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®EIEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30BATE/TbBHOE CMK PTYTUC
VUPEXIEHVE BBICIIIETO OBPA3OBAHVSI

«POCCUVUCKUV TOCYTAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA» Aucm 2 us

1. AHHOTanUs pado4eil MPOrpaMMbl JUCUMILIMHBI (MOTYJISA)

Huctunmuaa  «CoBpeMEHHBIH  KIIMEHTCKUN  CEepBUC»  SABISIETCS  (DaKyJIbTaTUBHOM
JUCIUIUIMHOW BapUaTUBHOM YacTH OCHOBHOH oOpaszoBarenbHOUM mporpammbl  15.03.02
TexHonornyeckrue MalvHbl 1 000pyAoBaHue Npoduisb «bbITOBbIE MAIIMHBI U IPUOOPHI».

W3yueHne AaHHOW NUCHUIUIMHBI Oa3upyeTcss Ha 3HAHWM IIKOJBHOW MPOTpaMMBbl II0
TyMaHUTapHBIM M OOmIecTBeHHbIM mpeaMeraM: MHcropus, OOiiecTBOBeneHHnEe, a Takke
nucuurinHe «CtanaapTu3anus 1 MEHEKMEHT KaueCcTBay.

JucuumnrHa HanpaBieHa Ha pOPMUPOBAHUE CIEIYIONIEH KOMIETEHIIMHU BBIITYCKHUKA!

YK-3. CrnocoGeH OoCyIIEeCTBISTh COLMATBLHOE B3aMMOICHCTBHE U PEaln30BbIBATH CBOIO
pOJIb B KOMaH/IE

VYK-3.1. Onpezenser cBOK poiib B KOMaHJE, UCXO/I U3 CTPATErnH COTPYAHUYECTBA IS
JIOCTHKEHUS TIOCTaBICHHOM 1IeNn

YK-3.2. Ilpu peanuzanuu cBoeil poid B KOMaHIE YYUTHIBAET OCOOEHHOCTU MOBEACHHUS
JPYTUX YWIEHOB KOMaH/bl; COOMIOAET YCTAHOBJIEHHbIE HOPMBI U MpaBUiIa KOMaHJHOW paboThl,
HECET JTUYHYI0 OTBETCTBEHHOCTH 32 OOIIUN pe3ysbTar.

VK-3.3. AHanuzupyeT BO3MOKHBIE [1OCJIEJCTBUS JINUYHBIX JEUCTBUHN U IUIAHUPYET CBOU
JEHUCTBUS 1151 JOCTUKEHUS 3aJaHHOTO pe3ysibTaTa

OO01mas TpyL0EMKOCTb OCBOCHHS AMCLMILIMHBI COCTABISIET 2 3a4ETHBIX €IUHUIIBI, 72
yaca. [IpenogaBanue nucuMIUIMHBI BedeTcss Ha 1 Kypce B 2 ceMecTpe M IpeaycMaTpUBaeT
IIPOBEJCHUE YyYEOHBIX 3aHATUN CIEAYIOUIUX BUJIOB: JIEKIIMH, B TOM YHCIE JEKLIUU-TUCKYCCUH,
MPAKTUYECKHE 3aHATHUS B BHJIE CEMHUHApPOB, KPYIVIBIX CTOJOB, CaMOCTOsSITeNbHAas paboTa
00ydJaronumxcs, rpymnmoBble U WHANBUIYAJTbHBIE KOHCYIbTalMU. [IporpaMmoii mpenycMOTpeHbl
CIEyIOIIUe BHUIBI KOHTPOJS: TEKYIIUH KOHTPOJb YCIEeBAaeMOCTH B (GopMe ayIuTOPHOTO
TECTUPOBAHUS, YCTHOTO OIpOCca, IPOMEXYTOUHas aTTecTalus B popme 3auera B 2 CEMECTpE.

2. IlepeyeHb TIUIAHHPYEMBIX Ppe3yJbTaTOB OO0y4YeHHS MO JMCHHUILUIMHE (MOAYJIIO0),
COOTHECeHHbIE € IJIAHUPYEMbIMHU pe3yJIbTaTaAMU 0CBOECHHS 00pa30BaTeIbHOI POrpaMMbl

Ne HNupexe [TmanupyemMsle pe3yabTaThl 00yUeHUS
I KOMIIETEHIIUH (KOMITeTEeHIINHU UJTH €€ YacTH)
1. VK-3 Crnoco0eH OCyIIEeCTBIATh CONMATbHOE B3aMMO/ICHCTBIE M PEATM30BEIBATH CBOIO POJIb B
KOMaHJIe
YK-3.1 Onpenensier CcBOIO poidb B KOMaHAE, MCXOAs U3 CTpaTeruu

COTPYAHUYECTBA 111 JOCTHKEHHSI OCTaBIEHHON LETTH

YK-3.2 IIpn peanuzanmy cBOEH poiM B KOMAaHJE YYUTHIBAET OCOOECHHOCTH
MOBEJCHNUS APYTUX WICHOB KOMAaHIBI; COONIOAeT yCTAaHOBICHHBIE HOPMBI M IIPAaBHIIA
KOMaHJIHOH paboThI, HECET JINYHYIO OTBETCTBEHHOCTH 3a OOIIMIA pe3yIbTaT.

YK-3.3  Amnanu3upyer BO3MOXHBIC IOCIEACTBUS JIMUHBIX JEHCTBHHA W
IUTAHUPYET CBOM ACHCTBHS JUI JOCTIIKSHHMS 3aJAHHOTO Pe3yIbTaTa

3. MecTo qucuuniaunsl (MoayJsi) B crpykrype OINOIT:
Jucnunminaa «CoBpeMeHHbI KJIMEHTCKHMIl cepBUC» siBjseTcsl (aKylIbTaTUBHON

JUCLMIUIMHON BapuaTuBHOM 4actu nporpammel 15.03.02 TexHojormueckue MalluHbl U
obopynoBanue mpoduib «bBITOBbIE MAIIHBI U TTIPHOOPHI.

© PI'YTHUC



®EJEPAJIBHOE TOCYJAPCTBEHHOE BIOI>)KETHOE OBPA30OBATE/IbHOE CMK PI'YTVC
é’@ _ VYPEXIEHME BbICIIET'O OBPA3OBAHVI
\ «POCCUNCKNUN TOCYOAPCTBEHHBIVT YHUBEPCUTET
ooy TYPU3MA U CEPBVICA» Aucm 3 u3

N3yueHne naHHOW NUCUMIUIMHBI Oa3upyeTcs Ha 3HAHMU IIKOJBHOW MpOrpaMMbl I10
TYMaHUTApHBIM ¥ OOIIECTBEHHBIM NPEAMETaM: HUCTOpHs, OOIIECTBOBEICHUE, a TaKXKe
mucuuiuinHe «CTaHgapTU3alys U yIpaBiIcHUE KaueCTBOM.

4. O0beM IUCHUILUIMHBI (MOAYJIfI) B 3aYeTHBIX €IMHHUIIAX C YKa3aHHMeM KOJIHYeCcTBa
aKaJeMH4YeCKHX YacOB, BbIJeJEeHHbBIX HAa KOHTAKTHYI0 padoTy oO0ydamoummxcs ¢
npenogasarejieM (Mo BHUAAM Y4YeOHBIX 3aHATHHA) M Ha CaMOCTOSITEJIbLHYIH PpadoTy
00yYarIMuXCcs

OO11ast TPYA0EMKOCTh JUCIUIUIMHBI COCTABIIACT 2 3a4E€THBIX CIUHMIIBI/ 72 aKaji.daca.

JL1s1 3204HOii (hopMBbI 00YUeHHSI:

Ne Bunel yueOHOM nesTeNbHOCTH CemecTpbl

1/ Bcero 2

i

1 KonTakTHas padora odyuaommuxcsi ¢ 16 16
npenojaaBarTejaeM
B TOM YHCIIE:

1.1 | 3aHsTHS TEKIMOHHOTO THIA 4 4

1.2 | 3aHsATHS CEMHMHAPCKOTO THUIIA, B TOM YHCIIE: 8 8
CemuHapbl

JlaGopaTopHbie pabOThI

ITpakTHyeckue 3aHsTHS 8 8

1.3 | KoncyabTanum 2 2

1.4 | IlpomekyTOUHAasI aTTeCTalUsI 2 2

2 | CamocTosiTe/IbHASA padoTa 00y4aKlIMXCs 56 56
3 DopmMa NPOMEKYTOYHOM aTTecTalum (3a4eT, IK3aMeH) 3a4er

4 | O0mas Tpy10eMKOCTh yac 72 72

3.e. > >

© PI'YTHUC




DEJEPAJIBHOE TOCYOAPCTBEHHOE BHO/I’)KETHOE OBPA3OBATEJIbHOE CMK PITYTUC
(é’ R qu]g)K):[EHVIE BBICIIIET'O OBPA30]§AHV[H
Y «POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
- TYPVISMA M CEPBVICA» Aucm 4 us

5. Copep:kanue IUCUMILUIMHBI (MOXYJIfAA), CTPYKTYPHPOBaHHOe MO TeMaM (pa3iejaM) ¢ yKa3aHHeM OTBEIEHHOr0 HAa HHUX KOJHYeCTBA
aKaJeMHYeCKNX YaCOB M BH/0B Y4eOHbIX 3aHATHIA

st 3a04HO# popMBI 00yUeHHs:

= HaumenoBanue paznena | HammenoBanu | Buapl yaeOHBIX 3aHATHI U ()OPMBI UX ITPOBEICHHS
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1/2 Poan kanentckoro cepsuca | 1. Cospemennsii | 1 TpanuiionHas JeKkuus 1 CeMuHap 7 CaMOoCTOSITENIbHOE
B 1eSITeJILHOCTH KOMIAHUM | KIUCHTCKUH n3yveHHe Marepuaa,
CepBHC M  €ro MOATOTOBKA K
0COOEHHOCTH MPAKTAYECKOMY 3aHSTHIO
¢ ucnoap3oBanneM DbC
1/2 2. VmpasneHue 7 CamocrosiTepHOe
MPETCH3UAMU n3ydyeHHe Marepuana, c
KJTUEHTa ucnons3zoBanueM  IOBC.
[Toaroroska K
TECTHPOBAHUIO.
KonTpoabnas 1 AynuTopHoe
Touka 1 TeCTHpPOBaHMe
1/2 BHenpeHue cucTeMbl 3. Brenpenue | 1 Jlexuus-nuckyccus 1 Kpyrnslii cron 7 CamocTosTensHoe
TipaBJIeHHsl KauyeCTBEHHOTO U3yueHHe MarepHana,
ynp \ P
Ka4YeCTBEHHBIM CEPBHCOM cepBuca HO/ITOTOBKA K
IPaKTUYECKOMY 3aHATHIO
¢ ucnonp3oBanneM DBC.
1/2 YipasJ/ieHUe Ka4yecTBOM 4. Dopmsl 7 CamocTosTensHoe
CePBUCHOTO TOBEIEHUSI BHYTPCHHEH u U3yueHHe MaTepuana, ¢
COTPYIHHMKOB BHEIIHEN OIEHKHU ucnons3oBanuem  OBC.

© PI'YTUC



OEJTEPAJIBHOE TOCYJAPCTBEHHOE BIO/IXKETHOE ObPA3OBATEJIBHOE CMK PIYTUC
é’ YUYPEXIEHWME BBICILIEI'O OEPA30OBAHVIA
Y «POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
ooyt TYPU3SMA "1 CEPBUCA» Auem 5 us
KayecTBa ITonroTtoBka K YCTHOMY
00CITyKHBaHUS omnpocy
KJIMCHTOB
Kountpoabnas YcrHblii onpoc
TouKa 2
1/2 [MoTpeduTenbckast 5. ®daxkTophl, Jlexust-nuckyceus CeMuHap CaMOoCTOSITENIbHOE
JI0S1IbHOCTE. [IpHBJIeyenne | BIMAIONINE Ha n3yveHHe Marepuaa,
U y/lep:KaHne KJINeHTOB HOTPEOUTENBCKYIO MOATOTOBKA K
JOSITEHOCTD u HPAKTHYECKOMY 3aHATHIO
yIpaBiicHHE ¢ ucnoap3oBanueM DbC
JKU3HEHHBIM
LIMKJIOM KJIMEHTa
1/2 KinuenroopuentupoBannoc | 6. Mcnonb3oBanue CamocTosTenpHoe
Th KaK KOHKYPEeHTHOe COBPEMEHHBIX U3YYCHHE MaTepHaia, ¢
NMPeUMYLIEeCTBO KOMIIAHUH TEXHOJIOTUI B ucnonszoBanuem  ObC.
KJIMEHTCKOM IToaroToBKka K YCTHOMY
cepBuce orpocy
KonTpoabnas YerHblii onpoc
Touka 3
1/2 TexHoJiorus CO3AAHUS U 7. Cozganme u Jlexuus-mucKkyccus CemuHap CamocTosiTensHOe
ynpaBJieHUs] KJIHEHTCKOI AyANT KINEHTCKOH U3yucHHUE Marepuana,
0a3oii 6a3bI KOMITAaHUN MOATOTOBKA K
HPAKTHYECKOMY 3aHATHIO
¢ ucnosab3oBanueM ObC
1/2 8. Texnonoruu CaMocTosiTenbHOE
yIpaBJIeHUS U3yYeHHE MaTepHana, C
KIIMEHTCKOH 6a30i ucnonszoBanuem  ObC.
[TogroroBka K YCTHOMY
orpocy
Kounrponbnas YerHblii onpoc
Touka 4.
1/2 Koncynpranus Koncynpramus

© PI'YTUC




®EIEPAJTBHOE TOCYIAPCTBEHHOE BIOI>)KETHOE OBPA30BATEJ/IBHOE CMK PTYTUC
i _ YYPEX[IEHVE BbICILIEFO OBPA3OBAHVISI
" «POCCUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
oy TYPU3SMA "1 CEPBUCA» Aucm 6 us
CTYJEHTOB npeamnoaraet paboty

npenoaaBaTeiid co
CTyYACHTaMHU Hepeﬂ
3K3aMC€HOM

1/2

HpOMe)KyTO‘lHafl arrecTauus — 3a4eT — 2 yaca

© PI'YTUC




Or50YBNo

WC

OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATE/IBHOE
YYPEXXIEHME BbICIITETO OBPA30OBAHIA

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

CMK
PIYTUC

Aucm 7 uz 27

6. IlepeyeHb Y4YeOHO-METOAMYECKOI0 o0ecHeYeHHs] JIsi CAMOCTOSITEJbHOH PadoThI
00y4YaIIUXCs M0 JUCHUILIMHE (MOIYJII0)

y4e0HO-METOJHUECKOe 00eCIIeYeHNE:

HJ’IH CaMOCTOSITeILHOI pa6OTbI 110 JUCIHUIIIIMHC o6yqafoumeca HCIIOJIB3YIOT CICAYIOIICEC

Ne
n/n

Tema, TPy10€MKOCTh B aKa/.4.

YuyeO0HO-MeTOANYECKOE 00ecIeueHne

CoBpeMeHHBIH KIHCHTCKUH CEPBUC H
ero 0co0eHHOCTH (7 4acoB)

VYnpaBieHue NPeTeH3UsIMU KIHESHTA
(7 gacos)

BHepenune ka4eCTBEHHOTO CEPBHCA
(7 vacos)

@OpMBI BHYTPEHHEW U BHEIIHEU
OLIEHKH KauecTBa OOCITYKUBaHUS

KJIMEHTOB (7 4acos)

MDakTOpBI, BAUSIOIINE Ha
HOTPEOUTENBCKYIO JOSUIBHOCTD
YIPABJICHUE KU3HEHHBIM [IUKJIOM
kiuenTa (7 4acoB)

Hcnonbs30BaHne COBPEMEHHBIX
TEXHOJIOTUH B KIIMEHTCKOM CEPBHCE
(7 yacos)

Co3anue u ayuT KIMEHTCKON 0a3bl
KoMIaHuH (7 4acos)

TexHOIOTHH YIIPABIICHHSI
KJIMEHTCKO# 6a30# (7 yacos)

OcHoBHas JInTepaTypa

1. Konomnéra, H. A. CepBuc B
coBpemenHoi kynbType / H. A. KoHoruiesa. -
Mocksa : Jlupexkr-Menua, 2020. - 332 c. - ISBN
978-5-4499-0715-8. - TekcT : AIEKTPOHHBIH. -
URL:
https://znanium.com/catalog/product/1963318
(mara oopamenus: 03.02.2023)

2. CepBuC: TEpMUHBI U TIOHATHS : CIIOBAPhH /
noj pea. O.4. Noitxmana. — Mocksa : UHOPA-
M, 2021. — 239 c. — (bubnuoteka ciaoBapeit
«MH®PA-M»). - ISBN 978-5-16-014474-0. -
Tekcer : anexTponnsid. - URL:
https://znanium.com/catalog/product/1167070
(mara obpamenus: 25.09.2022). — Pexxum
JOCTYTA: 10 TOJIHUCKE.

3. CepBuc: opraHuzanusi, yrpasJicHHE,
MapKeTHHT : yueOHuK ans 6akanaspos / E. H.
Bonxk, A. U. 3eipsHoB, A. A. Jlumnunckas, H. B.
XapuronoBa. — Mocksa : M3narenbcko-
Toprosas kopropanus «J/lamkos u K°», 2019. —
249 c. - ISBN 978-5-394-03140-3. - Tekcr :
anexkTpoHHsbId. - URL:
https://znanium.com/catalog/product/1081771
(mara obpamenus: 25.09.2022). — Pexxum
JIOCTYTIA: 110 TOJATHKCKE.

4. Sxy0a B. Cepsuc. Kak 3aBoeBatb
JIOBEpHUE KIMEHTOB U MOBBICUTH MPOJIAXKH :
npakTH4deckoe pykooactBo / B. fky6a. - Cankr-
[TerepOypr : Tutep, 2021. - 192 c. - (buznec-
nicuxonorus). - ISBN 978-5-4461-1803-8. -
TexcT : anexTponHsiii. - URL:
https://znanium.com/catalog/product/1817713
(mara obpamenus: 25.09.2022). — Pexxum
JIOCTYTIA: 110 TOJATHKCKE.

JonoJHuTeIbHAA JTUTEPATYypa
1. Pesnuk, I'. A. CepBucHas neAT€IbHOCTH :
yuebnuk / I'.A. Pe3nuk, A.M. Mackaesa, 10.C.

[Tonomapenko. — MockBa : UHOPA-M, 2021.
— 202 c. — (Cpennee mpodeccuoHaTbHOE
oOpazoBanue). - ISBN 978-5-16-016211-9. -

© PI'YTHUC




2§ | OEIEPAJIBHOE FOCYIAPCTBEHHOE BIOIDKETHOE OBPA3OBATE/TbHOE CMK
é’@ _ VYPEX[IEHVE BBICIIIETO OBPA3OBAHVISI PIYTUC
Y «POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET

TYPU3MA V1 CEPBUCA»

" Aucm 8 uz 27
Teker : AJICKTPOHHBIH. - URL:
https://znanium.com/catalog/product/1241803
(mara oOpamenus: 03.02.2023). — Pexum

AOCTYIIA: IO IMOATIINCKE.

2. Cepsuc Plus : HayuHbIif )KypHaJ. - MockBa :
PI'YTuC, 2022. - T. 16, Ne 3. - 147 c. - ISSN
1993-7768. - Tekcr : anexTponnsiid. - URL:
https://znanium.com/catalog/product/1985778

(mara oOpareHus:

03.02.2023)

7. ®OH] OLIEHOYHBIX CPEACTB JIsl NMPOBeAeHUs] TeKylleld U MPOMeKYTOYHON aTTecTanuu
00yJaomuxcs Mo JUCHUNIHHE (MOYJTI0)

7.1. TlepeuyeHb KOMIIETEHUIHiII C YyKa3aHHeM JTanmoB HX (OPMHPOBAHHWS B mpolecce
O0CBOEHHs 00pa30BaTeIbHOI MPOrpaMMbl

Ne | Munekc Copnepxanue Paznen B pesynbrare uzyueHus paszaena IMCUUIUIMHEI,
o | KOMIIET KOMIIeTCHIIHN JUCTIATUTAH obecmeunBaromero popMupoBaHe KOMIIETSHIINHU (I €€
€HIUU (nu ee yacTH) Bl, 4acTH) 00y4yaromuics TOJDKEH:
oOecreunBa 3HATh YMETh BJAJETh
FOILINN
¢dhopmupo-
BaHUE
KOMIIe-
TEHIUH (HITA
€€ YacTH)
1. YK-3 Crioco0eH oCyIecTBIATh CONMAEHOE B3aUMOJICHCTBUE H PEaTH30BEIBATH CBOIO POJIb B KOMAH/IC
YK-3.1 | Omnpenenser cBoro | Pasmen 1 CYILLHOCTb OLIEHUBATh cnenuukoit
pomr B KOMaHJgE, KITMEHTOOPHEHTHPO | OCOOCHHOCTH paboTHI B
UCXOIll W3 CTPaTeTHd BaHHOTO TIOJXOJNA, | MHAWBHIYAIbHEIX W | KOHTAKTHOM
COTPYAHHYECTBA LIS TIPUHITUITBL KOPIIOPaTHBHBIX 30HE KaK
JIOCTHKEHUS OpraHU3aIiN KITUEHTOB, paboTath | cdepe
MOCTABIIEHHOW ENH CEPBHUCHOMN B KOHTaKTHOW 30HE | pealu3aiuu
CITY’KOBI, 3TUKY | Kak cdepe | KITMEHTOOPUEH
chepsl Ou3HECAa W | peanu3alyu TUPOBAHHOTO
yCIIyT KJIIMEHTOOPUEHTHUPOBA | TMOAX0/a,
HHOTO TOJX0/a MeTOoIaMu
paboTsI ¢
MIPETEH3USIMU
KJINEHTOB,
KOH(JIMKTHBIM
U CHTYalusIMHU
C KOJJIETaMU
VK-3.2 | [Ipn peanuzanuu MIPUHOMIBL  PabOTHI | OLIEHUBATH METOAUKOMN
CBOEH poJIM B KOMaHIe B KOMaH/Ie B | 0COOEHHOCTH YIPaBJICHUS
YUHTHIBAET MpoIIecCe OKa3aHWs | TMOBEASHUS  APYTUX | TPYMNIOBOM
0COOEHHOCTH yCIIyT YJICHOB KOMaH bl JIMHAMUKOH B
MTOBEICHUS JIPYTHX mporecce
4YJICHOB KOMaH/Ibl; OKa3aHus
coOmoaeT YCIyT |
YCTaHOBJICHHbIE B3aUMO/JIEICTB
HOPMBI W  TIpaBUIA Usl MEXIY
KOMaHTHOH  PaboThI, YIeHaMu
HeceT JIUYHYIO KOMAaH/IbI

© PI'YTHUC




2§ | OEIEPAJIBHOE FOCYIAPCTBEHHOE BIOIDKETHOE OBPA3OBATE/TbHOE CMK
é’@ _ YEIPI:DKHEHVIE BBICILIETO OBPA3O]?1AHV[5I PIyTUC
Y «POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUCA»
v Aucm 9 usz 27
OTBETCTBCHHOCTh  3a
o01mmii pe3ynbTar.

VYK-3.3 | Aranmmsupyer CYIITHOCTb aHATM3UPOBATH MOJIEITBIO
BO3MOJKHBIC yIPaBICHYECKON BO3MOJKHBIE npodeccrona
MOCJIEACTBHS JINIHBIX STHKH, STHKY | MOCJIEACTBUSI JINYHBIX | JIBHOTO
JNEUCTBUMN " MApTHEPCKUX JIEHCTBUI B Ipoliecce | MOBEAEHUS HA
IUTAHUPYET CBOU OTHOILIEHUH, B3aMMOJEHCTBHA ¢ | pabouem
JercTBUSA JUTS COLIAIbHEIE, KIHCHTaMHU H | MecTe B
JIOCTHKEHUS STHUYECKHE, KOMaHI01 mporiecce
3aITaHHOTO pe3yJIbTaTa KOH(eCCHOHATBHBIC OKa3aHUs

u KYJIbTYPHBIE ycayr
pa3nuuus  BHYTPHU
KOJUICKTHBA.

7.2. Onucanue nokasareJieii U KpUTepueB OLIEHUBAHUSI KOMIIETEHIIMI HA Pa3HbIX 3Tanax
X (pOPMHUPOBAHUS, ONIMCAHUE KA OLlEHHBAHUS

Pe3yabTat 00y4yeHus no IToka3arenn . JTan ocBOEHUs
Kpurepuii oueHuBanus
JIMCIHMILIHHE OLIEHUBAHUS KOMIIETeH MU
3HaTh CYIIIHOCTb
B3aUMO/IeICTBUSA
KOJUIEKTHBa B  IIpoliecce
o0cyXKUBaHUS,
KIIMEHTOOPHUEHTUPOBAHHOTO
MOJIX0/1a, TPHMHLMIIEI Crynent
OpraHM3allii  CEpBHCHOMN IPOAEMOHCTPUPOBALL
CIyXObI, OTHKY  C(hepbl 3HaHHeE B 061aCTH
OusHeca u YCIIyT, TEXHOJIOT Uit
YUPABIEHHEERY!o 17, (C)S Ciﬁﬁﬁiﬂjﬁnqecmx Saxpenieriie
TUKY MapTHEPCKUX i , » | crocoBHOCTH
OTHOUICHUH, COLMUAIIbHBIE, KOH(peCCHOHATBHBIX 1/10 paBoTath B
STHUYECKHE, KYJIbTYPHBIX Pa3JIAYAN KOJUIEKTHEE,
KOH(heCCHOHATIbHBIE U | TectupoBaHue, BHYTPH KOJUICKTHBA, TOJIEPAHTHO
4 KJIHEHTOOPHEHTHPOBAHHOTO
KYJIbTYPHbIE pa3Iu4Hs | YCTHBIH Onpoc BOCIIPUHUMAsI
T0/IX0/1a, TI03BOJISIOIIEE
BHYTPH KOJIJICKTHBA. HpOheCCHOHATHHO COLIMANIBHBIC,
Ymetb GeckoHdIMKTHO B3aUMOJIEHCTBOBATh C DTHHHECIHE,
pelars POGIEMBIL, HoTpeGHTE MY 1 KOH(peCCHOHAIIbHbIE
BO3HHUKAOOIUC IIpU pa60Te KOJIJIETaMH B XO€ 1 KyJIbTypHBIC
pasnnuns

C KJIMEHTaMH U KOJIJIETaMH,
OLIEHMBATL  OCOOEHHOCTH
WH/IUBUYaIbHBIX u
KOpHOpaTI/IBHI)IX KJIIMEHTOB,

paboTaTh B KOHTAaKTHOM
30HE KaK chepe
peanu3anuu

KIIMEHTOOPHUEHTUPOBAHHOTO
MoAX0/a, paboTaTh c
MPETECH3MSIMH KJIIMEHTOB

00CTyKUBaHMUSI.
JleMOHCTpHUPYET yMEHHUE
HaXOJIUTh PELICHHE 33139 B
001aCcTH OKa3aHUs YCIyT.
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Kpurepun u mkaja oueHHUBAHHUS OCBOEHHSI ITANOB KOMIIETEHUHH HA NMPOMeEKYTOYHOM

aTreCrTanum

HOpHI{OK, KpUTECpHUHU W 1IKaJIa OLOCHHBAHUA OCBOCHHUSA OTaIlOB KOMHCTeHHI/Iﬁ Ha
HpOMC)KyTO‘IHOﬁ arreCraliu onpeacisi€Tca B COOTBCTCTBUHU C Ilonoxenuem o IIPpOBCACHUU
TEKYHIETO KOHTPOJA YCII€EBACMOCTH H HpOMe}I(YTO‘IHOI;'I aTTCCTalln O6y‘IaIOHII/IXC$I 110

00pa3oBaTeNbHBIM IPOrpaMMaM  BBICHIETO OOpa30BaHUA

mporpaMMaM  MarucTparyphl,

peanu3yeMblM 110

oOpa3zoBarenbHbIM cTangapraM B ®I'6OY BO «PI'YTUCH.
Buabl cpeacTs oneHUBaHUsl, IPUMEHAEMBbIX NPH MPOBEJACHUH TEKYIIero KOHTPOJIs
U IIKAJbl OEHKU YPOBHSI 3HAHUM, YMEHUIl W HABBIKOB NPH BbINOJHEHUH OTAEJIbHBIX
(popM TEeKyIEr0 KOHTPOJIS
Cpedcmeo oyenuganus — ycmuulii omeem (0npoc)

(henepabHBIM

— mporpammaM OakanaBpHara,
roCyJapCTBEHHBIM

IlxaJjia OeHKH YPOBHS 3HAHMI, YMEHU M HABBIKOB IIPH YCTHOM OTBeTe

Bbanasl

Kputepun ouennBanus

IToka3aTen olleHUBaHUS

10 6an0B

- IIOJIHO
COJZIEp’KaHuE MaTepHuaa;
- MaTtepuan U3JI05KEH
IPAaMOTHO, B OIPEIEICHHON JIOTHYECKOU
IIOCJIEI0BATEIBHOCTH;

- MIPOJIEMOHCTPUPOBAHO
CUCTEMHOE U  TIJIyOOKOe  3HaHHe
IIPOrPaMMHOT0 MaTepHaa;

— TOYHO
TEPMHUHOJIOTHUS;

- IIOKa3aHO YMEHHE
WJUTIOCTPUPOBATH TEOPETUYECKUE
MOJIOKEHNUS KOHKPETHBIMH IpUMEpaMH,
IIPUMEHSTh UX B HOBOM CUTYyallWH;

- MIPOJIEMOHCTPUPOBAHO
YCBOEHHUE panee M3YYEHHBIX
COITYTCTBYIOIIIUX BOIIPOCOB,
cOPMUPOBAHHOCT U  YCTOWYUBOCTH
KOMIIETECHIIMM, YMEHUW U HABBIKOB;

- OTBET MpO3ByYal
CaMOCTOSITENIBHO, 6e3 HaBOJALIUX
BOIIPOCOB;

- MIPOJEMOHCTPUPOBaHA
CIOCOOHOCTh ~ TBOPYECKH  IPUMEHSTH
3HaHUE TEOpUu K pEIIEeHHUIO
npodecCUOHANBHBIX 3a/1a4;

- MIPOJIEMOHCTPUPOBAHO
3HAHWE  COBpEMEHHOW  yueOHOH U
HAy4YHOU JIMTEPATYpHI;

- JOITYILIEHBI
HETOYHOCTH pH
BTOPOCTENEHHBIX  BOIIPOCOB,

PacKpbITO

HCIIOJIB3YCTCA

olHa — JBE
OCBEILIEHUU
KOTOpbIE

- OO6yuarouuiics
MOKa3bIBAET  BCECTOPOHHHE U
MIyOOKHE 3HaHUs MPOTPAMMHOIO
Marepuaa,

- 3HAaHUE OCHOBHOW U
JOTIOJIHUTEIBHOM JINTEPaTypHI;

- MOCJIEIOBATENbHO U
YEeTKO OTBEYaeT Ha BOIPOCHI
owmera u JOTIOJTHUTETHHBIC
BOIIPOCHI;

— YBEPEHHO
OPUEHTHUPYETCSI B TMPOOJIEMHBIX
CUTYaIUX;

- JTEMOHCTPUPYET
CIIOCOOHOCTh MIPUMEHSITh
TEOPETHUUECKUE 3HaHUS JUISt
aHaIM3a MPAKTUYECKUX CUTYyaluH,
Jenarb — NPaBUJIIbHBIE  BBIBOJBI,
MPOSIBIISICT TBOPYECKHE
CIIOCOOHOCTH B IIOHHMAHUHU,
W3JIOKEHUU W HWCIOJIb30BAaHUU
MPOrpaMMHOI0 MaTepuania;

- TOATBEPK1aeT
MMOJIHOE OCBOCHHE KOMIICTCHIIHM,
MPEeAYyCMOTPEHHBIX TPOrpamMMoit
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HCITPABJIAKOTCA 110 3aMCYaHUIO

7-9 6annoB - BOITPOCHI U3JIAraroTCs - 00yUaroIHiCst
CHCTEMaTU3HPOBAHO U TIOCIIEIOBATENFHO; | OKA3bIBACT MOJIHOE 3HAHHE
- IPOJIEMOHCTPUPOBAHO - IPOTrPaMMHOTO
yMEHHE  aHaJM3UpOBaTh  MaTepHal, | MaTepuaiga, OCHOBHOU U
OJJHAKO HE  BCE  BBIBOJBI  HOCAT - JIONIOJTHUTEILHOM
apryMEHTUPOBAaHHbIA M JI0Ka3aTelbHBIN | muTeparypsl;
XapaxTep; - JaeT TIOJTHBIC
- IIPOJIEMOHCTPUPOBAHO OTBETHI Ha TEOPETUYECKHE
YCBOGHUE OCHOBHOM JINTEPATYPHI. BOIIPOCHI Onnera u
- OTBET YAOBJETBOPSET B | JIOTOJIHUTEIHHBIC BOIIPOCHI,
OCHOBHOM TpeOOBaHHSAM Ha OIICHKY «5», | IOITyCKasi HEKOTOPhIe HETOYHOCTH;
HO Tpd OTOM HMEeT OIUH U3 - HPaBHIBLHO
HEJIOCTaTKOB: HPUMECHSICT TEOPETHYECKHE
- a) B U3JI0)KCHHUH | TIOJIOKEHHS K OLICHKE
JONYIIEHBl HEOOJNIbIINE MPOOENbl, HE | MPAKTHYCCKUX CUTYaLUil;
MCKa3MBILHUE COJCPIKAaHUE OTBETA; - JIEMOHCTPUPYET
- 0) JIOMyIICHbI OJUH — JIBA | XOPOIIM  YPOBEHb  OCBOCHUS
HEe/JoYeTa TPU OCBEIIEHHH OCHOBHOTO | MaTephasa u B EJIOM
COIep)KaHMsl OTBETA, HCIPABICHHBIC IO | MOATBEPKIAET OCBOCHHE
3aMeYaHUI0 TPEroJaBaTes; KOMITCTCHIMI, MPEAyCMOTPEHHBIX
- B) JOMYIIEHBI OMIMOKA WK | TPOrpaMMOn
Oosiee JIByX HEJOYETOB INPHU OCBELIECHUU
BTOPOCTEIICHHBIX  BOIMPOCOB, KOTOpBIC
JIETKO WCTIPABISIFOTCS IO 3aMEYaHHIO
TIperoIaBaTess
1-6 6an10B - HETIOJTHO WITH - o0yuaromncst
HETIOCIIeIOBATELHO PACKpPBITO | MOKa3bIBAECT 3HAHUE OCHOBHOTO
coZiep)KaHWEe Marepuana, HO I0Ka3aHO - Marepuaa B
ob1ee MOHUMaHHe BOITpOCa U | 00beMe,  HEOOXOAMMOM  JUIS
IIPOJEMOHCTPUPOBAHBI YMEHHUS, | pelcTosed npodeccuoHanbHOM
JIOCTaTOYHBIC TUISt JAIBHEHUILETO | 1eSTENHLHOCTH;
YCBOCHUS MaTepuaa, — npu OTBETE Ha
- YCBOCHBI OCHOBHBIE | BOIIPOCHI ounera "
KaTeropud IO PacCMaTPUBAEMOMY U | JIONONHUTENbHBIE  BONPOCH  HE

JOTIOJTHUTEITFHBIM BOTIPOCAM;

- MMEIUCh 3aTPYAHEHUS WU
JOMYIIEHbl OIUOKH B  OMpEAeNICHUN
MOHSATUHN, UCTIOJIB30BAHUN TEPMUHOJIOTHH,
WCTIpaBIICHHBIE rmocye HECKOJIbKHX
HaBOJSLIUX BOIPOCOB;

- NP HEMOJHOM  3HAHUH
TEOPETHYECKOTO MaTepuajia BBISBICHA
HEeJIOCTaToYHas c(hOpMUPOBAHHOCTH
KOMIIETCHIINHA, YMEHUW W  HaBBIKOB,
CTYJIEHT HE MOXET IPUMEHUTH TEOPUIO B
HOBOW CHUTYallNH;

JOTyCKaeT TpyObIX OIMOOK, HO
UCIBITBIBAET  3aTPyAHEHUS B
MOCIIEI0BATEIBHOCTH 170
U3JI0KEHUS;

- HE B TOJHOM Mepe
JTEMOHCTPHUPYET CIIOCOOHOCTh
MIPUMEHSTh TEOPETUYECKUE 3HAHUS
JUIS  aHanM3a  MPaKTUYECKUX
CUTYaLNil;

- MOJITBEPKIAET
OCBOCHIUE KOMIICTCHITHM,
MPENYCMOTPEHHBIX  NPOrpamMMOM
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TYPU3MA V1 CEPBUCA»
" Auem 12 us 27
— HpO,[[eMOHCTpI/IpOBaHO Ha MHUHHUMAJIBHO JA0ITyCTUMOM
YCBOCHHE OCHOBHOM JINTEPATYPHI ypOBHE

0 6as10B - HE pAcKpBITO OCHOBHOE - 00yYaIOIIHIACSE

HaBOJAIINX BOIIPOCOB.
- HE

coJiep)kaHue y4eOHOTO MaTepuana;
- OOHApYKEHO HE3HAHME MM | 3HAHUAX  OCHOBHOIO  yueOHOTro
HEMOHMMaHHE OOJIbIIEH WM HauOojee | MaTepHaja 1o JUCIHUILINHE,

HE HCITPABJICHBI IIOCJIC

HMECT CYHICCTBCHHBIC HpO6CJIBI B

BaXHOH yacTH y4yeOHOro MaTepuaa; - HE croco0eH
- JOMYIICHBl  OMHUOKKH B | QpryMEHTHPOBAHO u
OIIpeEICHUH MIOHATHH, npu | OCJIEI0BATENBHO €r0  M3JaraTs,

HMCIIOJIb30BAaHMH TE€PMUHOJIOTHUH, KOTOpPBIC | AOIIyCKACT I‘p}I6BIe OIINOKH B
HECKOJIbKHX | OTBE€TAaX, HCHIPABUIIBHO OTBCYACT

Ha 3aJaBacMbIC BOIIPOCBHI HJIHK

C(bOpMI/IpOBaHI)I 3aTPYAHACTCSA C OTBETOM,
KOMIICTCHI MW, YMCHUS U HABBIKU. - HE MMOATBCPIKAACT

OCBOCHHE KOMIICTCHITUM,
PELYCMOTPEHHBIX IPOrPAMMON

OueHoYHAas MIKAJIa YCTHOI'O OTBETA

IIpoueHTHBI HHTEPBAJI Bajusl
OLICHKH
menee 50% 0
51% - 70% 5-6
71% - 90% 7-8
90% - 100% 9-10

Cpedcmeo OYeHUearHuUusl — mecmuposanue

IlkaJjia OleHKU YPOBHSI 3HAHMI, YMEHHIA M HABBIKOB IIPH pPellIecHHH TeCTOBbIX 3aaHMil

Kputepun ouenku

KoaunuecTBo 0a1710B

BBITNIOJIHCHO BEPHO SaZ[aHI/Iﬁ

9-10 ©6ammoB, ecmm (90 — 100)% TpaBUIBLHBIX
OTBETOB

7-8 6aimnos, eci (70 — 89)% mpaBMIIEHBIX OTBETOB

5-6 6amoB, ecnu (50 — 69)% npaBUIBHBIX OTBETOB

3-4 6amna, eciu (30 — 49)% npaBUIIBHBIX OTBETOB

1-2 6anna, ecim (10 — 29)% mpaBHIIBHBIX OTBETOB

BH}ILI CpeaACTB OICHUBAHUA, NMPHMEHACMbLIX IIPH INPOBCACHUHU l'lpOMe)KyTO‘-IH()ﬁ
aTTeCTAalud U IIKAJbI OLICHKHU YPOBHSH 3HaHHﬁ, yMeHPlﬁ N HABBIKOB IIPA MX BBINNOJTHECHHUH

VYeTHbIM onpoc

Ixana oneHKH YPOBHA 3HAHUIA, YMEHH M HABBIKOB NPHU YCTHOM OTBeTe

Onenka

Kputepun ounennBanus

Tloxa3zaTen oeHNBAHUSA

- MOJTHO
COJICp)KaHUE MaTEpUAIIa;
- MaTepHan

IIOCICI0BATCIBbHOCTH,

PacKpbITO -

- MIPOJEMOHCTPUPOBAHO

OO6yuarommuiics

IIOKa3bIBACT BCCCTOPOHHUC n

W3JI0XKeH | TIIyOOKHEe 3HAaHHWS MPOrpaMMHOTO
rpaMOTHO, B ONPEAECICHHOM JIOTMYECKOW | MaTepuana,

— 3HAaHHE OCHOBHOU H
JOTIOJIHUTEIbHOM JINTEPaTypHl,
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«5»

CHCTEMHOE u rIyooKoe
MIPOrPaMMHOI0 MaTepUana;
- TOYHO

TEPMUHOJIOTHS;

- IMOKa3aHO
WIUTIOCTPUPOBATH TEOPETUYECKUE
MOJIO)KEHUS KOHKPETHBIMH  MpPHUMEPaMHU,
MPUMEHSATh UX B HOBOM CUTYyalluU;

- MPOJAEMOHCTPHUPOBAHO
YCBOEHHUE paHee M3Y4YEHHBIX
CONYTCTBYIOIINX BOIIPOCOB,
c(hOpMHUPOBAHHOCTH U YyCTOMYMBOCTh
KOMIIETCHIIMH, YMEHUW 1 HABBIKOB;

MPO3ByYall
HaBOISIINX

3HAaHHUC
HCIIOJIB3YCTCA

yMeHue

- OTBET
CaMOCTOSITEIIBHO,
BOIIPOCOB;

- IIPOJEMOHCTPUPOBaHa
CIOCOOHOCTh ~ TBOPYECKH  INPUMEHATH
3HAHHE TEOpUn K PELLIEHUIO
npodecCHOHANBHBIX 33/1a4;

- IIPOJEMOHCTPUPOBAHO
3HaHUE COBPEMEHHOH yueOHOH M HayuyHOU
JIUTEPaTypHl;

oe3

- MOCIIEIOBATEIbHO U
YEeTKO OTBEYaeT Ha BONPOCH Ouiiera
Y JTOTIOJTHUTEIBHBIE BOIPOCHI;

- YBEPEHHO
OpUEHTHpYEeTCS B  MPOOJIEMHBIX
CUTYaIUX;

- JEMOHCTPHUPYET
CIIOCOOHOCTh MPUMEHSITD
TEOPETUUECKHUE 3HAHMS JUIsl aHAIM3a
NPAaKTUYECKUX CHUTyallui, JemaTh
MpPaBUJIbHBIE BBIBOJIbI, MPOSBISET
TBOpUYECKHE CIIOCOOHOCTH B
MOHUMaHUH, W3JI0KCHUHU u
UCIIOJIb30BaHUU IPOrpaMMHOTO
MaTepuaia,

— MOJITBEPKIACT
MOJTHOE OCBOEHUE KOMIIETEHIIUH,
PEIYCMOTPEHHBIX ITPOTPAMMOA

«“»

- JOMyLEHbl OJHA — JIBE
HETOYHOCTHU pu OCBELICHUU
BTOPOCTENIEHHBIX  BOIIPOCOB,  KOTOpPBIE
HCIPABJISAIOTCS 10 3aMEYaHUIO

- BOIIPOCHI W3JIararTcs - oOyuaromuics
CHUCTEMAaTU3UPOBAHO U NIOCIIE0BATENBHO; ITOKA3bIBAET IOJHOE 3HAHUE

- IIPOJIEMOHCTPUPOBAHO - IIPOrPaMMHOTO
YMEHUE aHAJIU3UPOBATh MATEpHAll, OJHAKO | MaTepUala, OCHOBHOU U
HE BCE BBIBOJIBI HOCAT apryMEHTUPOBAHHBIN - JOTIOTHUTETHFHOM

U JIOKa3aTeNbHBINA XapakTep;

- MPOJEMOHCTPHPOBAHO
YCBOEHHE OCHOBHOM JIMTEPATYPHI.

- OTBET  YAOBJETBOpPSAET B
OCHOBHOM TpeOOBaHMSIM Ha OLIEHKY «5», HO
IIPU ATOM UMEET OJIMH U3 HEJJOCTAaTKOB:

- a) B W3JIO)KEHUU JIOMYIIEHBI
HeOoypIme TpoOebl, HE HWCKA3UBIIHE
coJiepKaHue OTBETa;

— 0) IomyImieHbl OJWH — JIBa
HeJoYeTa TPH  OCBEIIEHHH OCHOBHOTO
COJZIepKaHUsl OTBETa, HCIPABICHHbIE TI0
3aMeUYaHHIO IPEero aBaTes;

- B) JOMNYLICHBI OLIMOKAa WU
Ooyee BYX HEIOYETOB IPH OCBEUICHUU

JUTEPaTypHhI;

- JIaeT TIOJHBIE OTBETHI
Ha TEOPETUYECKHE BOIPOCH Omiiera
U JIONOJHUTEIbHBIE  BOMNPOCHI,
JIONYCKasi HEKOTOPbIE HETOYHOCTH;

— MpaBUILHO
MIPUMEHSET TEOPETUYECKHUE
MOJIOKEHUS K OLIEHKE MPAKTUYECKHUX
CUTYaLH;

- JIEMOHCTPUPYET
XOPOILIHNA YPOBEHB OCBOCHUS
Marepuana 151 B LEJIOM
MOATBEPKIAET OCBOCHHE
KOMIICTCHIIMH, NPEAYCMOTPEHHBIX
MPOrpamMmMoit
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«3»

JIOCTATOYHBIE JUISl JaJbHEUIIErO YCBOCHUS
Marepuaa;

- YCBOEHBI OCHOBHBIC
KaTeropur MO  pPacCMaTpUBAEMOMY U
JIOTIOJTHUTEIILHBIM BOIIPOCAM;

- AMEJNUCh 3aTPyJHECHUS WU
JOMYIIEHbl ~ OMMOKU B  OIpPEACIICHUU
MOHSTUH, HUCIOJIb30BAaHUU TEPMHUHOJIOTHH,
HCIPABJIEHHBIE mocie HECKOJIBKHX
HaBOJIAIIUX BOIIPOCOB;

- IIpU  HENOJHOM  3HAHUHU
TEOPETUYECKOTO  MaTepuaja  BBISBICHA
HEJOCTAaTOYHAS c(hOpPMHUPOBAHHOCTH
KOMIICTEHIIUM, YMEHMH W  HaBBIKOB,
CTYACHT HE MOXET NPUMEHUTH TEOPUIO B
HOBOH CUTYallNH;

- MIPOJAEMOHCTPUPOBAHO
YCBOEHHE OCHOBHOM JIMTEPATYPHI

TYPU3MA V1 CEPBUCA»

" Aucm 14 uz 27
BTOPOCTEINEHHBIX  BOIIPOCOB,  KOTOpbIE
JIETKO  HCIPABIJISIOTCS 10 3aMEYaHUIO
MpENnoaaBaTess

— HEMOJTHO WA - oOyJaromuics

HEMOCIEeA0BATEIBHO PacKphITO | IIOKa3bIBAET 3HAHUE OCHOBHOI'O
COJIep>KaHue Marepualia, HO I0Ka3aHOo — MaTepuaia B o0beMme,
ob1ee MMOHMMAaHHNC BOIIpoca A | HeOOXOOUMOM  JJIA npencmxmeﬁ
MIPOJICMOHCTPUPOBAHBI YMEHHS, | mpodecCHOHANBHOMN NeSTeNbHOCTH;

- npu OTBETE Ha
BOMPOCHI ounera u
JIOTIONIHUTEIbHBIE ~ BOIIPOCHI  HE
JOMyCKaeT TrpyObIX OMmHOOK, HO
UCTIBITHIBACT 3aTpyIHEHUS B
MOCTIEI0BATEIBbHOCTH ux
U3JI0KEHUS;

- HE B TIOJTHOM Mepe
JTEMOHCTPUPYET CIOCOOHOCTh
NPUMEHATh TEOPETUYECKHE 3HAHUS
JUISL aHaJn3a MPaKTUYECKUX
CUTYaLUil;

- HOJITBEPKIAET
OCBOCHHE KOMIICTCHITUH,
IPEeyCMOTPEHHBIX MPOrpaMMoOi Ha
MHUHHUMAJIBHO JIOITYCTUMOM yYpPOBHE

- HE  PACKPBITO  OCHOBHOE
coJiep>kaHue y4eOHOTO MaTepuana;

- 0OHApy)XEHO HE3HaHUE WIH
HENOHHMaHHe OoJbIIed uin Haubojee

— oOyJaromuiicss umeer
CYIIECTBEHHBIC TIPOOEIBI B 3HAHUSIX
OCHOBHOT'O y4eOHOro Marepuaia 1o
JMCIUATUTHHE;

BaKHOM YacTH yueOHOTO MaTepHana; - HE crocoOeH
- JIOTYIIIEHbI OIIMOKHU B | QpT'YMEHTUPOBAHO u
2» OIpeAeIeHUN TTOHATHI, MpH | IOCIICI0BATCIBHO ~ €r0  u3JiaraTh,
UCIIOJIb30BAHUM TEPMUHOJIOIHH, KOTOpHIE | IOMyCKaeT TrpyOble  OmuMOKH B
HE  WCHpPABJICHBl  TOCJAE  HECKOJbKHX | OTBETAaX, HCIPABUJILHO OTBEYACT Ha
HaBOJAIIUX BOIIPOCOB. 3aJlaBacMble BOITPOCHI WA
- HE copmupoBanbl | 3aTPYAHACTCS C OTBETOM;
KOMIIETEHIINY, YMEHUS U HABBIKH. - HE MOATBEPKIAECT
OCBOCHHE KOMIICTCHITUH,
MIPEYCMOTPEHHBIX TPOrPaMMON
OLICHOYHAS IIKAJIA YCTHOTO 0TBETA
IIpoueHTHBII HHTEPBAJ OLICHKA
OLleHKH
MmeHee 50% 2
51% - 70% 3
71% - 85% 4
86% - 100% 5
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Aucm 15 uz 27

7.3. TunoBble KOHTPOJIbHbIE 32]aHUS WJIM UHbIE MATEPHAJIbI, HEOOXOAUMbIe /sl OLleHKHU
3HAHUI, YyMEeHHUH, HABHLIKOB M (MJIM) ONbITA JAEATEJbHOCTH, XaPAKTEPU3YIOIIMX 3TAMbI
(opMupoBaHUA KOMIIETEHIINH B poLiecce OCBOeHHs 00pa30BaTe/IbLHOI MPOrpaMMBbl.

- o Bun n
= g Paszen AHCIHIHb, coepiKaHe TpeOGoBaHwMsI K BBITOJTHEHUIO
= % obecneunBaromuii popMupoBanue KOHTPOJILHOT'O 3aJlaHNA U CPOKaM
2 3 KOMIIETEHIMH (MU €€ YaCTH) KOHTPOJIBHOTO caun
3aJlaHus
Ponp kmentckoro cepsuca B | TectupoBanue TectupoBanue cocrout u3 10
JESITeTbHOCTH KOMITAHUU BOIIPOCOB C HECKOJIbKUMU
412 BapHMaHTaMU OTBETOB. | MPaBUIIbHBII
OTBET OlLleHUBaeTcs B 1 Oa.
MaxkcuManbHOE KOJIMYECTBO OaJIOB
3a TectupoBanue - 10.
Bnenpenue cucremsl YcTHbIM onpoc Omnpoc coaepxut 10 Borpocos. 1
YIpaBIIeHUS] KAYSCTBCHHBIM MIPABWJIBHBIN OTBET OIIEHUBAETCS B 1
8/2 | cepBucom. YmpasineHue 6am1. MakcuManbHOE KOJIUYECTBO
KauecTBOM CEPBUCHOTO 6amtos 3a omnpoc - 10.
TIOBE/ICHUS COTPYTHUKOB
[ToTpeburenbckas VYcrHbli onpoc Ompoc coaepxkut 10 Borpocos. 1
TostbHOCTH. [IpuBneueHue u MIPaBUJIbHBIN OTBET OlleHUBaeTCs B 1
19/, | YACPKaHHE KIMEHTOB. 6am1. MakcuManbHOE KOJIMYECTBO
KimeHToopHeHTHPOBAHHOCTD 6aoB 3a onpoc - 10.
KaK KOHKYPEHTHOE
MPEUMYIIECTBO KOMIAHUH
TexHoNMOTHS CO3MaHUS U VYcrHbIl onpoc Ompoc coaepxut 10 Borpocos. 1
17/ | Ynpapierus KITUEHTCKOM MIPaBUJIbHBIN OTBET OlleHUBaeTCs B 1
6a3oii 6am1. MakcuManbHOE KOJIMYECTBO
6a1oB 3a onpoc - 10.

7.3.1. TunoBble KOHTPOJIbHO-U3MEPUTEJIbHbIE 3aJaHUS TEeKYIero KOHTPOJIA [IJisl OLeHKU

3HAaHUUW, yMEHUH, HABBIKOB U (MJIU) ONBITA [eSTeJbHOCTH, XapaKTEPU3YIOLIMX 3Talbl
dbopMUpOBaHUSA KOMIIETEHIIMH B poLiecce 0CBOEHUs1 06pa30BaTeIbHOU NPOrpaMMbl
3aoanus mexkywiezo KOHmMpona 01 peanusyemoii KOMnemeHyuu
1 Teopusi MoTPedUTEIHLCKOr0 MOBEAEHUSI TPeEAIaraer, Yro MOTPeOuTe b CTPEMUTCS
MaKCHUMH3HMPOBATh:
Ko.1-Bo npaBH/ILHBIX OTBETOB - 1
pasHUILy MEX1y 001Iel U npeaeTbHON MOIEe3HOCThIO
00IIIYIO TTOJIE3HOCTh
IpeeNbHYIO MOJIE3HOCTh
KaX/1yI0 U3 ePEYNCICHHBIX BETUYNH
IloBenenue morpeduTesiei — 3102
KoJ1-Bo NpaBWJILHBIX 0TBETOB - 1
1 HaOop ACHCTBUN, MPEANPUHUMAECMBIX JIIOJABPMH MPU TMOKYNKE U TMOTPEOJICHUU TOBApOB
(yemyr)
NEeNCTBUS, IPEALIECTBYIOIINE MTPOLECCY MOKYTIKU
3 ocobast popma MCUXOJIOTUH, CBOMCTBEHHAS JIFO/ISIM, YaCTO COBEPILAIOIINM MOKYITKH

N DWDN -

N
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Hu onun 13 BapuaHTOB HE ABIISETCS BEPHBIM

Tun kanenta « Kpyr» cooTBeTcTBYET CIeyHOIIEMY ONMCAHUIO:

Ko.1-Bo npaBHJIbHBIX OTBETOB - 1

Cobpan, cocpenoToueH, Cepbe3eH, MPEKPACHO OCBEOMIICH

OO61muTeNneH, YMOLIMOHAJIEH, HABSI3YUB, TI0BEPUUB, IIOJIATIINB

JIrobo3HaTeneH, cMen, He yBepeH B cebe, TOTOB K OTKPBITUSM U HOBHHKAM

CamontobuB, caMoyBepeH, IPUAUPYHB, TOAUYEPKHYTO MOJICH

K xoMnoHeHTaM LIEHHOCTH YCJIYTd He OTHOCATCSH:

Ko.1-Bo npaBHJIbHBIX 0TBETOB - 1

OcHOBHasl U JJOTIOJIHUTEJIbHBIE YCIYTH

CeHcopHbIe pa3apaKuTeNu

IleHa B CTOMMOCTHOM BBIpa)KEHUU

HoBuszna npogykra

LlenHOCTH yCiIyIrH, HEPCOHAJIA, MMH/IKA KOMIIAHUM M CEPBHCA OTHOCHT K:

Ko.1-Bo npaBHJIbHBIX OTBETOB - 1

[leHHOCTH, BOCIPUHUMAEMON KIIMEHTOM

OO01muM u3zepKKam

OO0IIUM LIEHHOCTIM

BuyTtpennue npucymiye npu3Haku yCIyTru

Bocnpunumaemblii pucK M 0€CIOKOICTBO OTHOCAT K:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

CeHCOpHBIM pa3IpaxKUTENSIM

PU3NYECKUM YCHIIHSIM

[Icuxonornyeckum Tparam

OKOHOMUU BPEMEHHU IIPU MOTPEOIEHUH YCIYTH

Maiinacersl B cepBUC-AU3aiiHe — ITO:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

nporecc  ¢dopMmHpoBaHHs ~ o0Opa3a  LEJOCTHOTO  MpeaMeTa,  HelMoCpeACTBEHHO
BO3/ICIICTBYIOIIErO HA AaHATTU3aTOPbI

no0yXx/aeHue K JeHCTBHIO W HeoTbeMiIeMas YacTh JIH0O0ro mnpo(ecCHOHANTBHOTO |
JMYHOCTHOTO POCTa

HaOoOp mpaBwi, YyOeXJAEHWI, TMOAXOA0B, KOTOPBIMHU UEIOBEK pPYKOBOJACTBYETCS MpH
MIPUHATUN PEIICHUN

ycrosiBIasicss ¢popMa OBITHS YeloBEeKa B MHUpPE, HAXOJAIIas CBOE BBIPAKEHHE B €ro
JeSITEIbHOCTH, HHTEpEcax, YO AeHUIX

HNudpacTpykTypa Kak KOMIIOHEHT CepBHC-AH3aiiHA BKJII0OYaeT B ce0s:

Ko.1-Bo npaBH/IbHBIX OTBETOB - 1

CoTpyIHUKH KOMIIAHUU

Be6-cTpanuna caiita KoMnaHuu

ITpouenypa oka3aHust yciyru

Pemenue Bompoca uepe3 Ciryx0y MOICPKKH KOMIIaHUU

IIyTh kIHeHTa B cepBUC-IM3alHE — ITO:

Ko.1-Bo npaBH/IbHBIX OTBETOB - 1

3TO 1porecc (HopMUpOBaHUS MMHUIKA OpPeHJa B T€UEHUE JJIMTEIBHOTO IMepHoja uepes
oOpazoBaHue 00ABOYHOM IIEHHOCTH, OMOIIMOHAIBHOTO JHOO  PAIMOHAIBEHOTO
«o0etanus» TOProBol MapKu

KOHKpeTHast HKOHOMUYECKAs CUTyanus Ha TaHHBIN MOMEHT Ha
OnpeIeIEHHOM PbIHKE TOBapOB (YCIyT) WU B OTAEIBHON OTPACIU SIKOHOMHKHU.
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coop, KimaccupukanMs U aHanM3 HUHPOPMALMU O CUTyallud Ha pbIHKE: IIEHax,
KOHKYPEHTaX, OJIb30BATENAX U JPYTUX.

aKTUBHBI MCCIIEOBATENBCKUNA MPOLIECC, KOTOPBIM NMPOXOAMUT MOKYyNATelb Ha MyTH OT
BO3HUKHOBEHUS 33/1a4M, KOTOPYIO HYKHO DPEUIMTH JO TOKYIKH, KOTOpas €My B 3TOM
IIOMOJKET.

OMOUMOHAJIbHBII MHTE/JIEKT — 3TO:

KoJ1-Bo IpaBUJILHBIX 0TBETOB - 1

Cucrema cyxJeHUi, KOTOpas UCHOJIb3yeTCs Ui aHajlu3a BEUIeW ¢ KPUTUYECKOM TOUKU
3peHHs U COOBITUH C (GOPMYJIMPOBAaHNEM OOOCHOBAHHBIX BBIBOAOB U IIO3BOJISIET BHIHOCUTH
00OCHOBaHHBIE OIEHKH, HHTEPIPETALNHU, a TaKKe KOPPEKTHO NMPHUMEHSATh MOJYYECHHBIC
pe3yibTaThl

CIIOCOOHOCThH pacro3HaBaThb AMOLIMM, HAMEPEHUS, MOTHUBALIUIO, )KEJIAHUSI CBOM U JAPYTUX
Jro/Ied M ynpaBiiTh 3TUM

KauecTBO mCHXHKHM, COCTOSIIEE U3 CIOCOOHOCTHM OCO3HaBaTh HOBBIE CHUTYalluH,
CHOCOOHOCTM K OOYYEHHI0O M 3allOMHHAHHUI0O Ha OCHOBE OIbITa, MOHUMAHUIO U
NPUMEHEHHI0 aO0CTPaKTHBIX KOHIICMIUI, ¥ WCIOJNB30BaHUIO CBOMX 3HAHWUU JUIs
yIIpaBJIEHUS OKpYXKaroIlel yesloBeKa cpeioi.

CocTosiHME TICUXMYECKOM JKM3HM OpraHu3Ma, BbIpaxawlieecs B CYObEKTHBHOM
Nepe)kKMBaHUU COOBITHI BHEIIHEro MHpa M, a TaKkkKe B OT4ETE 00 3TUX COOBITUAX WU
OTBETHOW PEaKLUU Ha 3TU COOBITUS

B cepBuc-gu3aiine Customer Journey Map —3to:

KoJ1-B0 NpaBUJILHBIX 0TBETOB - 1

BCE€ TOYKM KOHTaKTa MOTPEOUTENs] ¢ NPOAYKTOM WM OpPEeHIOM C MOMEHTa IEpPBOro
COIIPUKOCHOBEHUS

3TO TOPTPETHI MOJIL30BATENEH, KaXIblii W3 KOTOPHIX MPEACTABIAET ONPENEICHHYI0 MOJIEINb
HOBEJICHUS

MakeT, KOTOpbI UMUTHPYET B3aMMO/IEICTBHE M0OJIb30BATENS C UHTEPEHCOM TPOeKTa
['eneprpoBaHue UeH MPEJOCTaBIECHUS YCIYyTH, IPOTHO3UPOBAHUE €€ OCHOBHBIX
pecypcoB, pazpaboTKa CTpaTernu MapKeTHHTa

IIporornnupoBanue B cepBUC-AU3ANHE — ITO:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

aKTUBHOE COZICWCTBUE YIOBIETBOPEHUIO MHIUBHIyaIbHbBIX U KOJUIEKTUBHBIX
NoTpeOHOCTEH Nto1el B pa3InyHbIX cpepax MOBCETHEBHOM )KU3HH Yepe3 MPOU3BOICTBO
MaTepHaJIbHBIX U JYXOBHBIX OJyiar

KapTa, oToOpakarolas A1eMcTBUs KIMEHTA, €r0 MBICIIH, SMOLIMU U MPOOJIEMBI, C KOTOPBIMH
OH CTaJIKUBaeTCA

psIT ACHWCTBUI, KOTOPBIE SBIISIOTCS HHCTPYMEHTAMH JUTSI IPOM3BOJICTBA IIEHHOCTH, OHH
MOTYT CO3JaTh LIEHHOCTh, HO CAaMH HE SIBJIIIOTCSI CAMOCTOSITEIIbHON IIEHHOCTBIO

MakeT, KOTOPbI HMUTHPYET B3aUMOJIEICTBHE MOJIb30BATENs! C MHTEpEHCcOM TpoeKTa
Oco3HaBaemMasi 4eJOBEKOM He00XOAMMOCTb HMeTb YTO-AH00 /UISl MOJAep:KAHUSA
JKU3HeAesTeJIbHOCTH U Pa3BUTHSA - ITO:

KoJ1-Bo NpaBWJILHBIX 0TBETOB - 1

JKeJlaHue

CO3HaHHE

MOTPeOHOCTh

MOTHUBAIUS

BHyTpeHHe COCTOSIHHE 4YeJIOBeKa, KOTOpoe CBf3aHO C ero HACTPOeHHeM B
KOHKPETHBII MOMEHT - 3TO:
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KoJ1-Bo npaBuJILHBIX 0TBETOB - 1

AMOLIUS

MOTPeOHOCTh

YyBCTBO

MBICJIb

15 CornacHo mnupamuae mnorpedHocTeil A.Macjioy, uyejioBedeckHe TOTPeOHOCTH,
OTHOCSIIIIHECS K MOTPEeOHOCTSIM BBICIIIET0 YPOBHS, HA3bIBAIOTCS
KoJ/1-Bo npaBu/ILHBIX 0TBETOB - 1

(U3HOTOTHYECKUMHU

JTyXOBHBIMHU

SK3MCTCHIINATbHBIMH

COITMAJTbHBIMH

A wWDN PR

A~ WDN B

KouTpo/sibHO-u3MepuTeIbHbIe MAaTEPHAJIBI 0 0JI0KY «POoJIb KIMEHTCKOTO cepBuUca B
nesreapbHocTH Kommanun»  (KoHTpoJbHas Touka 1)

Bonpocs! 1J1s1 NOATOTOBKH K TECTUPOBAHMIO 00y4Yal0IHXCH
1. K npoeccroHaibHBIM yCIyraM OTHOCHAT:
d) WHXUHHUPHHT, JIM3UHT, 00CITy)KUBAHUE U PEMOHT 000PYI0BaHUSI.
b) 6ankoBckme, cTpaxoBble, PUHAHCOBBIE, KOHCYIbTAIMOHHbIE, PEKJIAMHbIE YCIYTH
C) TeneBHICHUE, PaHo, 00pa3oBaHue, KyJIbTypa

2. Ycmyra rocy1JapcTBEHHOI'O CEpBHUCA SIBIISIETCS:
d) HenpOW3BOJICTBEHHOM, KOMMEPUYECKOM, pealbHO, CTaHJapTU3UPOBAHHOM
b) mnpowusBoaCTBEHHOMN, KOMMEPYECKOIl, peaIbHOM, JIETUTUMHOI
C) HeKOMMep4ecKoii, 001eCTBEHHOMH, CTAHIAPTH3HPOBAHHOM, CJI0KHO.

3. Yenyru, npuodperaeMsbie 1Sl TMYHOTO TTOTPEOICHUS 38 CYET JTMYHBIX CPEJICTB — ATO:
a) JeJOBBIC YCIYIH
b) wWHCTUTYIHOHANBHBIE YCIyTH
C) MOTPeOUTENbCKHE YCIYTH

4. Cxema oOIpeelieHUs] TOBapa Ha TPEX YPOBHAX: «3aMBICIIa», «PEATbHOTO HMCIOJHEHUS» H
«MOJIKPETICHHUSD OTHCAT:

a) T.Jleur
b) ®.Kortaep
c) Hyrmac Hopt

5. KoHTakTHast 30Ha — 3T0:
a. Jlroboe mecTo, rie Npou3BOAUTHCS yCayra
b. Mecro, rzie yciryra MOKET XpaHUThCS
C. OnpeneneHHoe MeCTO KOHTAKTA KJIMEHTA U COTPYJIHUKA cePBUCHOI cdepbl.

6. KoHTakTHOI 30HOI MOYKET CUUTATEHCS:
a. Croiika aIMMHUCTPATOPA B TOCTHHUIIE
b. Ilex mo pemouTy 000pYIOBaHUS
€. CrpouTenbHas MIOMIAIKA
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d. TOpFOBaH IIomaaKa HHTCpHET-MarasmHa

7. KoOHTaKTHOM 30HOM HE SIBJISETCS.
a. 3oHa peMOHTa OBITOBOI TEXHUKHU
b. Pabouee mecTo mapukmaxepa
c. PabGouee mecTo cTtomarosora
d. PaGoTa uH:KeHepa M0 HaJAAKe 000PYyA0BAHMS.

8 Kakoro Tuma JIMYHOCTH HE CYIIECTBYET:
a) Kpyr;
b) pomo;
C) 3ur3ar;
d) xBazapar;
€) TpEeyroJbHHUK.

9. Mogaenb «Servuction» otoopaxaer. ..
a) cTeneHb KOHTAKTA MPOU3BOIUTE/ISI M OTPEOUTEIsT YCJIyIH;
b) MaHepy KOHTaKTa IPOU3BOAMTENS U MOTPEOUTENS YCIYTH;
C) BpeMst KOHTaKTa IPOM3BOAUTEIS M IIOTPEOUTENS YCIYTH;
d) mos1Ie3HOCTh KOHTAKTa IPOU3BOJUTENS U IIOTPEOUTENS YCIIYTH.

10. ITorpeGHOCTH B ycimyrax, o0ecredeHHass HATMYHBIMU JIEHEKHBIMU CPEJICTBAMU HACEJIECHUS, -
3TO:

KonbloHkTypa pbiHKa

DNacTUYHOCTH CIIpoca

InaTexecnocoOHBII cripoc

Criennanu3upoBaHHBINA CIIPOC.

oo

Ycrublii onpoc (KonTposbHas Touka 2)

Mruccusi KOMIIaHHH, OKa3bIBAIOIEH KITMEHTCKUNA CEPBUC
[TonsiTve "BHYTPEHHETO KJIMEHTA" B KOMIIAHUH.
CBs13b KauecTBa cepBUCa U YIPABJICHUSI BHYTPEHHUMH KIMEHTCKUMH OTHOIICHUSMU

Ponp nupekTopa no KIMEHTCKOMY CEPBUCY B CTPYKTYpE KOMITAHUH

ok wbhE

[TomrHOMOYMS, OTBETCTBEHHOCTH M MIOKA3aTEIN YCICITHON ACATEIHPHOCTA TUPEKTOPA 110
KJIINEHTCKOMY CEPBHUCY

[TnanupoBaHue AESITEIBHOCTH CEPBUC-TUPEKTOPA

Cuctema KOHTPOJIS JII TUPEKTOPA 1O KIMEHTCKOMY CEPBUCY

JIBa moaxoja K BHEJIPEHUIO KaU€CTBEHHOT'0 CepBHCa

© o N

HeoOxoaumble ycnoBusi BHEAPEHUS! KaYECTBEHHOI'O CepBHCa
10. YmpasneHue MOTHBAIIUEH COTPYAHUKOB KaK KOMIIETEHIIUS JUPEKTOPA 110 KIMEHTCKOMY
CepBUCY

Yecrublii onpoc (KonTpoJabHast Touka 3)
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IToka3arens JTOSUIBHOCTH KIIMEHTOB
KoadhdunmeHT TeKydecT KIHEHTOB
BoBie4eHHOCTh KIMEHTOB

[onaTne moTpeOUTENbCKOM TOSITBHOCTH

1

2

3

4

5. BI/I,I[BI JIOSAJIBHOCTH. H3MepCHI/Ie JIOSAJIBHOCTHU

6. Hcnooap3oBaHue HOSUIBHOCTH JJIs1 OIIPEACIICHUA ITOTCHIIMAJIa PhIHKA

7 :‘)MOL[I/IOHaJ'II)Haﬂ " pallMOHAJIbHAas COCTABJIAIOIINEC JIOAIBHOCTH. Yro x0ueT IMOKYIIaTCJIb
8. Biustaue (baKTopOB YAOBJIECTBOPECHHOCTH U BOBJICYHCHHOCTH Ha MMPOAOJIKUTCIIBHOCTD
OTHOIIIGHI/Iﬁ C KIIMCHTOM. OHCHKa ypOBHﬂ KHHCHTOOpI/IeHTI/IpOBaHHOCTH KOMITIaHUHN

9. KJII/ICHTOOpI/ICHTI/IpOBaHHOCTI) KakK KOHKypeHTHOe HpeI/IMYHICCTBO KOMITAaHUHN

10. PerpocniektuBa cuctemsl SP

Ycerubiid onpoc (KonTposbHas Touka 4)

1. Buenpenue cuctemsl yrpaBieHHs CEPBUCOM Ha YPOBHE OTAENBLHOT0 OU3HEC-TIpoliecca u
Ha YPOBHE CUCTEMBI

@DaKTOpbl, BIUAIOLIME HA IOCTOSHCTBO KJIMEHTA

VYrpapieHue KU3HEHHbIM IUKJIOM KJIMEHTa

OcHOBHBIE MOKA3aTENN KaueCTBA YACPKAHUS KIHEHTOB

IloHsTHE TTOKU3HEHHOM IICHHOCTH KINCHTA

Merton pacyera mpuObUIBHOCTH KJIIMEHTA

AHanM3 CTaTUCTUKU TIPOJAXK JIJIsl OTPEIeTICHUSI TPUOPUTETHBIX HANIPABIEHUN Pa3BUTHS

No ok ow

KJIIMEHTCKOM 0a3bl

8.  Kak co3nate, pa3BUTh U OIIEHUTH KIIMEHTOOPUEHTUPOBAHHOCTH: 15 mpaBui
KITMEHTOOPUEHTUPOBAHHOCTH.

9. Omnpexnenenue KIMEHTOOPUEHTHPOBAHHOTO U KAYECTBEHHOT'O CepBHCa

10. Buyrpennuii PR.

7.3.2. TunoBble KOHTPOJIbHO-U3MEPUTEJIbHbIE 33JaHUS NIPOMEXYTOUYHOM aTTeCTalUH AJIS
OLIeHKU 3HAaHUM, YMEeHUH, HABbIKOB U (UJIM) ONbITA AeATEeJIbHOCTH, XapaKTEePU3YOLIUX
sTanbl OPMUPOBAHMA KOMIIETEHIIMU B IIpOLiecce 0CBOEHUS 00pa3oBaTeIbHOM
NpOrpaMMbl

Kpamkue memoouueckue ykazanus no n0020moeKe K npomencymoyHou ammecmayuu (3a4€Ty B
npoyecce 0c80eHUs1 00PA308aMeENbHOL NPOSPAMMbL

W3yyenne ydeOHOW AMCHMIUIMHBI IpeIycMaTpUBaeT cienyromue (GopMbl HPOMEKYTOUHOM
aTTeCTAIMU: 3a4eT BO 2 CEMECTpe AJIsl OUHOM U 3a04HON opM 00yueHHS.

3auér gBusercst GOPMOI MPOMEKYTOYHOTO KOHTPOJISI 3HAHUH U YMEHHMH CTYJIEHTOB IO JTaHHOU
JUCLUIUIMHE B 2 CEMeCTpe, MOJYyYeHHBIX Ha JIEKIHMAX, MPAaKTHUECKHX 3aHATHAX M B Ipolecce
camocTosTenbHONH paboTel. [loaroroBka K 3auéTy CIOCOOCTBYET 3aKpEIUICHHIO, YIIyOIEHUIO U
0000IIeHNIO 3HAHHH, TIOJly4aeMBbIX, B TIpoliecce 00y4eHHs, a TaKk)Ke NMPUMEHEHHI0 MX K PEIICHUI0
IPAKTUYECKUX 3a1ad. ' 0TOBICH K 3a4€Ty, CTYIEHT JIMKBHIUPYET MUMEomuecs Mpo0esl B 3HAHUAX,
yIIIyOJIsieT, CHCTeMaTH3UPYeT U YHOPSAA0YMBACT CBOM 3HaHMA. Ha 3auére cTymeHT neMoOHCTpUpYeT
TO, 9YTO OH MIPHOOPEI B Mporiecce 00ydeHHs 110 YIeOHOM TUCITUTUTHHE.
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B mepuox moAroTtoBkM K 3a4€Ty CTYAEHTHI BHOBb OOpaInaroTcs K y4eOHO-METOIMYECKOMY
MaTepualy 1 3aKpCIIA0T IPOMEXKYTOUYHBIC 3HAHUAA.

Ilpu moaroroBke K 3a4y€Ty CTYAEHTaM LEJIECOOOpa3HO MCIIOIb30BaTh MaTepuaibl JEKLUH,
y‘IC6HO'MCTOI[I/I‘{eCKI/IC KOMIIJICKCHI, PEKOMCHIOBAHHBIC IIPaBOBLIC aKThI, OCHOBHYIO n
JIOIIOJIHUTEBHYIO JTUTEPATYPY.

Ha 3au€t BeIHOCHTCS MaTepuasn B 00BbEME, PEAyCMOTPEHHOM pabodeild mporpaMMoi ydeOHOM
JTUCITUILTAHBI 32 ceMeCTp. 3a4€T MPOBOAMUTCS B YCTHOU hopme.

Benymuii gaHHy0 NTUCHMILIMHY NPENOAABATENb COCTABISIET OMIIETHI, KOTOPBIE YTBEPKAAIOTCS
pykoBomutenem OIIOII u BkirowaroT B ceOsi Ba BOMpPOCA BKIIOYAIOIINX CUTYAIlMOHHBIE 33]ayu.
®opMynupoBKa BOIPOCOB COBMAAaeT C (OpPMyIHMpPOBKOW TEpEeUHs PEKOMEHIOBAHHBIX JUIS
HOATOTOBKH BOINIPOCOB 3a4éTa, JOBEICHHOTO JIO CBEJICHMS CTYISHTOB HAaKaHyHE SK3aMEHAI[MOHHOU
ceccun. ConeprkaHue BOIPOCOB OJHOIO OmileTa OTHOCUTCS K PAa3JIMYHBIM paszzesiaM MporpaMmbl ¢
TeM, 4YTOObI O0JIee MOJIHO OXBATUTH MaTepuall y4eOHON TUCIUIIIMHBL.

B aynuropuu, rae IpoOBOIUTCS YCTHBIM 3a4€T, JOIDKHO OJHOBPEMEHHO HAaXOIUTHCS He Ooiee
IIECTH CTYJCHTOB Ha OJJHOTO MPEIoAaBaTessl, IPHHUMAIOIIET0 3a4€T.

Ha moaroToBky K oTBeTy Ha Ouiet Ha 3auéte oTBOAUTCS 20 MUHYT.

Jns mpoxoxaeHus: 3au€ra CTYAGHTY HEOOXOIMMO HMMETh INpH ceOe 3a4eTHYI KHIDKKY H
NUCbMEHHBIE TPUHAUIKHOCTH. 3au€T TNPUHMMAET TMPErNoAaBaTeNlb, YWTABIIUN  y4eOHYIO
JUCLUUIUIMHY B JAHHOM Yy4eOHOM moToKe (rpynme). 3a HapylmleHWe IUCUUIUIMHBI U TOpsIKa
CTY/ICHTBI MOT'YT OBITh Y/IaJICHBI C 3a4éTa.

3aaHus 17151 IPOMEKYTOYHOI aTTeCcTAlMH

3ananue 1. Bamm HemocpeCTBEHHbIE TOJYMHEHHBIE MEXAY c000i1 00CYKat0T U
BBICMEMBAIOT KJIMEHTA, KOTOPBIA OCTaBUJI Ha HUX kajo0y. KakoBbl Bamu neiicTBus?

3aganue 2. 3BoHUT KiMEHT M OuUeHb pa3/ipaK€HHO KPUYUT HA Bac, MPUMEHSAS Haxe
HEYMECTHYIO OpaHb, N3-3a OIIMOKH BAIIETO KOJIJIETH.

Bamu nevictBusa?

3amanue 3. TypucTckas KOMIIaHHS TPUHSAIM Ha pabdOTy MOJIOAOIO U CIIOCOOHOTO
MeHeKepa 1o mpoaaxke (Tonbko uro okoHuuBiiero PI'YTuC), koTopslii mpeBOCXOAHO
cipasisieTcsi ¢ pabotoil. OH IpoBeN YK€ HECKOJbKO MPEe3eHTAlUil TYpOB, U KJIMEHTh UM OYEHb
JIOBOJIbHBL. BMecTe ¢ TeM OH pe30K M 3aHOCUMB B OOIIEHUU C APYTUMH pabOTHUKaMU, 0COOEHHO
¢ 00CITyKMBAIOUINM MepcoHaioM. PykoBoauTenb KaX/blil 1€Hb MOJIy4aeT TaKOTro poja CUTHAJbI,
a CeroJHs MOCTYNMJIO NMUCBMEHHOE 3asBJICHHE OT CeKpeTaps 1o moBoay ero rpyboctu. Kakue
3aMeyaHusl U KakuM 00pa3oM HEOOXOIMMO CAENaTh MOJOJIOMY CHEIHAIUCTY, YTOObl U3MEHUTH
ero cTuiib oOIIeHus B KoJutekTuBe? Kakue ycTaHOBKHM HE0OXOJUMO BHEIPUTDH B KOJJIEKTUB?

3aganue 4. Ha meperoBopax O cClIeIKE€ HOBBIM YYaCTHUK 3aMETHJI, YTO MEHEIKEp IO
npojakaM oOpamfaeTcss K ydJacTHHKaM HeQOpMallbHO U HUCHONB3YET «ThD»-00palieHue.
[IpOKOMMEHTHPYHTE JAHHYIO CUTYALMIO. Y KAKHATE, B KAKUX CIIy4asiX 3TO JOIYCTHUMO.

3ananue 5. llepeunciuTe npreMsl, KOTOPbIE IOMOTYT 3aBOEBATh JOBEPUE KIMEHTA.

3ananue 6. IlepeuniciuTe OCHOBHBIE MOBEIEHUYECKHE OIIMOKHU COTPYAHHUKOB PECTOpaHa,
KOHTAKTUPYIOLIUX C KJIUEHTOM.

3ananue 7. ONUUIMTE OTKPBITYIO MO3y IMPHU JAETOBOM OOIIEHUU «COTPYAHHUK-KIUEHT.
OO0bsicHUTe, TOYEMY UMEHHO OHa YD eKkTHBHA.

3ananne 8. Ilepenq MeHemKEpOM KIMEHTCKOrO OTJEJIa CTOUT 3ajadya H3MEPEHHUs
KJIMEHTOOPUEHTHUPOBAHHOCTU COTPYIHHUKOB OTJena. Kakue MHCTpYMEHThI CepBHUC-AU3aliHa OH
MOXET IPUMEHHUTH?

3aganre 9. OAHMM W3 NPUHIMUIOB KIMEHTOOPUEHTUPOBAHHOCTH SIBISIETCS SMIMATHS U
riy0okoe MoHMMaHue KiMeHTa. Kakoil MHCTpYMEHT cepBHC-Iu3aiiHa COOTBETCTBYET aHHOMY
MPUHIHUITY.

3amanne 10. YnpaBneHue KIMEHTCKUM OTIBITOM HIJIM customer experience — 3To. . .:
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3amanne 11. ChopMmynupyiTe TpU KIIOUEBBIX KOMIIETCHIIMU COTPYIHUKA KIMEHTCKOTO
cepBHca:

3amanne 12. JIns kakux wLened COCTaBIIAOTCSA CTaHAApThl KIMEHTCKOIO CEpBUCA B
KOMITAaHUH?

3amanue 13. Kakue pasznesnsl BKIIOUEHBI B CTAaHAAPTHI OOCTYKUBAHUS KIIMEHTOB?

3ananue 14. [lepeurcauTe 3Tarbl COCTABICHUS KIMEHTCKUX CTAHIAPTOB OOCITYKUBaHUSI.

3aganue 15. MOXeT M COTPYIHUK CEPBUCHOM CITY)KOBI OTKJIOHATHCS OT KOPIOPATHBHBIX
CTaH/1apTOB?

3ananue 16. HazoBute mpu4MHbBI, KOTOPbIE HA Ball B3IV, 3aTOPMaXKUBAIOT Pa3BUTHE
Ka4yeCTBEHHOro cepBuca B Poccun.

3amanne 17. CoTpyAHUKY KIHMEHTCKOTO CEpBHCAa MOCTABWIM 3a7ady OOy4eHUs KOJUIer
JIJIs1 TIOBBIIIIEHU S KauecTBa cepBuca. Kakue HHCTpyMEHTHI MOKHO €My MOPEKOMEHI0BAThH?

3amanue 18. Jlnga koHTpousisi paOOThl KOMIAHUHM HCIOJIB3YIOT OINPEEICHHbIE METPHKU.
Ilepeunciaute OCHOBHBIE U3 HUX.

3ananue 19. CoTpyqHUKY CIy>KObI KITUEHTCKOTO CepBHUCa MOCTaBJICHA 3a/laya PacCUUTaTh
OCHOBHBIE METPUKH oTaena. [IpemioxuTe KaHampl, o0 KOTOPHIM HEOOXOAUMO
B3aMMOJICHCTBOBATH JI pacueTa METPHK.

3ananue 20. [Iepeuncaute OCHOBHbBIE N€UCTBUS ISl BHEIPEHHS CUCTEMBI KIIMEHTCKOTO
cepBuca.

3amanwme 21. [Ipogaser obemaer OecruiaTHyro 10CTaBKy mpu 3akase oT 4 000 p., B
MIPIIIOKEHUH 00 3TOM cooOIaeT KpynHbiid 6anHep. KimmeHT HabupaeT B KOP3UHY MPOTYKTHI —
4acTh U3 HUX BECOBBIE — U Aenaer 3aka3 Ha 4 100 p. [Ipumeuanue Ha cTpaHuIle 3aKa3a:
«BuuManune. Bec HEKOTOPBIX TOBAPOB MOKET OTKIOHSATHCS B OOJIBIIYIO MM MEHBIITYIO CTOPOHY.
OxkoHyaTenbHasi CTOUMOCTh TOBapOB OyAET yKazaHa B yekey. Kypbep HocTaBisieT mpoayKThl Ha
cymmy 3 987 p. (BecoBbie IPOYKTHI BBILIUIN JCIIEBIIE, YEM MPHU 3aKa3e), U B UeKe KIHUSHT BUIUT
+ 200 p. 3a noctaBky. Oxxuaanus oOMaHyThl, CEpBHUC cpaboTall oTpuLaTesbHo. Kak MOKHO
UCIIPABUTH 3Ty OLINOKY.

3ananue 22. Knuent 10 et noapsa 3aka3biBall KO JHIO POKIEHUS TOPT B KOHIAUTEPCKOU
Ha yriy. ['oroBunu ero 3a Tpu aus. Konaurepckas 3akpbljiach, ¥ KJIMEHT 00paIiaeTcs K BaM.
Bam cpok usroronenus — nsth JHed. KnueHT HepoBoseH: «MHe paHblile Aenainy 3a TpH,
MOYEeMY BHI TaK HE MOXKETE, BBI IJI0Xast KoMmaHus». Kak MOXHO HCTIPaBUTh 3Ty CUTYaIIHIO.

3ananue 23. KakoBa cranapTHasi CTpyKTypa KJIMEHTCKOI'O CEpBHUCA OHJIAMH.

3ananue 24. Kakve HHCTpYMEHTHI aHATMTUKU MOKHO MCIIOJIB30BATh JJIS paOOTHI C CAalTOM
KOMITaHUH.

3amanwne 25. Kakue crmocoObl OTuIaThl 1e1€cC000pa3HO MPEIOKUTh KITMEHTaM.

3ananue 26. Kakue kananbl 00s3aTeIbHBI I XOPOILIETO KIHEHTCKOTO cepBrca?

3ananue 27. [lepeunciaute BUIbI CBSI3U, KOTOPbIE MOTYT OBITH yIOOHBI KIIMEHTaM

3aganue 28. Mara3uH TOBapoOB JJisl )KUBOTHBIX, B KOTOPOM 3a JIeHb U3 50 nmokynarenen
35 3aka3bIBalOT MO TeneQoHy (BXOIAIIMe 3BOHKH KIUeHTOB U3 rpynnsl «BKonrakrey), a
cpeanuii yek nokynku — 800 p. Ecnu He no3BoHsATC Bcero 10 KIMEHTOB, Biajenel] Mara3uHa
exenneBHo OyaeT TepsaTh 8 000 p. B mecsi motepu coctaBsat 240 000 p. Ha pazroBop ¢ onHuM
KJIMEHTOM T10 Tele(OoHy MPOAaBel] TPATUT MUHUMYM 5—7 MUHYT, TO ecTh 4 yaca pabodero
BpEeMEHH B JIeHb. OUEeBUHO, YTO MPEANPUHNMATETIO HEOOXOMMO Pa3BUBATh KaHAJ POk
no tenedoHy, UHaUe OH TepseT MPUOBLIL. UTO MOKHO MPEATOKUTD JJISl PEIISHUS dTOU
3agaun’?

3ananue 29. KakoBbl IpeUMyYIIECTBA OTAEIBHOIO KaHala JJIsl 3BOHKOB OT KJIMEHTOB?

3aganue 30. Celiuac B KOMIIAaHUU MOKHO YBHJACTH cieayromue ¢ppasbl: «1oOpbiii 1eHb.
I[To BTropHHKam MBI pabotaem ¢ 9 no 18. Ceituac yxe M03/1HO, U HAC HET B opuce. Mbl OTBETUM
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BaM Ha o4ty 3aBTpa 70 12.00». WMiu tak: «Cnenuanuct yata orpevaeT mo Oyaasm ¢ 9 no 18.
Mps1 o6paboTaem Bamie cooOmIeHrne B Onmxkaiimmii padbounii 1eHs 10 obena. OTBeT OyaeT
OTMpaBJICH Ha e-mail, KOTopbIil Bbl yKazanu». Kakum 00pa3oM MOKHO UCIIPABUTh 3TOT
HEJ0CTATOK?

3aganue 31. Kakyro mois3y HECYT JJIsl CEpBHCHOM KOMITAaHUU 4aT-00THI.

3ananue 32. [lns G0MbIIMHCTBA MOTPEOUTENICH ONPEIESIISIONIYIO POJIb B TOKYIIKE UTPAeT
CKOpOCTb NOoJydeHus ToBapa. 31 % npeanoynTaer nojaydarb 3aKa3aHHOE B TOT XKe A€Hb, 26 %
COTJIACHBI MO0k AaTh HECKOJIbKO AHEH. [lepeuncnure KitoyeBble KPUTEPUH KauyecTBa
JIOCTaBKH.

3ananue 33. [laiiTe onpeneneHnue TEpPMUHY «IIpOrpaMMa JOsIIbHOCTU»

3ananue 34. Kakue npobieMbl MOKHO PELIUTH C TOMOIIBIO IPOTPAMMBI JIOSITBHOCTH?

3ananue 35. Kakue KOMIIOHEHTHI COAEPKUT MTOCTOSIHHAS IIPOrPAMMBbI JIOSIIBHOCTU?

3amanue 36. Teopus moTpeOUTENHCKOrO TMOBEACHMS MpeajaraeT, 4ro MOTpeOUTens
CTPEMUTCSI MAKCUMU3UPOBATH

3amanue 37. HabGop neiicTBUM, NpeANpUHUMAEMbIX JIOJbMHU TpPH TOKYIKE H
noTpeOJIeHHH TOBAPOB (YCIyT) — 3TO

3ananue 38. LleHHOCTD yCIIyTH, epcoHaNa, UMHIXKa KOMIIAHUU U CEPBUCA OTHOCAT K:

3ananue 39. BocnpuHuMaeMblii pUCK U OECIIOKOMCTBO OTHOCHT K:

3amanne 40. CriocoOHOCTH pacro3HaBaTh AMOIMH, HAMEPCHHS, MOTHBAIUIO, JKCIIAHUS
CBOM U JIPYTUX JIOACH U yIPaBISTh 3TUM — 3TO

Bomnpocsl 111 mpoMeKyTOYHOI aTrTecTanuu B ¢popme 3a4era (YCTHO) , HPOBOAUMOTO BO 2
cemecTpe, 1o 0J10Ky

VYcenyra u cepBuc.

OCHOBBI BBICOKOKJIACCHOTO CEpBHCa

YpoBHU ycnyru: 5KoHOM, 6u3Hec, VIP

Muccus KOMITaHUH, OKa3bIBAIOIIECH KJIMEHTCKAN CEPBUC

[TonsiTve "BHYTPEHHETO KJIMEHTA" B KOMIIAHUH.

CBs13b KauecTBa cepBUCa U YIPABJICHUSI BHYTPEHHUMH KIMEHTCKUMH OTHOIICHUSMHU
Ponb nupexTopa no KIMEeHTCKOMY CEPBUCY B CTPYKTYpE KOMITAHUU

N Ok wwdh PR

[TotHOMOYMS, OTBETCTBEHHOCTD U MOKA3aTeNN YCIEUTHON AESITEIbHOCTU JUPEKTOPA IO

KIIMEHTCKOMY CEpBUCY

9. IInmanupoBaHME NESITEIHLHOCTH CEPBUC-IUPEKTOPA

10. Cucrema KOHTPOJIS TSI JUPEKTOPA 110 KIMEHTCKOMY CEPBUCY

11. YpagiieHre MOTHBAIMEH COTPYTHUKOB KaK KOMITETEHITUS JTUPEKTOPA IO KIIMEHTCKOMY
CEpBUCY

12. JlemoHCcTpanus "MOJICITBHOTO TTOBEICHUA" ¢ KIIMEHTAMH KaK yIPaBJICHHE Ka4eCTBOM
cepBuca

13. MoxenupoBaHue CITy>KObI KIIMEHTCKOTO CepBHCA

14. Tlpu4nrHBI BOSHUKHOBEHHUSI IPETEH3UH KIIMEHTA

15. [Ipetensus: Bu co CTOPOHBI KIIMEHTA U KOMITAHUU

16. busHec-nporiecc ynpaBiieHUs MPETEH3UEH B KOMIIAHUN

17. YnupaBiieHne kauecTBOM pabOTHI C IPETCH3MEH KIIMEHTA

© PI'YTHUC


https://www.sas.com/content/dam/SAS/documents/marketing-whitepapers-ebooks/third-party-whitepapers/en/futurum-experience-2030-110966.pdf

Or50YBNo

OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATE/IBHOE CMK
YYPEXXIEHME BbICIITETO OBPA30OBAHIA PIyTUC

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA»

Aucm 24 uz 27

18.
19.

20.
21.
22.

23.
24,
25.
26.

217.
28.
29.
30.
31.
32.
33.
34.

35.
36.
37.
38.
39.
40.

41.
42.
43.
44,
45.
46.
47.

48.
49.
50.
o1.
52.

@®opMbl BHYTPEHHEHN U BHEILIHEH OLIEHKHM KauecTBa OOCIIY)KMBaHUS KIMEHTOB
@DakTOphbl, BAUSAIOLUIUE HA TOTPEOUTENBCKYIO JIOSIIBHOCTD U YIIPABIEHUE )KU3HEHHBIM
LIUKJIOM KJIMEHTa

JIBa moaxoza K BHEIPEHUIO Ka4eCTBEHHOI'O CEpBHUCa

HeoOxoaumbie ycnoBusi BHEAPEHUS! KaYECTBEHHOI'O CepBHCa

Kak co3nate, pa3BUTh U OLIEHUTH KIIMEHTOOPUEHTUPOBAHHOCTH: 15 mpaBun
KJINEHTOOPUEHTUPOBAHHOCTH

Ornpenenenne KIMEHTOOPUEHTUPOBAHHOIO U KaU€CTBEHHOT'O CepBHCa

Bnyrtpennnii PR

OneHka ypoBHS KJIMEHTOOPUEHTUPOBAHHOCTU KOMIIAHUU

Buenpenue cuctemsl ynpapiaeHUsl CEpBUCOM Ha YPOBHE OTIEJILHOIO OM3HEC-TIpoliecca U
Ha YPOBHE CUCTEMBI

[Toka3zaTenb JOSIBHOCTH KIIMEHTOB

KoadduimeHT TekydecT KINEHTOB

BoBiie4eHHOCTH KIIMEHTOB

[TonsiTre MOTPEOUTETHCKOM JTOSITBHOCTH

Buns! nosneHOoCcTH. 3MepeHune n0suibHOCTH

Mcrionbs30BaHue JOSUIBHOCTH JUISl ONIPEICIICHNS IOTEHIIMAIIA PhIHKA
OMOIMOHATIBbHAS U pallMOHaIbHAas COCTABIISIIOIINE JOAIBHOCTU. UTO XOUeT MOoKynareib
Bnusinue ¢pakTopoB y10BIETBOPEHHOCTH U BOBJIEUEHHOCTH Ha MPOAOKUTENBHOCTh
OTHOUIEHUH C KIMEHTOM

@akTOpBl, BIUSIOLINAE HA IOCTOSTHCTBO KIIMEHTA

YupasieHue )KU3HEHHBIM [IUKIJIOM KJIMEHTa

OCHOBHBIE TIOKA3aTeNId KaueCTBa YAEP:KaHUs KIUEHTOB

IToHsITHE TOKU3HEHHON LIEHHOCTH KJIMEHTA

Mertop pacueTta npuObUIBHOCTH KIIMEHTA

AHaIM3 CTAaTUCTUKU MPOJAX Ul ONPEAeNICHNs IPUOPUTETHBIX HAIIPAaBIEHUN pa3BUTHS
KJIMEHTCKOM 0a3bl

MaTtpu1iibl MUKpOCEIrMEHTAllMU: TPUOBLIE / MOTEHIMAI, BEIpYUYKa / pa3Mep U T.1.
Omnpenenenne NpUOPUTETOB B KIMEHTCKON MOJIUTHKE

OnTumu3anus pacxo 0B Ha CIYkO0y MpOJaX U cepBrca
KIiiMeHTOOpueHTUPOBAHHOCTh KaK KOHKYPEHTHOE MPEUMYIIIECTBO KOMIIaHUU
PerpocnextuBa cucremsl SP

TpeboBaHus K IEpCOHATY OT/IEJIa MPOIaXK

Onrumuzanus npoaykra npu nomoiu moaenu Hopuaku Kano. Orpannyenus
npumeHennsa Mmoaenu Hopuaknu Kano

Cucrema peryisipHOTO yIpaBJICHHs HAUJIEKAIIUM CEPBHCOM

Buasl mporpamm noomnipeHusi, ux NIpeuMyliecTBa 1 HeJJOCTaTK!

[ToompeHre KOHEYHBIX OTPEOUTENEH

[Toonpenne TOproBONpPOBOIAILIEH LIETH

[IpaBuia npoBeAeHUs POrpaMMBbl TOOLIPEHUS
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53. KimtoueBble OmMOKY MPH MPOBEACHUH MPOTPAMM MOOILIPEHUS TOCTOSHHBIX KJIMEHTOB.
YcrpaneHue ommook

54. IlnanupoBaHue NporpaMmbl NOOLIPEHUS

55. Mcnonb3oBaHue COBPEMEHHBIX TEXHOIOTMM ITPH pa3BUTHUH JIOSIBHOCTU KIMEHTOB

7.4. Mertoauyeckue MaTepHalibl, OINpele/silONde NPOUeAYPbl OLECHWBAHUSI 3HAHMI,
YMeHHUil, HABbIKOB U (WIH) ONbITA AeSATEJbHOCTH, XaPAKTEPHU3YIOIIUX 3TAMNbI
(¢popMupoBanus KoMNeTeHIH.

IIpakTHyeckoe 3aHsATHE — 3TO OLlEHOUHOE cpeacTBO (Hanee OC), KOTOpoe CTaBUT Mepen
co00il 1enp yriyOJIEHHOrO OOCYXJIEHHS CJIOXKHOM TeMbl Y4eOHOM mporpamMmbl, a Tak e
BBICTYNAeT CHocoOOM MPOBEPKHU 3HAHHWM MOJIYYEHHBIX CTYACHTAMU IPU CaMOCTOSTEILHOM
M3YYEHUU TEMbl U IYTEM pa3BUTHSA Yy HErO OpPATOPCKUX CIIOCOOHOCTEN B XOze OOCYKICHHS
BOIPOCOB MPAKTUYECKOIO 3aHATHA. B mpoiecce MOATOTOBKM K MPAKTUYECKOMY 3aHSATHUIO
CTYACHT 4epnaeT W 0000IIaeT 3HaHHWS M3 MaTephaia y4eOHUKOB, MOHOTpaduii, HOPMATUBHBIX
aKTOB, HAYYHBIX CTAaTed U T.JA., PEKOMEHIYyeMbIX Ka(eapoil JUisi MOArOTOBKU K MPAKTUYECKOMY
3aHSTHIO.

B npouiecce opranuzanuu u npoBeaeHus JaHHON (GOpMBbI 3aHATHS GOPMUPYIOTCS 3HAHUS,
YMEHMsSI, HaBbIKM U (WIH) OMNBIT JEATEIbHOCTH, XapaKTEpU3YIOLIUN CIEAYIOIINUE ATarbl
KOMIIETEHIINH:

IIpakTnyeckoe 3ansaTue 1.

Bun npaktuueckoro 3ansatus: CeMuHap

Tema u copepxanue 3aHATHA: COBpPeMEHHBIN KIMEHTCKHH CepBHC Kak (opma
Y10BJIETBOPEHHS NOTPe0HOCTEH Yel0BeKa.

[TpakTryeckoe 3aHATHE, MIpeaycMaTpuBaloliee 00CyKAeHUEe CTYACHTaMH UCTOPUYECKUX
BOIPOCOB BOSHUKHOBEHMSI U IBOJIIOLIMY CEPBUCHOM JESTEIbHOCTH.

Iens 3anATHA: B mpouecce n3yd4eHHs TEMBI CIENYET COCPENOTOYUTHCS HA TEPMHUHAX H
MOHSTUSIX, UCHOJIb3YEMBIX B COBPEMEHHOH CEpPBUCHON NEATENbHOCTH — «CEPBHUC», «YCIyran,
«chepa 00CITy)KUBaHUM», «KYJIBTYypa CEpBUCA» U JP.

[IpakTnueckue HaBbIkU: CTyaeHTaM HEOOXOIUMO YSICHUTh OTIMYUTEIbHBIE OCOOEHHOCTH
yCIyT B CPaBHEHHH, HAIlpUMEP, C TOBAPOM — HX HEOCA3AEMOCTh, U3MEHUMBOCTb IO KAa4ECTBY,
HEBO3MOXKHOCTbh MX XpaHEeHHs. Takke BaXXHO YCBOWUTH IMPHUHILMUIIBI U OTJIIMYUTEIbHBIE TPU3HAKU
CEPBHCHOM JI€ATEIbHOCTH.

Bormpocsl, BeIHOCHMBIE Ha 00CYXKICHUE:

1. ITonsTHE 00 yCcayre U CEpBUCHOM IESTETbHOCTH.

2. Cdepa ycnyr B OOIIIECTBEHHOM pa3JIeiCHUH TPya.

3. ®yHKIUM chepsl YCIyT.

4.ITonsatue "ycmyra".

5.0co0eHHOCTH PBIHKA YCIIYT.

6.CocTaB otpacieit chepsl yCiIyr.

7.Cepa ycnyr u hopMupoBaHHe MOCTUHAYCTPHAIBHOTO OOIIECTBA.

8. dakTopsl pa3BUTHUS CHEPHI YCITYT.

IIpoaomKUTENBHOCTD 3aHATHS — 2 Jaca.

Juis1 3a04HOi GopMBbI 00ydYeHHs

[IponomxurenbHOCT TpakTUdeckoro 3ansaTuss 1 mo teme CoBpeMEHHBIM KIMEHTCKUI
cepBuC Kak ¢hopma yIO0BJIETBOPEHHUS MOTPeOHOCTEH YemoBeka — 1 Jac.

TectupoBanue — 1 yac.
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IIpakTHyeckoe 3ansiTue 2.

Bun npaktuueckoro 3aaatus: CeMuHap, KOHTPOJIbHAS TOYKa |

Tema u conep:kaHue 3aHATHS: Y IPABICHUE IPETEH3USIMHU KIIMEHTA

[TpakTHueckoe 3aHATHE, TpexycMaTpHUBaroliee OOCYXKIEHHE B BHJE KPYIJIOro CTOJA
IMPUYIUH BO3HUKHOBCHUS HpCT€H3Hﬁ KJIIMCHTAa U MCTOJIOB UX YCTpPAaHCHUA.

[TpencTaBuTh Mpe3eHTANNIO JOKIAMA:

1. [TokynarenbCcKue MpeTeH3uu B cpepe OTEeUECTBEHHBIX YCIYT.

2. Oco0eHHOCTH pelIeHHs BOIIPOCOB C BO3PAKEHUSAMH MOTpeOUTENeH

Lenp 3aHsATHS: HM3Y4YUTh OCOOCHHOCTH pa3BUTHA cepBuca B Poccu m 3a pybexom,
IPEICTaBUTH OTUYET O MPOJICIIAHHOM padoTe.

HpaKTquCKI/IC HAaBBIKH: TIOHUMATh U aHAJIM3UPOBATH MHUPOBO33PCHUCCKHUEC, COONUAJIBHO U
JUYHOCTHO 3HA4YMMbIe (uiIocodckue NpoOIeMBbl, NPOSBIATh HATPUOTU3M, TPYIOIIOOHE |
TpaXXJaHCKYIO OTBETCTBCHHOCTD

[Tpo1oKUTETBHOCTD 3aHATHUS — 2 Yaca.

IIpakTHyeckoe 3ansTHe 3.

Bun npaktuueckoro 3ansatus: Kpyrisiid cron

Tema u conepxanue 3aHATHsA: BHeIpeHne Ka4eCTBEHHOTO CEpBHCA.

Lenp 3aHATHA: U3YUUTH PA3IMYHbBIE IOJXObI K OLEHKE YCIYT.

[IpakTuyeckre HaBBIKM: 3HATh O IIOBEIEHHH IOTpeOUTENEH, KPHUTEPHUAX KadecTBa
uH(pOpMaIlMK B Pa3BUTHH MMOCTHHAYCTPUAIBHOTO 00IIIeCTBa

[IpoaomKUTENEHOCTD 3aHITHS — 2 Yaca.

st 3a09H0M popmbI 00yUeHHUsE

[IpogomKUTENbHOCTD MpakTU4eCcKoro 3aHATHd 1 mo Teme BHenpeHune KauecTBEHHOTO
cepBuca — 1 vac.

YerHbii onpoc — 1 yac.

IIpakTnueckoe 3ansaTHe 4.

Bun npakTUueckoro 3aHATUA: CEMUHAP, KOHTPOJIbHAS TOUYKA 2-Y CTHBIM OIpOC

Tema m conepxanue 3aHiaTHSA: DOpPMBI BHYTPEHHEW M BHEIIHEH OLIEHKM KadecTBa
00CITy’)KUBaHUS KIINEHTOB

Bonpocel, BeIHOCHMBIE Ha 00CYKIEHUE:

1.ComnocTaBbTe JKU3HEHHBIN LIUKJI yCIyry U ToBapa. [losicaure paznuuusi.

2. [lonOepute TOBaphl U YCIYTH, LUK KOTOPHIX OJIMHAKOB.

3. [TonGepure mpuMephbl TOBAPOB M COMYTCTBYIOIIMX YCIYT B 00JaCTH TOCYJapCTBEHHOTO
YIIPABJICHUS, KOMMEPUYECKOM NEATEIbHOCTH, MCKYCCTBA.

Lenb 3aHATHS: U3YYUTh OCOOEHHOCTH KU3HEHHOTO LIMKJIA YCIYT U TOBAPOB.

[IpakTueckue HaBBIKM: IOHMMATh MW AHAIW3UPOBATH SKOHOMUYECKHE ITPOILIECCHI,
CBSI3aHHBIC C Pa3BUTUEM YCIIYT.

[IponomKUTENBHOCTD 3aHATHS — 2 Haca.

IIpakTH4eckoe 3aHsATHE S.

Bun npakTueckoro 3aHATUSA: cEMUHAp

Tema u conepxanue 3aHsaTHSA: DakTOpPbI, BIUAIONINE HA TOTPEOUTENHCKYIO JIOSIBLHOCTh
Y YIIpaBJIEHNE )KM3HEHHBIM IIUKJIOM KJIMEHTa

3agaHue AJ1 CEMUHAPCKOTO 3aHSTHUSA:
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CoctaButh mnpe3eHTanuio Ta TeMy «COBPEMEHHBIN CEpBHC B KOMMEpPLHM». 3aJaHuE
OperoiaraeT aHajdu3 OJHOM M3 COBPEMEHHBIX KOMIAHHMH C PACKPBITUEM BCEX OCOOCHHOCTEH
oOciyXuBaHUS MOTpeOUTeNel B mpoliecce npoaaxu TtoBapay. llpesenrauus coctout uz 10-15
CIIAiI0B.

Lenb 3aHATHS: U3YYUTh CEPBUCHBIE TEXHOJIOTUH B MpoIiecce MPOAakd TOBAPOB.

HpaKTI/I‘-IeCKI/IC HaBBIKU: BJIaACTh CHOCOOHOCTBIO ITIOHHMaTh U AHAJIN3UPOBATD
B3aMMOCBS3b O0CITY>)KUBaHUSI U TOPTOBIIH.

[IponomKUTENBHOCTD 3aHATHS — 2 Yaca.

st 3a0uHOi (popMBbI 00yUEeHUS

HpOILOJ’DKI/ITeJII)HOCTI) MPAKTUYCCKOI'0 3aHATUA 1 mo Teme CDaKTOpI)I, BIIMAOIINUEC Ha
MOTPEOUTETHCKYIO JIOSUIBHOCTh M YIIPABICHUE KU3HEHHBIM IIUKJIOM KIMEHTa — | gac.

YcerHbii onpoc — 1 yac.

IIpakTnyeckoe 3ansTue 6.

Bun npakTrueckoro 3aHATHS: CEMUHAp

Tema u coneprxanue 3ansatus: Vcrnonab3oBaHNE COBPEMEHHBIX TEXHOJIOTUN B KJIMEHTCKOM
cepBuce

IlepconndunupoBaHHOE MPeEI0KEHNE CEPBUCHOTO MPOIYKTA IIO3BOJISIET BBIICINUTh
HauOoJsee BayKHbIE, C TOUKU 3PEHUS CEPBUCOJIOTUH, ACTIEKThl PaCKpPhIBAIOIINE OCOOEHHOCTH
OTpeOICHUS:

- IepcoHM(pUKALNS OCYIIECTBISAETCS 33 CUET U3MEHEHUS OTACIBHBIX MATEPHATBHBIX U
HeMaTepUalbHbIX KOMIIOHEHTOB NPOJYKTa, HO HE IpeAroaraeT i3MeHeHus: 6a30BOro MpoayKTa
WIH €r0 UJeH;

- aJIalITUPOBAHHbIE XapaKTEPUCTHUKU (POPMUPYIOTCS TOJIBKO C yUaCTHEM MOTPEOHTE;

- IepcoOHU(UKAIMS MOXKET OCYIIECTBISATHCS TOJIBKO 32 CUET CEpBHCA.

[lenp 3aHATHS: 3aKpENUTHh IIOJYYEHHBIE B XOJA€ IPAKTUYECKOTO 3aHITHs 3HaAHMS,
npuodpectu GyHIaMEHTAIbHbIE 3HAHUS O MOBEACHUU MOTPEOUTENs, MOTPEOHOCTSIX B pa3HBIX
MCTOPUYECKHX AIOXaX

[IpakTHueckre HaBBIKM: M3YyYUTh KOHIIENTyaJbHbIE OCHOBBI CEPBUCOJOTHMH U
paccMOTPETh aCMEKThl COBPEMEHHOT'0 MOTPeOICHHS

[IpoaomKUTENEHOCTD 3aHITHS — 2 Yaca.

IIpakTuyeckoe 3ansitue 7.
Buj npakTHuecKoro 3aHATHS: CEMUHAP
Tema u conepkanue 3anatus: Co3laHue U ayIuT KIMEHTCKOM 0a3bl KOMITAHUU
1. [Iporniecc oOcmykuBaHHsT MOTpeOUTENEH CEPBUCHBIX KOMIUIEKCOB, €ro
OCHOBHBIE (DOPMBI, METOIbI U TIPAaBUJIA OOCITYKUBAHHUSL.
2. CoBpemennble (opMbl 00cTyX HUBaHUs MoTpedutenei ycnyr. OCHOBHBIE
THUIIBI CEPBUCHBIX TTOCPETHUKOB, TOCPETHIUYECKUE U JOCYTOBBIE YCIYTH.
3. IIpaBoBoe oOecneuenue chepbl oOcmykuBaHus. KamnoObl M MpeTeH3uu
noTpeOuTeNEeH, 3auTa UX Mpas.
Lenb 3aHATHS: U3YYUTH GOPMBI K METOJIbI OOCITY>KUBAHHS B COBPEMEHHBIX X03SHCTBAX.
[IpakTHyeckre HaBBIKM: BJIAJETh HABBIKAMU (DOPMHPOBAHUS CEPBHUCHOTO TPOAYKTA U
OTHOILEHHH C MOTPEeOUTENIMU
[IponomKUTENBHOCTD 3aHATHS — 2 Yaca.
st 3a04HOM (popMBbI 00yUeHUsI
ITponomkuTensHOCTh MpakTHUecKOro 3aHiATusA 1 no reme Co3naHue U ayIuT KIMEHTCKON
6a3bl KoMIanuu — 1 yvac.
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VYernsiii onpoc — 1 ygac.

IIpakTuyeckoe 3ansTue 8.

Bun npakTHueckoro 3aHATUSA: CEMUHAp, KOHTPOJIbHAsA TouKa 4-Y CTHBIN onpoc.

Tema u coneprkanue 3aHaTHs: TEXHOJIOTUHN yIIPaBIICHUs KIMEHTCKON 6a30i

Lenp 3aHATHS: U3YYUTH 3TAIBI yIIpaBlIeHUE KIMEHTCKON 0a30i KoMIaHuu

IIpakTHyeckue HaBbIKM: BIIAJETh HaBbIKaMU pabOThI C KIMEHTCKOM 0a30l1 Kak cpeICTBOM
yIpaBiieHUs] HH(popMaIuei.

IIpoaOIKUTENBHOCTD 3aHATHS — 2 Yaca.

[IpakTHueckue 3aHATHS TPOBOIATCA C HMCIOJb30BAHUEM AKTUBHBIX U MHTEPAKTHUBHBIX
dbopM oOyueHus:

1. Juckyccus. Kpyrasni croa. I[Ipaktuueckoe 3aHatue B ¢dopMe AUCKYCCUU
MPEJCTaBIsIeT COOOW KOJIJIEKTUBHOE OOCYXKICHHE KakKoro-aubo Bompoca, MpoOIeMbl HIIU
comocTaBieHue uHbopManuu, uaeH, MHeHuH, mnpemnoxkenuid. IlpernonaBarens 3apaHee
03BYUHBAET TEeMY AMCKYCCHU W BOMPOCHI, HA KOTOpbIe OyaeT HEeoOXOAMMO OTBETUTh. B Xxoze
JUCKYCCUM CTYIEHTHl BbIpaOaThIBAIOT MPUHIMIBI U TOAXOAbl K PEIICHHUI0 IOCTAaBICHHOU
npoOJeMbl (BOMpoca), J0Ka3aTelIbcTBa, 00OCHOBAHUS CBOEH MO3UIIMU, MAKCUMAJIBLHO UCIIONb3YS
CBOM JINYHBIN OIIBIT.

Xapakrepuctuka OC. Kpyriablii cT0J, JAHCKYCCUSI SBJISIOTCS  OLICHOYHBIMH
CPEICTBAaMH, IMO3BOJSIOUIMMHU BKJIIOYUTH OOYYarOIIMXCS B IPOLECC OOCYXKIEHUS CIIOPHOTO
BOIpOCa, MpOOJIEMbl U OLIEHUTh UX YMEHHE apryMEHTHPOBAaTh COOCTBEHHYIO TOUKY 3pEHUS.
JluckyccroHHbIE TPOLEAYPBI MOTYT OBITH UCIIOJIB30BAHBI JUIsl TOTO, YTOOBI CTYIEHTHI:

— JIy4Ille TOHSUIA YCBOSIEMBbIN MaTepHal Ha (poHEe pa3HOOOpA3HbIX MMO3ULIUN U MHEHUIl, HE
00s3aTeNbHO TOCTUTas OOIIETO MHEHUS;

— CMOINIM TOCTUYb CMBICI M3y4aeMOro Marepuana, KOTOpPbI HHOI/Aa YyBCTBYIOT
MHTYUTUBHO, HO HE MOTYT BbICKa3aTh BepOalbHO, YETKO M SICHO, UJIM KOHCTPYHUPOBATh HOBBIH
CMBICJI, HOBYIO TIO3UIIHIO;

— CMOTJIM COIJacoBaTh CBOIO MO3MUIMIO WM AEMCTBHUSI OTHOCHUTENIBHO OOCYKIaemoun
pOOJIEMBI.

Ota dopma oTpaxaeT OCOOCHHOCTH COBPEMEHHOTO MPO(ECCHOHATBLHOTO OOIIECHUS B
npodeccuonanbHON cepe. CeMuHaAp-TUCKYCCUSI — UATOTHYECKOe OOIEeHWE YYaCTHHKOB, B
IpoLecce KOTOPOTO Yepe3 COBMECTHOE y4yacTHe OOCYKIAIOTCS M PellaloTcs TEOPEeTHUECKHUe U
MpaKTUYECKHE MPOOJIeMBI Kypca.

Metoauka npumenenuss OC u B3auMocBs3b ¢ GopMHUPyeMbIMH KOMIIETEHIIUSIMU.

Ha TtakoM nmpakTuyeckoM 3aHSATHUU OCYIIECTBIISIOTCS COTPYAHHUYECTBO U B3aUMOIIOMOIIb,
KOKIBIA CTYJIEHT HMMEeT IpaBO Ha MHTEJUIEKTYalbHYI0 aKTUBHOCTb, 3aWHTEPECOBAaH B
JOCTHKEHUM OOIIell enu NpaKTUYECKUX 3aHATUH, MPUHMMAeT y4acTHe B KOJUIEKTMBHOM
BbIpa0OTKE BBIBOJOB M pemieHud. B ycioBusx coBMecTHOM paOOTBhl CTYIEHT 3aHUMAaET
AKTHBHYIO NTO3ULIHIO.

Ha o6cyxxnenne BbIHOCATCS Hanbojiee akTyallbHbIC MPOOJEMHBIE BOMPOCH M3y4aeMOM
JUCUUIIIMHBL. KakpIil U3 y4aCTHUKOB JUCKYCCUH JIOJDKEH HAy4YMThCS TOYHO BBIPAXKATh CBOU
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MBICJIM B JTOKJAJ€ WJIA BBICTYIUICHHH [0 BOIIPOCY; AKTMBHO OTCTaMBaTh CBOIO TOYKY 3PEHUS,
apryMEeHTUPOBAHO BO3paXkaThb, OMNpPOBEpPraTh OIMIMOOYHYIO TO3MUIHIO, YTO (OpMHUPYET
CIIOCOOHOCTH JIOTHUECKU BEPHO U IOPUAMYECKU IPaMOTHO CTPOUTH YCTHYIO U MUCbMEHHYIO Peyb,
MOJIb30BAThCS MHOCTPAHHBIMU SI3IKAMHU B LIESX M3YyUeHUs 3apyOeHOTO OIbITa YIpaBlIEHUS
KaJIpOBBIM IIOTEHLIMAJIOM OPI'aHOB BJIACTH.

Kpowme Toro, nuckyccust mpuMeHseTcs U Kak MeToJ oOydeHus, U Kak popma oOyueHus u
3aKJIIOYAeTCs B KOJUIGKTMBHOM OOCYXICHHHM Kakoro-mmbo BoImpoca, MpoOIeMbl WU
COTIOCTABJICHUH HH(POPMAIINH, UJIeH, MHCHUM, TTPETIOKCHHUH.

2. Ompoc. Omnpoc — 3TO0 CpeACTBO KOHTPOJIIS, OPraHU30BAHHOE KaK CIeIHalibHas Oecena
mpenofaBateniss ¢ 00y4aromMMcs Ha TeMbl, CBSI3aHHbIE C HM3y4aeMOW JTUCHUIUIMHON, U
paccuMTaHHOE Ha BBISICHEHHE 0O0beMa 3HaHUM, 00ydarollerocs Mo ONpeAeNICHHOMY pasfelny,
TeMme, npobsieme U T.m. Jlis MOBBIMIEHUS] OOBEKTUBHOCTH OILEHKU OMPOC MOKET MPOBOJIUTHCS
rpynmnoi npernojaaBareneil/axcneptoB. Kpurepun olieHKU pe3ylbTaToB OMpoca 3aBUCIT OT TOTO,
KaKOBBI 11€JIM TTOCTABIIEHBI NIEPE]] HUM U, COOTBETCTBEHHO, OBIBAIOT Pa3HBIX BUIOB:

— UH/IMBUIyaJIbHBIA ONpOC (IIPOBOAUT MPENOJABATEID);

— IPYIIIOBOM 0npocC (MMPOBOJUT rpyIa 3KCIEPTOB);

— OIIPOC, OPUEHTUPOBAHHBIN HA OLIEHKY 3HAHMII;

— CUTYallMOHHBIN ONPOC, IOCTPOCHHBIN 110 IPUHIMILY PEIICHUS CUTYallU.

3. TectupoBanme. TecT — 3TO cucTeMa CTaHAAPTH3MPOBAHHBIX 3aIaHUH, TTO3BOJISFOIIASL
aBTOMATHU3UPOBATh MPOLEYPy U3MEPEHHUS YPOBHS 3HaHUN U YMEHHUI 00y4aromerocs.

Onenka paldoThbl CTyIeHTAa Ha NPAKTHYECKMX 3aHATHUSX OCYLIECTBISETCA IO
CJIEYIOIIUM KPUTEPHUSM:

OTaMYHO - aKTUBHOE y4yacTHEe B OOCYKIEHUH MpOoOJIeM KaXAOro MpPaKTHUYECKOTO
3aHATHsIA, CAMOCTOSITEIbHOCTh OTBETOB, CBOOOJHOE BIIAJEHHUE MaTepHalioM, IOJIHbIE U
apryMEHTHPOBAHHBIE OTBETHI Ha BOIPOCHI IPAKTUYECKOTO 3aHATHsA, Y4aCTHE B JIUCKYCCHSIX,
TBEPJI0€ 3HAHUE JIEKIIMOHHOTO MaTepuaia, 00s3aTeIbHON U PEKOMEHIOBAHHOM JOMOTHUTEIbHON
JUTEPATYPBL, PETYISIPHAS IOCEIAEMOCTD 3aHIATHI.

Xopomo - HEIOCTaTOYHO TIOJIHOE PpACKPBITUE HEKOTOPBIX BOIPOCOB  TEMBI,
HE3HaYUTeNbHble OMHUOKA B (POPMYIMPOBKE KATerOpui M MOHSTHUN, MEHbIIAs aKTUBHOCTh Ha
MIPAaKTHYECKOM  3aHSATHM, HEIMOJHOE 3HAaHHWE JOINOJHUTENBHOW JIMTEPATyphl, XOpomas
MTOCEIIAEMOCTb.

Y10BJIETBOPUTEJIBHO - OTBETHl OTPAaXKarOT B ILEJIOM IIOHMMAaHHWE TEMbI, 3HAHHUE
COJIEpXKaHUsl OCHOBHBIX KaTEropuid M IOHATHHA, 3HAKOMCTBO C JIEKIIMOHHBIM MaTEpHAIOM W
PEKOMEHJIOBAaHHOM OCHOBHOM JINTEpaTypoOH, HEAOCTAaTO4YHAas aKTHUBHOCTb Ha 3aHATHAX,
OCTAaBJISIFOIIAS HKENATh JIYYIIEro MOCENaeMOCTb.

HeynoBiieTBOPpUTEJIBHO - [ACCUBHOCTh HAa IPAKTUYECKOM  3aHATHM, 4YacTas
HErOTOBHOCTh IIPM OTBETaX HA BOIPOCHI, IUIOXas ITOCEIIAEMOCTh, OTCYTCTBHE KAaudecCTB,
YKa3aHHBIX BBIIIE I MTOJTy4eHus: 60Jiee BHICOKMX OIIEHOK.

8. IlepeyeHb OCHOBHOW W JONMOJHUTEIbHOI Y4eOHOW JHMTEpaTypbl; NMepedyeHb PecypcoB
HH(POPMALMOHHO-TEJIEKOMMYHUKANMOHHOM ceTH «HTEpHETY, nepeveHb
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATE/IBHOE CMK
YYPEXXIEHME BbICIITETO OBPA30OBAHIA PIyTUC

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

Aucm 30 uz 27

HH(OPMANMOHHBIX TEXHOJIOTHIi, UCMOJIb3yeMbIX NMPH OCYIEeCTBJIEHUN 00pa30BaTEIbHOIO
npoiecca 1no JMCHUILIMHE (MOAYJ/I0), BKJIYas NMepeyeHb MPOrpaMMHOI0 odecriedeHust v
HH(OPMANMOHHBIX CIPABOYHBIX CUCTEM ( IPHU HEOOXOAUMOCTH)

8.1. OcHoBHas JuTepaTypa
1. Konomuiéna, H. A. CepBuc B coBpemenHol kyiabType / H. A. Konomnesa. - Mockaa :

Hupext-Menua, 2020. - 332 c¢. - ISBN 978-5-4499-0715-8. - TekcT : 37E€KTPOHHBIM. -
URL: https://znanium.com/catalog/product/1963318 (nara obpamenus: 03.02.2023)
2. CepBuc: TepMUHBI U TTOHATHS : cioBapsk / mox pen. O.4. I'olixmana. — Mocksa :
NHOPA-M, 2021. — 239 c¢. — (bubnuoreka cnosapeit «MHDPA-My). - ISBN 978-5-16-
014474-0. - Tekcr : anekTpoHHbIA. - URL: https://znanium.com/catalog/product/1167070 (mnara
obparmenusi: 25.09.2022). — Pexxum 1ocTyra: 1mo nojamnucke.
3. CepBuc: opranuzanusi, ypaBJIeHHe, MAPKETHHT : yaeOHHK st OakanaBpoB / E. H. Bonk,
A. U. 3bipsHoB, A. A. JIumnunckas, H. B. XaputonoBa. — Mocksa : M3narenscko-Topronas
koprnopanus «JlamkoB 1 K°», 2019. — 249 c. - ISBN 978-5-394-03140-3. - Tekcr :
anekTpoHHbIN. - URL: https://znanium.com/catalog/product/1081771 (nara obpaiienus:
25.09.2022). — PesxuM JOCTyMA: 10 TOAIMUCKE.
4. SIxy0a B. CepBuc. Kak 3aBoeBath J0BepHE KIHMEHTOB U MOBBICUTH MIPOJAXKH :
npakTudeckoe pykoBojacTBo / B. fIky0a. - Cankr-IlerepOypr : ITutep, 2021. - 192 c. - (busnec-
ncuxonorus). - ISBN 978-5-4461-1803-8. - Tekcr : anexkTponHsIii. - URL:
https://znanium.com/catalog/product/1817713 (mata ob6pamenus: 25.09.2022). — Pexum
JIOCTYTIA: TIO TIOATTHCKE.

8.2. JlonosinuTebHAS JIUTEpPATypa

1. Pe3nuk, I'. A. CepBucHas nestenbHocTh : yueOHUMK / [.A. Pe3nuk, A.M. Mackaesa, 10.C.
[Tonomapenko. — Mocksa : UHOPA-M, 2021. — 202 ¢. — (Cpennee npodeccuoHaibHOE
oOpazoBanme). - ISBN 978-5-16-016211-9. - Tekcr : onektpoHHbsii. - URL:
https://znanium.com/catalog/product/1241803 (mara oOpamenus: 03.02.2023). — Pexum
JIOCTYTIA: 110 MOATHCKE.

2. Cepsuc Plus : nayunslit xxypHai. - Mocksa : PIYTuC, 2022. - T. 16, Ne 3. - 147 c. - ISSN
1993-7768. - Tekcr : anekrponHsiit. - URL: https://znanium.com/catalog/product/1985778 (nata
oOpamenus: 03.02.2023)

8.3. [lepeuyeHnn pecypcoB HH(POPMAIHOHHO-TEJIEKOMMYHNUKANMOHHOI ceTH « AHTepHET»
DeKTPOHHO-OMOIMOTeUHast cucTeMa «Znanium.comy:http://znanium.com/
Wudopmarmonnas cucrema «EanHoe OKHO JOCTyMa K 00pa3oBaTeIbHBIM
pecypcam»:http://window.edu.ru/

Ciyx6a TeMaTHYECKHUX TOJKOBBIX ciioBapeit «I'moccapwuit.py»:http://www.glossary.ru/
Hay4nas snexrponnas 6udnanoreka «KubdepJlenunka»:https://cyberleninka.ru/

8.4. Ilepeyenr mnporpaMMHOro o0ecnmeYeHHsi, COBPEMEHHBIX NPO(ecCHOHAJBHBIX 0a3
JAHHBIX U I/IH(l)OpMaIII/IOHHI)IX ClIpaBO4YHBIX CHCTEMaM

1. Microsoft Windows
2. Microsoft Office
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3. baza nganHbIX cepBUCHBIX LEHTPOB «CepBHCOOKC» [mpodeccroHanbHas 0aza JaHHBIX|:
https://www.servicebox.ru/

4. baza nannbix «Poccuiickuii OusHec-optan «BazaRF.ru» [mpodeccunonanbnas 6aza

naHHbIX |: http://www.baza-r.ru/enterprises

CnpaBounas npasoBas cucteMa Koncynbrantl Iitroc

WuTepHer-Bepcus cuctemsl ['apanT (nH(DOpMannoHHO-TIpaBoBoi opTan "["apanT.py

DnekTpoHHO-O0ubmoreunas cucreMa ZNANIUM. Pexxum noctyma: https://znanium.com/

DnekTpoHHO-0uOaKoTeuHas cuctema BOOK.ru. Pexxum noctyna: https://book.ru/

HayuHno-TexHonornueckas nH(ppacTpykTypa Poccuiickoit denepanun

(uHpOpMaroHHbIH TTopTai). Pexxum nocryma: https://ckp-rf.ru/

10. ’KKX-CepBuc. Hubopmanumonusiii nopran mno KKX (undopmanmonHo-cripaBouHas
cucrema). Pexxum nocryna: https://zhkh-service.ru/

©oNo O

9. MeTonnyeckue yKazaHusi VISl 00y4alOIMXCS M0 OCBOEHUIO TUCHMILIUHBI (MOIYJIs1)
1. TpanuuuoHHAsi JeKUMs, KOTOpas MpenojiaraeT HAyyHOE BBICTYIUICHHE JIEKTOpa C
000CHOBAHHEM TIPOLIECCOB U SIBICHUH, TPEAYCMOTPEHHBIX 00JIACThIO JICKIIMOHHOTO MaTepHaa.
Teopernueckue 3aHATUS (JEKIWU) OPraHU3YIOTCS MO MOToKaMm. Ha nexuusax uznararorcs
TE€MBbl JUCLUHUILUINHBI, MPEAYCMOTPEHHbIE pabodeil MporpamMMmoii, akIEHTHPYeTCs BHUMaHHUE Ha
HanOoJiee MPUHIUIHAIBHBIX U CIOXKHBIX BOIPOCAX JWUCHHUIUIMHBI, YCTAaHABIUBAIOTCS BOMPOCHI
JUISL CaMOCTOSITeNIbHOM TpopaboTku. KoHcmekT nekuuil siBnsieTcs 0a30il Mpu MOATOTOBKE K
NPAaKTUYECKUM 3aHATHM, K 9K3aMEHaM, a TAK)KEe CaMOCTOSITEIbHON HaAyYHOU AEATEIbHOCTH.
W3noxeHne JEKIMOHHOIO MaTepuana pPEKOMEHJIYeTCs MPOBOAUTH B MYJIbTHUMEIUMHOM
dopme (mpesenTtanuii). CMbIcIOBass Harpy3ka JEKIIMM CMEIIAETCS B CTOPOHY OT HW3JIOKEHUS
TEOPETUYECKOro Marepuaiga K (pOpMHUPOBAHUIO MOTHBALIMU CAMOCTOSITENILHOIO O0y4YeHHs depe3
MIOCTaHOBKY IMpoOieM oOyueHus M TOoKa3 IMyTell pemeHuss NpopecCUOHAIbHBIX MpoOJeM B
paMKax TOH MM WHOW TeMbl. IIpu 3TOM OCHOBHBIM METO/IOM BEJCHMS JEKIMU SBISETCS METOJ
pOoOJIEMHOTO H3JIOKEHHSI MaTepHaa.
2. Jlekuum — JMCKyccusl, B KOTOPOHl cojliepkKaHHE IOAAETCS 4epe3 CEepHI0 BOIPOCOB, Ha
KOTOPBIE CITYIIATENb JOJDKEH OTBEUaTh HEMOCPEICTBEHHO B XO/I€ JICKIIUH,

- IPAKTUYECKNE 3aHATHS

[IpakTnueckue 3aHiATHS 1O AUCHMIUIMHE «COBPEMEHHBIM KIMEHTCKUM CEpBHCH
MIPOBOJIATCS C €TI0 MPUOOPETEHHS TPAKTUUECKUX HABBIKOB B 00JIACTH MapKETUHTa, OCHOBHBIX
CTpaTerui U TAKTUK, KOMIUIEKCA MAPKETUHIAa U MAPKETUHI OBBIX UCCIIEAOBAHMIM.

[IpakTuueckass paboTa 3aKitOYaeTCs B BBIOJIHEHUH CTYJACHTaMH, TOJ PYKOBOJCTBOM
mpernojaBarenis, KOMIUIEKca Y4YeOHBIX 3aJlaHUil HalpaBJICHHBIX Ha YCBOGHHE HAy4YHO-
TEOPETHUYECKMX OCHOB MAapKETHHTa, MNPHOOpPETEHHUE TMPAKTHUYECKHMX HABBIKOB OBJIAJCHUS
METOJIJaMU TMPAKTUYECKOW padoThl C MPUMEHEHHEM COBPEMEHHBIX WH(MOOPMAIMOHHBIX U
KOMMYHUKAITMOHHBIX TEXHOJOTHHA. BhIMomHEHNS mpakTudeckoii pabOTHI CTYIEHTHI MPOU3BOIST
B MHCbMEHHOM BHUJIE, B BHJIE MpE3EHTAIMil M JOKIAJ0B, a Takxke 3cce u pedeparoB. Otuer
MPEIOCTABIIAECTCS MPENOJABATEII0, BEIYIIEMY JAHHBIA MPEIMET, B AJIEKTPOHHOM U MEYAaTHOM
BHJIE.

[IpakTrueckue 3aHATHS CITOCOOCTBYIOT O0siee TIIyOOKOMY MOHUMAHHUIO TEOPETUIECKOTO
MaTepuana yudeOHOro Kypca, a TakKe pa3BUTHIO, (POPMHUPOBAHHUIO U CTAHOBJIICHUIO PA3TMYHBIX
YPOBHEW  COCTaBISIOMMX NPO(PECCHOHATBEHON  KOMIETEHTHOCTH  CTyAeHTOB. (OCHOBOM
MPAKTUKyMa BBICTYIIAIOT THUIIOBBIE 3aJayd, KOTOPbBIE JOJDKEH YMETh pEIIaTh CHENUAIUCT B
o0yacTu cepBHca Ha MPEANPHUATHIX TEXHUYECKOTO CEpBUCa aBTOMOOUIIEH.
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[Ipn uzyuyenun nucuuIUIMHBI «COBpPEMEHHBIM KIMEHTCKUN CEpBHUC» HCHOIb3YIOTCS
CJIEYIOIINE BU/IbI IPAKTUUYECKUX 3aHATUM!

1.Cemunap mnpenmnonaraer Oosnee rIyOOKHI aHalu3 TeM M BOIPOCOB, 3aTPOHYTHIX Ha
nexuuu. CTyIqeHTaM Ipeasaraercsl MOATOTOBUTHCS K CEMUHApy B paMKax CaMOCTOATEIbHOU
paboTHI.

2. «Kpyramlii cTon»

"Kpyrasiii cton" npoBOAUTCS C LENbIO:

- KOMILJIEKCHOTO 00CYX/I€HHUS COBPEMEHHBIX aKTyallbHbIX TPO0JIeM Kypca;

- PaCCMOTPEHHIO TUCKYCCHOHHBIX BOIIPOCOB U3 KypcCa;

- OCMBbICJICHUE U O00O0O0IIEHHE OTEUECTBEHHOIO M 3apyO0eXHOTO ONbITa IO KYpPCY.
"Kpyrnenii cron" xapakTepu3yeTcs BBIHECEHHEM Ha OOCYXICHHE IIUPOKUX TEOPETHKO-
IPAKTUYECKUX TEM, a TaKXKE€ aKTMBHOCTBIO CTYJEHTOB, KaK B IIOCTAHOBKE BOIIPOCOB, TaK WU B
o011emM 00CYXIEHHUHU € TIPEN0AaBaTEIIMU.

Jlis  KOHCTPYKTUBHOTO OOCYKIEHHS TEeMbl IIPENojaBaTeib OMNpeAeNseT Y3JIOBbIe
npo0JieMbl, TOTOBUT M TMPOBOJUT METOJUYECKOE COBEILIAHHE, B XOJ€ KOTOPOTo OOCYKIaeTcs
MPOEKT JUCKYCCUU U ONpEeIeNseTcs MeToAuKa mpoBeaeHus "kpyrioro crona". IlenecooOpa3no
MIPOBECTU KOHCYJBTAIMIO JAJIS CTYJIEHTOB, Ha KOTOPOIl MOPEKOMEHI0BaTh UM COOTBETCTBYIOIIYIO
JUTEpaTypy IO TEME.

- CamocTtosrenbHas paboTa 00ydaromuxcs
[lenpto caMocTOSTENbHOUW (BHEAYOUTOPHOH) paboOThl OO0ydaromuxcs —sBISETCS
oOydeHre HaBblkaM pabOThl ¢ HAyYHO-TEOPETUYECKOW, MEePUOANYECKOM, HayYHO-TEXHUYECKON
JUTEPATypoOd U TEXHUYECKOH JOKyMEHTaluel, HeoOXOIUMBIMU AJIsi YriIyOJEHHOTOo HM3y4eHHUs
JUCIUIUINHBL «COBpEMEHHBIN KIMEHTCKUI CEpBUC», a TaKXK€ PAa3BUTHE Y HUX YCTOWUYMBBIX
CHOCOOHOCTEH K CaMOCTOATEIbHOMY M3YUEHHIO U M3JI0KEHHUIO MOTYy4eHHOH HHPOpMAaLIUK.
OCHOBHBIMU 33JJa4aMU CaMOCTOSITENIbHOM pabOThl 00Y4arOIINUXCS ABISIOTCS:
— OBJajJeHHe (PyHIaMEHTAIbHBIMU 3HAaHUSIMM;
— HapaloTka mpo¢eCCHOHATbHBIX HABBIKOB;
— NpUOOpPETEHHE OIbITa TBOPUECKOM U MCCIe10BaTEIbCKON AEATEIbHOCTH;
— Ppa3BUTHE TBOPYECKONW WHUIMATHUBBI, CAMOCTOATEIBHOCTH M OTBETCTBEHHOCTU
CTYJEHTOB.
CamocrosiTenbHass paboTa CTYAEHTOB MO AUCHUIIINHE «COBpPEMEHHBIN KIMEHTCKUI
CEPBHCY» 00ECIIEUNBACT:
— 3aKpeIUleHHe 3HaHUM, I[IOJIyYEHHBIX CTYAEHTaMH B TpOIecce JIEKIUOHHBIX H
MIPaKTUYECKUX 3AHATHUIH;
— (opmHpoBaHHE HABBIKOB pabOTHI ¢ MEPHOAMYECKON, HAYUHO-TEXHUYECKOH JUTepaTypon
Y TEXHUYECKON JOKYMEHTAINH;
— TNpUOOpPETEHHE OIbITa TBOPUECKOM U MCCIeI0BATEIbCKON AEATEIbHOCTH;
— pPa3BUTHE TBOPYECKON MHUIMATHUBBI, CAMOCTOSATEIBHOCTU U OTBETCTBEHHOCTHU CTYZACHTOB.

CamocrosiTenbHas padboTa SBISIETCS 0053aTeIbHON TSl KaXA0T0 00y4JaroImerocs.

@DopMbI CAMOCTOSAITEJILHON PadoThI
Hepequb TEM CaMOCTOSITECIbHOM paGOTBI CTYACHTOB IO MMOATOTOBKC K JICKIITMOHHBIM U
MPAKTUYECKUM 3aHSATHSIM COOTBETCTBYET TEMAaTUYECKOMY IUIaHy pabouell MmporpaMMbl
JUCHUITIIUHBI.
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CamocrosTenbHas paboTa CTyAIeHTa IIpelycCMaTpUBaeT CAeAYIOIne BUAbl padoT:

- IOJITOTOBKA pedepaToB U TOKJIAZ0B Ha 3aJaHHYIO TEMY,

- IOATOTOBKA MPE3EeHTAIUI MO ONpeeIEHHBIM BOIIPOCaM;

- U3y4eHHUE HayYHO! M HayYHO-METOAMYECKON 0a3bl MO MOCTaBICHHOM MPOOIeMaTHKE;
- IOATOTOBKA rpapueckoro Marepuala mo 3a/laHHoi TeMe.

10. MarepuajbHO-TeXHHYECKas 0a3a, He0OX0AMMAas /ISl OCYHIeCTBJIEHUS
00pa3oBaTeILHOIO MPoIecca MO0 AUCHUILINHE (MOIYJII0):

VY4eOHble 3aHATHS N0 AUCHUIUIMHE «COBPEMEHHBIM KIMEHTCKHN CEPBUC» TPOBOASTCS B
CIICTYIOIIHUX 000PYTIOBAaHHBIX YICOHBIX KaOMHETAX:

Bua yueOHbIX 3aHATHIA 110
TUCIUIIIINHE

HaumenoBanne 060py0BaHHbBIX YUeOHBIX KaOMHETOB, 0OBEKTOB
JUTSI IPOBEICHUST IPAKTHYECKUX 3aHATUH C TEPEUYHEM OCHOBHOTO

KOHTPOJIb,
IPOMEKYTOUHAs
aTTecTanus

o0opynoBaHus
3aHsTHS JIEKLUOHHOTO yueOHas ayJUTOpHsl, Clielualu3upoBaHHas yueOHas MeOelnb
TUIIa, TPYIIIOBbIE U TCO: BUJICOIIPOCKIIMOHHOE 000py10BaHNE/TIEPEHOCHOE
WH/IMBUIYyalIbHBIC BUICONPOCKIIMOHHOE 000PYI0OBaHHE
KOHCYJIbTAIlMH, TEKYLIHH | IOCKa

3aHATHuA CCMHHApPCKOI'0
THIIA

yt{e6Ha$1 ayJuTopusd, CliICHUaJIN3UPOBAHHAs yqe6Ha;I MeOen

TCO: BHJICOMTPOCKITMOHHOE 00opyI0BaHKE/TIEPEHOCHOE
BUJICONPOEKIIMOHHOE 000py10BaHHE
JI0CKa

CamocTosrenbHas pabora
o0yyaromuxcst

MOMEILEHUE /ISl CAMOCTOSITENIbHON paboThl,

crenyanu3npoBaHHas ydeOHas Mebens, TCO: BUACONPOESKIIMOHHOE,
o0opysoBaHue, aBTOMAaTU3UPOBaHHbIE paboune MecTa CTYIEHTOB C
BO3MO>KHOCTBIO BBIXO0/1a B MH(POPMAaIMOHHO-
TEJIEeKOMMYHUKallMOHHYIO ceTh "MHTepHeT", nocka;

[ToMemienne A CaMOCTOSTENBHOW paOOThl B UYUTAIBHOM 3aje
HayuHo-Texnnueckoit OnbIMoTEKH YHUBEPCHUTETA,
crenMalu3upoBaHHas y4yeOHas MeOenb aBTOMAaTHU3UPOBAHHbIE
paboure MecTra CTYIEHTOB C BO3MOXXHOCTBIO  BBIXOJQ|
MH(POPMALIMOHHO-TEIEKOMMYHHUKAIIMOHHYI0O  ceTh «VHTepHeT»,
MHTEPAaKTUBHAS JIOCKa
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