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ILAHOTANNWA

OnepayuoHnuam MeHUONCMbHIM e KII0408 eleMeHm 8 N000OPA6aHemo HA NPOU3BOOUMENTHOCH-
ma Ha gpupmume no ceema. Cb30a8anemo Ha KOHKYPEHMHO NPeOUMCme0 upe3 onepayuume Ha pupmama
U3UCK8a pazdbupane 3a HaYuHUmMe, N0 KOUMO ONEPAYUOHHAMA QYHKYUSL OONPUHACS 30 Y8ENUUABAHEMO HA
NPOU3BOOUMETHOCIMA 6b8 pupmama.

Obyuenuemo no OUCYUNIUHAMA yeiu 0a NPedoCmasu SICHU, CIMPYKMYPUPAHU U UHMEPECHU 3HA-
HUSL 3a ONEPAYUOHHUSL MEHUOJICMBHIM 6 Chepama Ha YCayeume U 3a NPULONCEHUEMO MY 8 PA3TUYHU CeK-
Mopu HA UKOHOMUKama u 8 pasiuunu opeanusayuu. C uzyuasanemo Ha OUCYUNAUHAMA CMYOeHmume
npuoobUBam NO3HAHUS, KAKMO 34 JIO2UKAMA HA OCHUeCMEAsane Ha OeliHOCIUme no YNPAasleHuemo Ha
onepayuume 8v6 QupMama, maka u 3a NOCICOCMEUSIMA OM MAX 8 CIMPAMe2UYeCcKy ACHeKm.

Cned 3a8vpuisane Ha 00yueHuemo no OUCYUNIUHAMA CIMYOeHmume cied8a 0a Mo2am 0d:

- onpedensim HAU-000pume HAYUHU U NOOXOOU 30 NPOEKMUpaKe, YnpasieHue Ha 00Cmas-
Kume u 0CvbWecmssasane Ha npoyecume b6 pupmama,

- pasbupam Kak 0a onpeoenam cmpamezuteckomo Hanpasierue Ha 0ad0eHa KOMRAHUS Om
2ne0Ha MOUKA HA ONEPAYUOHHUSL MEHUOHCMBHIM,

- e3UMam peulenusi KaKkea opeanu3ayusi mpsoea 0a u3noi3eam OmyumaiKy cneyuguxume
Ha MbPCeHemo;

- ynpaensgam noopaszoenenue, KOemo oKazea yCiyeu.

B xo00a na obyuenuemo no oucyuniunama ce npuoodusam u pazsueam 8 Hau-20aAMa cmeneH
ClleOHUme Ko408U KOMNEeMEeHmMHOCIL:

- npeonpuemayecka KOMNEemeHmHOCH — PA3GUBAHe HA KPUMUYHO MUCTeHe, AHATUMUY-
HOCM U YMeHUus 3a NpoSHO3upane, NpoeKmupane, NIAHUpane; npuoodugarne HA YNpAaGIeHCKU YMeHUs,
KAKmMo u yMeHus 3a paboma 6 eKun, 0ma080PHOCH U COYUATHA AH2ANCUPAHOCT;

- MamemMamu4ecka KOMNemeHmHoCm - peuaeane Ha 3a0adu; opmyiupane Ha peuienus,
pazeusane Ha CHOCOOHOCH 3d U3NON38AHe U NPULALAHe HA BOPMYIU, MOOeTU, KOHYeNnyuu.

YuPposa KOMNEemeHmHocm - Cb30a6ane HA NpPe3eHmMayuu, CHOCOOHOCM 34 MbpceHe U
HaMUupane HA pelesaHmua urgopmayus, paboma ¢ ereKmpoHHU MAbIuYU, Cb30a8ane HA MACUBU OM
OaHHU.

INLTEMATHUYHO CBbABPKAHHUE

No.

no HAUMEHOBAHUE HA TEMUTE U IOATEMUTE BPOM YACOBE
pen

JI C3 Jy
TEMA 1. BBBEAEHUE B OIIEPALIMOHHUSA MEHU)KMBHT B 5 5
COPEPATA HA YCJIYI'UTE
1.1. Hedbunnmms
1.2. | Bunose ycayru
1.3. | Bunose npomecH B cepaTa Ha YCIYTHTE
1.4. | IlpeueHka Ha ycriexa Ha CepBHU3HATA OTEPALHSI
TEMA 2. YCJOYTATA KATO KOHLOEIIIUSA 2 2
2.1. | Jlebunupane Ha yciayrara KaTo KOHIICTIIIHSI
59 W3znon3BaHe Ha KOHIETIIUATA 32 YCIIyTa KaTo CTPATEeTHIECKH HHCT-
PYMEHT
2.3. | ®okycupanu v HeQOKYCHUPaHH Olepaunu B cdepaTta Ha YCIyTUTe
TEMA 3. CTPATETUU B COEPATA HA YCJIYI'UTE 4 4
3.1. OmpeneneHue
3.2. | OGciry:KBaHETO KATO KOHKYPEHTHO MPEIUMCTBO
3.3. | ®opmynupaHe ¥ pa3BUTHE HA CTpATErusi
3.4. | llpeBpbluaHe Ha LENUTE 3a PE3YJITATH B ONEPAIMOHHH IPUOPHUTETH
3.5. IMoxnbpkaHe HA CTPATETHUs
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TEMA TEMA 4. KIMEHTU 1 OTHOLEHUS 2
4.1. | KnueHTH U KIMEHTCKA CerMEHTalus
4.2. | 3agpp:kaHe Ha KIMEHTH
4.3. | YopasneHue Ha B3aMMOOTHOIICHHSATA C KIMESHTHTE
4.4. | YopasineHue Ha OM3HEC B3aMMOOTHOIICHHUSI
TEMA 5. OYAKBAHUSA U YAOBJIETBOPEHOCT HA 5
KJIMEHTUTE
51 Y IOBIETBOPEHOCT Ha KIMEHTHUTE, KAUeCTBO Ha 00CTyXKBaHe U JOBe-
pue
5.2. OuvaxkBaHWsI Ha KIIMCHTUTE
5.3. Jledbnanpane Ha ogakBaHMITA — (DAaKTOPH 3a KAYECTBOTO Ha yCayraTta
5.4. | HaMupaHe Ha O4aKBaHUSTA U OLICHKA Ha yJIOBJIETBOPEHOCTTA
5.5. | Yopasnenue Ha Bb3NPUSITHATA
TEMA 6. YIIPABJIEHUE HA B3AUMOOTHOILIEHUSTA BbB 4
BEPUI'ATA 3A TOCTABKHA
6.1. BuioBe B3aMMOOTHOINICHNS BBB BEPHUTaTa 3a JOCTABKU
6.2. | YupaBneHue Ha BEPUTHUTE 33 JOCTaBKA HA YCIYTH
6.3. | Yopasnenue upe3 MOCpPeTHHULIN
6.4. | IlapTHROpPCTBA 32 JOCTABKHU
6.5. Crniopa3yMeHHs 32 HIBO Ha OOCITyKBaHe
TEMA 7. TIPOLECHU B COEPATA HA YCJIIYT'UTE 4
7.1. Iporecu B chepara Ha yCIyTUTE
7.2. | CpoppxaHue Ha IPOIecUTe B cpepara Ha YCIyTHTE
7.3. IIpoekTupane Ha IpolecH B chepaTa Ha YCIYTHTE
7.4. KonTpos Ha nporniecu B cdepaTa Ha YCIYTUTE
7.5. | Ilpeno3unmonupane Ha MPOIIECH MO OKa3BaHe Ha YCIYTH
TEMA 8. XOPATA B COEPATA HA YCJIYT'UTE 4
8.1. Hatuck BbpXy TOCTaBUMINTE HA YCIYTH
8.2. | YupasneHue ¥ MOTUBHpPAHE HA JOCTABUMIIMTE HA YCIYTH
8.3. | YmpaBiieHue Ha KIIUCHTH
TEMA 9. U3IIOJI3BAHE HA PECYPCHUTE 4
9.1. YnpaBieHue Ha KanauuTeTa
9.2. | IlnaHupaHe ¥ KOHTPOJI HA ONEPALIHUTE
9.3. | YmpaBiieHue Ha TECHH MECTA U OTIAIIKH
9.4. | Yopaenenue Ha ''30Hara 3a cripaBsHe’
9.5. | IlomoOpsiBaHe Ha U3MOI3BAHETO HA PECYPCHTE
TEMA 10. MPEKH, TEXHOJIOT'UU U UTHOOPMALIUSA 2
101 BrnusiHne Ha MpexuTe, TEXHOJIOTUUTE U MHPOPMAIIUATA TIPU TPAHC-
" | dopmarmsTa Ha yeiuyruTe
10.2. | YnpasieHue Ha QU3HMYECKH U BUPTYATHH MPEXH
10.3. | YnpaBieHue Ha TEXHOJIOTHUTE U HHPOPMALTMOHHUTE TTOTOLH
10.4 | MnTerpupaHe Ha MpEXH, TEXHOJIOTHH U HHMOpMAIIUs
Oo0mo: 30 30
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1. ®OPMU HA KOHTPOJI

m')\lgéﬂ BUJ U ®OPMA HA KOHTPOJIA! Bpoii || HA3 u.

1. CeMecCTpHAJTHO OLlEHSIBaHe

1.1. |IloaroToBKa W 3aIKMTa HA MPAKTUYECKO 3aJIaHHUE 2 20

1.2. |PemaBaHe Ha Ka3ycH 4 20

1.3. | EnexTpoHeH TecT 1 20
001110 32 cCeMeCTPHAJHOTO OlleHsIBaHe: 7 60

2. CecHiiHO OLIEHSIBaHe

2.1. |Uzour 1 60

O01110 32 CeCHITHOTO OLICHABAHE! 1 60

O0mo 32 Bcuuku OpMH HA KOHTPOJI: 8 120

IV. JUTEPATYPA

BAJIBJIKUTEJHA (OCHOBHA) IMTEPATYPA:
1. Slack, N., Johnston, R., Shulver, M., and Graham Clark. Service Operations management, 5 th
edition, Pearson ed., 2021.

NPENOPBUYUTEJHA (AOINNbJHUTEJHA) JUTEPATYPA:

1. Johnston, R., and Graham Clark. Service operations management: Improving service delivery.
Pearson education, 2" edition, 2005.

2. Sanjeev K. Bordoloi, James A. Fitzsimmons, Mona J. Fitzsimmons. Service Management:
Operations, Strategy, Information Technology. McGraw Hill, 10" edition, 2022.

3. Haksever, C., and Barry Render. Service Management: An Integrated Approach to Supply
Chain Management and Operations. FT press, 2013.

4. Bentley, N., and Richard Jeffery. Active operations management: The playbook for service
operations in the agile age. Practical Inspiration Publishing, 2021.

! TIpu aucuMniunEml, KOMTO 3aBBPLIBAT C TEKYIIA OEHKA CE TIOMBJIBa camo T. | CeMECTPHAIHO OlIEHABaHe, ChIIIACHO
wr.21, an. 2 or [IpaBuiHMKa 3a OlEHsBaHE HA 3HAHMATA, YMEHUATA U KOMIICTEHTHOCTHTE Ha CTyleHTuTe B MIKOHO-
MHYECKH YHHBEpcuTeT — BapHha.
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