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1. OMMUC HABYAJBHOI JUCLMUILITHA

HajimenyBaHHs
NMOKAa3HUKIB

PO3HOI[i.TI roamH 3a HaAaBYaJbHHUM IIJIAHOM

Jlenna popma
Hasuanus

3aounHa ¢opma
HABYaHHS

Kinbkicts kpeautiB EKTC — 4/4

Pik miaroroBku:

3arajnpHa KUIbKiCTh Toaud — 120/120

KinbkicTs MOyI1iB —2

CemecTp:

TwxHEeBUX roaguH
Ui IeHHoi ¢opmu HaB4aHHS: 7,0

ayauropHux —42 roa /12 ron
caMocTiifHO1 pob6oTtu ctynenTa — 78/108

3.¢.H.

1HIMBITyanbHa poboTa — T0oA

Jlexmii:

22

[IpakTuHi (ceMiHapChKi):

20

Bwu miicyMKOBOTO KOHTPOJTIO:
3aJiK

[HnuBiyanbHi:

dopma MiICyMKOBOTO KOHTPOJIIO: YCHe
ONUTYBAHHA

CamocriitHa poboTa:

78

108




2. META HABYAJIBHOI JUCHUILITHA

MeToro BUBUYEHHS HaBYaIbHOI AUCIUILUTIHU «CepBicosioris (aHIIilcbK0I MOBOK)» €
3a0e3MeYnTH 3arajibHy TEOPETUYHY Ta MPAKTUYHY MiJrOTOBKY MAariCTpaHTIB CHelialbHOCTI
«["oTenpHO-pecTOpaHHa CIpaBay, sika CIyTyBaTUME OCHOBOIO IS BpaXyBaHHS Ta BUKOPUCTAHHS
3aKOHOMIPHOCTEW iXHBOI MPOQECiiftHOT AISUTFHOCTI Ta MiIBUIICHHS €()EKTUBHOCTI MPAKTUYHOT
pobotu. MeTor Kypcy Takoxk € (opMyBaHHS y CTYACHTIB KOMIUIEKCY 3HaHb Ta YMIHb II0JI0
KOHIIETITYyaJIbHUX, OpraHi3aliifHO-eKOHOMIYHMX Ta 1HHOBAIIMHUX OCHOB, a TaKOX CY4YaCHMX
TEH/EHIII po3BUTKY cdepu mocayr. [1ix yac BUBYEHHS NUCIUIUIIHU CTYACHTH MaTUMYTh 3MOTY
HE JIMIIE 1HTETpyBaTH B €IWHE IIiJie 3700yTi 3HAHHS NP0 OCOOIMBOCTI (DYHKIIIOHYBAaHHS Cepu
MOCJIYT Ta MICIIE Y Hill IHIYCTpii TOCTUHHOCTI, a # HA0yTH YMiHb 3aCTOCOBYBaTH HaOyTi 3HAHHS
y TIPaKTHII yIPaBIiHHS MiAIPUEMCTBAMU c(hepH MOCIyT, OpraHi3aiiHiil Ta HayKOBO-TOCIiqHIH
po6oti. OcobnuBa poib MiJl Yac BUBYEHHS KypCy BIABOAMTHCS T'YMAaHOLUEHTPUYHOMY MIAXOIY,
BIJIOBIAHO JI0 SIKOTO Y LIEHTpPl yBaru cepsicosorii mepedyBae JIOJUMHA SIK CIOXKHUBA4d 1 K
MpaIiBHUK C(epu TOCIYT.

BinmoBigHO 10 OCBITHROI MpOrpaMy, BUBUEHHS AMCLUUIUIIHU crpusie (GOpMyBaHHIO Y
3100yBaviB BUIIOI OCBITH TAKMX KOMIIETEHTHOCTEH:

BianoBigHO 10 OCBITHROI MpPOTrpaMH, BUBYEHHS IUCHUIUIIHU CIpusie (HOpMYyBaHHIO Yy
3100yBayviB BUIIOI OCBITH TAKUX KOMIETEHTHOCTEH:

- 3paTHICTH pPO3B’A3YBAaTH CKIAMHI 3a1adl JOCTIIHUIBKOTO Ta/abo 1HHOBAILIMHOTO

XapakTepy roTeIbHO-PECTOPAHHOT CIIPaBH.
3acanvni komnemenmuocmi (3K)

3K01. 3pmatHicTh 30epiraTu Ta TPUMHOXKYBAaTH MOpaibHI, KYyJIbTYypHI, HAYKOBI IIHHOCTI 1
JOCSITHEHHS! CYCIUIBCTBA HAa OCHOBI PO3YMIHHSI CYTHOCTI Ta HPUHIIMIIB PO3BUTKY CYCHIbCTBA,
MIPUPOIU 1 MUCIICHHS Ta 3aKOHOMIPHOCTEH PO3BHUTKY MPEAMETHOI 001acTi, ii MiClg y 3arajbHii
cHcTeMi 3HaHb, BECTH 3JJOPOBUH CIIOCIO KUTTS.

3K03. 3naTHICTh 10 aOCTPAKTHOTO Ta KPUTHYIHOTO MUCIICHHS, aHAJ3y, CHHTE3Y, BCTAHOBJICHHSI
B3a€MO3B’S3KIB MIXK SIBUII[AMH Ta TIPOIECAMH, TPOTHO3YBAHHS 1 OIIIHKH

3K08. 3naTHicTh CHUIKYBaTHCS 1HO3EMHOIO MOBOIO Y MpodeciiiHiil AisIbHOCTI.

Cneyianvhi (¢paxosi) komnemenmuocmi (CK)

CKO3. 3naTHicTh BUKOPHCTOBYBATH Cy4acH1 OpraHi3aliifHOympaBIiHChKI Ta TEXHIKO-€KOHOMIYHI
3aX0AM IS TiJBUINCHHS KOHKYPEHTO3JATHICTh HAI[IOHAJIBHUX 3aKJIaJliB pPO3MIIICHHS Ta
3aKJIa/IiB PECTOPAHHOTO TOCIIOIAPCTBA

CKO08. 3matHIiCTh 3MIHCHIOBATH MPAKTHYHY IiSUIBHICTH Yy c(epi TOTEIBHOTO Ta PECTOPAHHOTO
0i3Hecy BiMOBIIHO JJO YUHHOTO 3aKOHOJABCTBA.

CK11. 3patHicTe po3poOisiTH, MPOCYBaTH, peayli30ByBaTH Ta OPraHi30OBYBaTH CIIO>KUBAHHS
TOTeIbHUX Ta PECTOPAHHMX MOCIYr JJs PI3HUX CErMEHTIB CIIOKMBAiB, IPOBOAUTH
JOCIIIKEHHS CIIOKUBYMX PUHKIB Ta IJIAHYBATU MAapKETHUHIOB1 3aX011



CK14. 3natHicTh GopMyBaTH Ta peasli3oByBaTH €()eKTUBHI 30BHIIIHI Ta BHYTPIIIHI KOMYyHiKallii

Ha MANpUEMCTBaX cepyr FOCTUHHOCTI, HABUYKHU B3a€MO/III.

3. IEPEJYMOBH JJ11 BABUEHHS HABUAJIbHOI JUCIIUILITHA

[lepemymoBamu BUBUYEHHS HaBuaibHOi aucnuiUiiHg «CepBicosoria (aHrilcbKoI0
MOBOI0)» € OITaHYBaHHS TakuX HaB4YanbHUX quctuiniid (HJI) ocBitHboi mporpamu (OI1):

OK 1.1 AkryanbHi ¢inocodcbki mpodiaemu B chepi TOCTUHHOCTI

OK 1.1.2 MeTozom0rist HAyKOBUX JOCHTIJIKEHb

OK 1.2.3 Ynpasmninas 6i3Hec MporecaMu B TOTEILHOPECTOPaHHIN cripaBi
OK 1.2.5 PecTopanHnuii kpeatus

4. OYIKYBAHI PE3YJIbTATU HABUYAHHASA

BinmoBigHO 10 ocBiTHBOI mporpam «CepBicoJioriss (aHIJIiiicbK0OI0 MOBOI0)», BUBYCHHS
HaBYaJbHOT JUCIMIUIIHA TOBUHHO 3a0€3MEYUTH TOCATHEHHS 3/100yBauaMM BHINOI OCBITH TaKHUX

nporpamMHux pe3ynbTariB HaB4anHs (ITPH):

IIporpamMHi pe3yJibTaTH HABYAHHSA Iu¢p ITPH
JleMOHCTpYBaTH HaBMYKM BUIBHOI'O BOJIOAIHHS JEPXKABHOIO Ta 1HO3EMHHUMH IPID
MOBaMH Yy cdepi npodeciiHoi TisTbHOCTI Ta MiKOCOOUCTICHUX KOMYHIKaIlii. )
OmiHioBaTH cydacHi TEHJCHLII PO3BUTKY 1HAYCTpii TOCTUHHOCTI Ta [IPHS
pekpeanifHoro cdepu. )
Po3yMiTH TeXHOJOTIUHI MpPOIECH 1 MPUHLIMIHN OpraHizamii poboTH cy0’ €KTIB [IPH6
TOTEJILHOTO Ta PECTOPaHHOTO Oi3HECy. ]
Oprani3oByBaTH MPOLEC HAJAHHS TOTEIFHUX T4 PECTOPAHHUX MOCITYT Ha OCHOBI
BUKOPUCTAHHS 1HHOBAIIMHUX, KOMYHIKAIIMHMX Ta CEPBICHUX TEXHOJOTIA 3 ITPHO.
JOTPUMAHHSI BUCOKHX CTaHJIAPTIB SIKOCTi i HOPM OE3MEKH.
Businsatu npo0semMHi cuTyarlii Ta NporHo3yBaTH HMOBIPHI PU3UKH. ITPH19.
3aCT0c0§yBaTn HaBHIKH e(EeKTUBHOTO CIIUJIKYBaHHS 31 CHOXXHBauyaMH ITOCIYT IPH22
1HAYCTpil TOCTUHHOCTI.
[IposIBJIATH TOJAEPAHTHICTH 0 1HAWBIAYAIBHOIO 1 KYJIBTYPHOTO PI3HOMAHITTSI. ITPH23.

OuikyBaHi pe3y/lbTaTH HaBYaHHS, K1 TOBUHHI OyTH TOCATHYTI 3100yBadyaMy OCBITH MiCHIs

OlaHyBaHHS HaBYaJIbHOI JucHUILIIHUA «CepBicoJiorisi (aHITiHCHKOI0 MOBOIO)»:

OuikyBaHi pe3yJbTaTH HABYAHHSA 3 JUCHHUILIIHH

Inpp NPH

"JleMOHCTPYBaTH HABHYKH BUIBHOTO BOJIOJIHHS JCPKABHOK Ta 1HO3EMHHMHU
MoBaMH y cdepi mpodeciiiHol MisIBbHOCTI Ta MIKOCOOUCTICHUX KOMYHIKaIii"
O3Hauae, MO JIIOJUHA 37aTHAa e()EKTUBHO BHKOPHCTOBYBATH MOBH IS
JOCSATHEHHS yCIiXy B poOOTi, a TaKOX JJIsS HAJIAro/KeHHs 3B'S3KiB 3 1HITUMHU
JIOIBMU B PI3HUX cHTyamisx. Lle Bkitoyae B cebe He JIHIe 3HAHHS TPaMaTHKH
Ta JIGKCUKH, aJie i 3aTHICTh BUIBHO CIIJIKYBATUCS, PO3YMITH CIIiIBpPO3MOBHUKIB,
BUKOPUCTOBYBAaTH MOBY Ul BUpIMICHHS mnpodeciiHuX 3aBIaHb Ta s
o0y I0BU B3a€EMOPO3YMiHHS B OCOOMCTHX Ta JAUIOBUX BIIHOCHHAX.

ITPH2

Orninka cy4acHUX TEHJAEHIIIH PO3BUTKY 1HIYCTPii TOCTUHHOCTI Ta peKpeariiHoi
chepu BKIIOYAE aHA3 KIIOYOBUX 3MiH, TaKMX SK IMQpOBI3allis MOCTyT,
BIIPOBADKCHHS CKOJIOTIYHUX Ta CTaJMX TPAKTHK, ITJBHIICHHS YyBard 0
Oe3meku Ticis maHaemii, mepcoHaslizallis cepBiciB, iHTerparis 3J0poB's Ta

ITPH5




BEJIHECY, a TaK0XX HOBI (pOpPMHU Typu3My, OpiEHTOBaHI Ha KyJbTYpHI JOCBIIH Ta
aKTUBHUH BiAMO4YnHOK. L[i TeHmeHIii 103BOSIOTh MIANPUEMCTBAM aaNTyBaTH
cBOi cTparerii 70 3MiHIOBaHMX NOTPeO KIEHTIB Ta TII0OAJHHUX BUKIIHKIB,
3a0e3neuyroun KoM(OpT 1 BIJIMOBIIATLHICTh 32 HABKOJIMIITHE CEPEIOBHIIIE.

Po3yMiHHS TEXHOJIOTIYHMX TIPOLECIB 1 MNPHUHLHUIIB oprasizamii pobotu ITPH6
Cy0’€KTIB TOTEJIIBHOTO Ta PECTOPAHHOrO Oi3HECY O3HAya€ 3HAHHS Ta BMIHHS
e(eKTUBHO KepyBaTH PI3HUMH €TarnaMu HaJaHHS MOCHyr y mux cdepax. Lle
BKJIFOYA€E B ce0e pO3yMiHHS MPOIECiB OpOHIOBaHHS HOMEPIB, OOCITYyrOBYBaHHS
TOCTeH, YIpaBIiHHSA PECTOPAaHHUMHU 3aMOBJICHHSMH, OpraHi3amiio KyXHi,
JIOTICTUKY MOCTA4YaHHS MPOJYKTIB, KOHTPOJIb SIKOCTI OOCIYyTrOBYBaHHS, a TAaKOXK
onTUMIi3alifo poboYMX TMPOLECIB A MiJBUIICHHS €(QEeKTHBHOCTI Ta
3aJI0BOJICHHS KJII€HTIB. TakoX Ba)XITMBUM € PO3YMIHHS MPHUHIIMIIB OpraHizarlii
poboTH TIepCcOoHATy, BUKOPUCTAHHS TEXHOJOTIYHUX HOBHHOK (aBTOMATH3aIlis,
nmporpamMHe 3a0e3MeueHHs I YIpaBliHHS O13HECOM), a TaKOX aJamTailis 10
3MiH y MOTIHTI T2 YMOBaX PUHKY. Bci 1l acekT pa3oM 3a0e3MedyroTh BUCOKHIA
PiBEHb MMOCYT Ta COPHSIIOTh YCHIIITHOMY PO3BUTKY Oi3HECY.

Oprani3oByBaTH MpOIeC HAJaHHS TOTEIBHUX Ta PECTOPAHHUX MOCTYT O3HAYAE ITPH9
BIIPOBA)KYBATH 1HHOBAIiIHI TeXHOJOT1i, €heKTHBHI KOMyHIKaIliiH1 Ta CEpBiCHI
pitneHHsT a5 3a0e3MeueHHsT BUCOKOI SKOCTI OOCTYrOBYBaHHsS, TPH I[HOMY
JOTPUMYIOUHCH CTaHAaPTIB O€3MeKu Ta HaWKpaIIMX MPAaKTHK Y Talysi.

BusBnsaTa mpoOnemMHi cuTyarlii Ta IpOrHO3yBaTH PU3UKU B cepi TOCTUHHOCTI [TPH19
O3HaYa€ CBOEYACHO 1AeHTH(]IKyBaTH MOXIWBI MpoOieMu (HampuKiIamd,
HEJIOCTaTHIN piBEHb 0OCIIyTOBYBaHHS, TEXHIUHI 3001, HE3aJOBOJICHICT TOCTEH )
Ta OILIHIOBaTH TMOTEHIIHI 3arpo3u (HampHKiIaa, 3MiHM B 3aKOHOJABCTBI,
€KOHOMIYHI KOJHMBAaHHS YH 30BHIIIHI ()aKTOpH), 00 BXKHUTH 3aXOIiB I iX
3ano0iraHHs abo MiHIMi3allii HEraTUBHOTO BIUIMBY Ha Oi3HeC.

3acToCOBYBaTH HaBUUYKH €(E€KTUBHOIO CIJIKYBAaHHS 31 CIIOKUBAYaMU MOCIYT Yy [IPH22
cdepi TOCTUHHOCTI O3HAYa€ BMIHHS CIyXaTH, PO3yMITH HOTPeOM KIIIEHTIB Ta
Ha/1aBaTH iM 4ITKY, KOpeKTHY 1H(opmarlito. Lle Bkitouae nNpuBITHICTD, yBary 10
JeTajel, 3A4aTHICTb BUpIIIyBaTH MHUTAaHHS Ta MpoOJIEeMH rocTedl MBHAKO 1
npodeciiiHo, a TaKOoX 3AAaTHICTh aJanTyBaTH KOMYHIKAIIO 3aJIeKHO BiJl
notpebu (HampuKIIaa, BpaXOBYIOUM KyJbTYPHI OCOOIMBOCTI YU PIBEHb CTpECy
KiieHTa). BaxnuBo cTBOproBatH artmocepy KoMpopTy Ta JOBIpH, UIO
1 IBUIYE 3a0BOJICHICTh TOCTEH 1 JIOSUIBHICTD JIO 3aKJIay.

TonepaHTHICTP TaKOXX NPOSBISETHCS B HAaBUAHHI NEPCOHATY MPaBUIBHO [1P23
pearyBaTd Ha pI3HOMAaHITHI 3alUTH Ta CUTYyalii, 00 cTBOpUTU aTtMochepy
B3a€EMOTIOBArd, IO CIPHUSE JIOSIBHOCTI TOCTEH 1 IXHHOMY 3aJIOBOJICHHIO BiJl
00CITyroBYBaHHSI.

5.3ACOBH JIATHOCTHUKH TA KPUTEPIi OIITHIOBAHHS
PE3YJIbTATIB HABYAHHAA

3aco0m ouLiHIOBaHHS TA METOAM IeMOHCTPYBAHHS pe3yJIbTaTiB HABYAHHS

3acobamMu OLIIHIOBaHHS Ta METOJAaMH JEMOHCTPYBAaHHS pE3yJIbTaTiB HaBUaHHS 3
HaBYaJIbHOT TUCIUILIIHH €:
- KOHTPOJIb 32 BUKOHAHHS MOJIYJIbHUX 3aBJaHb (ITMCbMOBI pOOOTH);
- KOHTPOJIb CUCTEMATUYHOCTI Ta aKTUBHOCTI POOOTH CTYJEHTA MPOTATOM ceMecTpy (IpaKTH4HI
3aHATTA);
- KOHTPOJIb 1HAMBIYaJIbHOI (CaMOCTIiTHOT) poOOTH.



®opMH KOHTPOJIIO TA KPUTEPIl ONIHIOBAHHSA pe3yJIbTaTiB HABYAHHS
@®opMH IOTOYHOTO KOHTPOJIIO: YCHE OMUTYBaHHS
dopma MOIYIBHOTO KOHTPOJIIO: MUChbMOBE OMUTYBAaHHS

qDopMa Hi,[[CYMI(OBOFO CCMCCTPOBOI'0 KOHTPOJIHO: YCHI/Iﬁ ICIIMT

Po3nodia 6anis, siki ompumyromse 3006ysaui eauuwjoi oceimu (Modys 1)

IloTouHe oniHIOBaHHS Ta camMocTiiiHa po6oTa | MoayabHa KOHTPoJIbHA podoTa | Cyma
T1 T2 T3
2*5 4*5 4*5 30 100

Po3nodia 6anis, siki ompumyroms 3006ysaui auujoi oceimu (Modys 2)

IloTouHe oniHIOBaHHS Ta camMocTiiiHa po6oTa | Moay/abHa KOHTPoJIbHA podoTa | Cyma
T4 T5 T6
2*5 4*5 2*10 >0 100

OuiHwBaHHA OKpPeMHUX BH/IiB HABYAJbHOI PO0OOTH 3 JUCHUILIIHH

: : " Mony.s 1,2
Bua nisnibHOCTI 3100yBavYa BHIION
. Kinbii MakcumaibHa KiJbKiCTh
OCBITH VIBKICTR Ganis (cymapHa)
[TpakTH4HI 3aHITTS 11 50
MopynbHa KOHTPOJIbHA poboTa 2 50
Pazom 100

KpuTepii oniHIOBaHHSI MOYJIbHOI KOHTPOJILHOI p000TH

Ouinrosanna mooynsHux 3aédamnsp. Ilicnsi BUKOHAHHS TPOTPaMH 3MICTOBOTO MOXYJS Y
BHU3HAUEHUHN JIEKAHATOM TEPMIH 3[IHCHIOETHCA MOTOYHUN MOIYJIBHUN KOHTPOJb Y BUIJISAL
MUCHMOBOI POOOTH, KU OLIHIOETHhCA y Mexkax Bix 0 10 60 Oais.

Ouyinroeanna cucmemamuyHocmi ma axkmugnocmi pooomu cmyoenma. IIporarom
CeMeCTpy TMPOBOIATHCS MPAKTUYHI 3aHATTS JJIsl TMEPEBIPKUA 3aCBOEHHS TCOPETHYHOT YaCTHHH
HABYAJIbHOT JUCIHMIUIIHU Ta MPAKTUYHOTO 3aKpilIeHHS 3100yTHUX 3HaHb, JaHE OIIHIOBAHHSA
3MIACHIOETHCS B Mexkax B 0 mo 40 6anis.

Kpurepii oniHlOBaHHS MiACYMKOBOI0 CEMECTPOBOI0 KOHTPOJIIO

OmniHlOBaHHS HABUAJIBHHUX JIOCATHEHb CTYJEHTa 3IHCHIOETHCS  BIANOBIAHO 1O
«IlonoxeHHsT TPO OLIHIOBaHHS HaBYaJbHUX [OCSITHEHb CTyIeHTIB YxxHY 3a kpenuTHo-
MOJIYJIBHOIO CHUCTEMOIO» (3aTBep/keHO HakazoM pektopa JIBH3 «YxHY» Ne 03/01-17 Bin
03.03.2015 poky), a Takox «IlomoskeHHSIM PO MOPSATOK Ta METOAUKY MTPOBEJICHHS CEMECTPOBUX
(kypcoBux) ek3ameHiB 1 3aiikiB B YxkHY» (3aTBepkeno HakazoM pekropa IBH3 «YxxHY» Ne
698/01-17 Bix 08.05.2015 poky).

[Ticast BHKOHAaHHS 3MIiCTOBOTO MOJMYJIS 3IACHIOETHCS TOTOYHUN KOHTPOJIh Y BHIJISIL
nucbMOBOi poOoTH. OIiHIOBAaHHS HAaBYAJIBHUX JIOCSATHEHb Ta MPAKTMYHUX HABUYOK CTYACHTIB
3aiiicHIOI0ThCA 32 100-6aIpHOI0 CHCTEMOTO.

CryneHT, sikMii B pe3yJbTaTi MOTOYHOTO OI[IHIOBaHHS a00 MiJICYMKOBOTO KOHTPOJIO 3a
MoaysieM oTpuMaB Outbiie 60 OaniB, Mae MpaBO HE CKJIANATH ICMUT 3 AUCIHHUILIIHU. Y TaKOMY
BUIAJKy B 3aJ1IKOBO-€K3aMEHallIHY BIJOMICTh 3aHOCHUTBLCS 3arajbHa MiACyMKoBa oriHka. [Ipu
YMOBI, IO CTYJCHT(Ka) X04e MOKPAIIUTH IMiJCYMKOBY OILIHKY 32 MOXYJb 13 IUCIMILUIIHH, BiH
(BOHA) Ma€ CKJIAJIaTH 3aJIIK UM ICIIHT.

CryneHrt, sikuil 3a pe3yIbTaTaMH MOIYJIbHUX KOHTPOJIB oTpuMaB OIiHKY «F» (0-34 Gann),
MOBUHEH JO MPOBEJIEHHS MiJICYMKOBOTO KOHTPOJIO TMOKPAIIMTHU IO OIIHKY HpHUHAWMHI [0



nokasHuka FX (35-59 OanmiB) mig vac uepryBaHHS BHMKJIagaya Ha Kadenpi. bes Takoro
MOKpAIEHHS BiH (BOHA) J10 MiJICyMKOBOTO KOHTPOJIIO HE JIOMYCKA€ETHCS.

CryneHT, sIKAil B pe3yJibTaTi MiJJCYMKOBOTO OILIIHIOBAHHS 32 MOJyJieM OTpuMaB MeHIe 60
OaJtiB 3000B’s13aHUN CKJIQAAaTH 3a1iK (ICTIUT) 3 TUCIUIUTIHK. Y pa3i, KOJH BIAMOBII CTyACHTA i
yac 3aniky (icuTy) OIHEeHI MeHII Hix Ha 60 OaniB, BiH (BOHAa) OTPUMY€E HE3aJAOBUILHY

MiJICYMKOBY OITIHKY.

IIKAJIA OHIHIOBAHHS HABYAJIBHUX JOCAT'HEHDb CTYJAEHTIB

MiniMaabpHHUI Oai
TS
OTPUMAaHHS
MO3UTUBHO1
OLIIHKHU — 60,
MaKCUMaJIbHUM —

100

Orminka 3a
PO3LIUPEHOIO
HamionansHoto
mkajoro (icrut /
3aTK)

Kputepii 3HaHb

Orinka
3a
HIKAJIOI0
ECTS

90 Ta BuIIIE

BIIMIHHO

CTyeHT BUSBIIsIE TOYATKOBI TBOPYI
31116HOCTI, CAMOCTIHO BU3HAYa€ OKpEMi
LTI BJIaCHOI HaBYaJbHOI AiSUIBHOCTI,
OIIIHIOE OKpeMi HOBI (haKTH, SIBUIIIA, 171€1;
3HAXOAMTH JKepena iHpopmarii Ta
CaMOCTIHO BUKOPHUCTOBYE iX BIIMOBIIHO 110
1iJIeH, TOCTABICHUX BUKJIAJaueM
TUCIIAILIIHYA.

CTyIeHT BIJIbHO BUCIIOBIIIOE BJIACHI TyMKH,
BHU3HAYAE MPOTPaMy 0COOUCTOT
Mi3HABAJIbHOI AiSJIBHOCTI, CAMOCTIHO
OI[IHIOE PI3HOMAHITHI KUTTEBI SBUIIIA 1
(baxTH, BUSABIISIIOYA OCOOUCTY MO3ULIIIO
1010 HUX; 0€3 JONOMOTH BHKJIaaua
3HAXOAMTH JKepena iHpopmaii 1
BUKOPHUCTOBYE OJIep>KaHl BITOMOCTI
BIJITIOBIJTHO /10 METH Ta 3aBJjaHb BJIACHOT
Mi3HaBaJIBHOI M1SUTBHOCTI.

CTyJeHT BUKOPUCTOBY€E HaOyTi 3HaHHS 1
BMIHHS B HECTaHJAPTHUX CUTYaLlIsIX.

82-89

Iy’ke 1o0pe

CTyneHT BUTBHO (CaMOCTIHHO) BOJIO/Ii€
BUBYCHHUM OOCATOM MaTepially, B TOMY
YHCII 3aCTOCOBY€E MO0 Ha MPAKTHILL; BITbHO
BUIITY€ 3aBAaHHS B HECTAHIAPTHUX
CHUTYallisIX, CAMOCTIHO BUIIPABJIsIE
JIOTIYIIeHI MOMUWIKH, J0OOUPA€ NEPEKOHIINBI
apryMEeHTH Ha MiJTBep>KEHHs] BUBUYCHOTO
MaTepiany TUCIUILIIHH.

74-81

nobpe

CtyneHT BMi€ MOPIBHIOBATH,
y3araJibHIOBaTH, CHCTEMAaTH3YBaTH
iH(hOpMAITito i KePIBHUIITBOM BHUKJIaa4a,
B IIUTOMY CaMOCTIMHO 3aCTOCOBYBATH ii Ha
MPAKTHII, KOHTPOIIOBATH BJIACHY
JUSsITbHICTD, BUTIPABIISITH IIOMUJIKH 1
JIOOMpaTH apryMEHTH Ha MiATBEPKEHHS
MEBHHUX JYMOK I KEPIBHUIITBOM




BUKJIagada

64-73

3a10B1JIBHO

CTyIeHT MOXe BiITBOPUTH 3HAYHY YACTHHY
TEOPETUYHOTO MaTepiaily, BUSABIIAE 3HAHHA 1
PO3YMiHHSI OCHOBHUX TOJIOXKEHbB, 32
JIOTIOMOTOF0 BUKJIa/1aua MOXKE aHaJli3yBaTH
HaBYaJbLHUN MaTepia, MOPiBHIOBATH,
pPOOUTH BUCHOBKH, BUIIPABJISITH JOMYIICHI
TTOMUJIKH.

60-63

JOCTAaTHBO

CtyneHT BoJoJlie MaTepiajoM Ha piBHI,
BUIIIOMY 3a NTOYaTKOBH, 3TaTHUI 3a
JIOTIOMOTOI0 BHKJIaJ1aua JIOTIYHO BiATBOPUTH
3HA4YHYy MOT0 YacTUHY.

35-59

HE3a10B1JILHO

CtyneHT BoJIOJli€ MaTepiajaoM Ha PiBHI
OKpeMHuX ()parMeHTiB, 110 CTAHOBIISTH
HE3HAUHYy YaCTHHY HaBYAIBHOTO MaTepiary
3 IUCLUIUIIHHA.

FX

1-34

HENPUHHATHO

CryneHT BOJIO/li€ HaBYAJIbHUM MaTepiajioM
Ha piBHI €IEMEHTAapPHOT0 PO3Ii3HABAHHA 1
BIJITBOPEHHS OKPEMUX (PaKTiB, €JIEMEHTIB,
00’ €KTIB TUCIUILIIHU, 1[0 IT03HAYAIOTHCS
HUM OKPEMHMHU CJIOBAMU YU PEUCHHSIMHU.




6. IPOT'PAMA HABYAJIbHOI JUCIIUILITHA

6.1. 3MicT HABYAJBLHOI JUCHUILTIHUI
3MicTOBMIA MOYJIb.

CEPBIC SIK CIIEOU®TYHAI B JISIBHOCTI

Tema 1. SERVICEOLOGY AS A SCIENCE

The main currents in modern serviceology:

Technological (science of services (service));
Social (science of consumer needs and behavior);
Economic (science of the sphere of services).

The economic current makes it possible to take into account both technological and social
aspects of the functioning and development of the service sector, and also covers the problems of
management and marketing of services, therefore it is the most comprehensive and promising.
Within this trend, you can also explore the field of providing services in the "shadow" economy.

Object, subject and methods of serviceology.

The object of serviceology research: the sphere of services.

Subject of the study: peculiarities of interaction between consumers and producers of
various types of services at different levels (employee, institution, enterprise, region,
state, world economy).

Service science uses both general scientific research methods and specific scientific
ones borrowed from various related sciences (psychology, sociology, economics, law,
technical sciences, etc.). Serviceology does not yet have its own research methods.

Humanocentric approach in modern serviceology.

e Service science examines the sphere of services from the point of view of the interests of
man and society

e A person is considered in two dimensions - as a consumer and as an employee of the
service sector

Tema 2. THE ROLE OF THE SERVICE SECTOR IN THE ECONOMY

Definition of basic concepts.

A service is an action, the result of which is consumed in the process of its execution.
In the economic sense, a service is produced (provided) and sold.

Services are characterized by inseparability from the source, ephemerality,
impermanence.

A service is an interconnected set of services, which is also considered a separate
complex service.

Basic classification of services by content:

Trade services

Household services

Social and cultural services (including educational, tourist, hotel and restaurant
services)

Housing and communal services

Transport services

Communication services

Informational and advisory, licensing and financial services

Concept of non-production sphere, service sphere and service sphere.



The tertiary sector or service sector is one of the three sectors of the economy under the three-
sector hypothesis, which includes economic activities related to services.

The concept of services covers all types of activities that do not end with the production of a
product, but contribute to the production process by improving productivity. Services include
financial and banking activities, transport, wholesale and retail trade, insurance, information
industry, medicine, education and entertainment industry, etc.

Information technology is often singled out and included in the quaternary sector of the
economy.

The structure of the service sector.

The following types of services belong to the sphere of services:

Public catering services

Financial services

Information services (IT consulting, etc.)

Housing and communal services

Household services

Rental services

Intimate services

Tourist services

Legal services

Hotel services

Security services

Services of translators

Trade services

Transport services

Entertainment

Medical services

Construction services

Hairdressing services

Transport maintenance services

Educational services

Repair services of digital and household appliances

Cleaning services

Tema 3. BEHAVIOR OF SERVICE INDUSTRY CONSUMERS

1.Consumer needs and features of their satisfaction in the field of services.

2. Behavioral model of functioning of the service sector.

3. Ethics and psychology of service activity.

1. Consumer needs and features of their satisfaction in the field of services.

In modern socio-philosophical research, it is common to divide needs into three large groups:
material, social, and spiritual.

Material needs include not only physiological and needs for material goods, but also cover
the entire space of economic relations of ownership and distribution of the products of social
labor.

Social needs consist of needs for a certain way of life, work, communication, they also
include political needs - for democratic rights, individual freedom, the right to participate in
public administration.

Spiritual needs include the need for spiritual development of the world, creativity, aesthetic
attitude to reality, as well as other moral and psychological needs.

Behavioral model of functioning of the service sector.



In the social sciences, there are three main approaches to understanding the essence of a
person and the place of recreation in his life:

- biological (recreational needs do not really exist, and recreation is a tribute to fashion);

- social (recreation, along with creativity, science, is the type of activity that distinguishes a
person from other living beings);

- actually biosocial (combines features of the first and second approaches).

Tema 4. Moay/JibHa KOHTPOJILHA Po00Ta
3micToBuii MoayJIb 2.
Tema 5. ETHICS AND PSYCHOLOGY OF SERVICE ACTIVITY.

The basic, most important aspect of service culture is technological. It testifies to the quality of
goods and services provided by the service sector. Economic service culture. The aesthetic
aspect is closely connected with the technological aspect, that is, the level of development and
use of aesthetic values by service workers in the process of customer service activities. The
psychological culture of the service is the level of development of psychological knowledge,
skills and abilities of the service workers to take into account the individual psychological
characteristics of consumers, in order to choose the best tactics for their service.

Tema 6. QUALITY MANAGEMENT IN THE SERVICE SECTOR.

Service quality is a set of service characteristics that allow it to satisfy the defined needs of
consumers. The most important characteristics of the service, which ensure its ability to satisfy
certain needs, include:

* reliability;

* foresight;

* availability;

e communicativeness;

* attentiveness.

Quality management is a coordinated activity aimed at ensuring optimal quality of goods
(services) produced (provided) by an enterprise (industry, national economy).

The concept of quality of tourist services consists of three components:

a) basic quality (those characteristics of the service that are necessary for its very existence -
for example, in the final accommodation - bed, bathroom, food - dishes, etc.);

b) expected quality (a set of characteristics that the consumer expects to receive during the
provision of the service (according to advertising offers or personal experience), e.g. additional
services in the hotel, comfort, technical equipment of the rooms);

c¢) desired quality (characteristics of the service, which are not stated in the service program,
but make an unexpected and pleasant impression on the consumer.

Innovative technologies of service quality management.

The quality management system includes innovative technologies - sets of methods and tools
accompanying the stages of innovation implementation.

The audit itself is one of the methods of feedback in the quality management system at the
enterprise.

Leadership SCHEME

There are 2 types of feedback: positive feedback and developmental feedback.

Giving positive feedback is praising a person for something they did well.

o Describe WHAT the person did or said and



o WHY it was effective
Innovations in IT are divided into 2 groups:
technical (new machinery and equipment) and operational (new culinary
technologies, methods of serving consumers).
Innovations spread in two ways:
- diffusion (according to the laws of dissemination of information, an example is
social networks);
- transfer (through the legal transfer of the right to use an innovation, for example -
patents, copyrights).
The main innovations in modern IT:
I. Technical:
- use of the Internet (websites, social networks, advertising, online booking, virtual
tours, etc.);
- multimedia technologies (3D graphics, holographic images, QR codes, augmented
reality);
- robotics;
- new devices and equipment.
II. Operational:
- conceptual institutions;
- molecular cuisine;
- payment (blank check, contactless payment, cryptocurrencies);
- service (self-service);
- educational (training, coaching, dual education).

Tema 7. MODERN TRENDS IN THE DEVELOPMENT OF THE SERVICE
SECTOR.

1. Personalization: The new service marketers are designing marketing strategies that
favors engagement of human in delivering a service in order to build relationship factor.
However, with increasing use of technology the human factor is placed less importance.
Marketers are promoting use of internet transaction like online banking, online check in that
reduced human engagement and flavors standardization of service delivery process.

2. Understanding of Customer Expectation: With increasing use of research on consumer
behavior, marketers are able to measure customer expectation and try designing services that will
fulfill consumer perceived value. Also, with increasing use of consumer database with tools like
credits card, loyalty cards etc. Marketers are successfully able to analyze the buying behavior of
consumers and are able to design targeted campaigns based on the behavioral study.

3. Credibility: Marketers are emphasizing on positioning themselves as organization that
effectively deliver brand promise by focusing on creating Emotional selling proposition rather
than Unique Selling proposition. Companies are employing combination of above the line and
below the line techniques. It’s been observed that modern are favor branding and public relation
opposed to pay advertising.

4. Simplification: Trends towards decreasing consumer complexity and increasing
consumer knowledge. New cyber channels are being used as info-mediaries to provide consumer
with quick and convenient information and access to service provider. Most of the marketers are
designing marketing tools like website highly interactive and engaging that allows the consumer
to consume services in easy, comfortable and convenient way.

5. Internationalization: Trend towards the dominance of global service brands operating in
service sector. This is mainly because giant companies are able to invest in advancing
technology to serve burgeoning customer needs. They are able employ advanced CRM tools that
can help marketing and promoting their brands to consumers.


https://www.mbaknol.com/marketing-management/types-of-consumer-buying-behavior/
https://www.mbaknol.com/marketing-management/types-of-consumer-buying-behavior/
https://www.mbaknol.com/marketing-management/consumer-behaviour-and-factors-influencing-buyer-behavior/
https://www.mbaknol.com/marketing-management/consumer-behaviour-and-factors-influencing-buyer-behavior/
https://www.mbaknol.com/international-business/standardization-and-adaptation-of-international-business/
https://www.mbaknol.com/marketing-management/marketing-strategy-definitions-and-process/

6. Bundling: Trend towards aggregating a physical good or other service with basic service
offering. This strategy is commonly being adopted in order to develop physical evidence. Also, it
helps in reducing the impact of fundamental characteristic of intangibility in marketing services
consumer.

7. Rationing: Marketers are putting strong efforts to maximize per output in provision of
service to meet the challenge of high return on investment. Marketers are challenged on
presenting profit impact of marketing strategy (PIMS). The marketing function has become more
analytical opposed to designing creative strategy.

8. Virtual experience: Marketers are commonly using technological tools like virtual
reality in provision of services or as a substitute for services. Marketers are also developing
platforms like fan-clubs; forums in order share their experience to develop trust about the service
offering.

9. Market spaces: The new cyber market has been able to successfully number of service
users for the companies. Currently, it is strongest channel of distribution used by service
providers. For example, Hotels, Broadband Services, Airline Industry etc.

10. Multi-dimensional competition: Marketers are trying to appear as non-traditional
service providers in order to blur distinctions between markets. Marketers are adapting niche and
focused marketing approach in order position their service as a customized package for the target
market.

Tema 8. Moay/ibHa KOHTPOJIbHA Po0oTa

6.2. CTpykTypa HABYAJBHOI IMCUMILTiHI

Kinekicts rogua

. .. Jlenna ¢popma HaBUaHHS 3aouHa (hopMa HaBUAHHS
HasBu 3micToBHX MOAYJIB 1 . .
Y TOMY YHCJI1 Y TOMY YHCJI1
TEM yCb : yCb
JICKI1 | mpakTH . JICKI] IpaKT . c.p
oro . - 1H] c.p. oro . 1H[
1 HH1 11 HYHI .

1 2 3 4 5 6 7 8 9 10 | 11

3micToBuii Moayas 1.

1. Serviceology as a science.

24 4 2 13 24 2 18
2. The role of the service
sector in the economy. 24 4 4 13 24 18
3. Behavior of service industry 24 4 4 13 24 ) 16
consumers.
4. MoaysipHa KOHTPOJIbHA )
pobota Nel

3micToBuii MOIYIb 2.

5. Ethics and psychology of

. . 24 4 2 13 24 2 22

service activity.
6. Quality management in the
service sector. 24 2 4 13 24 20
7. Modern trends in the

development of the service 24 2 ) 13 24 14

sector.
8. MoaynbHa KOHTPOJIEHA
pobota Ne2 2

. 12

Pa3om 3a 3MiCTOBUM MojyJieM 20 22 78 120 4 2 108



https://www.mbaknol.com/marketing-management/concept-of-distribution-channels-in-marketing/

6.3. Temu npakTHYHMX (CeMiHAPCHKHUX, JA0OPATOPHHUX) 3aHATH

No KinpkicTh
5 /;1 Haszsa temu TrOJVH
JCHHAa 3a04YHa
1. | Serviceology as a science. 2
2. | The role of the service sector in the economy. 4
3. | Behavior of service industry consumers. 4 2
4. | MoayabHa KOHTpPOJIbHa podoTa 1 2
5. | Ethics and psychology of service activity. 2
6. | Quality management in the service sector. 2
7. | Modern trends in the development of the service sector. 2
8. | MoayJibHa KOHTPOJIbHA Po6oTa 2 2
Pazom 22 2
6.4. Camocriiina podora
No KinpkicTb
s/ Haszsa temu TOJMH
JCHHAa 3a04YHa
1. Serviceology as a science. 13 18
2. The role of the service sector in the economy. 13 18
3. Behavior of service industry consumers. 13 16
4, Ethics and psychology of service activity. 13 22
5. Quality management in the service sector. 13 20
6. Modern trends in the development of the service sector. 13 14
Pazom 78 108

7. IHCTPYMEHTMU, OBJIAJIHAHHS TA IPOT'PAMHE 3ABE3IIEYEHHSI,
BUKOPUCTAHHA SAKUX [IEPE/IBAYA€ HABYAJIBHA TUCHHUIIJIIHA

ITix yac BUBYEHHS HaBYAJIBHOI AUCHUILTIHU «CepBicosoris» nepeadaueHo BUKOPUCTAHHS
MIPOEKTOpa Ta €KpaHy JUIS MEPeryisiTy MyIbTHMEIIHHUX MPE3SHTAIIN Ta Bieo (SIK Ha JICKIsX,

TaK 1 MPaKTUYHUX 3aHATTSX).

8. PEKOMEHOBAHI JI)KEPEJIA ITHOOPMAIIIT
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