OTKY  JIEKIIMOHHOTO
Marepuana, NOArOTOBKY K MPAKTUYECKUM 3aHATHUSAM, BBIIIOJIHEHUE KOHTPOJIbHBIX U
TBOPYECKHUX padoT.

OcBoeHHE AUCHUIUIMHBI «YTPaBIECHUE TOCTEBBIM CEPBHUCOMY MPEAIONAract
PEUTHHIOBYIO CHUCTEMY OLIEHKH 3HAaHUM CTYIEHTOB M IIPEAYyCMATPUBAET CO
CTOPOHBI TMPENOAABATENS TEKYUIUM KOHTPOJIb 34 MOCEIIEHUEM CTYJIEHTaMU
JIEKIMM, TIOATOTOBKOM UM  BBINIOJHEHUMEM BCEX IPAKTUYECKHUX  3aJIaHUU,
BBITIOJTHEHHUEM BCEX BUJIOB CAMOCTOSATEIILHON paOOTHI.

[IpomexxyTouHOM arrecTauverd N0 IUCUUIUIMHE «YIPABICHUE T'OCTEBBIM
CEPBUCOMY» SIBJISICTCS DK3aMEH.

CTyneHT cuuTaeTcs AaTTeCTOBAHHBIM 10 JUCHUIUIMHE TPH  YCIOBUU
BBITIOJTHEHUSI BCEX BHUJIOB TEKYIIETO KOHTPOJS W CaMOCTOATEIbHOM paloThl,
MPEAYyCMOTPEHHBIX YUYEOHOU MpOorpaMMoii.

[Ixana oneHuBaHusi cPOPMUPOBAHHOCTH OOPA30BATEIbHBIX PE3YJbTATOB IO
JTUCLUIUINHE TpesicTaBieHa B pone oneHouHbix cpencts (DOC).

IX. MATEPUAJBHO-TEXHMYECKOE OBECIIEYEHUE
JTUCLHUATIIAHBI

Y4eOHbIE 3aHATHS 10 JWCIWIUIMHE TMPOBOIATCS B  IMOMEHICHUSX,
OCHAII[EHHBIX COOTBETCTBYIOIIAM o0opy0BaHUEM 51 IPOTrPaMMHBIM
oOecIreueHueM.

[lepedyerp MaTepHATBHO-TEXHUYECKOTO M TPOTPAMMHOTO 00€CTICUCHUS
JTUCITUTUTHHBI TIPUBEICH B TAOJIHIIC.



MaTepI/laJILHO-TEX}[I/IquKOC U NIporpaMmmMHoe o0ecrneyeHue JAUCHHUIIIMHBI

HaumeHoBaHue crieliiaabHBIX
MMOMEIIEHUIN U TOMEIICHUI
JUTSL CAMOCTOSITeIIbHON paOOThI

OCHAIIIEHHOCTD
CHEIUAJIBHBIX MOMEIIEHHI
M TIOMEIICHUM
JUISL CAMOCTOSITEIIbHON pa0OThI

IepedeHs TUIIEH3UOHHOTO
MPOrpaMMHOT0 00ecrieueHUsl.
PeKkBHU3HTHI TIOATBEPIKAAIOIIETO
JIOKYMEHTa

JlekunoHHas ayauTOpusl U3
ayauTopHoro ¢oHza kopiyca G ¢
MYJIbTHMEHAHBIM
000pyTOBaHUEM

JleknmoHHast ayAUTOPHUS C
MYJIbTUMEIMHHBIM
00opymoBaHHEM

Microsoft Power Point,
[Maker nporpamm Office

X. ®OHIAbI OHEHOYHBIX CPEACTB
@OHBI OLIEHOYHBIX CPEACTB IIPEACTABIICHBI B IIPUIOKECHUU.




