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1. AHHOTanMA padoyeil NPOrpaMMbl AUCHHUILINHBI (MOLYJI51)

Huctumnuaa «CepBUC-IU3aiiH»  SBISETCS YacThlO IMEPBOTO OJIOKA TPOTPaMMBI
OakanaBpuata 1o HampaBieHHto moarotoBku 38.03.01 "Oxonomwmka", mpoduias: DKOHOMHKA
NPEINPUSITHA W OpPraHM3alMii M OTHOCUTCS K TEpPBOM YacTh Mporpammbl, (HopMHpPyEeMOi
y4acTHUKaMU 00pa30BaTeNIbHbIX OTHOIICHUH.

W3yuenne naHHOW IUCHMIUIMHBI Oa3MpyeTcsi Ha 3HAHUM INKOJBHOW MPOTPaMMBI I10
rYMaHUTApHBIM IPeIMEeTaM: HHOCTPAHHbIH 3bIK, Ha TUCIUIUIMHAX IporpaMMbl: CTaHAapTH3auUs
U yHOpaBleHUE KadecTBOM, TEXHOJOTWU [ENOBBIX KOMMYHHKAIMA B MpOoQecCHOHATHLHON
JIESITEIbHOCTH

JucuuminHa HanpaBieHa Ha (POPMUPOBAHUE CIIETYIOIIMX KOMIICTCHIIUN BBIMTYCKHHUKA:

YK-9 - cocobeH ucnonb30BaTh 0a30BbIe ASPEKTOIOTHIYCCKHE 3HAHUS B COIIMAIIBHON H
npodecCUOHANBHON cepax; B YaCTH MHAUKATOPOB JOCTHUKCHHS KOMITCTCHITUU

YK 9.2 - ocymecTBisieT mpodecCHOHATBHYIO IeATeILHOCTh C WHBATUIAMHU U JIUIAMU C
OTPAaHUYEHHBIMHU BO3MOKHOCTSIMH 37]0POBBS;

YK 9.3 - B3auM0OIeCTBYET B COIMATIBLHOM U MpoheCcCHOHATBHON cepax ¢ HHBATUIAMHU U
JULAMHU C OTPAHUYEHHBIMH BO3MOKHOCTSIMH 37]0POBbS

IIK - 3 - cnoco0OeH aHamM3WpOBaTh TPEeOOBAHUS 3aWHTEPECOBAHHBIX CTOPOH C TOYKH
3pEHUs] KPUTEPUEB KAYeCTBA, ONPEACTSIEMbIX BRIOPAHHBIMU MOAXO/IaMU; B YaCTH HWHIUKATOPOB
JIOCTHKEHHS] KOMITETEHITUU

IIK 3.1 — ocymiecTBiseT MOUCK WH(GOPMAIMK JAJIs PEIICHHs MOCTABICHHONW 3a7aydl Io
pa3IMuYHBIM THUIIAM 3alpOCOB B pe3yJibTaTe paboT MO YNpaBICHUIO KayeCTBOM IPOIYKIUH,
IIPOLIECCOB, YCIIYT;

[IK 3.2 - aHamu3upyeT MONy4YeHHYI MNpodecCHOHANBHYI HH(OpPMAIMI0 C y4eToM
TpeOOBaHUI 3aMHTEPECOBAHHBIX CTOPOH B paMKaxX YIPaBJICHUS KadeCTBOM MPOIYKIIUH,
MIPOIIECCOB, YCIYT.

Copaepkanue NUCHMIUIMHBI OXBAaTBHIBAET KPYr BONPOCOB, CBS3aHHBIX C COJECP>KaHUEM,
CTPYKTYpOH, TEXHOJIOTHSIMH CEPBUC-/IM3aliHa, YIIPABICHNEM KIHMEHTCKUM OMBITOM, B TOM YHCJIE C
unBanuaamu u sunamu OB3. Tlpennaraemas mporpamMma OpHUEHTHPOBAHA HAa O3HAKOMIICHHE
CTYJIEHTOB C HAyYHBIM TMOJIXOJ0M M3yUYEHUS U OBJAJICHUS 3HAHUSIMH O COJEP>KaHUU, CTPYKTYpE,
TEXHOJIOTMM CEpBUC-AM3aliHA, W YNPABICHUU KIUEHTCKUMM OTHOIICHUSIMHU, a TaKkXke O
KIIMEHTOOPUEHTUPOBAHHBIX TEXHOJOTHSAX, NpuMeHseMblx K smnaMm OB3, ob6ciyxuBanus
noTpeduTeneil ycnyr, U BIaJACtomero 0a30BEIMI YMEHUSMH MPUMEHSITh U3YYCHHBIE TEXHOJIOTHH
Ha TIPaKTUKE, B TIPOU3BOJACTBEHHON TMpAKTHKE, SBJSIONMIEHCS dYacThlo 00pa3oBaTelbHON
IporpaMMbl OaKaiaBpHara.

JlaHHBIN KypcC MO3BOJIUT OCBOUTH CTYJIEHTaM OCHOBHBIE MHCTPYMEHTHI U TEXHOJOTUU
CepBHUC-AM3aliHa, MOJYYUTh OMNPEJEICHHbIE HABBIKU JJI UCIHOJIb30BAHUSI MX B MPAKTHUYECKOM
paboTe, CBSI3aHHOM C MJIaHUPOBAHUEM U MPOEKTUPOBAHUEM YCIyTH, OPraHU3alMe U KOHTPOJIeM
CEPBUCHOM JCSITEIIBHOCTU Ha MPEANPUATHSIX, B TOM YKCIIe ¢ HHBanuAamMu U juiamu OB3.

OO6mmas TpyA0€MKOCTh OCBOSHUS JUCITUTIIIMHBI COCTABIISET 4 3aUeTHBIX eauHull, 144 yaca.

[IpenogaBanue AUCHMIUTUHBI BEAETCS HA 2 Kypce Ha 4 ceMecTpe s O4HOU (HOpMBI
oOydeHus 1 Ha 3 Kypce B 5 ceMecTpe JUIsl O4YHO-3a04HO0M Qopbl 00yUeHUs MPOJOKUTEIbHOCTHIO
18 Henenb.

Ha ounoit hopme 00yueHus: mporpaMMoii TUCIUIUIMHBI PETyCMOTPEHBI JIEKIMOHHBIE (16
9acoB) 3aHATHUA, MpaKTHUECKue 3aHATHS (36 YacoB), caMocTosATeNnbHas pabora cryaeHTra (88
94acoB), TPYIIIOBBIE KOHCYJIbTAIMHK (2 Yaca), MPOMEKyTOUHas arTectanus (2 Jaca).

Ha ouHo-320uHOIi Qopme oO0yueHus: MPOrpaMMOil JUCHUIUIMHBI TPEITyCMOTPEHBI
JeKuoHHbIe (6 Yaca) 3aHsTHs, npakThudeckue 3aHaTusa (10 wacoB), camocTosTenbHas paboTa
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cryaenra (124 gaca), rpynmoBble KOHCYJIbTaluu (2 yaca), IpoOMeXyTouHas arrectanus (2 yaca).
[Iporpammoii TIpeAyCMOTPEHBI CIEAYIOMIME BHUIBI KOHTPOJISI: TEKYIIUA KOHTPOJIb
ycreBaeMoCTH B (GopMe TECTUPOBAHHMS W  BBIMOJTHCHHUS WHIUBUAYATHHOTO TIPOEKTA,
MIPOMEKYTOUHAsI aTTecTanus B opMe dK3aMeHa B 4 ceMecTpe it O9HOU (hOpMBI 00yUeHus, Ha 5
ceMecTpe Il OYHO-3a0YHON (POpMBI 00yUeHusI.
[Tocne 3aBepuieHus Kypca 00yJaronuiics COBEpPIICHCTBYET NOTyUeHHbIE 3HAHUSI, YMEHUS U
HABBIKK B TIPOIECCE TTPOXOKIACHUS MPAKTUKH U UCIIOJIB3YET B XOJI€ TOCYAapCTBEHHONW MTOTOBOM
aTTecTaluu

2. IlepeyeHp NJAHMPYEMBbIX pe3yJbTATOB O0y4YeHHS] MO JAUCHHUILVIMHE (MOAYJIIO),
COOTHECeHHbIe ¢ MJIAHUPYeMbIMHU pPe3y/1bTaTaMH 0CBOCHHS 00pa30BaTebHOI MPOrpaMMbl

Ne Wupexe [Tnanupyemble pe3ynbTaTbl 00y4eHUs
I KOMICTCHLIHM, (KOMITETeHIINY, HHANKATOPA)
WHIUKaTOpa
1. | YK-9 CIIOCOOCH HCIOJIBb30BaTh 0a30BbIe JE(EKTONIOrMYECKHE 3HAHUS B

COIIMAIIBHOM 1 TIPO(eCcCHOHAIBHON cdepax
B YaCTHU WHAUKATOPOB JIOCTHXKEHUSI KOMIETEHIIUN

YK 9.2 - ocymectBiseT mpodecCHOHANBHYIO ACSITeILHOCTh C
WHBaJIMJaMd ¥ JHUIAMH C OrPaHUYCHHBIMH BO3MOXKHOCTSIMHU
3JI0pOBBS;
YK 9.3 - B3auMOJEHCTBYET B COIMAIBHOW M MPOeCCHOHATHHOU
cdepax ¢ MHBATHIAMHU H JIUIIAMU C OTPAHUYCHHBIMH BO3MOKHOCTSIMHU
3JI0POBBS

2. | IIK-3 Croco0eH aHaJIM3UPOBATh TPEOOBAHUSI 3aNHTEPECOBAHHBIX CTOPOH C
TOYKHU 3pEHUSI KPUTEPUEB KaueCTBa, ONPEeIeMbIX BBIOpDAaHHBIMU
MOJIX0JaMHU

B YaCTH MHMKATOPOB JTOCTHKEHUS KOMIIETEHIIUN

I[IK 3.1 — ocymecTBiser NOMCK HHQOPMALMHU JUIsl pEILICHUS
MOCTaBJIEHHON 3aJ1auyl 110 pa3IMYHBIM THUIIAM 3alPOCOB B pe3yJibTaTe
paboT Mo ynpaBiIeHUIO KAYECTBOM IMPOAYKIIMU, IPOLIECCOB, YCIYT;
I[IK 3.2 - aHamu3upyeT TMOJNyYEHHYI0 Hpo(ecCHOHATbHYIO
MH(pOpPMaLIMIO C y4eTOM TpeOOBaHUI 3aMHTEPECOBAHHBIX CTOPOH B
paMKax yIrpaBJeHHsI Ka4eCTBOM MPOIYKIIUH, TPOLECCOB, YCIyT

3. MecTo aucuMiuiuabl (MoayJisi) B crpykrype OOII:

Hucuunnuna «CepBuc-Iu3aiiH»  ABISETCS YacThblO MEpPBOTO OJIOKa MpOrpaMMbI
OakanaBpuaTa mo HampasieHuio noarotoBku 38.03.01 "DxonHomuka", mpoduias: DKOHOMHKA
MPEANPUATHA W OpTaHM3alliii M OTHOCHTCS K TIEPBOM YacTH MporpaMMebl, (hopmupyemon
y4aCTHUKaMH 00pa30BaTENIbHBIX OTHOIIEHUH.

W3ydyeHne maHHON IUCHUIUIMHBI Oa3uUpyeTcsl Ha 3HAHUM MIKOJBHOM MHpPOrpaMMbl IO
T'YMAaHUTAPHBIM MIPEMETaM: HHOCTPAHHBIH S3bIK, HA AUCIUIUIMHAX MporpaMMbl: CTaHaapTH3aLUs
U yIOpaBJIEHWE KadyecTBOM, TEXHOJOrMHM JAENOBBIX KOMMYHHKaluii B MpodeccHoHanbHOM
JIeATETbHOCTH

®opmupoBanue komrereHimn YK-9 HaumnHaeTcs B aucuuiuimHe TEeXHOJIOTHM JIEJIOBBIX
KOMMYHHKAIMHA B IPOPECCHOHATBHOMN e TeTbHOCTH
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®opmupoBanue komnereHuu I[IK -3 nHaumnaercs B nucuuminuuHe CTaHaapTU3aus U
YIIPaBJICHUE KA4€CTBOM

[Tocrne 3aBepieHMs Kypca 00yJarouiicss COBEPIICHCTBYET NOTyUeHHBIC 3HAHMSI, YMEHUS U
HaBBIKU B TIPOIIECCE MPOXOKACHUS MPAKTUKHU U UCIIOJIB3YET B X0JI€ TOCYJIapCTBEHHON UTOTOBOM
aTTecTanuu

4. O0beM IMCUMILUIMHBI (MOAYJsl)) B 3a4eTHBIX €IUHUIAX € YKa3aHMEM KOJM4YecTBa
aKajeMM4YeCKMX 4YacOB, BblJeJIECHHbIX HAa KOHTAKTHYI0 padoTy oOydamommxcsi C
npenoaasareseM (M0 BHAAM Y4eOHBIX 3aHATHH) H Ha CAMOCTOSITEJLHYI0 PpPadoTy
00y4aroumuxcs

OO6mr1ast TpyA0€MKOCTh TUCIUIUIMHBI COCTaBIsIeT 4/144 3a4eTHBIX €IUHUI/ aKaa.Jaca.
(1 3auemnasn eounuya coomeemcmayem 36 axademuyeckum 4acam)
st ouHoii popmbl 00yUeHHst:

Ne Bunpl yaeOHOMI eaTeIbHOCTH CemecTtpsl
/1 Bceero 4
1 KonTakTHas padoTa o0yuyaomuxcs ¢ npemnojgasarejiemM 56 56

B TOM YHCIJIC: - -

1.1 | 3aHATHUS JEKIIMOHHOIO THUIIA 16 16
1.2 | 3aHATHSA CEMMHAPCKOTO THIIA, B TOM YHCJIE! 36 36

CeMuHapbl

JlaGopatopHbie paboThI

IlpakTnyeckue 3aHsATUA 36 36
1.3 | Koncyabranuu 2 2
1.4 | ®opma npoMeKYTOYHOM aTTeCTallNH (3a4eT, 3a4eT ¢ 2 2

OIEHKOI1, JK3aMeH) OK3.
2 CamocrosiTesibHasi padoTa 00y4YalOIIMXCH 88 88
3 Oobmast Tpy10eMKOCTh qac 144 144

3.e. 4 4

JIJ1s1 04HO0-3204HOM (hOpPMBI 00yUEeHHUS:

Ne Bujpl yueOHOM 1€ TEIbHOCTH CemecTpbl
n/m Bcero 5
1 KonTakTHas padora 00y4awmmxcs ¢ npemnogaBaresiemM 20 20

B TOM YMCJIC: - -

1.1 | 3aHsATHS JTEKIMOHHOTO THIIA 6 6
1.2 | 3aHATUS CEMHUHAPCKOI0 TUIA, B TOM YHUCIIE: 10 10
CeMuHapsl
JlaGopaTopHbie pabOThI
[IpakTrueckue 3aHATHs 10 10
1.3 | Koncyabramumn 2 2
1.4 | ®opma npoMe:KyTOUHOI aTTecTaluu (3a4eT, 3a4eT C 2 2
OLICHKOM, IK3aMeH) 9K3aMeEH
2 CamocTosiTe/ibHasi padoTa 00y4yalouuxcsi 124 124
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3 OO0mas TpyaoeMKoCTh  4ac 144 144
3.e. 4 4
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5. Coaep:xxkanue IMCUMILUIMHBI (MOAYJIfA), CTPYKTYPHPOBaHHOe MO TeMaM (pa3iejiaM) ¢ yKa3aHHeM OTBEI€HHOr0 HAa HHUX KOJMYeCTBa

aKaJeMH4YeCKHX YaCOB M BHA0B Y4eOHbIX 3aHATHI

Jiist ouHOi popmMBbI 00yUeHUSs

= HaumenoBanue HaumeHnoBanue TeM | Buubl ydeOHbIX 3aHATHH H (HOPMBI HX TIPOBEICHUS
Q:’( paznena JEKIUH, MPaKTHIECKUX
2 pabor, maGoparopubix | KOHTakTHas paboTa 00y4aromuxcs ¢ MpenoaaBaTeneM .
pa6ort, cemunapos, CPO o = ; =
"o: = Just o == ) E ‘ | { i
2 w Z ) = Z 8 Z ) = = == ( ¢ )
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=B < O QxR © 0 K a2 S & Z = Sl ¢l B [SW=T]
T o »E | BESESES =S S ESEEDSS N il O« & E0
1/4 Amnaromus 1. [Ipoucxoxnenue | 1 Jlexuus (BBOOHAsR), | 2 [IpakTrueckoe 5 Wzyuenne Hay4YHOU u Hay4HO-
CepBUC-AM3aliHa CepBHUC Iu3aiiHA U €ro KOTOpas  Ipeanojaraet 3aHATHE B (Qopme METOANYECKOW 0a3pl 1O MOCTAaBICHHON
NPEUMYLIECTBA HAy4yHOE  BBICTYIUICHUE Kpyrjoro  croia, npobneMaruke, IpeycMaTpHBacT
JIeKTOpa ¢ 000CHOBaHHEM Hpe1ycMaTpPHUBAl0 ucnonb3oanue Db6C
MIPOLIECCOB W SIBJICHHMH, mee 00CyXIeHHE
HpeyCMOTPEHHBIX CTyJICHTaMHI
00J1aCThIO  JIEKLIMOHHOTO HCTOPUYECKHX
MarepHana. BOIIPOCOB
BO3HMKHOBEHHS U
9BOJIIOLIMU CEPBHC-
JU3aiiHa.
2/4 2. Cocrapnstomue U | 1 Jlexuus 2 IIpakTrueckoe 5 ITon6opka onpeneneHui CEpBUCHOM
MPUHLIKIIBI CepBUC- (axamemuueckas), 3aHsITHE B (hopme JIeSITeNbHOCTH U3 UICTOYHUKOB 1, 3, 5
Ju3aiiHa KOTOpas ~ IpeanojaraeT CTYJIEHUECKOMN
HAy4yHOE  BBICTYIUICHUE KOH(pepeHuy, B
JIeKTOpa ¢ 000CHOBaHHEM xoJe KOTOPOTO
MIPOLIECCOB W SIBJICHHH, CTyJICHTaMHI
HpeyCMOTPEHHBIX HpeICTaBISACTCS
00J1aCThIO  JIEKLIMOHHOTO nonbopka
MarepHana. MaTepHaoB o
npobieMaTuke
HpebIIyLIero
JIEKLIHOHHOTO
3aHATHS
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3/4 3. Cneuuduxa yciyr Jlexuus-nuckyccus. IIpakTrueckoe U3y4yeHue Hay4HOH u Hay4HO-
Kak ToBapa Cognepkanue  mojaercs 3aHATHE, METOJMYECKOH 06a3bl IO MOCTaBIEHHOM
4yepes3 CEpHI0 BOIPOCOB, HpeyCMaTPUBAI0 npobreMartuke, TIpeTyCMaTpUBAET
Ha KOTOpBIE CITyIIATeNb niee o0CyXIeHUE B ucnons3zoBanue Db6C
JOJDKEH OTBeUaTh BHUJIE KPYTJIOro
HETIOCPEACTBEHHO B cTona
XOJI€ JICKIIUH. COBPEMEHHBIX
MO/IXO/I0B K
GyHKIHAM u
MPHUHIUITIAM
COBPEMEHHOTO
cepBHca u
OKa3aHHMS yCIyT.
4/4 4. Konuenmus Jlexuus-nucKkyccus. [pakTHueckoe n3y4yeHue Hay4YHOU u Hay4HO-
MOTPEeOUTEILCKON ConepxaHue  monmaercs 3aHsATHE, METOANYECKOW 0a3pl 1O MOCTAaBICHHON
LEHHOCTH, B T.4. JUIS 4yepe3 CEepHi0 BOIPOCOB, HpeyCMaTPUBAI0 npobreMaTuke
naBanmuaoB U mui; OB3 Ha KOTOpHIE CIyIIaTelhb mee o0CyXIeHHe B
JOJKEH OTBeYaTh BHUJIE KPYTJIOro
HETIOCPE/ICTBEHHO B cTona npobieM
XOJI€ JISKLIUH. BOCIIPHSATHS
LEHHOCTH  YCIIyTH
COBPEMEHHBIM
norpedurenemMm
5,6/4 S. HHucTpyMeHTh Jlexuus Kpyrneiit cron mno HU3y4eHue Hay4YHOU H Hay4yHO-
CepBHC-/IM3aiiHa (akagemuyeckas), BOIpOCaM METOAMYECKOW ©0a3bl 10 MOCTaBJICHHOM
KOTOpasi ~ TPEJIosaraetT a¢dexTuBHOTO npobiaeMaTuke, IpeycMaTpUBaeT
HayYyHOE  BBICTYIUICHHE MpUMEHEHHS ucnonb3osanue ObC
JIeKTOpa ¢ 000CHOBAaHHEM HHCTPYMEHTOB
MpPOIECCOB U SIBJICHHH, cepBHC-IHU3aiiHa.
HpPeyCMOTPEHHBIX
00J1aCThIO  JIEKIIMOHHOTO
Marepuana.
6/4 6. Cepauc Kak Jlexuus-nucKyccus. IIpencrasnenue U3y4YeHUE HAYYHOM u HAY4YHO-
KOMIIOHEHT  IIPOJaXH Cognepxanue  Iojaercs Hpe3eHTaui 1o METOJUYECKOH 0a3bl 10 MOCTaBJICHHOI
TOBAPOB. 4yepe3 CEepHI0 BOIPOCOB, npobieMaTuke npobieMaruke, penieHne 3ajad,
Ha KOTOpBIE CITyIIaTelb JICKLIUH, MOATOTOBKA K 2y JUTOPHOMY TECTUPOBAHHUIO
JIOJDKEH OTBeYaTh pa3paboTaHHas
HENOCPEICTBEHHO B rpynmnoin

© PI'YTUC




or50yB0 DENEPAJIBHOE TOCYOAPCTBEHHOE BYOIIPKETHOE OBPA30OBATEJIbBHOE CMK
Vi _ YLIPE)K):[EHVIE BBICIIIETO OEPASOI}AHVIH PIYTHUC
N «POCCUNCKUN TOCYOAPCTBEHHbBIVI YHUBEPCUTET
N\ TYPU3MA U CEPBVICA»
Aucm 8
XOJI€ JICKIH CTYACHTOB
6/4 KonTposbHas Touka 1 AyauropHoe
TeCTHUpOBaHHe
7,8/4 7. IToBenenue Jlexuus-nuckyccus. Pemtenune IlogroroBka K MpPaKTHUYECKOMY 3aHSTHIO,
norpedureeit u CogepxaHue  1ojaaercs CUTYallMOHHBIX MpeayCMaTpUBAIOIIasl H3YYCHHE HAy4HO-
MPUHSTHE MU yepe3 CEepUi0 BOIPOCOB, 3a/1a4 MPAKTHYECKOTO0 Marepuaia I0 3aJaHHbIM
pelieHui, B T.4. Ha KOTOpbIE CIyLIaTeNb BOIIpOCaM
uHBaIuA0B U aui; OB3 JIOJDKEH OTBEYaTh
HEToCPeICTBEHHO B
XOJI€ JIEKIIUH.
9,10/4 8. Teopust opranuzanuu Jlexuus-nuckyccus. BriezgHoe [TonroroBka K MpakTHYECKOMY 3aHSTHIO,
00CITy)KUBaHHS. CozxepxaHue  1ojaaeTcs MPAKTHYECKOE IpefycMaTpUBaIOLIas U3yYeHHE Hay4yHO-
yepe3 CEepHI0 BOIPOCOB, 3aHATHE, MPAaKTHYECKOTO MaTepHaja IO 3aJaHHBIM
Ha KOTOpBIE CIyIIaTeNb MpeayCcMaTpUBaIO BOIIPOCaM
TIOTDKEH OTBEYaTh mee  MOCeIleHHe
HETIOCPE/ICTBEHHO B BBICTaBKH
X0J1e JIEKLUH.
11,12/4 YnpasneHue 9.Metons Jlexuus-TuCKycCHs. IIpakTuaeckoe n3y4yeHne HAYYHOH u HAy4YHO-
KITUCHTCKAM HCCIICIOBAHUS ConepxaHue  monmaercs 3aHATHE, METOANYECKOW 0a3bl 1O MOCTAaBICHHON
OTIBITOM KITUCHTCKOTO OTBITA. gepe3 CEpPHI0 BOIPOCOB, peaycMaTpUBaIO npobieMaruke, MpeayCcMaTpUBacT
Ha KOTOpBIE CIyIIaTeNb uiee  MpOBEJCHHE ucnoib3zoBanue ObC
JIOJIKEH OTBEYaTh MICUXOJIOTUYECKOTO
HENOCPEICTBEHHO B TpPEeHHHTa co
XOJI€ JICKIMH. CTYACHTaMHU Ha
ornpeeneHne
npodeccHoHaIbHO
TO  HampaBJCHUS,
yMeHue paboTathb B
KOMaHj1e
12/4 KonTpoJabHast Touka 2 AyauTopHoe
TecTHPOBaHHE
13,14/4 10. JIu3aiiH-MbILIUICHHE. Jlexuus-nuckyccus. [TpakTHueckoe IlonroroBka K NpPaKTHYECKOMY 3aHSATHIO,
Wuctpymenrapuit ConepxaHue  mojgaercs 3aHATHE, IpeayCcMaTpUBalOasi H3y4YeHHE Hay4HO-
yepe3 CEpHI0 BOIPOCOB, MpeayCcMaTpUBaIO MPaKTHYECKOr0 MaTephaja IO 3aJaHHBIM
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14,15/4

15/4

16,17/4

18/4

Ha KOTOpbIE CIylIaTeNhb
JIOJKEH OTBeYaTh
HETIOCPEICTBEHHO B
XO/I€ JCKIIHNH.

miee B pexHMe
Kpyrjoro  crona
MpeACTaBICHUE
TPYTIIOBOTO
MPOEKTa o
CO3JJaHUI0 u
TIPOJIBUYKCHHIO
HOBOM YCIyTH.
[Ipencrasnsercs
MaKeT YCIYTH 1 eTO
ONHUCaHWe,  IUIaH

BOIpOCaM

TPOJBHKEHHS,
CETMEHTEI u
LENIEBYIO
ayJJUTOPHIO.
11. VYupasnenue Jlexuus IIpakTnueckoe 5 IToaroroBka k ay TMTOPHOMY TECTUPOBAHUIO
KIIMEHTCKUM OTIBITOM (akamemmueckas), 3aHsATHE, (TIOBTOpEHHE TEOPETHIECKOTO MaTepHaa)
KOTOpasi ~ IpeArosaraer IpeayCcMaTpUBAarO
Hay4YHOE  BBICTYIUICHUE niee Kpymiblid CTON
JeKTopa ¢ 000CHOBaHHEM 1o BOIIpOCaM
MPOLIECCOB W SIBJICHUH, YIpaBIEHUS
MpeyCMOTPEHHBIX KIIMEHTCKUM
0051acThIO  JIEKIIMOHHOTO OIIBITOM.
MaTepHana.
KonTpoabHast Touka 3. KontpoabHnas
padora
12. Tlosb30BaTelbcKue Jlexuus-nuckyccus. Briesnnoe 14 IlogroroBka K MpPaKTHYECKOMY 3aHSTHIO,
u 9KOHOMUYECKUE Conepxanue  mojaercs MPaKTHYECKOe IpeaycMaTpuBamolas M3yueHHe HaydHo-
METPUKHU 4yepe3 CEpUI0 BOINPOCOB, 3aHATHE, IPaKTUYECKOT0 MaTepHajia IO 3aJaHHBIM
Ha KOTOpBIE CIyLIaTeNb MpeyCMaTpUBAI0 BOIIPOCaM
JOIKEH OTBEYaTh mee  IMOCEIIeHHe
HETIOCPEACTBEHHO B BBICTAaBKHI
XOJI€ JIEKIIUH.
13. BopoHKa OCHOBHBIX Jlexuus [pakTHueckoe 17 paboTa Hax  TPYMNIOBBIM  HPOSKTOM,
9TanoB B3aUMOAEHCTBHSA (akamemuveckas), 3aHATHE, MOATOTOBKA IMPE3CHTAUN ISl (pUHATBHOI
KIIMEHTa C IPOILYKTOM KOTOpasi ~ TPEZIoIaraeT MpeyCMaTPUBAI0 3aIUTHI TPYNIIOBOTO MIPOEKTA
Hay4YHOE  BBICTYIUICHHE mee
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orsoyso GOENEPAJIBHOE TOCYAOAPCTBEHHOE BIOIPKETHOE OBPA30OBATEJIBHOE CMK
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N «POCCUNCKUN TOCYOAPCTBEHHbBIVI YHUBEPCUTET
N\ TYPU3MA U CEPBVICA»
Aucm 10
JeKTopa ¢ 000CHOBaHHEM IpecTaBlICHUE
MPOLIECCOB U SBJICHHUH, pe3ynbTaToB
MpPeyCMOTPEHHBIX HCCIIeI0BaHNS,
0051acThIO  JIEKIIMOHHOTO BBITIOJTHEHHOTO
MarepHuaia. TPYIIOH
CTYACHTOB Ha
BBICTaBKE
Koncynpranus Koncynpranus
CTYJICHTOB TIPEAONaraer padoty
TIperoiaBaTesst co
CTYACHTaMU nepen
9K3aMCHOM
18/4 KonTtpoJabHasi Touka 4. 4 IIpencraBiaenune
rpyHmnoBoro
MPOEKTA,
€03JaBaeMOro
CTyAeHTaMH B
TeyeHHe
ceMecTpa.
Koncynpranus

HpOMe)KyTO‘{HaSI aTTecranus — 3K3aMCH — 2 gaca
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J111 0uHO-3204HOIi (popMBbI 00YUEHHSHA:

HaunmenoBanne Bunpl yueOHBIX 3aHATHH U (GOPMBI UX IPOBEICHUS
TEM JISKIUH,
[IPAaKTHYECKHX KonrakTHas paborta 00ydaromuxcs ¢ IpernoaaBaTeneM
< pabor, =
e 11a00paTOPHBIX 2] ¢ 2 | =
3)
2 pabor, g 2 g | g g
5| o 5| &
5] cemunapos, CPO 5| 2 s | x| | 8| &
oy & & s | Z S| s| 8|8 o
E HaumeHoBanu g g 5| E E| 3| & §| E
5 5| B 2 Sl il L] B S
g I | & a 4| '8 {
5 € pazmena ° 3 = | g s | 8 £ = = =
T S = = = S w | S = = = =
5 R 2| E ARIEEE AN S-AN-
Q S v = o ) g o ol IS = | S =
= = 5 E o = e = Q = = O < %)
&) = 0 o = Q =) Q a Q = m j=pd m
an) - [ o = M " @ = M < o : o
0 o o © 5] Q = =} a, o = Q, = o,
=5 O [T 9] o é % o) Q n = CQ =
=5 | S 3 £ = = gl 8 S|l Bl | 38| =
E S = g s B = S & = 5 = S =
=5 | 5% 2| 5z sl €| 5| 8|52l 8
< [ <
® =] e 8 | e 8 OlB|E|B|X|B|0O|B
1.AHaTOMUs 1.1 2 IToBecTBOBaTENIBHA 1 | IIpaktuueckoe 20 IToaroroska k
CepBHC- [Mpoucxoxnenue S JISKIHS 3aHsTHE, MPaKTHYECKOMY 3aHSTHIO,
Iu3aiHa CEepBUC ANU3alHA U IIPeayCMaTPHBAIOIIE MpeycMaTpPHBAIOIIAs
€ero € KpYTJIBIi CTON N3y4CHNE HAYIHO-
MIPENMYIIECTBA MPaKTHYECKOTO
Marepuaa 1o 3a1aHHbIM
BOIIpOCaM
1.2. - 1 | Pemenne 26 IToxaroroBka K
Cocrapnstomue 1 CUTYaI[OHHBIX 3a7a4 IPAKTHICCKOMY
TIPUHIATIBI
. 3aHSTHIO,
cepBHC-n3aiiHa
IIpelyCMaTpUBaroIIa
s U3y4YCHHUEC HAYYHO-
MMPAKTUYCCKOTI'0

MaTtepHaia 1o
3aJIaHHBIM BOIIPOCaM
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.. VUPEXXIEHVE BBICILIETO OBPA3OBAHMS PIYTVC
N «POCCUNCKUN TOCYOAPCTBEHHbBIVI YHUBEPCUTET
N\ TYPU3MA U CEPBVICA»
Aucm 12
HanmeHnoBanue Buzpl yueOHbIX 3aHATHI U GOPMBI X POBEICHUS
TEM JICKIUH,
[IPAKTHYECKHX KonTakTHas paboTa 00ydJaronuxcs ¢ MpernogaBaTeieM
< pabor, s
=y 1abo m °© m =t
B PaTOPHBIX 81| e 8| = =
Q o o o =t s
) pador, s | = 8 | E g
= = 3 < o | m =
) cemunapos, CPO ) 5| 2 Sl =5l ¢el ol =
o s = | g 1| 2| 818 o)
B HaumenoBann 5 E = | g =S | 5| & 5
o = = @ = |9 : 4
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E g | 2 E g1 58 E|l 2| & 2| © S
2E| 58 2| 5: AR AN
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S| 68 =N O|le|R|e|x2|B|0O|®
KouTponsnas 1 | AyauropHoe
Touka 1 TECTUPOBAHUE
1.3. Konuenmus 2 Jlekums-guanor 1 | Pemienne 26 TToaroroska k
MOTPEOUTEITBCKO CUTYaIlMOHHBIX 33124 IPAKTHIECKOMY
U IICHHOCTH, B
3aHATHIO,
T.9. IS
UHBAJIUJIOB U JIULL npeaycmaTrpuBaromnia
OB3 s1 UBYy4YCHUEC HAy4YHO-
MMPaKTUYCCKOIro
MaTepuasa 1o
3a/IaHHbIM BOIIpOCaM
KouTponsHas 1 | AyautopHoe
TOYKa 2 TECTUPOBAHUE
2. Yopasnenue | 2.1.Teopus 2 Jlexmus-guaor 1 | IIpakTuueckoe 26 IToxroroska k
KJIMEHTCKUM opraHu3auuu 3aHsATHE, IPAKTHYECKOMY
ONBITOM 00CITy)KHBaHUSI. npeaycMaTpUBarolee

© PI'YTUC




or50yB0 DENEPAJIBHOE TOCYOAPCTBEHHOE BYOIIPKETHOE OBPA30OBATEJIbBHOE CMK
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TYPU3MA ¥ CEPBVICA»
Aucm 13
HanmeHnoBanue Buzpl yueOHbIX 3aHATHI U GOPMBI X POBEICHUS
TEM JICKIUH,
IIPAKTHHYECKNX KonrakTHas pabora o0y4aromuxcs ¢ npernoaBareineM
- pabor, =
= 71a60pPaTOPHBIX 2| ¢ R =
o o S} S o <
pabor, & Z S = g
= 5|9 s | 7| & m =
3 cemunapos, CPO ) g | 2 ol £ 2] | »
s g |z S| & S| s8] o
= HaumenoBanu = = < | g 5| | 5| & 5
2] oo o @ = (=} . %
ot e paszena ° S =S| E S| S| E|E 5| = =
= S S o 5| = sl =8| 5| B & =
o £ = E 5| S| E|E|E| 2| 2|82
Q o o = g o g o =1 3 = X Q =
= S|  E o | = Sl ale|l gl Bl o 8|9
g S.|2¢ 5| AR IEIR IR AR
T $8| 28 5| o sl gl E&lg| g & F]&
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KpPYTJIBIA CTOJ 3aHATHIO,
IIpelycMaTpuBaroa
sl U3yYEHHUE HAYYHO-
IIPAKTUYECKOIO
MaTepuaa I1mo
3aIaHHbIM BOIIpOCaM
KonTtponbHas 1 | KonrposbHas pabota
TOuKa 3.
2.2. Boponka | - 1 Pewmenune 26 IloaroroBska k
OCHOBHBIX 3TaloB CUTYallMOHHBIX 3a1a4 IIPaKTUYCCKOMY
B3aUMOJIEICTBUS SAHSTHIO
KJIMCHTA s
¢ IpOMYKTOM MpeayCcMaTpuBaroIa
s UI3Yy4YCHHUEC HAYYHO-
IIPAKTUYECKOTO

© PI'YTUC



orsoyso GOENEPAJIBHOE TOCYAOAPCTBEHHOE BIOIPKETHOE OBPA30OBATEJIBHOE CMK
.. VUPEXXIEHVE BBICILIETO OBPA3OBAHMS PIYTVC
N «POCCUNCKUN TOCYOAPCTBEHHbBIVI YHUBEPCUTET
N\ TYPU3MA Y CEPBVICA»
Aucm 14
HanmeHnoBanue Buzpl yueOHbIX 3aHATHI U GOPMBI X POBEICHUS
TEM JICKIUH,
[IPAKTHYECKHX KonrakTHas pabora o0y4aromuxcs ¢ npernoaBareineM
< pabor, =
= 1a60paTOPHBIX 21 ¢ 2 | =
o o S} S o <
pabor, & Z S = g
= 5|9 s | 7| & m =
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Marepuasa 1o
3aIaHHbIM BOIIpOCamM
KonTtponsHas 2 IIpencrasnenue
TouKa 4. TPYMNIOBOrO MPOEKTA
Koncynpranus Koncynpranus 2
CTYJICHTOB Npeanoaraer
paboty
IpernoaaBaTess co
ITpomexyTouHas CTyZIEHTaMH TepeN
arrecraimst — 2 3K3aMEHOM

qaca, OK3aMCH
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DEINEPAJIBHOE TOCYOAPCTBEHHOE BIOIKETHOE OBPA30OBATEJIBHOE CMK
_ y‘—IP]E)K):[EHVIE BBICIIIETO OBPA30]§AHV[$I PIYTUC
«POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA "1 CEPBUCA»
Aucm 15

6. IlepeyeHb Y4eOHO-METOAMYECKOr0 oOO0ecmeyeHUs] IS CAMOCTOSITEJILHOH pPadoThI
o0yuyaumuxcs Mo JUCHUIIMHE (MOIYJII0)

Jliia camocTosTeNnsHOM padoThl MO TUCHUIUIMHE 00yYaloUIecs] UCIOIb3YIOT ClEAYIolIee
y4e0HO-METOIMYECKOE 0OeCTIeUeHIEe

Ne Tema, TPy10€MKOCTH B VYuebHo-MeTondeckoe obecreyeHue
n/n aKaja.4.
1 [IpoucxoxneHue cepeuc | OcCHOBHAas JJUTEpaTypa
JM3aliHa W €ro mpeuMyniecTsa | 1. Kanaues, C. JI. CepBucHas qesTENBHOCTD : yUSOHUK
5 gacos /20 gacoB s By30B / C. JI. Kanaues, M. A. HukomnaeBa. - Mockga :
N3 narenscko-Toprosast kopropauus «/amkos u K°», 2024. -
2 Cocrassiromue u npuHIMANEL | 300 ¢. - ISBN 978-5-394-05342-9. - TeKcT : SIeKTPOHHBIIA. -
cepBuc-au3aitHa. 5 yacoB / 26 | URL: https://znanium.ru/catalog/product/2133553
4acoB 2. KimmeHToOpHeHTHPOBaHHOCTh KaK KITF0YeBast
IIEHHOCTh COBPEMEHHOTO KOHKYPEHTOCIIOCOOHOTO OM3HEeca :
3 Crrerudmka ycuyr kak ToBapa. | monorpadus / E.E. Xykosa, T.B. Cysoposa, B.B. bypnakos,
5 4acoB /- yacoB A.JL. AbaeB. — 2-e u3n., nepepad. u non. — Mocksa :
HNH®PA-M, 2025. — 287 c. — (Hayunas mpicin). — DOI
4 Konnenust norpeburensckoit | 10.12737/2172769. - ISBN 978-5-16-020418-5. - Texkcr :
LIEHHOCTH, B T.4. JJIs 3neKkTpoHHbIA. - URL:
unBanuaoB u aur OB3. 5 https://znanium.ru/catalog/product/2172769
4acoB /26 Jacos 3. Kosznopa-3yokoBa, H. A., CepBuc-au3aiia B chepe
rocrenpunmctia : yueonuk / H. A. Kosnosa-3yokoBa. —
5 HHCTpyMEHTEI cepBUC- Mocksa : KaoPyc, 2024. — 166 c. — ISBN 978-5-406-
JIM3aiiHa. 6 YacoB/- 4acoB 12303-4. — URL.: https://book.ru/book/950770
6 CepBHC KaK KOMIIOHEHT 4. Pesnuk, I'. A. CepBucHas 1eATSILHOCTD : Y4COHUK /
npojaxu ToBapos. 6 yacos / - | [.A. Pe3nuk, A.1. Mackaesa, }0.C. IToHomMapenko. —
4acoB Mocksa : UTHDPA-M, 2024. — 202 c. — (Bricmmee
oOpasoBanue: bakanaspuat). — DOI 10.12737/2680. - ISBN
7 IloBenenue HOTpeGHTeHCﬁ u 978-5-16-005710-1. - Tekcr : SHCKTpOHHLIﬁ. - URL:
IPUHATHE UMH PELICHHUH, B https://znanium.ru/catalog/product/2102179
T.4. uHBaMA0B 1 ur OB3. 5. Poccman, P. luzaiid Brieuatsienuid: THCTpYMEHTHI U
5 4acoB /- 4acoB 1a0JIOHBI CO3JaHUA Y KIIMCHTA IMMOJIOKUTCIBbHBIX AMOIUH OT
B3aMIMOZICWCTBUS C KOMITAHUEH U TPOIYKTOM : IPAKTUIECKOE
8 Teopusi OpraHU3aLHH pykoBoactBo / P. Poccman, M. [lropmeH. - MockBa : AbITiHA
00CITy)KUBaHUs. 5 4acos /26 [Mabmumep, 2026. - 336 c. - ISBN 978-5-9614-2726-4. -
4acoB Texker : anexkTponHsii. - URL:
https://znanium.ru/catalog/product/2235554
9 MeToIbI MCCIIe0BAHMS 6. Cepsuc-nu3aiin Ha npaktuke: [IpoektupoBanne
KIHEHTCKOIO OIBITA.5 4acoB /- | JIYUIIEro KIMEHTCKOIO OIBITA : IPAKTHYECKOE PYKOBOACTBO /
4acoB M. Cruknopn, A. Jloypenc, M. Xopwmec, . Hlnaiizep. -
10 Jlu3aitH MBIIIICHNE. Mocksa : AnsniuHa [Tabmumep, 2026. - 560 c. - ISBN 978-5-
WHcTpyMeHTapHii. 5 4acos /- 9614-8146-4. - Tekcr : anekTpoHHBIHA. - URL:
4aCOB https://znanium.ru/catalog/product/2236347
JdonmosiHuTeIbHAS JIUTEPATypPa
11 V1paBieHye KITHEHTCKHM 1. Bacunbera, E. B., JluzaliH-MbIluieHHE: HEMHOTO
OIIBITOM. 5 4acoB /- 4acoB 0 MOJX0JIe ¥ MHOTO 00 HHCTPYMEHTaX Pa3BUTHS
KPEaTUBHOTO MBILUICHUS, N3YUYCHUS KIUEHTCKUX
12 [Tonb30BarenbeKue U 3aMpoCoB U co3anus uaei : monorpadus / E. B.
SKOHOMHYECKHE METPHKH. 14 | Bacunbesa. — MockBa : Pycaiinc, 2026. — 203 ¢. —
4acoB /- 4acOB
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BopoHka OCHOBHBIX 3TaIoB
B3aMMOJCHCTBUSA KIMEHTA 2.
¢ mpoxykToM. 17 gacoB /26
4acoB

ISBN 978-5-466-11152-1. — URL:
https://book.ru/book/961449

Cepsuc B Poccuu u 3a pyOexoMm : ceTeBOM

HayuHbIN xKypHai. - Mocksa : PI'YTuC, 2024. - T. 18,
Ne2 (111).-310c. - ISSN 1995-042X. - TekcT :

anekTpoHHbId. - URL:
https://znanium.ru/catalog/product/2165353

7. ®OH/I OLEHOYHBIX CPEACTB /sl MPOBeJeHUs] TeKylleil U MPOMeKYTOYHOH aTTecTAlNHU
00y4aromuxcs no JUCHUILIHHE (MOIYJII0)

7.1. IlepeyeHb KOMIIETEHIUI ¢ YKa3aHUEM 3TANOB UX ()OPMHUPOBAHUSA B MPollecce OCBOEHUS
o0pa3oBaTeIbHOM NPOrpaMMBbl

Ne| Unpeke | Copmepxanne | Paznen B pesynbraTte uydenus pasaena JUCHHUIUIAHBI,
I | KOMIIe- | KOMIICTEHIMH | JAWUCLMIUIUHBI, obecrnieunBaroniero GopMIUpOBaHHE KOMIIETEHIIUH,
I | TEHUWH, | ¥ MHIUKaTopa | o0ecrneynBaro WHIIMKAaTOpa 00yYarOUIMHCSI JOJKEH:
HHIUKAT U 3TaIbI 3HATH yMEThb BIAJETh
opa dhopmupoBan
ne
KOMIETCHINH
, MHAWKaTopa
1. | YK-9 CHOCOOEH UCIIOIb30BaTh 0a30BbIe Ne()HEKTONIOrMIECKUE 3HAHUS B COLIMAILHON
npodeccuoHanbHOM chepax
VYK 9.2 ocymecTisier | Konmemmwst 0COOEHHOCTH TJIAHUPOBATH U HaBBIKAMH
mpo¢eCCHOHaN | MOTPEOUTENh | IPUMEHEHUS OCYILIECTBIISITh B3aMMOJICHCTBH
BHYIO CKOM 6a30BbIX poeCCHOHATBHYIO ICAT | 5 B COIHMAIBHOMN
NEeSITeIBbHOCT | IICHHOCTH, B JNEePEKTONOTHY | eMBHOCTH C JINIAMHU C 7 mpodeccruoHa
C WHBaJIMJIAMH | T.4. YIS eCKUX OTpaHUYCHHBIMH JIBHOM cdepax ¢
U JUIIAMHA C | UHBAJIWJIOB M | 3HAHWU B BO3MOXKHOCTSIMH JIUIAMH C
orpannyeHHsl | jun OB3 COILMAJILHOW M | 370pOBbS M MHBAJIUJIAMHU | OTPaHWYEHHBIM
MH npodeccroHan | B paMKax cepBHC- U
BO3MOXHOCTS | MeTobl BHOM cepax, n3aiiHa BO3MOKHOCTSIM
MH 370POBBS WCCIIEOBAaHH | B T.9. B 1 37I0POBBS H
o paMKax WHBAIAIAMHA B
KITUEHTCKOTO | OCYIIECTBIICHH paMKax cepBHUC-
OIIBITA. s CepBHC- n3aitHa
nu3aiiHa
YK 9.3 B3aumozeiicte | CepBHC Kak KITFOUEBbIC MIPUMEHSTH [IPaBUIa HaBBIKAMU
yer B | KOMIIOHEHT TIPUHITAITEL B3aMMOJICHCTBHUSA C OpTaHU3aIIH
COLMANBHOW W | TIPOJaXH B3aHMOJICHCTB | JIOABMH C KOM(pOPTHOTO
po¢)e€CCHOHAT | TOBAapOB. usc 0COOCHHOCTSIMH MIPOCTPAHCTBA B
BHOM cepax ¢ WHBAIAAAMHA U | TICUXO(PU3UIECCKOTO mporiecce
WHBanuAaMu U | Metoabl muunamu OB3 B | pa3Butus, B T.4. CllyXa, CepBHUC-
JUIAMU C | HccienoBaHU | Mpolecce 3peHHUs, HapyLICHUEM Jau3aitHa ¢
OTpaHHYCHHBl | 5 TITyOMHHOTO peun WUHBINAAM H
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MU KJIIMEHTCKOIO | IOIPY>KCHHUS B sunam ¢ OB3
BO3MOXKHOCTS | OTIBITA. MOTpeOUTEIHC
MH 3]I0POBBSI KUH OIBIT
ITonb3oBaren
bCKHE U
9KOHOMHYECK
1€ METPHUKH
2. | IIK3 CHoco0eH aHaJIM3MPOBaTh TPEOOBAHUS 3aUHTEPECOBAHHBIX CTOPOH C TOYKH 3PEHHS KPUTEPHEB
Ka4yecTBa, ONpeeNIieMbIX BEIOPaHHBIMU ITOIXO0IAMH.

K 3.1 ocymecTBisieT | Boponka OCHOBHBIE BBIIBIISTH BCE | HaBBIKAMH,
TIOUCK OCHOBHBIX MOAXOIBI K COOTBETCTBYIOIINE BKJIFOYAS
nHpOpManUK | ITAIOB OCYIIECTBIICHH | 3aMHTEPECOBAHHBIE TIEPEroBOPHI U
JUIS  peIlieHus | B3aMMOAEHCT | 10 CepBHC- CTOPOHBI, OLIEHMBATH MX | IMOCPEIHUYECTB
TIOCTAaBJICHHON | BHS KJIMEHTa | JU3aiiHa ¢ MHMBUAYalbHbIE 0, TIIyOMHHOE
3a1auu 10 | C IPOJYKTOM | y4eToM MOTEHIIMAJIbHbIC WHTEPBBIO JIJIS
pa3IUYHBIM Yupasnenue TpeboBaHut BO3JEHCTBUSA Ha | YpaBHOBEILINBA
TUIIaM KJIMEHTCKUM | BCeX JIeSITEINBHOCTD HUS 329aCTYIO0
3aIpocoB B | OIBITOM 3aMHTEPECOBa | OPTaHU3allMU, a TaKXKe | Pa3HALIUXCS
pe3ynbTrare Mertost HHBIX CTOPOH. | ONpPEACIATH norpedHOCTEH
pabot 0 | MCCIIENOBAHN cOaaHCUPOBaHHBIN U OKUJAaHUH
YIPaBICHUIO s MOJX0. K | 3aMHTEpECOBaH
Ka4eCTBOM KIIMEHTCKOTO Y/IOBJIETBOPEHHUIO UX | HBIX CTOPOH.
MIPOIYKIUH, OTIBITA. MOTPeOHOCTEH u
IIPOLIECCOB, Ju3zaiin- OKUJAHUH.
ycIyT MBIIICHHE.

Huctpymenrta
puit
IToBenenue
moTpeduTene

# ¥ IpUHATHE
HMH
pelieHuid, B
T.4.
WHBAJIUJIOB U
sy OB3
Ilonp3oBaTen
BbCKHE U
3KOHOMMYECK
e METPUKH
CepBuc kak
KOMITOHEHT
MIPOJAKH
TOBApOB.
IIpoucxoxne
HHUE CEePBHC
nu3aiiHa u
ero
MPEeUMYIIECT
Ba
CocTaBIIsoL]
He u
TIPUHIIATIBI
CepBHC-
nM3aiiHa
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MK 3.2 aHAJIU3UPYET Temsr 3,4, METOJIbI IPUMEHATh  OCHOBHBIC | HaBBIKAMH

TIOJY4YEHHYO 7,8,12,15 aHanm3a MOJIXOJTBI aHanau3a | CUHTE3a
npodheccCroHan npodeccuonan | npodeccuoHambHOM TpeOoBaHuUit
BHYIO [Tonb3oBaren | bHOM MHpOpPMaIMK B paMKax | morpedurens B
nHPOPMALIUIO | BCKUE U nHdopmanum, | cepBHC-IAHU3aiiHa, nporuecce
C y4eToM 9KOHOMHYECK | B T.U. MIPOIIECCOB U YCIYT CepBHC-
TpeOoBaHUH 1€ METPUKH paHXXUpPOBaHU Iu3aiiHa U
3auHTEPEcoBa en MIPOCKTUPOBAHU
HHBIX cTopoH | Teopus CErMEHTHPOBA Sl yCITyTH
B paMKax OpraHM3alli | HUe
yIpaBJIeHUs 00CITyKMBaHH
Ka4eCTBOM s
MIPOYKIIUH,
TIPOIIECCOB, Criermnduka
ycyr YCIyT Kak

TOBapa

Konuenuus

MOTPEOUTEIH

CKOM

LEHHOCTH, B

T.9. I

VHBAJIHUOB U

s OB3

HNuctpymeHT

bl CEpBUC-

nIu3aiiHa

6.

7.2. Onucanue noka3sareJieil 1 KpUTepreB OLCHNBAHUS KOMIIETEHIIUI HA Pa3HBIX dTanax
X (popMHUPOBAHHUSA, ONIMCAHME IIKAJ OLIEHUBAHUSA

Pe3yabTart 00y4yenus no IMoka3zaTeJb . JTan ocBOeHUs
Kpurtepnii onennBanus
JMCUMILIMHE OLICHUBAHMSA KOMIICTCH UM

3HaHue ocobeHHocTel CTyneHT IeMOHCTpPHpYeT 3HaHWE | 3aKperieHHe
TIPAMCHEHHS 0a30BbIX 0ocobeHHOCTEH MPUMEHEHUS | CIIOCOOHOCTH
Ie(heKTOIOrNUeCKUX 3HaHUI B 0a30BBIX 1e(PeKTOJIOTHYECKUX | OCYIIECTBISATD
COLMAIBHON 1 IpoecCHOHAIBEHOM 3HAHHUHU B COLMATILHON U | npodecCHOHATBHYIO
chepax, B T.4. B pamMKax npodeccroHanbHOM cdepax, B T.U. | AEATEIBHOCTh c
OCYLIECTBIICHUSI CcepBUC-Iu3aiiHa; | TecTupoBaHue, | B paMKax OCYLIECTBIICHHSI CEPBUC- | MHBAIUIAMH u
KIIFOYEBBIX IIPUHIUIIOB KOHTpOJIbHAasA )11/133171Ha; KIIIOYEBLIX TNPUHIOUIIOB JIMIaMu C
B3aMMOAEHCTBHS C MHBAIUIAMHU U | paboTa, B3aMMOZEHCTBHS C MHBAIUAAMU M | OrpaHUYEHHBIMH
mmmamn  OB3 B mpormecce | TpymmoBoit mumamu OB3 B mpormecce | BO3SMOXHOCTSIMHA
IIyOUHHOTO  TOTPY)KEHUS B | HPOCKT ITyOMHHOTO  TOTPYXKCHHS B | 34OPOBBS;
MOTPEOUTENBCKUI OIBIT. HNOTPEOUTEIBCKUIA OTIBIT. B3aMMOJCHCTBOBATh
YMmenue IUIAHUPOBATh u CTyIeHT IEMOHCTPHPYET YMEHHE | B COLUMAJIBHOW U
OCYIIECTBIISITh IUIAHUPOBaTb M OCYILECTBIATH | NMPOQECCHOHATBHON
PO eCCUOHATBHYIO ICATCILHOCT poECCUOHATIBHYIO ICATEIILHOCT | cepax c
b C JHMOaMu C OIrpaHUYCHHBIMU b C JiunaMu C OrpaHU4YCHHBIMU WHBaJIMJAaMHU )5
BO3MOXKHOCTSIMH 30POBbS BO3MOXHOCTAMH 30POBbS | JIUIAMH c
U MHBAJIHWAAMH B paMKax CepBHC- U MHBAIWJAMU B PaMKaX CEpBHC- | OrpaHHYEHHBIMH
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. JIM3aiiHa; MPUMEHSATh  IpaBUIIa
IOu3aifHa; TPUMEHATH  IIpaBUIa .
. B3aUMOJICHCTBUSL C JIIOABMH  C
B3aUMOJICHCTBUSL C JIIOIBMH C
0COOCHHOCTSIMU
0COOEHHOCTSIMU
NCUXO(pHU3MYECKOTO PA3BUTHS, B
NCUXO(PHU3UYECKOTO DPa3BUTHS, B
T.4. Cllyxa, 3peHHs, HapylICHHEM
T.4. CllyXa, 3peHHus, HapylIeHHEM -
petH. %T ,H.eHT JEMOHCTPUPYET
Bnanenue HaBBIKAMH Y pupy
. . BJIAJICHHUE HaBBIKAMH | BO3MOXKHOCTSAMH
B3aMMOJCHCTBHS B COLMAIBHOM . o
. B3aUMOJICHCTBUSI B CONIMAIBHOHN | 30POBBS
¥ IpOpeCCHOHANBHON cdepax ¢ .
n npodeccHoHaIbHON  cdepax ¢
JMLIAaMH  C OTpaHMYECHHBIMH
JULAMHA c OIpaHUYEHHBIMH
BO3MOXKHOCTSIMH ~ 3/I0pPOBBSL |
BO3MOXXHOCTSIMH ~ 37I0pPOBbSI U
WMHBAJIMJAMU B paMKax CepBHC-
. WHBAJMJAMH B paMKax CepBHC-
JM3aliHa; HaBbIKAMH OpraHU3aluu -
Iu3aifHa; HaBBIKAMU OpraHU3allHU
KOM(MOPTHOTO TPOCTPAHCTBA B
N KoM(popTHOTO TpOCTpaHCTBA B
mpolecce  CepBUC-AM3aiiHa ¢ N
mporecce  CepBUC-AM3aiiHa ¢
nHBaaumaMm u mnam ¢ OB3.
vHBanuAaM u jaunam ¢ OB3.
CTYIOeHT JeMOHCTPHPYET 3HaHHE
3HaHME OCHOBHBIX MOAXOIOB K OCHOBHBIX MOJXO0JI0B K
OCYILIECTBIICHUIO CEePBUC-AN3aiiHa OCYILECTBIICHUIO CEepBHC-IH3aiiHa
¢ yderoM TpeOOBaHWMH  Bcex ¢ yweroM TpeOoBaHHMH  Bcex
3aMHTEPECOBAHHBIX CTOpOH; 3aHHTEPECOBAHHBIX CTOpOH;
3akpernuieHne
METOIOB aHaIM3a METOZIOB aHaIN3a
. N CIIOCOOHOCTH
npodeccHoHaNbHON MH(OPMAINH, npodeccroHanbHON MH(MOPMAIHH, O ——
B T pamXHpOBaHKE U B T pamXHpOBaHHE U y
MOUCK MH(OpPMaIU
CErMEHTHPOBaHHE. CEerMEHTHPOBAHHE.
JULst peeHus
YMmenue BBISIBIISITH BCE CTyzmeHT JeMOHCTPHPYET yMEHHE .
MOCTaBJICHHO
COOTBETCTBYIOIHE BBISBJIATH BCE COOTBETCTBYIOIIUE sazaum o
3aUHTEPECOBaHHBIC CTOPOHHI, 3aUHTEPECOBAHHBIC CTOPOHHI,
Pa3IMYHBIM  THIIAM
OLICHWBATh HMX WHIUBHIYAJIbHBIC OUECHHMBATL MX HHIMBHAYATbHBIC | o s
MOTeHIWAJbHBIC BO3/ACHCTBUS Ha NOTCHIMAJbHBIC BO3/CHCTBHUS Ha p
pesynbrare  padoT
JesITeIbHOCTh  OpraHM3aluy, a | TecTUpoBaHME, | AEATEIFHOCTh OpraHU3allNM, a o DABIICHIIO
TaKxKe OIpEeNeNATh | KOHTPONbHAs | TaKxke OTIpENEIISATh Ka‘leCTB}(I) Mp
cOamaHCUPOBAHHBIH MOAXON K | pabora, cOalaHCUPOBaHHBIA  MOAXOA K HPOYKLIHH
YIOBJIETBOPEHHUIO UX | TPYHIIOBOIi Y/IOBJIETBOPEHHUIO ux HPOH}CICCOB’ -
MOTpeOHOCTEH W OXKUJAHUH; | MPOEKT moTpeOHOCTE W OXKUJAHUH; P » yeyn
AQHAJIU3UPOBATh
MIPUMEHATh OCHOBHBIC IOAXOMBI NPHMEHATH  OCHOBHBIE MOAXOMBI | 0
aHaIH3a npodeccunoHaNbHOM aHaJM3a npodeccunoHaNbHOM Y Y
npodecCHOHATBHYIO
uHpOpMAaLUK B paMKax CepBHC- uHpopManuK B paMKax CepBHC- HHOpMALIIO .
JM3aifHa, IIPOLECCOB U YCIIyT. J3aifHa, POLECCOB U yCIyT. P N
y4eroM TpeOoBaHU
Bnanenne HaBbIKaMH, BKJIIOYas CryneHr JEeMOHCTPHUPYET
3aMHTEPECOBAHHBIX
MEePEroBOpbl M TOCPEIHUYECTBO, BJaJlcHHEe HaBbIKAMH, BKJIFOYas
CTOPOH B paMKax
riyOuHHOE HUHTEPBBIO VTSt NEPEroBOphl M MOCPE/HMUECTBO, | o o
YPaBHOBELIMBAHHS 3a49acTyIo IIyOUHHOE HUHTEPBBIO Ui :(/a‘II)GCTBOM
pasHAIMXCS MOTpeOHOCTEH | YpaBHOBELIHBAHHS 3auacTyio | J—
OXHMIAHUA  3aMHTEPECOBAHHBIX pasHAIMXCS  MOTpeOHOCTeH U Hp OL[ZCCOB’ -
CTOPOH;  HaBBIKAMH  CHHTE3a OXHIAHUI ~ 3aWHTEPECOBAHHBIX P » YOIYT-
TpeboBaHUi mOTpedHTENs B CTOpPOH;  HaBBIKAMH  CHHTE3a
npoiiecce CepBUC-TU3aliHA U TpeOoBaHUI  mOTpeOHTEINs B
MPOEKTUPOBAHHS YCITyTH. npotecce CepBHC-IM3aiiHA |

IPOEKTUPOBAHUSL YCIYTH.

KpnTepnn H IIKAJIa OLIeHUBAHMSI OCBOEHHUSA 3TANIOB KOMIIETEHIIUIA HA l'[pOMe)KyTO"IHOi/i
aTrreCcTalmumn
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[lopsimok, KpUTepUM U IIKalda OLEHUBAHUS OCBOCHMS DJTalloOB KOMIIETEHIMI Ha
IIPOMEXYTOUHOM aTTecTalli ONpeleNsieTcs B COOTBETCTBUU ¢ llojokeHuem o IpoBeIEHUU
TEKYIIEro KOHTPOJS YCIIEBAEMOCTH M IPOMEKYTOUHOM aTTecTalluu OOydaroluxcs 10
oOpa3zoBaTeNbHBIM IPOrpaMMaM BBICIIEro 00Opa3oBaHUS — TIporpaMmMaMm OakajaBpuarta,
mporpaMMaM  MarucTparypbl, pealusyeMbiM 10  ¢eAepalbHbIM  T'OCYJapCTBEHHBIM
obpasoBarenpHbIM cTanaaptam B ®I'bOY BO «PTVTUC».

Buabl cpeicTB oOlleHUBaHUsl, IPUMEHsIeMbIX IIPH IPOBEJCHNU TeKYIero KOHTPOJISA 1
LIKAJIbl OLeHKH YPOBHS 3HAHUI, YMEHHI U HABBIKOB IIPH BHINOJHEHHH OT/AEJbHBIX (OpM
TEeKYLIero KOHTPOJIst

Cpeocmeo oyenusanus — mecmupogaHue

Ikaja oueHKH YPOBHSA 3HAHUI, YMEHHMII M HABBIKOB IIPH PellIecHUH TECTOBbIX 3a/IaHUi

Kputepuu onenkn KoanuectBo 6an10B
9-10 GamnoB, ecmu (90 — 100)% mnpaBUIBHBIX
OTBETOB
BBITIOJIHEHO BEPHO 3aJ[aHUN 7-8 6amnoB, eciu (70 — 89)% npaBUIBHBIX OTBETOB

5-6 6ayoB, eciu (50 — 69)% npaBUIBLHBIX OTBETOB

3-4 6anna, eciu (30 — 49)% npaBUIBHBIX OTBETOB

1-2 6amna, ecm (10 — 29)% npaBUIIBHBIX OTBETOB

Cpeocmeo oyenusanus — KOHMPOIbHAL paboma
IIxaJia onieHKH YPOBHSI 3HAHMIi, YMeHMii 1 HABBIKOB TP NHMCbMEHHOI KOHTPOJIbHOI padoTe

Kpurepuu ouenkn KoanuecTBo 6217108
9-10 Gamno, ecmu (90 — 100)% mnpaBUIBHBIX
OTBETOB
BBIIIOJIHEHO BEPHO 3aJJaHUI 7-8 G6asmos, ecim (70 — 89)% mpaBHIBHBIX OTBETOB

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

3-4 6ayna, ecnu (30 — 49)% npaBHIIbHBIX OTBETOB

1-2 6amna, ecm (10 — 29)% npaBUIIEHBIX OTBETOB

Cpeocmeso oyenusanusi — 2pynnosou npoexkm

IIkana oumeHKH YPOBHSI 3HAHMIi, YMEHMH W HABBIKOB Pa3padOoTKM IpPynIoBOro
NMpoeKTa

15 6a/1510B — IPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHUAM, IPEIBABISIEMBIM K paboTam
JTAHHOTO THIIA: CaMOCTOSITEIbHOCTh, KOMITO3HIIMOHHAS CTPOMHOCTB: BBEACHHE (AKTYalbHOCTh
TEMBI, TIPEIMET, OOBEKT MCCIEeIOBAHMUS, 1IETH, 3a/1a4i), TeOpeTUYecKast U MpaKTUIecKas 4acTu,
3aKJTIOYCHME; TPEIOKEHHAss TeMa pacKphIBaeTCs SpKO, IIIyOOKo, aprymeHtupoBano. [Ipu
00CYX/IeHUH YYaCTHHKH MTPOEKTA JIAIOT apIyMEHTUPOBAHHBIE, TTOJTHBIE OTBETHI.

14 0aaj0B — TPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHMSM, MPEIBSBISEMBIM K
paboTaM JaHHOTO THIIA: BBEJICHHE (aKTYaJIbHOCTh TEMBI, IPEAMET, OOBEKT UCCIIeIOBaHUS, LEIH,
3a7a4M), TEOpEeTHUYEeCKass W TpaKTH4YecKas 4YacTH, 3akmodeHue. [IpeanmoxeHHas Tema
pacKphIBaeTCs SIPKO, TITyOOKO, apryMEHTHPOBaHO. [Ipy 00CYXIeHHH yYaCTHUKH MPOEKTa JAIOT
HETIOJTHBIC, TOBEPXHOCTHBIC OTBETHI.

13-14 6a1y10B — IPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBaHUSAM, MPEIbSABISEMBIM K
paboTaM JIaHHOTO THIIA: BBEJCHNE(AKTYaIbHOCTh TEMBI, PEIMET, OOBEKT HCCIEAOBaHMS, LEIH,
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3aJjaun), TeopeTHUecKas M NpaKkTU4ecKas 4acTd, 3akitodeHue. OCHOBHBIE YacTH IIPOEKTa
HEI0CTaTOYHO MPOpPabOTaHBI.

12-13 6aI0B — TIPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHMSIM, MPEABSIBISIEMBIM K
paboram nanHoro Tuma. [IpemiokeHHass Tema pacKpbiTa MOBepxHOCTHO. Ilpu obcyxneHun
YYaCTHHUKH IIPOEKTA JAtOT MOBEPXHOCTHBIE OTBETHI.

10-12 6an0B — [IpenyioxkeHHas TeMa pacKpbiTa IOBEPXHOCTHO, OTCYTCTBYIOT OT/I€JIbHBIE
9JIEMEHTHl BBEJICHMSI, 3aKIIOYEHUE; TEOpeTHYecKas M MpPaKTUYecKas 4YacTH HEJOCTaTOYHO

IpopaboTaHBbI.

Memnee 10 6a/1J710B — MPOCKT HE COOTBETCTBYET OCHOBHBIM TPEOOBAHUSM, MPEIBABIISICMBIM
K paboTam JJaHHOTO Tuma. PaboTa HOCUT onKcaTeIbHBINA XapaKTep.

Buabl cpeacTB ouneHMBAHUSI, MPUMEHSIEMbIX NPHU TPOBEIEHUH IPOMEKYTOYHOM
aTTeCTALMU M LIKAJIbI OEHKH YPOBHA 3HAHMH, YMEHUI U HABBIKOB IPU X BbINOJHEHUHU

DK3aMEeH COCTOUT M3 YCTHOTO OTBETA Ha JIBA TCOPETUYECKUX BOMIPOCA

Cpeocmeo oyenusanus — Ycmuolii onpoc

IIIkaja oneHKM YPOBHS 3HAHUI, YMEHUII H HABBIKOB IIPH YCTHOM OTBETE

Onenka

Kputepuu oueHuBaHus

IToka3aTeu onleHUBaHUS

«5»

- MOJTHO PACKPBITO COJICPIKAHUE

Marepuana;

- MaTepuai U3JI0XKeH IPaMOTHO,
B ONpeeIeHHON JIOTUYECKOM
MOCIIEI0BATENLHOCTH;

- IIPOJIEMOHCTPUPOBAHO
CHCTEMHOE H TTy0OKOe 3HaHUE MPOrPaMMHOTO
MaTepuana;

- TOYHO
TEPMHHOJIOTUS;

- MOKa3aHo yMEHHE
WUTIOCTPAPOBATh TEOPETUUECKHE TOJOKEHHS
KOHKPETHBIMHM TIpUMEpaMH, NPUMEHATh UX B
HOBOH CHUTYyalluu;

HCIIOJIB3YCTCA

— MIPOJIEMOHCTPUPOBAHO
YCBOCHHUE paHEEe M3YUYCHHBIX COMYTCTBYIOIIHUX
BOTIPOCOB, c(hOpMUPOBAHHOCTh u
YCTOMYMBOCTh KOMIIETCHIIMN, YMEHUH U
HaBBbIKOB;

- OTBET MIPO3BYYAI
CaMOCTOSTEIBHO, 0€3 HABOSIINX BOIIPOCOB;

— MIPOJIEMOHCTPUPOBAaHA

CIIOCOOHOCTh TBOPYECKH IPUMEHATH 3HAHUC
TEOPUH K PCIHICHUI0 MPO(ECCHOHATBHBIX
3aj1ay;

- MPOJIEMOHCTPHUPOBAHO 3HAHHE
COBpPEMECHHOU y4ueOHOI u Hay9IHOH
JIUTEPATYPBhI;

— JONylIeHbl OAHa —  JBE
HETOYHOCTH ITPU OCBCUICHHUU BTOPOCTCIICHHBIX
BOIPOCOB,  KOTOpbIC  HCIPABISIOTCSA IO

—  oO0yvarommiics MOKa3bIBAET
BCECTOPOHHHE W TIIyOOKHWE 3HAHUS
IIPOrpaMMHOI'0 MaTepuarna,

—  3HaHHE OCHOBHOM u
JIOTIOJIHUTEJILHOU JINTEPaTypHI;

—  TIOCNIEZIOBAaTENbHO W YETKO
OTBEYAaECT Ha BONpPOCH Ounera W
JIOTIOJIHUTENBHBIE BOTIPOCHI;

—  YBEpPEHHO OpHUEHTHpYETCi B
npoOJIEMHBIX CUTyalHsX;

—  JIEMOHCTPHUPYET CII0COOHOCTh
MIPUMEHSATh TEOPETUUECKHE 3HAHUS IS
aHalM3a IMPAKTUYECKUX  CUTYyalMi,
Jc€JIaThb IMpaBUJILHBIC BBIBOJbI,
NPOSIBIISIET TBOPYECKHUE CIOCOOHOCTH B
MTOHMMaHUH, U3II0KEHUH u
HCITIOJIb30BAHUU IIporpaMMHOro
MaTepuana;

—  TIOATBEPXKIAET MIOJIHOE
OCBOCHHE KOMIICTCHIIHH,
IIPEyCMOTPEHHBIX TPOrPaMMON
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3aMCUYaHHUIO
— BOIIPOCHI HN3J1araroTcida — O6y‘laIOH1HI7IC}I IIOKA3bIBACT
CUCTCMATU3NPOBAHO U MOCICAOBATCIBHO, IIOJIHOC 3HAHHUC
— OpoACMOHCTPHUPOBAHO YMCHHE — HOpOorpaMMHOI0 Marepuala,

«“4»

AHaJIM3UpPOBaThL MarTe€puajl, OJHAKO HE BCEC

BBIBOABI  HOCSAT  apryMEHTUPOBAaHHBIA U
JIOKa3aTEeIbHBIM XapaKTep;
- IIPOJEMOHCTPUPOBAHO YCBOEHHUE

OCHOBHOM JIMTEPATYPHI.

- OTBET YJOBJETBOPSIET B OCHOBHOM
TpeOOBaHUAM Ha OLEHKY «5», HO NPH 3TOM
UMEET OAMH U3 HEAOCTATKOB:

OCHOBHOH U

— JIOTIOJTHUTEILHOU JIUTEPaTypHhI;

— JaeT  NOJHBIE  OTBETHI  Ha
TEOPETHYECKHUE BOIPOCHI Owiera u
JIOTIOJTHUTENIbHBIE BOIIPOCHI, TOMYCKas
HEKOTOPHIC HETOYHOCTH;

— TIPaBWILHO MIPUMEHSIET
TEOPETUYECKUE TOJIOKEHHSI K OIEHKE

«3»

- a) B  UBIOXKEHUM  JOMYIICHBI | MPAKTUYECKUX CUTYyAIlHUi;

HeOoNbpIIMe  TpOoOensl, HE  HMCKAa3WBLINE — JIEMOHCTPHUPYET XOPOIIH
coJiep)KaHUe OTBETA, YpOBEHb OCBOCHHUS Marepuajla H B
- 0) momymieHsl ONMWH — JBa HEJOYeTa | MEeJIOM  IOATBEPKIaeT  OCBOCHHUE
IPH  OCBELICHHMM OCHOBHOI'O COJCPKaHMS | KOMIICTCHIIUH, MPEIyCMOTPEHHBIX
OTBETa, UCIPABICHHBIC [0  3aMEYaHUIO | MPOrpaMMON

MpenoaBaTens;

- B) JIOMYIIEHBI OMMOKA WA 0OJIee IBYX

HEJIOUETOB MPH OCBEUICHUH BTOPOCTEIEHHBIX

BOIPOCOB, KOTOPBIC JIETKO MCIPABIISIOTCS 10

3aMEuaHMIO MPenoaBaTelis

- HETOJIHO WJIM  HEMOCIe0BaTeIbHO —  oOyuaromuiics MOKa3bIBACT
PacKphITO  COJACPIKAHWE  MaTepuayia, HO | 3HAHHE OCHOBHOTO

MOKa3aHO oO0Ilee MOHWMAaHUE BOMpPOCAa H — Marepuaia B o0beme,
IPOJEMOHCTPUPOBAHbl YMEHUS, JOCTaTOYHBIE | HEOOXOAUMOM I HPENCTOSIIEN

JUISL JaTbHENIIIEr0 YCBOCHUS MaTepuaa;

- YCBOCHBl OCHOBHbBIE KaTE€ropu IO
paccMaTpuBaeéMOMy M JONOJHUTEIbHBIM
BOIIPOCaM;

— UMEJTUCH 3aTPYIHEHUS WU TOMYIIEHbI
OINOKHU B onpeeICHIN TIOHSITUH,
HCIIOJIb30BaHUU TEPMUHOJIOTHH,
HCIIPABJICHHBIE MOCIIE€ HECKOJIIBKUX HABOIAIINX
BOIIPOCOB;

po(eCCUOHANBHON e TENTFHOCTH;

— TP OTBETE Ha BOIMPOCH OMiIeTa
W JOTONHUTENbHBIE BOIPOCH  HE
JIOTTyCKaeT TPyOBIX  OIMHUOOK, HO
HUCIIBITBIBACT 3aTpyaAHCHUA B
MOCTIEIOBATEIILHOCTHU MX M3JI0KCHUS;

— HE B MOJIHOM Mepe
JIEMOHCTPUPYET CIOCOOHOCTH
MIPUMEHSATH TEOPETUIECKUE 3HAHUS NS

«2»

- pu HEIOJIHOM 3HAHWM | aHAJIU3a [IPAKTUYECKUX CUTYyalUil;
TEOPETHYECKOTO Marepuala BBISIBJICHA —  TOJATBEPKIAET OCBOEHHE
HEJ0CTaTOYHAs c(OpMHUPOBAHHOCTh | KOMIIETEHLIH, IPENYCMOTPEHHBIX
KOMIIETEHLIUH, YMEHHI ¥ HaBLIKOB, CTYICHT HE | IIPOrpaMMOi Ha MUHHMAIIEHO
MOKET IPUMEHHUTH TEOPUIO B HOBOM CUTYAIIMH; | JOMYCTHMOM YPOBHE

- IIPOJEMOHCTPUPOBAHO YCBOCHHUE
OCHOBHOH JIUTEPATYyPhI

- HE PACKpPBITO OCHOBHOE COIECpPKaHHE —  oOywaromuiics MeEET

y4eOHOro MaTepHana;

- 00HaApyKEHO HE3HaHUE WJIH
HEMOHUMaHue 00JIbIIEH WK HanboJiee BaxKHOM
YacTH yu4eOHOTO MaTepHana;

— JIOITYIIEHBl OIIMOKW B OIPEACICHUU
MOHSTHH, IPU UCIOJIb30BAHUH TEPMUHOJIOTHH,

CYIIIECTBCHHBIC TMPOOCNbI B 3HAHMSIX
OCHOBHOTO Yy4YeOHOTO Marepuaia Ii0o
JIACLMIUINHE;

— HE crocobdeH
apryMEHTUPOBAHO U IMOCIIEI0BATEIBHO
ero wu3jaraTh, JOIyCKaeT TrpyoObie
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KOTOpBIE HE HCIIPABIICHBI TIOCJIE HECKOJBKUX | OIMMOKM B OTBETaX, HENPaBUIHHO

HaBOJISIINX BOIIPOCOB. OTBEYAET Ha 33/1aBacMbIC BOIIPOCHI WIIH

- He CHOPMHPOBAHBI KOMIICTEHITUH, | 3aTPYIHACTCSA C OTBETOM,;

YMEHUS U HABBIKH. —  HE TIOJATBEPXKIAeT OCBOEHUE
KOMITETEHIIUH, MPEeIyCMOTPEHHBIX
IPOTrpaMMOi

OueHoYHAA IIKAJIA YCTHOI'O OTBETA

ITpouneHTHBII HHTEPBAJI Onenka
OLICHKH

menee 50%

51% - 70%

71% - 85%

DA (9N

86% - 100%

7.3. TunoBble KOHTPOJIbHbIE 3alaHUS MU MHbIe MaTepuajbl, He0O0X0AUMBIE /ISl OLEHKH
3HAHMii, YMeHHIl, HABBIKOB U (WJIM) ONbITA AeSITEIbHOCTH, XapPaKTepPU3YIIIMX 3Tamnbl
(popMupoBaHusI KOMIIETEHIHIl B pollecce 0CBOeHNsI 00pa30BaTeIbHOI IPOrpaMMBbl.

Paznen mucHUIUTHHEI,
obecrieuynBaromui TpeOoBaHuUs K BBEITIOITHEHUIO
Bug u conepkaHue KOHTPOIBLHOTO
(dopmupoBaHue S KOHTPOJIBHOI'O 3a1aHUs U
KOMIICTCHITUH (WK ee CpOKaM c1auu

JacTH)

Howmep nenenu

TectupoBanue coctout u3 30
BOIIPOCOB C TPEMS BapUaHTaMU
otBeTa. Heobxoaumo BeIOpats 1
BEpHBIH OTBET U3 TPEX
TpeII0KeHHBIX. PaboTa
orenuBaetcs o 10-u 6anpHOU
cucreme. B pabore nomyckaercs
He Oonee 1 ommOOoK IS
nosryueHus 9 6amios, He 6onee
3 ommnOOK 15 OTy4eHHs 8
0aj10B, He Oojiee 5 omnOOK IS
rmorydeHus 7 6ayioB, He Ooiee
7 omnOOK I MoTyueHus 6
0ainoB, He Oojee 15 ommbok
JUTS TIOJTy4ueHHs 5 0aJioB, He
6omee 20 omuOOK st
nosryueHus 4 6amios, 6onee 20
ommuoOoK — 3 6amia

AmnaTomus cepBuC-

N KoHTponrHOE TecTupoBaHue
n3aitHa
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AmnaTomus cepBuC-
nu3aiiHa

11

KOHTpOJ’IBHOe TECTUPOBAHUE

TectupoBanue coctout u3 30
BOIIPOCOB C TPEMsI BapHAHTaAMH
otBeTa. Heobxoaumo BeIOpats 1
BEPHBIH OTBET U3 TPEX
MpeII0KeHHBIX. PaboTa
oreHuBaetcs 1o 10-u 6anpHOU
cucreme. B pabore momyckaercs
He Oonee 1 ommOOK IS
nosrydeHus 9 6amios, He 6onee
3 omm6OoK /I MoTyueHus 8
0aj10B, He Oojiee 5 omnOOK I
rorydeHus 7 6ayioB, He OoJee
7 omnOOK I MoTydeHus 6
0ainoB, He Ooiee 15 ommbok
JUTS TIOJTy4ueHHs S5 0aJioB, He
6omee 20 omuOOK st
nosryueHus 4 6amios, 6onee 20
ommnoOoK — 3 Oamia

YupasieHue
KIIMCHTCKHUM OIIBITOM

16

Konrtponbshas padora

Kontponbhas pabora cocTout
n3 12 BonpocoB. Heo6xonnmo
MIOJTHO M TOYHO PACKPBITh CYTh
Bompoca. Pabora ouenuBaetcs
o 10-u 6anpHOM cucteme. [pu

packpoitan 100% Borpocos
cryaeHT noiydvaer 10 6annos,
75% - ot 8 mo 7 6amna, 50% - 6-
5 6ayuioB, 25% - 4-2 Gaos,

10% - 1 Gamn.
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VYrpasienue
KIIMCHTCKHUM OIIBITOM

17,18

I'pynnoBoii poeKT, KOTOPBIN
npeaycMaTpuBaeT pa3paboTKy
yciyTd (Ha BEIOOP TPYTIIIE),
CO3JaHME €0 MAKETA, aHAJIU3
LEJIEBOU ayUTOPUH, BAPUAHTHI
MO3UIOHUPOBAHMSI, OLIEHKY
Ka4yeCTBa, IUIAH MPOJBUKCHHUA,
MapKETUHIOBBIA aHAIU3 PHIHOYHOMN
Cpelbl, BO3MOKHOCTb IIPUMEHEHUS
KOMMYHHKAIIHOHHBIX TEXHOJIOTUH,
ONMCAHKE LIEHOBOH U
ACCOPTUMEHTHOM MOJIUTUKH HA 5
net. ITpoekT BeIoNHAETCS
ITOATAITHO (C KaKI0H Hexemnel o
MOJTy4aeT HOBOE HATOJIHEHNE)
IPyMIION CTyA€HTOB B TEYEHUE
BCETr0 CEMECTpPA, 0 OKOHYaHUH
HPEACTABIIACTCA MPE3CHTALUS
MPOAYKTa CO BCEMH IJIaHAMU U
pacueTamu.

[IpoexT ouenuBaerca mo 15-tu
0abpHOM HIKaje. YYUTHIBAIOTCS
OpUTMHATILHOCTD UJIEH,
Ka4ecTBO U pazHooOpazue
HCTIOJIb3yEeMBIX METO/IOB
aHaJlM3a U pacyera,
BO3MO>KHOCTbH UCIIOJIB30BaHMS
yciyT (POyKTa) B peatbHOM
KOMMEPYECKON KU3HHU,
rpaduyecKoe HCIOTHEHUE
MIPOEKTa B BHJIE IPE3CHTAIINU Ha
15-18 cnaiinos.
Ornenka 15 nmoxpasymeBaer
HCIIOJTHEHHE TIPOEKTA C yUETOM
BCEX IPEIbSIBICHHBIX
TpeboBanmii, onmenka 13-11 —
YaCTUYHOE HCII0JIb30BaHUE
COBPEMEHHBIX METOJIOB
CO3/IaHus M MPOIBHIKCHUS
yciyTu (IpoIyKTa) Ha PHIHOK,
oneHka 10-8 — HeakKypaTHOe
HCIIOJTHEHNE TpadudecKoi
YacTH MPOEKTa, HeAOCTATOYHAS
pa3paboTka uaeu u ee
pomtontenus. Ouenka 7-5 —
YaCTUYHOE MCIIOTHEHHE
MIpOEeKTa, HEBO3MOXKHOCTb €0
peanu3anry B KOMMEPUECKOn
JKM3HU, OIlcHKA 4-1 —
BBITTOJTHEHUE YaCTH MTPOEKTa,
HEOKOHYEHHOCTb,
HEaKKypPaTHOCTh KOHEUHBIX
pE3yIBTATOB.

IlepeyeHb 01IeHOYHBIX CPEICTB:

Kontponbnas Touka 1. 3amanus 3akpsitoro tuna (30)
1. [IK-3 [lo Tumy yciyr TOproBiito, TPAHCIIOPT, CBSI3b OTHOCAT K YCIIyTraM:

a) [Torpeburenbckum

6) OOI1IECTBEHHBIM

B) PacnpenenurebHbIM

2. I[IK-3 K npodeccrnoHaabHbIM ycIyraM OTHOCST:

a) UH)KUHUPUHT, JIN3UHT, 00CIIy>)KHBaHUE U PEMOHT 00OPY/IOBaHUSI.
0) 0aHKOBCKHe, CTPaX0Bble, (PHAHCOBBIE, KOHCYJIbTAMOHHBbIE, PEKJIAMHbIE YCJIYTH
B) TeJEBUCHHE, Paano0, 00pa3oBaHue, KylIbTypa

3. I1K-3 K yciayram, opueHTUPOBaHHBIM Ha OOIIECTBO, OTHOCHT:
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a) rocyapcTBeHHblIe (IpaBUTEIbLCTBEHHbIE) YCIAYTH

0) yCIIyru O TEXHUUECKOMY OOCITYKUBaHMIO, HAJIAIKe, HACTPOHKE U PEMOHTY
MIPOM3BOJCTBEHHOTO 000PYAOBAHUS U TEXHUYECKUX CUCTEM

B) MapuKMaxepckue, poroarenne, pa3HOOOpa3HbIE pEKPEAIUOHHBIC YCIIYTH U
HEIPOU3BOJICTBEHHBIE BUIbI OBITOBOIO 0OCTY>KUBaHUS.

4. I1K-3 Ycnyra rocyjapCTBEHHOTO CEpBHCaA SIBJISACTCS:

a) HETPOMU3BOJICTBEHHON, KOMMEPYECKOH, peallbHOH, CTaHIapTU3UPOBAHHON
0) MPOU3BOJCTBEHHON, KOMMEPUECKOM, peabHOM, JIETUTUMHON
B) HEKOMMeP4YeCKOoii, 00111eCTBEHHO, CTAHAAPTU3UPOBAHHOM, CJI0KHOM.

5. IK-3 Ycayru 1o OTHOIICHHWIO K HUM TOCYyJapCcTBa M OOIIECTBA PA3IMYArOTCS Ha!

a) TOCYJIapCTBEHHBIE U HETOCY/1apPCTBCHHBIC
0) YUCTBIC U CMEIIIAHHBIC
B) JleruTUMHbBIE U HeJIerUTUMHbIE

6. [IK-3 Ycayru, nprobpeTraemsbie sl IMYHOTO OTPEOICHHS 3a CUET JIMYHBIX CPEACTB — ITO:
a) JICJIOBbIE YCIIYTH
0) UHCTUTYITMOHAIBHBIC YCITYTH
B) IOTPeOHNTEJbCKHE YCJIYTH

7. I1IK-3 Yeayru kocMeToliora — 3To ycilyra, HalpaBJieHHasl:
a) HA 4YeJIOBeKa
0) Ha CO3HAHME YEIOBCKA
B) Ha HEMaTepHUaJIbHbIE AKTUBBI

8. YK-9 Kakumu crienmaibHIMUA 3HaKaMH JIOJDKHA OBITh 0003HAaYEHA KOHTPACTHAS MapKHPOBKA
JUIsl BCEX MOTEHIMAIbHO OMACHBIX MPEMSITCTBUN HAa MYTHU CJIEIOBAHUS JIIOACH ¢ HApYLICHUSIMU
3peHusi?

a)0eNbIMU KpyraMu Ha 4yepHOM (oHe

0):KeJITHIMHU MOJIOCAMHU WJIM KPyraMu

B)KPAaCHBIMU TPEYTOJIbHUKAMU

9.I1K-3 Tosap — 3t0:
a) Bce, UTO MOKET ObITh NMPEIJIOKEHO HA PbIHKE ISl YIOBJIETBOPEHMS KeJAHUNA HIH
norpedHoCTE
0) HemMaTepHuaIbHbIC aKTUBBI, POU3BOANMBIC IS TIeJIeH cObITa
B) pPE3yJibTaT HENMOCPCACTBCHHOT' O BSaHMOHCﬁCTBHH HUCITOJIHUTECIIA U HOTpGGI/ITCHH, a TaK¥Xe
cOOCTBEHHOM JEATEIBHOCTH UCIIOJIHUTEIS 110 YJIOBJIETBOPEHHUIO MOTPEOHOCTH MOTPEOUTENS.

10. I1K-3 Cxema omnpenesieHus ToBapa Ha TPEX YPOBHSX: «3aMBICIIa», «PEATbHOTO UCTIOJTHEHUSD U
«MOJKPETITICHUSD» OMHCAIL:

a) T. JleBut
0) ®.Kotaep
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B) yrnac Hopt

11. IIK-3 HMcxons u3 Tpex ypoBHEH TOBapa, TaKWe MOTPEOUTEITbCKUE CBOMCTBA, KAaK TOBAPHBIM
3HaK, (PUPMEHHBII CTUIIb, KAYECTBO U HAJCKHOCTh MPOIYKIMH, AU3alH, YIAKOBKA OTHOCST K:

a) IEpPBOMY YPOBHIO (CTEpXKHEBAsI BBITO/1A)

0) BTOpOMY YpoBHI0 (0a30BbIii TOBAp)

B) TpeThemy ypoBHIO (0KH1a€MBIH TOBAp)

12. TIK-3 OOm1ecTBO, MHAUKATOPOM C(ephl )KU3HU KOTOPOTO, SBISETCS KOJTMYECTBO U KAYECTBO
YCIIyT, KOTOPBIE YEJIOBEK MOXKET ceOe T03BOIUTh

a) MOCTUHAYCTPHAJIbLHOE

0) MHIyCTpUAIbHOE

B) TOMHIYCTPHAIBHOE

13. T[IK-3 I'eTeporeHHOCTh YCIYyT MOJpa3yMeBaET, YTo:
a) yCIyry HEBO3MOXKHO MPOIEMOHCTPUPOBATH /10 €€ TOKYIKHU
0) Ka4eCcTBO NMPeAOCTABJISIEMOM YCIYTH MOKET CUJILHO U3MEHATHCSA B 3aBUCHMOCTH OT
TOI'0, KTO, KOI'Ia M KaK ee MPea0CTaBJIsieT
B) bomnbiias vacte yciayr m3-3a TOro, 4TO OHM OJHOBPEMEHHO IPOU3BOISATCS U
HOTpe6JI$IIOTC$I, HE MOXCT GBITB COXpaHCHa C ICJIbIO ;[aaneﬁmero HUCIIOJb30BaHUA.

14. TIK-3 MatepuanbHO-BEIECTBEHHBII TOBAp B OTJIMYUU OT YCIYTH:
a) ABJISETCS 0CA3aeMbIM 00bEKTOM, KOTOPbIl MOKeT ObITh CO31aH U MPOJAAH WIH
HCMO0JIb30BaH MO3kKe
0) Heocs3aeM
B) UMEET HEONPEIETEHHOCTh Ka4eCcTBa

15. TIK-3 Vcnyra ornuyaercss OT MaTepUallbHO-BEIIECTBEHHOTO TOBapa TE€M, YTO:
a) MPOU3BOJICTBO, XPAaHEHUE U PACIIPECIIEHHE OTIEIEHO OT NOTPeOIeHUs
0) Npou3BOACTBO U NOTpPed/IeHNe OCYIIeCTBIISAIOTCH 0THOBPEMEHHO
B) MaTe€pUaIM3yeTCsl B BEIM, MOXKET HAKAIJIMBAThCA

16. IIK-3 K. JIaBiiok onpenenser 4YMuCTYIO IIEHHOCTh KakK:
a) HU3KYIO LIEHY
0) 3TO TO, UTO A MOJIYy4al0 32 TO, YTO OTAAI0
B) 3TO TO, UTO 51 XOUY MOJYYUTh OT MPOAYKTA
17. IIK-3 OcHOBHOE ¥ TPUHIMITHAIBHOE OTJIUYHE YCIYTH OT TOBApA 3aKJIF0YAETCS B
CIIETyIOIIEM:
a. OJTO OTUYXACHHBIM OT IPOU3BOAUTENS PE3YJIbTAT TPyAa
b. Dro0 mepenada mpoayKTa B ONTOBYIO M POSHUYHYIO TOPTOBIIO U MOCIICAYIOIIAs €T0 MPoaaka
¢. DaKTH4YeCKH MPOU3BOJACTBO COBMEIIEHO C MOTPeOIeHHEM.
18. IIK-3 Heocs3aeMOCTh YCIYTH - 3TO
a. Ilpouecc npemocrapieHus U NOTPEOICHUS YCIYT MPOTEKAET OJJHOBPEMEHHO, M TOTPEOUTENN
SIBJIAIOTCA HEMMOCPEACTBCHHBIMU YYAaCTHUKAMHU 3TOr'0O IIpoLecca
b. chym HE MOT'YT OBITh IMPOTECTUPOBAHBI U OLUEHEHBI IPEKAC, YEM IMOKYIIATEIIb UX OIIATUT
c. Nx HeMaTepI/IaJII)HI)Iﬁ XapakKkTep, ApYrumMu CJioBaMu, yCjayra He MOKET ObITh NnpeajpoKeHa
KJINEHTY B Ipyroi ¢opme 10 3aBepuieHus Mpolecca ero 00cIy:KNBaHus.
19. IIK-3 HecoxpaHsaeMOCTb yCIyT - 3TO:
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d.

IIpouecc npenocrap/jieHus: U NOTPed/IeHUs YCIYT IPOTeKaeT OAHOBPEMEHHO, U
NOTpPeONTEM SABJIAIOTCH HEeMoCPeACTBEHHbIMH YYaCTHUKAMM 3TOr0 Mmpoiecca

Ycayru He MOTYT OBITh IPOTECTUPOBAHBI U OLIEHEHBI PEXKE, YeM TIOKYMaTelb UX OTUIaTUT

Hx HemaTepHanbHbII XapakTep, APYTUMHU CIOBaMH, yCIyTra HE MOKET ObITh IPEAJIOKEHA
KITUEHTY B IpyToi opMe 10 3aBepIIeHHs IpoIiecca ero 00CTyKUBaHUSI

OHH BO MHOT'OM 3aBHCSAT OT KBaJTU(PHUKALUN PaOOTHHUKA, €T0 WHAWBUAYATBHO-THYHOCTHBIX YEPT U
HACTPOCHHUS.

20. ITIK-3 Cdepa obCimyKuBaHHs HACEIICHUS — ITO:

a. CoBOKYNMHOCTb MpeINPUSITHI, OpraHu3anuii u Gu3ndecKHx JUIl, 0KA3LIBAIINX YCIYTH
HACeJIEHHIO
b. JlesTenbHOCTS PEMIPHSTHIA ¥ OpraHW3al i, HAMPaBIICHHAST Ha YIOBIICTBOPEHIE TIOTPEOHOCTEH HACEIICHISI 1
MHOCTPAHHBIX TPKIAH B TYPUCTCKUX M SKCKYPCHOHHBIX YCITyTax
c. JlesaTenbHOCTh HCIIONHUTENS PU HETIOCPECTBEHHOM KOHTAKTE C MOTPEOUTENIEM yCIyTH.
21. IIK-3 CormacHo Moaenn «Servuction» K 4acTH KOMIIAHWM, BUIUMOMN JJI KJINEHTA
OTHOCATCH:
a. Ilepconana
b. TexHonormueckoe Aapo
c. dusnyeckoe OKpy:KeHue
d. Bcé BelmenepeyrcIeHHOE.

22. TIK-3 CepBucHas omneparus — 3To:

a.

b.

d.

[Ipouecc, B X01€ KOTOPOTO MPOU3BOIUTCS OKOHUATEIbHAsE COOPKa BCEX AIEMEHTOB CEPBUCHOTO
MPOLYKTa U yCIyTa MPeJoCTaBIsIeTCsl IOTPEOUTENIO

npouecc, B XoJe KOTOporo 00padarbiBalOTCsl BBOAMMBIEC (DAKTOPBI H CO3AAIOTCSI 3JI€MEHThI
CepPBHCHOr0 00CTy’KMBaHHS B BUJe MPOAYKTA

IIpouecc, B Xxo1€ KOTOPOrO MPOU3BOAUTENH YePE3 CTUMYJISILIUIO UyBCTBEHHOT'O BOCTIPHUSTHS
CTaparoTCs JOCTaBUTh KIMEHTY 3CTETUYECKOE yI0OBIETBOpEHHE, IIpuBiieds ero BHUMaHue,
BOCXUTHUTB KPacOTOU

Hert npaBuibHOrO0 OTBETA.

23. IIK-3 ¥Ycayra-3To...

a.

b.

C.

H3MeHeHHe COCTOSIHUS JIMNA WIM TOBApa, MPUHA/JIEKAIIEro KaKoi-1m00 3KOHOMUYECKOii
eIMHUIIEe, MPOUCXOAIIee B pe3yJbTaTe AeATEeIbHOCTH APYroii IKOHOMUYECKOH eIMHHUIIBI ¢
NMpeIBaAPUTEIBLHOI0 COrIacus MepBoii.

KOMIUIEKC 00513aTeIbHBIX I UCTIOJHECHHUS IPAaBU 00CIYKUBAHUS KIIMEHTOB, KOTOPHIC MPU3BaHbI
rapaHTUPOBATh YCTAHOBJICHHBIN YPOBEHb KaUECTBA BCEX MPOU3BOAUMBIX OIEpaIuil.

3aIyTa CTaHaapTa 060J‘Iy>I(I/IBaHI/I$[

24. 1IK-3 I[lompebnocmu — 3T0..

a.
b.

C.

YyBCTBO ONIYIIa€MOW YEIIOBEKOM HEXBATKH Yero JH00.

HYK[a, NIPUHABIIAsA crnenuduyeckyio GopMy B COOTBETCTBHH C KYJIbTYPHbIM YPOBHEM U
JIMYHOCTHI0 MHAUBHUAA.

COBOKYIHOCTH CYIIECTBYIOIIUX U MOTEHIIMAIBHBIX MMOKyIaTelIe ToBapa.

25. TIK-3 ToBap 1o 3aMbICITy..

a.

3TO OCHOBHBIE BBITO/bI, oﬁecneqenne ToBapoM. 3aiaya — BBISIBUTH CKPBITbIE 32 JIO0bIM
TOBAPOM MNOTPeOHOCTH M NpelIaraTb He CBOWCTBa JITOr0 TOBapa, a BBITOABLI OT €ro
HCI0JIb30BaAHMS.

XapakTepu3yeTcsi ypOBHEM KadecTBa, HaOOpOM CBOMCTB, NW3alfHOM, MapO4YHBIM Ha3BaHHWEM U
YIIAKOBKOM.

3TO TOBap B PEWIBHOM HCIOJIHEHUM, HMMEIOIIMN [OMOJHUTEJIBHBIE BbBITOJbI, LIEHHUMBIC
MOKYTIATeNIIMU: JOCTaBKa Ha JIOM, MOHTaX, TOAKIIIOYEHHE, yCIyTH CBSI3W, TapaHTUS BO3BparTa
JICHET B CIIy4ae BO3BpaTa TOBapa, KOHCYJIbTALUY Ul KJIUEHTOB.

26. I1K-3 KiroueBbIM OTIIMYMEM YCIIYTH OT TOBapa HE SIBIISETCS:

a.

Heocs3aemocts
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b.
c.
d

o

HeonnoponHoctb

OHOBPEMEHHOCTD MTPOU3BOCTBA U MOTPEOJICHUS
IMoouyepenHocTh NPOU3BOACTBA U NOTPeDIEHUS
Hecoxpansemoctb

27. HK 3 Ycnyru pensitest Ha 2 GOJbIINE TPYIIIBL. .

28

29.

a.
b.
c.
d.

. [IK-3 K 4-m «He» xapakrepuctuku ycinyru HE otHocuTcs. ..

oo o

MartepuaJjibHbIe 1 HeMaTepHaJIbHbIE
MartepuanbHble U TyXOBHBIE
MatepuaibHbIe U COITUATbHO-KYJIbTYPHBIE
MartepuanbHble U UI€aNbHbIE.

HeoTnenumMocThs OT HICTOYHUKA
HemarepuanbHocTh
HecoxpansemocTs
HeocszaemocTh
HenoctosmHcTBO

Bce oTBeThI BepHBI.

HK 3 K tuny notpeOuTenbCKuX yCIyT OTHOCUTCS:
a. Koncantunrossle yciayru

b. Yciyru kaGesnbHOTO TeJIEeBUICHUS

c. Yciyru, npeiocTaBjisieMble B aTelibe.

30. IIK-3 Beibepure rpymmy, He BXOIMIIYI0 B KIACCU(PHUKAIMIO YCIYr IO NPU3HAKY
BELIECTBEHHOCTH - HEBEIIECTBEHHOCTH:

a. Ocsi3aeMble JEHCTBUS HAMPABIEHHBIE HA TEJIO YEJIOBEKa

b. Heocsi3aemble AelicTBHS HANIPaBJICHHBbIE HA 0Csi3aeMble AKTHBbI

c. Ocsi3aembie eHCTBUS HAMPABIICHHbBIE HA BEIIb

d. Heocs3aemble neiicTBUs HalIpaBICHHBIC HA COZHAHKE YEJIOBEKa

e. Heocsi3aeMble 1eiicTBUsI HalIpaBieHHbIE HA HEOCA3aEMbl€ AKTUBBI

f. Bce oTBETHI BEpHHI.

N R W~

WA WM -

KonTpoabHas Touka 2. TecroBble 3agaHusi KOMOMHUPOBAHHOTO THIA (30)

YK-9 K xoMy 10.1:e¢H HAIPABUTH CBOE O0pallleHHe COTPYAHMK NPH KOHTAKTE € JIMLOM
OB3?

Ko.1-Bo npaBHJIBHBIX 0TBETOB - 1

K cypnonepeBoquuky

K nuyy OB3

K conpoBoxnaronieMmy

He umeer 3HaueHus

YK-9 Yto0bI npuBJIeYb BHUMAHUE YeJIOBEKA ¢ HAPYLIEHHEM CJIyXa, He00X0AUMO:
Ko.1-Bo npaBHJIBHBIX 0TBETOB - 1

Hauatb pa3roBop rpoMko

XJIONHYTH B JIAJOLIN

Jlo MakcuMyMa cokpaTuTh aucTaHiuio ¢ oM OB3 u Havyath pa3roBop

Ilomaxamo pyKoii yenoeexy uiu NOXI0NAMsb NO Nievy

YK-9 Undopmanusi HA «ACHOM fI3bIKe» (WIH «JIerkoe 4YTeHHe») HalpaBJieHa Ha
o0JieryeHue MOHUMAHUA HH(POPMALUHU

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

JULA JINL ¢ HAPYIIEHUSMU 3PEHUS
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JUTSL JIALL C HAPYILICHUSMHU CITyXa

JUTSL JIALL C HAPYIICHUSIMU YMCTBEHHOTO Pa3BUTHUS

J11 MaTOMOOUITBHBIX TPaXKIaH

YK-9 Pazmep aAMUHUCTPATHBHOIO IITPada HA PUAHMYECKHUX JIUI 32 YKIOHEHHE OT
HUCIOJIHEHUS] TPeOOBAHMHM JOCTYNHOCTH VISl MHBAJMIAOB O0BEKTOB HWHKEHEPHOM,
TPAHCIIOPTHOM M COLMAILHON MH(PACTPYKTYP COCTABJISIET:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

oT 2 110 3 ThICSY pyOIeit

ot 20 1o 30 TeIcSY pyOei

ot 200 1o 300 TeICSY pyOeit

ot 500 TeICSTY pyOIIei

YK-9 Kakumu crnenuajJbHbIMU 3HAKAMM J0JKHA ObITH 0003HAYEHA KOHTPACTHAS
MapKHPOBKA /Uil BCeX MOTEHUHMATbHO ONMACHBIX NPENsITCTBHH HA MYTH CJIe10BAHUSA
JII0/leil ¢ HapylIeHUusIMU 3peHus?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

OeNbIMH KpyraMu Ha YepHOM (hoHE

JKENATBIMHU MOJIOCAMHU WU KPyTaMH

KpPaCHBIMHU TPEYTOJIbHUKAMU

3€JIEHBIMU TI0JIOCAMU WJIM KBaJpaTamMu

YK-9 B aponopty nHBaJIMAaM NPeI0CTABISIOTCS cJeyonue 0ecniaTHbie YCJIYIru:
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

COIIPOBOXKJAECHUE U MOMOLb MPU MEPEMELIEHUN 110 TEPPUTOPHUH adpOIIOpPTa

ropsiuee NUTaHUE B MIEPUOJT 0OKUIAHMS MIOCAJIKH HA CAMOJIET

yCIIyTH UHTepHEeT-Kadhe

OTJEJIbHBIN 3aJ1 WIIM IOMELIEHUE ISl OKUAAHUS

YK-9 IlpexycmarpuBaercsi JiM BblleJIeHHEe CHENHAJTbHBIX MeCT [JIfl JIMYHOIO
TPAHCIOPTA MHBAJMAOB H JAPYIrHX MAaJOMOOWIBHBIX T[PYNIl HACeJCHUs MPHU
NpeInpUATHAX PO3HUYHON TOPrOBJIU U OPraHU3ANUAX 001IeCTBEHHOT0 MUTAHUA?
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

TOJIbKO B HACEJICHHBIX MIYHKTAX C YUCICHHOCThIO HaceneHus: He meHee 600 Toic.

Ja

HET

Ha YCMOTpEHUE MPEANPUSTHS

YK-9 KakuM u3 HMKelepeuyrCIeHHBIX TPeOOBaHUH J0JIKHBI 0TBe4aTh JOCTYIHbIE
JUIS1 MHBAJINA0B BXO/IHbIE IBepPH?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

Hapy’KHbIE IBEPU HE MOTYT UMETh ITOPOTH

Ha MYyTSIX JB)KEHHUS MHBAIMIAOB HE PEKOMEH]IyETCS MPUMEHSTh pachalliHble JBEepU Ha
NEeTJIAX OAHOCTOPOHHETO AEMCTBHUS C (PUKCATOpaMH B TOJOKEHHUSAX «OTKPBITO» WIH
«3aKpBITO» C JOBOJTUYMKOM

3 BXOJIHBIE JIBEPH, JTOCTYIHBIC ISl MHBAJIUIOB, TOJKHBI OBITH XOPOIIO OMO3HABAEMBI U
MMETb CUMBOJI, YKa3bIBAIOIIMI HA UX JOCTYITHOCTh

[ SIS SN OS I O]
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4 BCE€ BBIIIENIEPECYUCIICHHOE

9 YK-9 Koraa Bbl ropopure 0 4ejloBeke ¢ 0COOBIMH NMOTPeOHOCTSIMH, NpaBHJIbHEe
Ha3bIBATh €ro:
Ko.,1-B0 npaBWIBHBIX 0TBETOB - 1

1 WHBAJIHUT
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YEJIOBEK C MHBAJIUIHOCTHIO
0co0BbI€ Tpaxk/aHe

BCE€ BBILICTIEPEUHUCICHHOE

YK-9 Bac 3HaKOMSAT € 4eJIOBEKOM, KOTOPOMY TPYIHO ABHIaTh PYKO#l MJIM KOTOPBIH
MOJIb3yeTcsl MPOTe30M. BexkInBo Jin moKaTh €My pyKy?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

Ja

HET

1eJ1ec000pa3HO 3aMEHUThH PYKOIOKAaTHE KUBKOM T'OJIOBBI

HE0OXOIMMO CIPOCHUTH Ha 3TO pa3pelieHHe y COMPOBOKIAIOIIETO

YK-9 Kakue npaBmjia akTyajibHbl, €CJIM Bbl PA3roBapuBaeTe ¢ 4eJ10BeKOM, KOTOPbIi
N0JIb3YeTCSs] HHBAJIMHOM KOJISACKOM?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

He onupatbcs Ha HHBATUAHYIO KOJISICKY

He xaTuth xosnsicky 6€3 coriiacusi 4eJoBeKa, KOTOPBIH €10 MOIb3yeTcs

PacnonaraTbes Tak, yTOOBI I71a3a ObLIM HA OJHOM YPOBHE C YEJIOBEKOM

Bce BhlenepedncieHHoe BEpHO

YK-9 Ecau Bbl X0THTE NOTOBOPUTHL € HEe3PAYHM 4YeJOBEKOM, KAaK JIy4llle HA4aTh
odmenue?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

[Tono¥iTn 6TM3KO M HAYATh Pa3TOBOP

[TonoiTH K 4eI0BEKY, IPEICTABUTHCS M aKKypaTHO JOTPOHYTHCS J10 €70 PYKU

Hauatb roBOpUTH rpOMKO, YTOOBI YEJIOBEK MOHSII, YTO OOpaIalOTCs K HEMY

Havats pa3zroBop cHayasia ¢ COIPOBOXKAAIOIIUM

YK-9 Kak Jgy4ie mocTpoutrb O0lIeHHE C YeJIOBEKOM, Y KOTOPOr0 BbIPa:KeHHbIE
HapyuieHus pedun?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

l. JIOITyCTUMO TIOMOTaTh YEJIOBEKY, 10TOBapuBasi 3a HEro (pasbl

1. NEPECTIPOCUTD, ECITH HETIOHATHO

0o01IaThCsl ¢ MOMOUIBIO CONPOBOMKAAIOIIETO LA

WCITOJIH30BaTh MOOWIIbHBIN Tene(OH WU TIIaHIIeT

YK-9 lonycTHMO J1M JOTPOHYThCS 10 CJIENOIJIYX0ro codeceJHNKA MPU 001eHnn?
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

Ma, B ciyuae, eciu Bbl YK€ 3HAKOMBI

Her, 5T0 MOXeT HamyraTh 4esloBeKa

Ja, B m000M citydae JOImyCTHMO

Heo0xoaumMo OTTankuBaThCsa OT CUTYalUH

YK-9 Ecau Bo BpeMs oO0mieHHsi ¢ He3pA4YuM colecenHukoM Bam HeoOxonmmo
OTJIYYUTHCH, KAK NPaBUJIbHee MOCTYNUTh?

Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1

OroiiTH, HE TTIepeOuBast HE3PSIUETO YeTIOBEKA

[IpenynpeauTs CONPOBOXKIAIOLIETO, HE IPUBJIEKAasi BHUMaHU Y€JIOBEKa ¢
WHBAJIMHOCTBIO

[IpenynpenuTs HE3pSUETO YETOBEKA O HEOOXOJUMOCTH OTIYUYUTHCS, @ BEPHYBILNUCH,
COOOIIUTH O CBOEM MPUCYTCTBUU

Bce BapuaHTBI KOPPEKTHBI

IIK-3 Teopusi norpedUTEJbCKOr0 TMOBeJAEHUS] MNpeNIaraer, 4ro MnoTpedMTE/b
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CTPEMHUTCH MAKCHMHU3HPOBATH:
Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1
Pa3HHITY MEXKIy OOIIEeH U MpeeTbHON MOJIE3HOCTHIO
00IIYI0 MOJIE3HOCTh
MIPEACIIbHYIO MOJIE3HOCTh
Ka)KI[yIO n3 HGpG‘II/ICHCHHBIX BCJIIMYUH
17  TIK-3 IloBenenune nmorpedurtesieii — 3To:
Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

AW =

1 HaOOp AeWCTBUM, MPENNPUHUMAEMbIX JIIOJbMHU MpPHU MOKYNKE U MOTPEeOJICHUH TOBAapOB
(yeyr)

2 JIEUCTBUSA, MPEIIIECTBYIOIINE MPOLECCY MOKYKH

3 ocobas popma IMCUXOJIOTHUH, CBOWCTBEHHAS JIFOJISIM, YaCTO COBEPIIAIOIIUAM TOKYIIKH

4 Hu oquH U3 BapuaHTOB HE SIBJISIETCS BEPHBIM

18  TIK-3 Tun knuenma «Kpyz» coomeemcmeyem ciedyrouiemy onucanuio:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

CobpaH, cocpenoToUYeH, Cepbe3eH, MPEKPACHO OCBEOMIICH

OO61muTeNneH, SMOLMOHAJICH, HaBSI3YHB, IOBEPUYUB, MTOJATIINB

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

Camomno0uB, caMOyBepeH, PUAUPYUB, TOTYEPKHYTO MOJICH

IK-3 K komnonenmam yennocmu yciyzu He OMHOCAMCA:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

OcHOBHas U IOTIOJHUTEIbHBIE YCIYTH

CeHcopHbIE pa3apakUTETN

Ilena B CTOMUMOCTHOM BBIPAKEHUU

HoBu3zna npoaykra

IIK-3 I]ennocms ycayeu, nepconana, umuorica KOMRAHUL U CEPEUCA OMHOCAM K:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

IlennocTy, BOCIPUHUMAEMON KIMEHTOM

OO0mMM u3aepIKKaM

OO6mMM 1IEeHHOCTSIM

BHyTpenHue npucyiiye npu3Haky yCiayru

IIK-3 Bocnpunumaemoiit puck u 6ecnokoiicmeo OmHocam K:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

CeHCOpHBIM pa3IpaKUTEISIM

DU3NYECKUM YCUITTUAM

[Icuxonornueckum Tparam

DKOHOMUU BPEMEHHU IIPU MOTPEOICHUH YCIyTH

IIK-3 MaliH/ceTbl B cepBHC-IH3alHe — ITO:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

1 nporecc  (opMupoBaHMA ~ oOpa3a  IIEIOCTHOTO  MpPEAMeTa,  HeMoCpPeACTBEHHO
BO3/ICICTBYIOIIETO Ha aHAJTU3aTOPBI

2 noOyXJeHue K JCWCTBHIO W HEOTheMJieMas 4YacTh JIHOOOro MpoQecCHOHAIBHOTO H
JMYHOCTHOT'O POCTA

3 HaOop mpaBmi, YOeXJEHUH, MOJIXOIOB, KOTOPBHIMH YEJIOBEK DPYKOBOJCTBYETCS NpHU
MPUHATUU PEIICHUN

4 ycrosiBIasicss (hopma OBITHS uelOBEKa B MHUpE, HaXOAsIas CBOE BBIPAXXEHHE B €O
NeSITeIbHOCTH, MHTEpecax, YOeKIeHHUSIX

Nawr— Qrwr— 2 h W~
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25

26

(O8]

27

MK-3 UadpacTpyKkTypa KAaK KOMIIOHEHT CEPBUC-IU3AIHA BKJIIOYAET B ce0s:

Ko.1-B0 npaBWIBHBIX 0TBETOB - 1

CoTpyTHHKH KOMIIAaHUU

Be0b-cTpanuna caiita KoMIaHUH

[Ipouenypa okazaHust yciayru

Pemenue Bompoca uepes ciry 0y NogAepKKU KOMIIaHUH

MK-3 [1yTh KJIMEHTA B CepBUC-IU3AlHE — ITO:

Ko.1-B0 npaBWIBHBIX 0TBETOB - 1

3T0 Tporiecc (HOpPMUPOBAHMS UMUKA OpeHAa B TEUEHHUE UIMTEIHLHOrO0 NEepHuojaa 4depes
oOpa3oBaHMe JJ100aBOYHOM IICHHOCTH, HMOLMOHAIBHOTO JHOO  PaIlMOHAILHOTO
«o0eranus» TOProBoil MapKu

KOHKpETHast IKOHOMHUYECKAs CUTyalus Ha JTAaHHBIN MOMEHT Ha
orpeieIEHHOM PbIHKe TOBAapOB (YCIyT) WK B OTJACIBHON OTpaciu 5KOHOMHUKH.

cbop, kaccudukanus U aHaTU3 HHPOPMAIIUY O CUTYalluy Ha PBIHKE: IIEHaX, KOHKYPEHTaXx,
MOJIB30BATENSAX U IPYTUX.

AKTUBHBIA HMCCIIEOBATEIICKUN MPOUECC, KOTOPBIM MPOXOAUT MOKYIATENb HAa IMYyTH OT
BO3HMKHOBEHHUS 33J1a4¥, KOTOPYIO HYXXHO PEIIUTh J0 MOKYNKH, KOTOpas €My B 3TOM
IIOMOXET.

IK-3 OMOUMOHANbHBIN HHTEJIEKT — 3TO:

Ko.,1-B0 npaBWIBHBIX 0TBETOB - 1

CucreMa CyXJI€HUH, KOTOpasi UCMOIB3YETCS I aHaJIM3a BEIIed C KPUTHYECKOW TOUKH
3peHHs U COOBITHI C (popMyTupOoBaHHEM 0OOCHOBAHHBIX BHIBOJIOB U TIO3BOJISIET BBIHOCUTH
000CHOBaHHbIE OIEHKH, HHTEPIPETALlUH, a TaKKe KOPPEKTHO MPUMEHATH MOJTyUYEHHBIE
pe3yNIbTaThl

CIIOCOOHOCTH PacIio3HaBaTh AMOLIMU, HAMEPEHHUs, MOTHUBALINIO, KEJIAHUSA CBOU U JPYTUX
JIOAEH U yNpaBIsATh 3TUM

KauecTBo mncuxmku, cocTosiiiee W3 CIOCOOHOCTM OCO3HAaBaTh HOBBIE CHUTYyaIUH,
CHOCOOHOCTH K 00yUEHHIO ¥ 3a1IOMUHAHUIO Ha OCHOBE OTIbITa, TOHUMAaHHIO ¥ IPUMEHEHUIO
aOCTpaKkTHBIX KOHIIEMIMHA, U WCIOJb30BAaHUIO CBOMX 3HAHUN JJs  YIpaBJICHUS
OKpYKaIOILIEH YeJIOBEKA CPEION.

CocTosHHE TICUXWYECKOM IKH3HU OpraHu3Ma, BhIpaxkaromieecs B CYOBEKTHBHOM
nepekKMBaHUU COOBITUH BHEUIHETO MHpa U, a TaKkKe B OTYETE 00 ITHX COOBITHAX U
OTBETHOH peaklluy Ha 3TU COOBITUSA

IK-3 B cepBuc-au3aiine Customer Journey Map —3to:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

BCE TOYKH KOHTaKTa MOTPEOHTENsl C MPOAYKTOM WM OpPeHIOM C MOMEHTa IepBOTrO
CONPUKOCHOBEHUS

3TO MOPTPETHI MOJIB30BATENIEH, KaKAbI U3 KOTOPBIX NMPEACTABISIET ONPENETICHHYI0 MOJENb
MOBEICHUS

MakKeT, KOTOPbIil IMUTHPYET B3aUMOJICHCTBUE MOJIb30BaTeNs C UHTep(eicoM MpoeKTa
['enepupoBaHue UAEH NPEIOCTABICHUS YCIYTH, IPOTHO3UPOBAHNUE €€ OCHOBHBIX
pecypcoB, pa3paboTKa CTpaTErnu MapKeTHHIa

MK-3 [IporoTHNIUPOBaHME B CEPBUC-IU3aIIHE — ITO:

Ko.,1-B0 npaBWIBHBIX 0TBETOB - 1

AKTHUBHOE COJEHCTBHE YAOBIETBOPEHUIO HHINBUIYAIbHBIX U KOJUIEKTUBHBIX
noTpeOHOCTEH JTro/Iel B pa3iMyHbIX c(epax MOBCeTHEBHOMN KU3HU Yepe3 MPOU3BOICTBO
MaTepuaibHBIX U JYXOBHBIX Oiar
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2 KapTa, 0ToOpaxaromiast JeHCTBUsI KIIMEHTA, €r0 MBICIIH, YMOLIUU U TPOOJIEMBI, C KOTOPBIMU
OH CTAJIKUBAETCS
3 P IEHCTBUI, KOTOpBIE SABIISIOTCS HHCTPYMEHTaMHU ISl IPOU3BOICTBA IEHHOCTH, OHU
MOT'YT CO34aThb ICHHOCTb, HO CaMU HC SABJIAOTCH CaMOCTOSITEIILHOU IIEHHOCTBIO
4 MakKeT, KOTOPBI UIMUTHPYET B3aUMO/JICHCTBHE MOJIH30BaTENs ¢ MHTEPPEHCOM MpoeKTa

28 IK-3 Oco3HaBaemMasi 4eJIOBEKOM HeO0X0AUMOCTh HMETh YTO-IH00 IS MOJAePKAHUSA
JKM3HeIesITeJIbHOCTH U Pa3BUTHSA - ITO:
Ko.1-Bo npaBWIBLHBIX 0TBETOB - 1

1 JKeJIaHue

2 CO3HaHHE

3 MOTPpeOHOCTh
4 MOTHUBAILU

29 TIK-3 BHyTpeHHe COCTOsSIHME 4YeJIOBeKa, KOTOpPOe CBSI3AHO C €ro HACTPOeHHEM B
KOHKPETHBI MOMEHT - 3TO:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

OMOIUA

MOTpeOHOCTh

9yBCTBO

MBICITb

IIK-3 CorsiacHo nupamuie norpedHocreii A.Macioy, yenoBeyeckue norpedGHOCTH,
OTHOCSIIIHECS] K TOTPeOHOCTSAM BbICIIEr0 YPOBHS, HA3bIBAIOTCS:

Ko.1-B0 npaBWIBHBIX 0TBETOB - 1

(U3HOTOTUYECKIUMHU

AYXOBHBIMU

9K3UCTEHLIUAIbHBIMU

COoMaJIbHbIMH

g#wl\.)r—‘

AW =

KonTtpoJsbHasi Touka 3 B popme KOHTPOJIbHOI nucbMeHHOMH padoTel. IIK—3, YK-9
1. Jlaiite ompeneneHune NHOHATUAM «(dopMa OOCIYKUBAaHUS» U «METOJ OOCIIyKUBaHUS

oTpeOUTENei».

2. Kakune coBpeMeHHbIE HHCTPYMEHTHI CEpBUC-In3aiiHa Brl 3HaeTe?

3. B uem cymHOCT M OCOOCHHOCTH OOCITY)XMBAaHUS TMOTPEOUTENEH B CTAllMOHAPHBIX
YCIIOBUSIX U C BBIE3/IOM Ha JIOM K notpedurensam? [IpuBeanurte mpuMeps.

4. B 4yem npenmyiiecTBO OECKOHTAKTHOTO 0OCITYKUBAaHUS MOTpeOUTENeH?

5. JlaiiTe onpeneNieHne MOHATHS «KOHTAKTHAs 30Ha», IPUBEIUTE IPUMEPHI KOHTAKTHBIX 30H
B cpepe cepBuca.

6. Kaxkune TpeboBanms MpeIbsBIAIOT K 00CTyKHBAIOIIEMY TIEPCOHATY B KOHTAaKTHOM 30HE?

7. Pacckaxxute, /00bACHUTE/, B UeM CyTh a0OHEMEHTHOTO OOCTYXHUBaHUS, 00CITyKMBaHUS C

MOMOIIbI0 OOMEHHOro (oHJa MamuH U npubopoB. Kakue «IIrocsl U MHHYCBD» HECYT OHHM
KJIMEHTY M cepBHCHOM (upme? Kakme MHCTpyMEHTHI cepBHC-AM3aiiHa B 3TOH (hopMe MOKHO
MPUMEHUTH?

8. Kakum o00Opa3oM uHTEphEp NOMEIIEHUS, B KOTOPOM IPOBOJIUTCS OOCITYXKHUBaHHE
noTpeOuTeNe, BIUSET HA CTEMEeHb WX YAOBIETBOPEHHOCTH MW 3P EKTUBHOCTH pPabOTHI
oOcy>xuBatoniero nepconana? [Ipuseaure npumepsl.

9. HazoBuTe 3Tamsl »KM3HEHHOTO IIUKJIA YCIYTH U MOYEMY 3TO HE0OXOIUMO 3HATh JIIOOOMY
MpeaIPUHUMATEIIO.
10. [Touemy mpu oka3aHWM YCIYT TaK BAXKHO YUYUTHIBATh BpeMEHHOU (hakTop?

© PI'YTHUC



OrE0YB0

DEINEPAJIBHOE TOCYOAPCTBEHHOE BIOIKETHOE OBPA30OBATEJIBHOE CMK
_ y‘—IP]E)K):[EHVIE BBICIIIETO OBPA30]§AHV[§I PIYTUC
«POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA "1 CEPBUCA»
Aucm 35

11.

I'me mnorpeOuTens CKOpee PpUCKYET CTOJKHYTBCS C HEITHUHBIM OOpalieHneM

/obcmyxuBaHueM/ - B cepe yCIIyT WK MPOU3BOJCTBEHHON cdepe U mouemy?

12.

HpI/IBe,Z[I/ITe IMPUMEPHI TOI'0, KaK KOMIBIOTEPHBIC U TCICKOMMYHUKAIIMOHHBIC TEXHOJIOTMH

B TCYCHHUC MOCJICAHUX JICT U3BMCHUJIN TC BU/IbI YCIIYT', KOTOPBIMH BEI IMOJIb30BAJIUCH YIKC JABHO.

KonTpoabHast Touka 4. I'pynnosoii npoekt. 3axanue orkpbiToro tuna. I1K-3, YK -9
[TpumepHas TeMaTHKa IPyHIIOBBIX POEKTOB

1.
2.

— = 0 0 3O L (98]

—
[\

—
[98)

g SR I ol e

11.
. Ycnyru B cpeHeBeKOBOM ob1mecTBe Poccum.
13.

14.
15.
16.

CepBucHas 1eATenbHOCTh KaK 4acTh KyJIbTYphl Poccum.

CepBucHas 1esTeIbHOCTh KakK 4yacTh KyiabTypbl EBponsl u CIIA.

AHanun3 BO3MOXHBIX OpraHU3alMOHHBIX (POPM pean3aly cepBuca B chepe Typusma u
rOCTEPUHUMCTBA.

Amnanus pedopmupoBanus chepst yeryr B Poccun.

CepBuc-au3aifH: mpo0OJIeMbl 1 0COOEHHOCTH Pa3BUTHS

AHanu3 0coOeHHOCTEM pa3BUTHS CEpBUC-AM3aliHa B COBpeMeHHOM Poccum.

DBOJIONMS YCIYT U UX BIMSHUE HA CTAHOBJICHHE OOIIECTBA.

MaHunynupoBaHue MOTPEOUTENBCKIM MOBeicHHEeM. OCHOBHBIE TIOIXO/IBI.
CoBpeMeHnHbIH cepBuc PD: mpoOaeMbl 1 MEPCIIEKTUBBI Pa3BUTHS.

. DTHKa U 3TUKET cepBUca. AHAIN3 OCHOBHBIX MTpaBUIL.
. 3aBUCUMOCTb CEPBHUCHOM I€ATEIHHOCTH OT Teorpaduiyeckux u aeMorpaduyeckux

(bakTopoB.

. 3aKOH 0 3aIIUTe MpaB nmoTpedurenei (TypuctoB). AHanu3 cyneOHo# npakTuku Poccnn n

3apyOexKbsl.

. Pa3paboTka npuUHIMIIOB KIMEHTOOPUEHTUPOBAHHOTO MOAX0/1a B PA3IMUHBIX OTPACIIAX

cdepsl cepBrca (B OBITOBOM 00CTYKUBAaHUH, 00pa30BaHUU, TYPU3ME, TOCTHHUIHOM
Jiesie, peCTOpaHHOM OOCITYKUBAaHUU U T.].)

Bomnpocsl Kk 3xk3aMeny.

[IpeumyiiecTBa cepBUC-aM3aitHa

CocraBnsitonue cepBuc-au3aitHa

[IpuHIIMTIBI CEpBUC-TU3aliHA

HNHCcTpyMEHTBI cepBUC-IU3aliHA

CyIHOCTh TPEHABOYMHTA, IPUMEPHI

[Ipunnumne! cocraBinenus CIM

CymaocTts Service Blueprint

KpaTkast xapakTepucTHKa 3TalloB Pa3BUTHS YEIIOBEYECKOTO OOIIECTRA.
TexHonornyeckrne ypoBHH pa3BUTHS YEJIOBEUECTBA.

. [ToHsiTHE MHAYCTPUAIBEHOTO O0IIECTBA, €r0 0COOEHHOCTH. 3apOXKICHUE U PA3BUTHE

yCIIyT B 001IIECTBaX JPEBHETO MUPA.
Ycnyru B cperHeBeKoBoM o01iecTBe EBporibl.

[TonsiTHEe MHAYCTPHATLHOTO 00IIEeCTBa, ero ocobeHHocTH. MHaycTpHansHOe
MIPOU3BOJICTBO U CEPBUCHAS JEATECIBHOCTD.

[IpumeneHne TU3aliH-MbILIIEHUS

NHCTpyMEHTBI pa3BUTHUSI CEPBUCHOTO MBIIIUICHUS

Otanbl JU3aiH-MBIILICHAS
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17.

18.
19.
20.

. BopoHKa OCHOBHBIX 3TalioB B3aUMOJIEHCTBUS KIMEHTa ¢ poaykroMm win AAARRR
22.

21

23.
24.
25.
26.
27.
28.
29.
30.
. YCIIyru conuanbHOro makeTa.
32.
33.
34,

31

35.

36.
37.
38.
39.
40.
. 3aKoHOJaTeNbHAs M1 HOPMAaTUBHAsI 0a3bl cepBuUCa.
42.
43.
44,
45.
46.

41

47.
48.
49.
50.
51.
52.
53.
54.

55.
56.
57.

[ToHsATHE TOCTUHAYCTPUATLHOTO 00IIecTBa (MH(MOPMAIIMOHHASI PEBOJIOIINS, CEPBU3AIIHSI
SKOHOMUKH U Jp.). [locTHHIYyCTpranbHOE IPONU3BOACTBO U CEPBUCHAS JCSITEILHOCTD.
Hepapxus u mupamMuia IOTpeOUTEITbCKIX METPHK

[Toxu3HeHHas crouMocTh kiuenta, Customer Lifetime Value wimm LTV

CroumocTts npuBieueHus kireHToB, Customer Acquisition Cost umu CAC

I'moGanbHBIC TTPOOIIEMBI IOCTHHY CTPHUATILHOTO OOIIECTBA U UX CBA3h CO chepoit
cepBuca

[Tpusnaku ycnyru. CpaBHUTEIbHAS XapaKTEPUCTUKA TOBAPOB U YCIIYT.

ITonsTue yciyru. Buasl ycmyr.

MeTo/1b1 MccieIoBaHUs KIIMEHTCKOTO OTbITa

[TpUHIUIIBI SMOIIMOHATIBHOTO MHTEIICKTA

KoHuenmust noTpeOuTeIbCKO IIEHHOCTH

Mertoauka Customer Journey Win «kapra IyTeIIECTBUS OTPEOUTEIS»

Kapta sMnaTuu v NpUHIMIIBI €€ COCTaBICHUS

[TpuHIUIIBI BOBJICUEHHUS MTOJIb30BaTENCH

l'ocynapcrBennast yciyra. Buabl rocy1apcTBEHHBIX YCIIYT.

Mexnaynapoanasie Moaenu ycuyr (moaenu . Patmena, ®. Kotnepa, M. butnepa u ap.)
CymurHocTh OHATHA «cepa ycryr». DneMeHTs! cepsl yeayr. PeiHok yeiyr. CyObeKTs
PBIHKA YCIIYT.

Heo6xonnmblie KOMIIOHEHTHI C(ephl YCIYT: CIPOC U NMpeiokeHne. MeTo 00T HuecKue
MOJIXO/IbI K IPOTHO3UPOBAHUIO CIIPOCA.

dakTopsl, onpenensonme crpoc B chepe ycayr. HerieHoBbie pakTophl.

Oco0eHHOCTH PBIHKA YCIYT.

Ctpareruu npeanpuHAMATEIbCKON AEATEIBHOCTH B cpepe yCIyT.

CepsucHas nosmtrka crpad EBponst u CILA.

CepBucnas nonutuka Poccun.

[TpuHIMITBI OCYTIIECTBICHHS COBPEMEHHOTO cepBrca. OCHOBHEIE 3a1auu cephl CepBUCA.
OCHOBHBIE MOJIXO/IbI K OCYLIECTBIECHUIO CEPBUCA.

Buabl npeanpoaakHOro U MOCIenpoAakHOTO CEpBUCA.

OcHOBHBIE BapHaHThl OPraHNU3al[ii CUCTEMBI CEpBHCA.

OCHOBHBIE 33]a41 OPTAaHU3AINH B 00JIACTH CEPBUCHBIX TEXHOJIOTUH. Mephl 1o
yIy4IIeHuto chephl cepBuca.

PernonanbHblie acIEKTHI CEpBHCA.

[TpoGaeMbI CepBUCHOM OTPACIN U TIEPCTICKTUBBI Pa3BUTHS.

[TonsaTHE AENOBOM penyTaluu.

Kynberypa cepBuca.

[ToHsATHE KOHTAKTHOM 30HBI H OCOOCHHOCTH TIOBEJICHUS B HEMl.

DTUYECKHUE OCHOBBI U JIEJIOBOM STUKET CEPBUCHOM JEATEILHOCTH.

DcTeTuvecKre KOMIIOHEHTHI Cephl CepBHUCA.

[TonsiTne naHOBaNMiA B cpepe cepBruca. OcOOCHHOCTH BHEAPEHWS MHHOBAIMK B Chepy
yciyr. [IpuMeps! yaauHbIX M HEYAaYHBIX MHHOBAIIMOHHBIX PEIICHU B chepe YCIIyT.
Kuznennsnii mukn yeayru OKIY).

Crparerun KOHKYpEHIIMH Ha pa3nuuHbIX 3Tanax JKIY.

Mopeinb HEeHHOCTH YCITyTH.
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38.
59.
60.
61.
62.
63.
64.
65.
66.
67.

68.
69.
70.

Knaccudukanus morpedbureneit. [Torpedurenbckoe moBeacHUE.

KauecTBO 00cIy’)KNBaHUS U IPOU3BOAUTEIBHOCTD.

Crparternyeckue HalpaBJIeHUs] U KOHKYPEHTOCIIOCOOHOCTb B cepe yCIyT.
®opMbl KOMMYHUKAIIUH C TIOTPEOUTENISIMU YCIIYT.

Ponb u 3HaueHNE HEBEPOATBHBIX CIIOCOOOB OOIIICHUSI.

MesxayHapoaHbIi OOMEH yCITyramMH.

HHTepHeT -cepBUC B COBPEMEHHOM OOLIECTBE.

WHdopMannoHHbIE TEXHOJIOTHH CEPBUCHON JAESITEIbHOCTH.
[Icuxonoruueckas KyJabTypa CepBHCa.

TpeboBanust, mpeabsBiIsieMble K TPO(PEecCHOHATBHOMY TOBEJACHUIO PAOOTHUKA
KOHTaKTHOW 30HBI.

Kynbrypa obmienus ¢ notpedburensmu. KynbTypa peunt paboTHHKa KOHTaKTHOW 30HBI.
PaboTa ¢ xxano6amu. KOHQIHUKTEI ¢ KITMEHTaMH.

CrniocoObI 1 TpaBumIIa pa3pemieHust KOH(IMKTHBIX CUTYalui.

TunoBbie KOHTPOJIbHBIC 3aJaHUA HpOMe)l(yTO‘lHOﬁ aTTeCTAallui, HCOGXOI{I/IMLIG AJIsd

OLIEHKY 3HAHUI, yMeHM i, HABBIKOB XapaKkTepu3yrmux ¢opMupoBaHne KOMIIeTeHINH

YK-9. CriocobOeH ucmnosib30BaTh 6a30BbIe 1e(hEKTOJOTUUECKIE 3HAHUS B COIIMAIIBHON U

npodeccruoHaIbHOM chepax

YK 9.2 - ocymiecTBisieT mpodeCcCHOHANBHYIO JeATeILHOCTh ¢ MHBATUIAMH U JINIIAMH C

OTrpaHUYCHHBIMH BO3MOKHOCTAMU 3JO0POBbA

YK 9.3 - B3auMoIeiiCTBYET B COIMATILHOM 1 MpodeCcCHOHATBHOM chepax ¢ UHBAIUIAMU U

JIMIaMH1 C OTpaHUYCHHBIMU BO3MOKHOCTAMUA 300POBbA

3apanns koMOMHNpoBaHHOro Tumna (15)

W A W~ N R W —

AW =

K xomy [10/KeH HANIpaBUTh CBOe OOpalleHHe COTPYAHHK NPH KOHTAKTE € JIMLIOM
OB3?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

K cypnonepeBoguuky

K muiry OB3

K conpoBoxnaromemy

He umeer 3HaueHus

Yro0bI NpUBJIeYbL BHUMAHHE YeJI0BEKA ¢ HAPYLIEHHEM CJIyXa, He00X0uMO:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

Hauats pazroBop rpoMko

XJIOMHYTH B JIAJOIIN

Jo MmakcuMymMma cokpaTuTh AucTaHIuio ¢ oM OB3 u HauaTk pa3roBop

[TomaxaTh pyKkoi 4eJIOBEKY WM MOXJIONATh MO IJIedy

HNudopmanus Ha «ICHOM fI3bIKe» (WIHN «JIeTKOe YTEeHHe)) HANpaBJieHa Ha o0JieryeHmne
NMOHUMAHUA HHPOPMALHMHU

Ko/1-Bo npaBH/IBHBIX 0TBETOB - 1

JUTSL JIALL C HAPYIICHUSIMH 3pEHUS

JUTSL JIALL C HAPYIICHUSMH CITyXa

JUISL JIALL C HAPYIIEHUSIMU YMCTBEHHOT'O Pa3BUTHSA

JIJist MaTOMOOMITBEHBIX TPaKIaH
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4 Pa3mep agMMHMCTPATUBHOIO _1ITpada HA OPUAHYECKUX JIMI[ 32 YKJOHEHHE OT

HCIOJHEHHUs TPeOOBAHMN JOCTYNMHOCTH Ui MHBAJMIOB O0BEKTOB HHKEHEPHOI,

TPAHCTIOPTHOM M COLMAILHON MH(PACTPYKTYP COCTABJISIET:

Ko/1-Bo npaBU/IBbHBIX 0TBETOB - 1

oT 2 10 3 TeicaY pyOneit

ot 20 1o 30 teicsy pyOnei

ot 200 1o 300 ThICSY pyOIIei

ot 500 TeIcsY pyOneit

KakuMn coenuajbHbIMM 3HAKAMH J0JKHA OBbITh 0003HA4YeHA KOHTPACTHAA

MapKHPOBKA /ISl BCeX MOTEHUHMAJIbHO ONMACHBIX NMPENSITCTBUH HA MYTH CJIeJ0BAHUSA

JI0/Jeil ¢ HapyleHUusAMHU 3peHusi?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

OeJIBIMU KpyramMH Ha 4epHOM (oHE

YKENATBIMU MOJIOCAMHU U KPyTaMu

KpPacHBIMHU TPEyTOJIbHUKAMHU

3€JICHBIMU TTOJIOCAMU WJIU KBaJipaTaMu

B asponopTy HHBaJIMAaM NPeAOCTABJSIIOTCS cJieAylolHe OeclIaTHbIe YCIyI:

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

COTIPOBOXKACHHUE U TTOMOIIIb MTPH MEPEMEIIECHNUH IO TEPPUTOPUH a3pOIIOpTa

ropsiuee MUTaHUE B MEPUOJI OKUIAHUS TTOCAJIKH Ha CAMOJIET

YCIIyTH UHTEpHET-Kade

OTJIENIbHBIN 3aJ1 WM MOMEILIEHUE IS OKUTaAHUS

IIpenycmaTpuBaercs Ji Bble/ieHUEe CNENHATbHBIX MeCT UISl JIMYHOTO TPAHCIIOPTA

HHBAJIHMI0B W [JPYrMX MaJOMOOMJIBHBIX TPyNIl HAaceJeHHsl NPH NPeANnpPUSATHAX

PO3HMYHOM TOProBJIM U OPraHU3AMUAX 001IECTBEHHOI0 NUTAHUS ?

Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1

TOJIBKO B HACEJICHHBIX IIYHKTaX C YUCIEHHOCThIO HaceneHus He meHee 600 Toic.

na

HET

Ha YCMOTpEHUE MPEANPUSITHS

Kakum M3 HuKenepeducjJeHHbIX TPeOOBaHUIl JO/LKHbI 0TBeYaThb JAOCTYNHbIE I

HHBAJH/I0B BXO/JHbIE ABepu?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

1 HapY>KHbIE IBEPU HE MOTYT UMETh MMOPOTHU
Ha MyTAX JBWKEHUS HHBAJIWIOB HE PEKOMEHJyeTcs MPUMEHSTh pachallHble JBEpH Ha
NEeTNIIX OJHOCTOPOHHETO ACHCTBHS C (PUKCATOPAaMH B TIOJNOKEHHUSX «OTKPBITO» WIH
«3aKPBITOY» C JIOBOJAYUKOM

3 BXOJIHBIE€ JIBEPH, JOCTYIHBIC JJII UHBAJIUIOB, JIOJDKHBI OBITH XOPOIIO OMO3HAaBAaE€Mbl U
UMETh CUMBOJI, YKa3bIBAIOIINI Ha UX JOCTYITHOCTb

N BN ==

AP W=

N A W=

B~ W=

4 BCE BBILICIIEPEUHUCICHHOE

9 Koraa BbI roBopuTe 0 4YesioBeKe ¢ 0COOBIMU MOTPEOHOCTAMHU, NPABUJIbHEE HA3bIBATH
ero:
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

1 WHBAJIHA

2 YeJIOBEK C HHBAITUIHOCTBIO

3 0co0BbI€ Tpaxk/aHe

4 BCE€ BBIIIENIEPECYUCIICHHOE
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Bac 3HaKkoMAT ¢ 4YeJI0BEKOM, KOTOPOMY TPYIHO IBUIaThb PYKOH WJIH KOTOPBIi
NMoJib3yeTcs: MpoTe30oM. Be:kIuBO JiM MOXKATH eMy PYKY?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

na

HET

11€J1€CO000PAa3HO 3aMEHUThH PYKOIIOKAaTUE KUBKOM T'OJIOBBI

HEOOXOIMMO CITPOCUTH Ha 3TO pa3pellieHue y COMpPOBOKIAIOIIETO

Kakune nmpaBmia akTyajlbHbI, €CJIM Bbl Pa3roBapuBaeTe C YeJOBEKOM, KOTOPbIi
MOJIb3yeTCsl HHBAJIMIHOH KOJISACKO?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

He onuparbcst Ha MHBATHIHYIO KOJIACKY

He katuth xossicky 6e3 coriacusi 4esioBeKa, KOTOPBIA €10 MOJIb3yeTcs

Pacnonararbcs Tak, 4ToObl T71a3a OBUTH Ha OJTHOM YPOBHE C YEJIOBEKOM

Bce BhILIENIEpEYUCIIEHHOE BEPHO

Eciiu BbI XOTHUTE OTOBOPUTH ¢ HE3PAYMM YeJIOBEKOM, KAK Jiydllle HAa4YaTh o01eHue?
Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1

[Tono¥iTn 6TM3KO ¥ HAYATh Pa3TOBOP

[TonoiiTh K 4emoBeKy, IPEACTABUTHCSA U aKKYPaTHO JOTPOHYTHCA 10 €TI0 PyKH

Hauatb roBOpUTH rpOMKO, YTOOBI YEJIOBEK MOHSII, YTO OOpaIatoTCs K HEMY

Havats pa3zroBop cHayasia ¢ COIPOBOXKIAIOIIUM

Kak siyuine nocTpouTs 00111eHHe ¢ YeJI0BEKOM, Y KOTOPOIo BbIpa:KeHHbIe HAPYLIeHU s
peun?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

JOITYCTHUMO TIOMOTaTh YEJIOBEKY, IOTOBapHUBas 3a HETO (ppasbl

NEPECIIPOCUTH, €CITU HETIOHATHO

0o01IaThCsl ¢ MOMOUIBIO CONPOBOXKAAIOIIETO LA

WCITOJIH30BaTh MOOWIIbHBIN TeNe(OH WU TIIaHIIET

JonycTuMo Jii JOTPOHYTHCH 10 CJIEMOIIyX0ro cofeceTHUKA Npyu o0meHuun?

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

Ha, B cityuae, eciid Bbl YK€ 3HAKOMBbI

Her, 3T0 MOXeT HanmyraTh uyejaoBeKa

Ja, B m000M citydae JOImyCTHMO

Heo0xoaumMo OTTankuBaThCs OT CUTYalUH

Eciu Bo Bpems 0011eHus1 ¢ He3pAYUM coOeceTHUKOM BaM Heo0X0aMMo OTIyUYHTHCS,
KaK NpaBHJIbHee NOCTYNUThH?

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

OroiiTH, HE TIepeOuBast HE3PSIYETO YeTIOBEKA

[Ipenynpenuts CONpOBOXKAAIOLIETO, HE IIPUBJICKAsE BHUMAHUS 4EJIOBEKa C
MHBAJIUIHOCTHIO

[IpenynpenuTts HE3pAUETO YETOBEKA O HEOOXOIUMOCTH OTIYUYUTHCS, & BEPHYBILHUCH,
COOOIIUTH O CBOEM MPUCYTCTBUU

Bce BapuaHTBI KOPPEKTHBI

3apanus oTKpbITOro Tuna (35)

3amanne 1. Kak BbI mocTymuTe, €Ciu yBUIUTE, YTO YEIOBEKY C OCOOBIMHU MOTPEOHOCTIMHU
HY’KHa TIOMOIIIb?

3amanwne 2. Bol pa3roBapuBaeTe ¢ 4€JI0BEKOM, UCIIBITHIBAIOIINM TPYAHOCTH B OOIICHHH, U HE
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COBCEM IOHSUIH, YTO OH TOJIBKO UTO cka3ai. Kak BeXIJIMBO MOCTYNUThH B TAKOM ciiydae?

3amanue 3._Bbl 10 TpuUBBIUKE cKa3alu «YBHIUMCS», 00pamasch K TOMY, KTO HE MOXET
BUJETh, WIH «Bbl ciblman 06 3ToM...7» — ToMy, KTO He ciablmuT... Kak gymaere, CTOUT
W3BUHUTHCSA?
3amanne 4. K Bam c 3ampocoM 1o TenedoHy oOpaThics He3psuuid deloBek. Barma 3amada
MPUTIACUTH €r0 B OQUC AJsl pelIeHUs MPOoOIeMbl WIH 3aKII0YCHHS TOToBOpa. ONUIINTE BaIIH
HeucTBUA?
3amanue 5. [lepeuncnure HHCTPYMEHTHI CEpPBUC-AN3aliHa, BOZMOXHBIE /17151 troaeit ¢ OB3?
3aganue 6. [lepeuncnure npaBuia pa3roBOpHOro noseneHus ¢ aunamu OB3.
3amanue 7. Ilepeuncnute mpaBumiia OOpalleHUsI C YETOBEKOM C HapyLICHUEM JBUTATEIbHBIX
GyHKIHA.
3ananue 8. [Ipu kommyHuKanuu ¢ junomM OB3 coTpyIHUK CEpBUCHOTO LIEHTPA CaMOCTOSITENIBHO
MEePe/IBUHYJI WHBAJUAHYIO KOJISACKY JIHMIla, OOpaTHBIIErocsi B odUC UIi PEMOHTa COTOBOTO
tenedona, 6arke K croiike nHpopmaryu. [IpaBuibHbL 1 ero 1eicTBus?
3amanne 9. KakoBbl OyayT NEUCTBHUS COTPYIHUKA CEPBUCHOTO Odrca Mpu paboTe C MHBAIUIOM-
KOJISICOYHUKOM.
3amanne 10. CoTpyaHuk odrica mpuHUMAET 3aKa3 OT MHBAIUIA-KOJISICOYHUKA, HAXOISICh Ha CBOEM
pabouem mecte. OHO MpenCcTaBIIseT COOON BBHICOKYIO CTOWKY peueniuy. HyKHO Jn COTpYIHUKY
MEHATHh CBOE€ MECTOITOJIOKEHUE B ITOM CUTyaunun?
3amanue 11. Ha mpa3gHuke KO JHIO POXKICHHS KOMIIAHMU Ha (ypiieT ObLTH MPHUIIIALIeHbI
KIIFOYEBBIE KJIIMEHTBI, B TOM YHCJIE JIIOJU C HapylUIeHHEeM JABHUraTeJbHbIX (QyHKIMA. KakoBsl
IIpaBUJIa OpraHU3alMK M0J00HBIX MEPONIPUATHIL 11 oaer ¢ OB3?
3amanne 12. IlpuemseM nu (U3NYECKU KOHTAKT C YEIOBEKOM C TMOPAKECHHUEM BEPXHUX
KOHEYHOCTEH?
3amanwue 13. [lepeunciauTe mpaBuiia OOIIEHHSI C YEJIOBEKOM C HApPYIICHUEM CITyXa.
3ananue 14. CoTpyaHHUK CEPBUCHOM CITyKOBI ITPU BCTPEUE C TUIOXOCIBIIIAIUM KIMEHTOM Hadall
obmenue B xoyue. [IpaBuibHBI U €T0 ACHCTBUA?
3ananue 14. Heo6xoauMo i COTpYIHUKY 0OpaliaTh BHUIMAHHUE HA PACIIOIOKEHUE CPEJICTRA,
YCHJIMBAIOILIETO 3BYK JUIsl UEJIOBEKa C HapyIICHUEM CIIyXa WM 3TO CYUTAETCS HEKOPPEKTHHIM?
3ananue 15. [Ipu 0OIEHNH C YETOBEKOM C HApYIICHUEM CIIyXa BO3HUKIN MPOOIEMbl YCTHOTO
obmenus. Kak He06X0AMMO MOCTYIUTh COTPYTHUKY CEPBUCHON CITY>KOBI?
3amanue 16. [Ipu oO1IEHNN ¢ HE3PSIYUM KJIMEHTOM COTPYIHUK TO3BOJIMI ce0e TOTPOHYTHCS J10
Hero. HackoJIbKO BEpHBI €ro 1ecTBHs?
3amanue 17. Heo0xoauMo He3psiuero KIMeHTa MPOBOIUTH B KOMHATY IEPETOBOPOB IS
3aKtoueHus 1oropopa. CoOTpyAHMK B35 B CBOU PYKH TPOCTh KJIMEHTA U TIOBEJI €T0 3a PyKY 3a
co0OM. YMECTHBI JIU TaKUe ACUCTBUS?
3amanne 18. HeoOxommMo ycaauTh He3psiuero KiueHTa Ha cTyil. KakoBbl Bamu aeicTBus?
3ananue 19. He3pauuil KIMEHT IpOCUT MOAATh eMy Kakoi-To npeamer. KakoBbl Bamu
NerucTBUA?
3amganue 20. KoppekTHO Ji1 IpeaynpexaaTh HE3psSUYero 4eaoBeKa O MPEensTCTBUAX (CTYNEHSX,
Ooparopax, moporax) Wik 3TO HapyIIaeT ero mpasa’?
3amanue 21. J{nsg opopmieHns: TOKYMEHTOB COTPYIHUK YAAIHIICS B COCETHIOI0 KOMHATY, OCTaBUB
6e3 mpucmotpa denoBeka ¢ OB3. [IpaBuiibHO U TOCTYIINI COTPYTHHUK ?
3anmanue 22. Kak cnenyer BecTH ceds ¢ COOaKOH-TIOBOIBIPEM.
3aganue 23. [lpu mpoBeIeHMM TMPE3EHTAMU YCIYTH JJI1 HE3PSYEero 4YeJoBeKa, COTPYIHUK
oOparraercst K 4eJI0BeKy, CONPOBOXKaaromero ero. [lpaBuibHO U OH noctynaer?
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3amanne 24. OOHapyXHB MPOOJIEMBI C PEYbI0 Y KIMEHTAa MPHU MEPEroBopax, COTPYIHUK Hada
TOBOPUTH MeJUIEHHEN U rpomue. [IpaBuibHbI 11 ero qencTBus/
3amanue 25. Ha srtame BBIABICHHS MOTPEOHOCTH KIMEHTA C HApYyIICHHEM pPEUYd, MPOIECC
3aTsiHyscs. COTPYIHHK, PEIIUB MIOMOYb YEJIOBEKY, Hayall TIONpPaBIsATh, YTOUHATh U TIepeOUBaTh
peub KireHTa. Jlomyctumo i 310?
3ananue 26. Y coTpyJHMKa KOMIIAHUM Ha CETOJ/IHA 3aIlVIaHMPOBaHbl 8 BCTped ¢ KiIMeHTaMu. B u3
yucie 3 KiIueHTa ¢ HapyiieHueM pedn. CTOUT I 00paTUuTh BHUMaHWE HA TAWMUHT BCTped?
3ananue 27. Kakoro tuma BOIIPOCHI CIEAyeT 3a7aBaThb KIMEHTY C HapyILICHUSIMU pedu?
AnbTepHaTHUBHBIC, OTKPBITHIC MU 3aKpbIThie? BO3MOXKHO M coueTaTh U KOMOMHUPOBATH THUIIBI
BOIIPOCOB.
3aganue 28. B npoliecce NpUHATUSA 3asIBKH COTPYAHUK TTOMTPOCHIT TPOUZHECTH 3aITPOC MEJICHHO U
1o 6ykBaM. Hackonbko KOPPEKTHO MOCTYIHII COTPYIHUK?
3aganue 29. YV knueHTta 3aTpyaHeHa ycTHas pedb. COTpyAHUK MPUHUMAET PEUICHUE MEPEeUTH K
JEMOHCTpallMM IPOJYKTa, 3aYUThIBAsi OCHOBHBIE XapAKTEPUCTUKW U TNPUMEHUTh AKTHUBHYIO
KECTUKYJISMIO. [IpaBuiibHO M OH TTOCTymnaeT?
3ananue 30. [lepeuncnure OCHOBHBIE IIPABUJIA COTPYAHUUYECTBA C YEJIIOBEKOM C KOTHUTHBHBIMU
HapyLICHUSIMU.
3ananue 31. IIpy KOMMYHHKallMM C 4Y€JIOBEKOM C KOTHUTHUBHBIMHM HAPYIIEHUSIMU HA4aJIbHUK
OTJIeJ1a UCIOJIb30BaJl MPOPECCUOHANBHYIO JEKCUKY U TEPMHUHOJIOTHIO. Y OeIUBIINCH B TOM, UTO
KIIMEHT €r0 HE IIOHMMAET, COTPYAHHUK 00paTUiICsS ¢ MPOChOOH K CONMPOBOXKIABLUIEMY OOBSCHUTH
€My CYTh IPOUCXOJAIIEr0, YKa3blBas Ha TO, YTO KJIMEHT €ro He noHumaet. IIpaBuibHO 1 Beaet
ce0st COTpyHUK?
3amanwne 32. B mporiiecce neperoBopoB, KJIMEHT ¢ KOTHUTUBHBIMU HAPYIIICHUSIMU Havajl BECTH CeOst
HeasiekBaTHO. COTpyIHHUK CiIy>)KObl cepBHca BbI3Bal OXpaHy. Hackoiabko mNpaBWIIBHO OH
MOCTYIUI?
Bonpoc 33. Kak mnocTynute COTpYAHMKY KOMIIAHMM IIpU BO3HUKHOBEHHMM COMHEHUH B
JIeeCIIOCOOHOCTH KitneHTa?
Bomnpoc 34. YV kinrenTa ¢ KOTHUTUBHBIMU HaPYIICHUSIMU BO3HUKIIM POOIEMBI ITPU SKCILTyaTalluu
npoaykta. COTpyIHHUK NPEIJIOKHUI €My aJbTEpPHATUBHBIA BAPUAHT, HO BCTPETHJI OTTOPKEHUE
ATOTO MPEATIOKEHUS. B ueM coCTOAT OMMOKU COTpyTHUKA?
Bormpoc 35. B uem cocTtouT cyTh ycTHOTO 001IeHus ¢ YesnoBekoMm ¢ OB3?
TunoBbie KOHTPOJIbHBbIE 32JaHUS IPOMEKYTOYHOM aTTecTALMU, HEOOXOAUMBbIE 1JIsI
OLIEHKY 3HAHUI, yMeHM i, HABBIKOB XapaKTepu3yrumux ¢opMupoBaHne KOMIIeTEHINH

IIK 3 CriocobeH aHaM3upOBaTh TPEOOBAHUS 3aMHTEPECOBAHHBIX CTOPOH C TOYKU 3PEHUS
KpUTEpPUEB KaueCcTBa, OMpeIeIsieMbIX BHIOPaHHBIMH MTOAX0/1aMU

IIK 3.1 — ocymiecTBisieT MOUCK WH(OPMALIUK ISl PEUICHUs MOCTABJICHHOMN 3a/a4yl 110
pa3IMyYHBIM THIIAM 3alpOCOB B pe3yJbTaTe paboT MO YMNpaBICHHIO KayeCTBOM IPOIYKIIUH,
IIPOLIECCOB, YCIyT

[IK 3.2 - aHanu3upyeT MNOJMyuYeHHYI0 Npo(decCHOoHaNbHYI0 HHGOPMAIUI0 C YYETOM
TpeOOBaHUIT 3aMHTEPECOBAHHBIX CTOPOH B paMKax YIIPABJICHUS KAYE€CTBOM

3ananus 3akpbiToro tTuna (11)
3amanue 1. [IpounTaiiTe TEKCT U yCTAaHOBUTE COOTBETCTBUE. COMOCTABHTE METPUKH KIMEHTCKOM

YAOBJIETBOPEHHOCTH B JIEBOH rpade ¢ Ux cofepkaHuem, MpeICTaBIeHHbBIM B IpaBoii rpade.
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1.CSI A. B ocHOBe HHJIEKCA JIEKUT OJUH BOIPOC:

Kaxkosa eeposimnocmy, umo 6bi
nopexomeHoyeme HauLy KOMRAHUIO

U NPOOYKmM c8OUM
OpY3bAM/OIUZKUM/KOSIecam/napmuépam?

2.NPS

B. mpencrasnser co60it UHCTPYMEHT,
KOTOPBIN UCHIONB3YETCS ISl U3MEPEHUS
KayecTBa M0J1b30BaTEIbCKOI0O OIbITa Ha BEO-
caiiTax M B IPUIIOKEHUSIX. DTO KOPOTKUI
ONPOCHUK, KOTOPBII IOMOTaeT OLIEHUTh
0011y10 YA0OHOCTh caiiTa WU MPUIIOKEHHUS,
JIOBEPHE MOJIB30BATENICH K HEMY,
ACTETUYECKYIO MPUBIEKATEIBHOCTh U
JIOSTIBHOCTD 110JIb30BATENIEH.

3.SUPR-Q

B. xonu4ecTBEHHBIN MOKa3aTeb, KOTOPBII
OTpaXaeT ypPOBEHb yAOBJIETBOPEHHOCTHU U
JIOSUTBHOCTHU KJIMEHTOB K MPOAYKTaM WM
yciIyraM KOMITaHUH. DTOT UHIEKC
U3MepseTCs MyTEM MPOBEICHUS OIIPOCOB U
aHaJmn3a OT3bIBOB KJIMEHTOB. OMPOC COCTOUT
u3 cepun Borpocos (0T 3 1o 10)

4LTV

I'. MeTpuKa moka3bIBaeT, CKOJIBKO JICHET
KJIMEHT MPUHEC KOMIIAHUU 32 BCE BpeMsi
B3aNMOEUCTBUA C HEW. DTO MOXKET OBITH
Y 9KCTasi NpUOBLTL OT KITUEHTA, U JOXO]]
OT BCEX €0 3aKa30B.

3anuiuTe BIOpaHHbIE OYKBBI 11O/
COOTBETCTBYIOLIMMH LU (pamu:

1 2 3

3ananue 2. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBHUE. COMOCTaBbTE OCHOBHBIE IIPABUIIA
JIN3aiH-MBIIUICHHS B JIEBOU rpade ¢ uX cojep’KaHueM, MpeACTaBICHHBIM B MpaBoii rpade..

1 IIpaBui0O 4eNTOBEUYHOCTH

A YToOBI B3IVIIHYTh HA BELIH 10-HOBOMY,
HY’KHO DKCIIEpUMEHTHPOBATh, BBIXOS 32
IpaHUIbl COOCTBEHHBIX 3HAHUN U
CIIOCOOHOCTEH.

211paBuiio HEONPEAEIEHHOCTH

b OcHoBHBIE TOTPEOHOCTH YeOBEKa
OCTAIOTCSI HEM3MEHHBIMH, TTOATOMY TI0 CyTH
MBI HE CO3/1a€M HOBOE, a TOJIKO
MOJICPHU3UPYEM YK€ CYIIECTBYIOIINE
CpEJICTBaA.
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3 [IpaBusio peau3zaiina

B Crnenyer Bomomars uJaeu B BUIE
MPOTOTHIIOB, YTOOBI HAa MPAKTUKE TIy0Ke
MMOHUMAaTh, KaK PEUIUTh TOCTABICHHYIO
3anaqy ¢ deKkTuBHEe.

4 TIpaBuio ocsi3aeMoCTH

I' He3aBucuMO OT KOHTEKCTA, JIr00as
JIeSITEILHOCTh B MTOI'e HOCHUT COLIMAJIbHBIN
xapaktep. IHHOBAIluy JTOJDKHBI OBITH
OPUEHTHUPOBAHBI HA JIIOACH.

3anumuTe BIOpaHHBIE OYKBBI O]
COOTBETCTBYIOIIUMH LIUPpPAMHU:

1 2 3

3aganue 3. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COMOCTABHTE MHCTPYMEHTHI
cepBHC-TU3aiiHa B JIEBOH rpade ¢ UX CoAepKaHueM, MPEACTaBICHHON B TpaBoii rpade.

1.CJM

A. 3TO HHCTPYMEHT, UCIIOJIb3yEeMBIH IS
CHIDKCHHS 3aTpaT Ha pa3padOTKy pelIeHHs
HAIJISHO MTOKA3bIBAET, HACKOJIBKO MPOAYKT
pemaeT mpolaeMy MOKYIaTesl.

2.Kapra smnatuu

b. 3T0 BU3yanu3upoBaHHbIe TOUKH KOHTAKTa
KJIMEHTA C KOMIaHUEN

3.IIporoTunupoBanue

B. 5T0 UHCTPYMEHT, KOTOPBIN TOMOTaeT
COCTaBUTh JETAIBHBIN ITOPTPET LEIEBOMI
ayJIUTOPUH, YUUTBIBas MOTPEOHOCTH, CTPAXH,
po0JIeMbl U OTHOIIEHHUE K TOBapy WK
yCIIyre TUIIMYHOIO MOKYIATeJsl.

3anumuTe BHIOpaHHBIE OYKBBI O]
COOTBETCTBYIOIIUMH LUPpPAMHU:

1 2 3

3ananue 4. [IpounTaiiTe TEKCT U YCTAHOBUTE MOCIEAOBATEILHOCTh. Y CTAHOBUTE
MOCJIeIOBATEIHLHOCTD MPEBpAIIeHHs TOTEHIIMAIBLHOTO KIIMeHTa B am0accazopa OpeH/ia B

npouecce coctapiaeHuss CIM.

1. MBy‘IeHI/IC WJIK pa3MbIIIJIICHUC

A. KiiueHT npuHUMaeT pelieHue U UIieT
HUCIIOJIHUTEJIEN.

2. Be1bop pereHus U3 HallJICHHBIX
BAPUAHTOB.

b.IlokynaTrens MOHUMAET, YTO y HETO €CTh
npobiemMa, HO TIOKa He IPeIpPUHUMAET
HUKAKHX JIEVUCTBHUH MO €€ PELICHUIO.

3. @opMUpOBAHUE JIOSIIBHOCTH

B. Pemenue HaiiieHO, UCTIOTHUTENb BRIOPaH,
KJIIMCHT XOYET PEIIMTh BOMPOC 0€3 3aePIKEK.
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4. IlpeBparnienue KireHTa B ambaccaaopa I'. KnueHT n1oBOJIEH COTPYIHUYECTBOM U
OpeHna. OyAeT peKOMEHI0BaTh UCIIOJIHUTEIS
JPYTHUM.
5.0co3HaHKe UM OCBEIOMIIEHHOCTh J. Knuenr uier peuienue npoOaemsl,
IpocMaTpUBaeT HHPOPMAIMIO B OTKPBITHIX
UCTOYHHKAX, U3y9aeT MHEHHS 3HAKOMBIX.
6. Cnenka E. Ecnu KueHT T0BOJIEH MOKYIIKON WIIN
KayeCTBOM YCIIyTH, OH OyJeT MOKyNnaTh ere.

3anumuTe BEIOpaHHBIE OYKBBI IO
COOTBETCTBYIOIIMMH I paMu:

1

2 3 4 5 6

3ananue 5. IIpounTaiiTe TEKCT U YCTaHOBUTE MTOCJIEI0OBATEIBHOCTb. Pacrionoxure B
IIpaBUJILHOM nopsiake 3tansl coctapieHuss CJM cepBuc-nu3aiiHEpOM.

1 A. Nmet Gapbepbl, KOTOpbIe OCTAHABIUBAIOT MOKYIIATEIS.

2 b. [TpunymbIBaeT, Kak MpeoaosaeTb Oapbephl.

3 B. Ananu3upyert nyTh KIMEHTAa U BHOCUT U3MEHEHUS.

4 I'. Cobupaet nHpOpMaLHIO O KIUEHTE U MPOAYKTE, IPOBOIUT HCCIICTOBAHUS.
5 . Otmedaer Ha rpaduKe TOYKH CONMPHUKOCHOBEHUSI.

3anumuTe BEIOpaHHBIE OYKBBI 10T
COOTBETCTBYIOIIMMH LM PpaMu:

1

2 3 4 5

3ananue 6. [IpounTaiiTe TEKCT U YCTAaHOBUTE MOCIIEI0BATEIbHOCTh. Pacnonoxure B
HpaBI/IJILHOM HOpH,Z[Ke ATallbl IlH38.fIH-MLIH.IH€HHSI.

1

A dokycHupoBka

2 b IIporotunuposanue
3 B I'enepanus uaeit

4 I' Dmmarus

5 J TectupoBanue

3anumuTe BHIOpaHHbIE OYKBBI 11O
COOTBETCTBYIOIIMMH I PpamMu:

1

2 3 4 5
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Aucm 45

3ananue 7. IlpounTtaiiTe TEKCT U yCcTaHOBUTE cooTBeTCTBUE. COmOCTaBbTE MPOQEeccHu B JEBOU
KOJIOHKE C MX XapaKTEePUCTUKOMW, MPECTABICHHON B MPaBOM KOJIOHKE.

1Python-pa3paboTunk

A. OoTBeYaeT 3a KOMMYHHUKaIUIO On3Heca ¢
JEHCTBYIOIMMHU U MOTEHIUATbHBIMHU
kinueHtamu. Pa3zpabateiBaer cTpaTeruto
KOMMYHUKAIUU C TOJIb30BaTENISIMH,
IJIAHUPYET U CO3AET KOHTEHT JIJIs HEE U
AQHAJIM3UPYET Pe3yJIbTaThI.

2 CepBuc-au3aitHep

b. 3annmaeTrcs 09KeHI0M — 4YacThIO caiTa
NN HpI/IJIO)KeHI/IFI, KOTOpaﬂ praBHfICT ero
aorukoit. [Tuimer nporpaMMel Jijst
TCCTI/IpOBaHI/ISI KOJa N IJId aBTOMATHU3allnuu
IIPOIIECCOB MPH pa3pabOTKe MPOrPaMMHOIO
o0ecrieyeHusl.

3 UX/UI-gu3aitnep

B. oTBeuaer 3a co3iaHue U pa3BUTHE
upoBbIX MpoaykToB. Hanenser ux
LIEHHOCTbIO, IPUIYMBIBAET, KAK OHU OYIyT
YJIy4lllaTh KU3Hb MOJb30BATEIICH.
Pa3pabaTbIBaeT criocoObl MOHETU3AIUH,
pOoCTa BBIPYYKHU U PACIIAPEHUS Ay AUTOPHUU.
PykoBOIUT KOMaHI0M 1U3aitHEPOB,
pa3paboOTUYUKOB U APYTUX COTPYIHHUKOB,
KOTOPBIE TOKE IPUHUMAIOT Y4acCTHE B
3aIyCKE U pa3BUTUHU IPOIYKTA.

4 CRM-mapkeTosor

I'. co3maer monb30BaTeNbCKU HHTEPQEHC.
Pa3pabarbiBaeT BHEIIHUN OOJIMK CATOB U
MOOUJIBHBIX MPUIOKEHHUH, TPOSKTUPYET
I0JIb30BATEILCKUH OITBIT, TPOBOIHT
UCCJICIOBAHUSI U aHATH3UPYET LETEBYIO
ayautoputo. O6ierdyaeT B3auMoIeHCTBHE
MOJIb30BaTeNsl ¢ HU(POBBIMU POAYKTAMHU.

5 IIpomakr-MeHemKep

J1. IPOEKTUPOBILIUK, KOTOPHII HA OCHOBE
I10JIB30BATENIBCKOTO OIBITA, MPEIaract
KOHKPETHBIE PELICHUS, TECTUPYET TMIIOTE3bI
1 OTCIIC)KUBAET BHEJIPEHUE PEIICHUS Ha
IIPaKTHUKE.

3anumuTe BIOpaHHBIE OYKBBI IO
COOTBETCTBYIOIIUMHU HUPpaMHu:

1

2

3

3aIlaHI/Ie 8. HpO‘lHT&ﬁTC TCKCT U YCTAaHOBUTC COOTBCTCTBHC. ConocTaBbTe KOMIIOHCHTBI CCPBHUC-
)11/13a171Ha B JICBOM KOJIOHKE C UX XapaKTCPUCTHUKAMH, ITPEACTABIICHHBIMHA B npaBoﬁ KOJIOHKC.
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"ql| ©EOEPATBHOE rOCYIAPCTBEHHOE BIOIKETHOE OBPA3OBATEITBHOE CMK
4 _ YUPEXJIEHVE BbICIIETO OBPA3OBAHVII PIYTUC
«POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
PIYTHC TYPU3MA "1 CEPBUCA»
Aucm 46
1 JIroou A m00bIe MPON3BOICTBEHHBIC aJITOPUTMBI,

IPOIIETyPHI, IIOCIIEA0BATEILHOCTh 3TANIOB
pa3pabOTKU ¥ OKa3aHUsl YCIIyTH, IPaBHiIa
B3aMMOJICHCTBHS C KIIMEHTAMH H IPYTHE
HOPMBI H MIPEITHCAHUS, KOTOPBIE
00s13aTeNbHBI K MPUMEHEHHIO HA TTPOTSKCHUH
BCEH paOOTHI.

2 Undpacrpykrypa b 510 BaxkHEeHIas 4acTh CEpBUC-IU3alHA, HA
yZA€pKaHUE U COBEPUICHCTBOBAHUE OIIbITA
KOTOPOM M HaIIPaBJIEH BECh ITPOLIECC.

3 IIpouecchr B Bce nonoHATENBHBIE PECYPCHI,
HeoOXxouMble Ui QYHKIMOHUPOBAHUS
cepBuca. DTO MOTYT ObITh (PU3HUECKHUE
00BEKTHI, TAKHE KaK TOProBbI€, CKIAJICKUE U
UHBIE TIOMEIeHHsI, 000pYyI0BaHUE,
MaTepHalibl U TaK Jajee.

3anumuTe BIOpaHHBIE OYKBBI O]
COOTBETCTBYIOIIUMH LUPpPAMHU:
1 2 3

3ananue 9. [IpounrtaiiTe TEKCT U yCTAaHOBUTE COOTBETCTBHE. COOTHECUTE CTYIIEHU KIHMEHTCKOTO
onbITa (MCXO/Is U3 MUpaMUJIbl ['apTHEPA) B JIEBOM KOJOHKE C UX CYIIHOCTBIO, MPEJICTABICHHON B
MPaBO KOJIOHKE.

1 UadopmupoBanue A Tlonnmaiite moTpeOHOCTH KJIUEHTOB U
npeyiaraiiTe HeCTaHAAPTHBIE PEIICHUs,
YTOOBI OHU YYBCTBOBAJHU c€0s1 0COOCHHBIMU B
BalllNX TJIa3ax.

2 D¢ dekTuBHBIIM OTKIUK b CBoeBpeMeHHO MPEIOCTABISITE KIMCHTAM
M0JIE3HYI0 UH(POPMAIUIO yIOOHBIM /ISl HUX
croco0oM.

3 IIpuBepKEHHOCTH B Ilpennaraiite KIMEHTaM pelIeHUE X
noTpeOHOCTEH 10 TOro, KaKk OHU 00 3TOM
MOIPOCHT.

4 TIpoakTUBHOCTb I" beictpo 1 3¢ dexkTuBHO pemaiite mpoOIeMsl
kinueHTa. [Ipu 3ToM GamancupyiTe MexIy
OKUIaHUSIMH KJIMCHTA U LEISIMH KOMIIAHUU.

5 Tlopnepxka naibHEHIIETO Pa3BUTHS JI JlaliTe BO3MOXHOCTb KJIMEHTY 4YyBCTBOBATh
cebst komopTHee, 6e3omacHee, yCIenrHee.

3anumuTe BHIOpaHHbIE OYKBBI O]
COOTBETCTBYIOIIMMH P paAMHU:
1 2 3 4 5

3aganue 10. IIpounTaiite Tekct u ycranoBute coorBercTeue. CootHecure atansl HADI-nnkna
B JIEBOM KOJIOHKE C UX XapaKTEPUCTUKAMHU, MPEICTABJICHHBIMHU B MPABOM KOJIOHKE.

|1H | A naunble, Ho3BONIAIOMHUE
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OENEPAJIbBHOE TOCYOAPCTBEHHOE BIOJIPDKETHOE OBPA30BATEJIBHOE
YYPEXIEHVE BbICILIEI'O OBPA30OBAHNMA

«POCCUMCKVU TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA VI CEPBUCA»

CMK
PIYTUC

Aucm 47

MMpOoaHAIIN3UPOBATb PAHCC BBIJIBUHYTOC
MMPCAIOJIOKCHUC

2A

b BBIBOJIBI, IpEACTABIIAIONINE COOOM
3aKJIFOUYECHUE, TOATBEPAMIACH JIU TUIIOTE3A
WM 0Ka3ajach OMIMOOYHON

3D

B runoress! (BBIIBHKEHUE MTPETIOT0KESHHI
0 4eM-JI00)

41

I' nelicTBue, HanpaBIeHHOE
HENOCPEACTBEHHO HA TPOBEPKY THUIIOTE3bI

3anumuTe BHIOpaHHbIE OYKBBI O]
COOTBETCTBYIOLIMMH LU (pamu:

1 2 3 4

3aganue 11. [IpounTaiite TEKCT U yCTaHOBUTE COOTBETCTBUE. COOTHECUTE OCHOBHBIC ACTIEKTHI
CepBUC-/IM3aiiHa B JIEBOUM KOJIOHKE C UX OMpPEACIICHUSIMH, MPEJCTaBICHHBIMU B MPABOH

KOJIOHKC.

1 CepBuc-nu3aiiH BBIABISET pa3HOTIACHUS
MEXIy MPOJYKTOM U OM3HEC-MO/IEIbIO

A cepBuc-au3aiiH MOMOTaeT BHICTPOUTH
BHYTPEHHHE MPOILECCHI [10 aHAIOTHH C
BHEIIHUMU: ONPEIEIUTH POJIH, POLECCH] U
B3aMMOOTHOIICHHUSI.

2 CepBuc-au3aiiH CTUMYJIHUPYET U o0sierdaer
CJIOKHBIE KOMMYHHKAIIUU

b cepBuc-nu3aiiH HalpaBJIeH Ha
(dbopMUpOBaHNE CUCTEMBI, KOTOPAst TO3BOJIUT
MaKCUMaJIbHO 3QPEKTUBHO OKa3bIBATh
YCIIYTy Ha MPOTSHKEHUU BCETO KU3HEHHOTO
LIMKJIa IPOYKTA (2 B HEKOTOPBIX CIIydasx U
JIOJIBIIIE), ONIHUPAsICh B MIEPBYIO OUEpelb Ha
caM MpOAYKT, a He Ha OU3HEC-MOeIb
LEIUKOM

3 CepBuc-nu3aiin GOpMHUPYET CBSI3H

B oTkpbITOE 00CYXKIEHUE MPOIIECCOB U
MIOJINTHK KOMIIAHWH BBISBIIIET CIa0bIle MECTa
W HECOOTBETCTBHS. B pe3ylibraTe COTpYIHUKU
KOMIIAHHH COO0IIa HaXOIAT
B3aMMOBBITOIHBIE KPOCC(HYHKIIMOHALHBIC
peIIeHusI.

3anumuTe BIOpaHHBIE OYKBBI IO
COOTBETCTBYIOHNIMMU IIH(paMH:
1 2 3

3ananns KOMOMHNpPOBaHHOTO THNA (15)

1 Yc.uyra, nmoapasymeBsarouiasi HH}II/IBI/IHyaHLHLIﬁ MoAX0X K KIIMEHTY, HA3bIBA€TCA:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1
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B OENEPAJIbBHOE TOCYOAPCTBEHHOE BIOJIPDKETHOE OBPA30BATEJIBHOE CMK
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«POCCUMCKVU TOCYTAPCTBEHHBIVI YHUBEPCUTET

PrYTHC TYPVI3MA 1 CEPBVICA»

Aucm 48

npodeccuoHaIbHAs

TBOpYeCKasi

HaealbHas

HET IPaBUJIBLHOTO OTBETA

OcHOBHOe ¥ NPUHIUNUAIbHOE OTJHYUE YCJIYTH OT TOBapa 3aKJI04Yaercsl B
caeayomeM:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

DTO OTUYKICHHBIA OT MPOU3BOJIUTENS PE3YJIbTAT TPY/Ia

OT0 nepegaya MpoayKTa B ONTOBYIO M POSHUYHYIO TOPTOBIIIO U MOCIIEIYIOIIAst ero Mpoaka
DaKTUYECKH MTPOU3BOICTBO COBMEIICHO C MOTPEeOICHNEM

[Tpon3BOACTBO MOXKET OBITh YAAJICHO OT MOTPEOUTEIS

IToTpednocTH —3TO:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

HEXBaTKa 4ero-imdo

HYXJ]a, IpUHSABLIAs creluuueckyo (popMy B COOTBETCTBUU C KYJIbTYPHBIM YPOBHEM U
JUYHOCTHIO MH/IMBU]IA

3 COBOKYITHOCTh CYIIECTBYIOUIMX W TIOTEHIHUAIbHBIX MOKYNAaTEeIbCKUX BO3MOXKHOCTEH
nokymnaresnei ToBapa (yCciayru)

JKeJlaHWe KJIMeHTa OOMEHATh TOBap Ha JIEHBI'H

CepBuc-au3aiin — 310:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

a0CTpaKTHasi TCOPETUYECKAsI MOJIE]Ih OCHOBHBIX BUIOB CEPBUCHOM JIEATETLHOCTH
yA0OBJIETBOPEHHE NOTPEOHOCTEM, CBA3aHHBIX C BEIIECTBEHHOM HANPaBIEHHOCTHIO 1EUCTBUS

N — W A W~ N AW —

-

N —

METO/0JI0THsA, KOTOPAsi IOMOTaeT YIy4lIUTh B3aUMOIEUCTBUE KOMIIAHUY C KJIMEHTaMU
BU3YyaJU3alysl MPOAYKTa, HAllpaBJIeHHas: Ha (POpPMUPOBAHKE MOBHIIIEHHOTO CIIPOCca
K rpynmne norpeduTeIbCKUX YCJIYT OTHOCATCS:

Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1

KoHcanTuHroBsle yciyru

VYeiyru TeneBuIieHUs

Typucrtckue yciyru

MenuiuHCKue ycinyru

IloTpeOHOCTH B Yyciayrax, o0ecrnedyeHHasi HAJIUYHBIMHM [I€HEKHBIMHU CpPeICTBAMH
HaceJIeHH, - ITO:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

KonbloHKTYpa phIHKA

DIIACTUYHOCTH CIIpoca

[TnarexxecniocoOHBIH cripoC

Crnenuanu3upoBaHHbBINA CIIPOC

Cdepa ycayr npeacrasJsier co00ii:

KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

IIepBUYHBIN CEKTOP YKOHOMUKHU

BTOopuuHBIN CEKTOP SKOHOMUKHU

TpeTudHbIN CEKTOP SKOHOMUKHU

Monens sxkonomrku @uiepa-Knapka

IIpouecc npuHATHS pelIeHUs 0 MOKYIIKe COCTOUT U3 CJIeIYIOIIMX CTAAMIi:
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1

AP LN~ n W

N DW=

AWM~
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Aucm 49

1 [Monck nHGOpPMALUHK, OLIEHKA BAPUAHTOB, PEIICHUE O TMOKYIIKE, OCO3HAHHUE MPOOIIEMBI,

pEeaxIust Ha TOKYIIKY

2 Oco3zHaHue MpooOIeMbl, TOMCK HHGOPMALIUK, OLIEHKA BAPUAHTOB, IPUHATHE PEILCHUS O

MOKYIIKE, PeaKkliys Ha MOKYIIKY
Oco3nanue npo0ieMbl, OlleHKa BApHAHTOB, PEaKIUs Ha OKYIIKY, peaKIHsl Ha MOKYTIKY
3aBUCHUT OT KaTErOpUH MPOAYKTa
K xommepueckuM ncTOYHUKAM UHGPOPMALMH, KOTOPBIMU 10JIb3yeTCH MOTPeOUTEb
NPU NPUHATHH PeLIEHUs 0 MOKYINKe OTHOCHAT:
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1
cCMHA1
JInuHbIi ONBIT
BricTaBku, ynakoBka
PedepenTtHpie TpynmsI
IIpogeccnonaibHasi ITHKA MMeeT 3HaYeHHe, NPexie Bcero AJs npodeccui,
00bEKTOM KOTOPBIX SIBJIAAETCSH:
Ko./1-Bo npaBU/IbHBIX 0TBETOB - 1
paBo
roCy/1apCcTBO
YeJI0BEeK
KyJIbTypa
PaccmarpuBaer mnpodeccuoHajibHOe TOBeleHHMe PA0OTHHUKA KAK HOPMAaTHBHO
3aJjaHHOe, PeJANUCAHHOE TEMH WM HHBIMM HPABCTBEHHBIMH HOPMAMHM — 3TO:
KoJ1-Bo npaBuJIbHBIX 0TBETOB - 1
npodeccuoHanbHas dTHKA
MeTal’THKa
HOpMAaTHUBHAs ATHKA
crenuanbHas 3THUKa
CylecTByeT NOHATHE «TPeX TOYEK B3IJIAIa», TO €CTh MeCTa, Ky/Ja Bbl CMOTPHUTE NPH
o0meHun. 30Ha NpodecCHOHAIbHBIX KOHTAKTOB, I0BEPUS, HAXOAUTCS:
Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1
1 B tpeyronbHuKe, OUepUYEHHBIM IJ1a3aMU U PTOM
2 B 30ne n16a cobecennnka
3 B 30one moabopoka
4 B 30He a3 cobeceqnuka
13 Ypasuenue K. JlaBioka BbIIVISIANT KAK:
Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1
1 CyMmMa Bcex U3JIep:KeK, KOTOpbIe TEPIUT MOTPEOUTENh MpU TPUOOPETEHUH YCITYTH
2 Paznuna Mexty o011ei HeHHOCTBIO U OOIIMMU H3/1€PKKaMU
3 CymMmMa BceX BBITO/, KOTOPBIE MOJTydaeT NOoTpeOUuTeNb MpU MpUoOPEeTEeHUH yCIyTH
4 Pa3nunia Mexay BpeMEHHBIMU 3aTpaTaMH U BHITOJIAMH OT TIOJTyHYECHHS POIYKTa
14  Cragus Hacbimenus B KLY cooTBeTCTBYET CileyIOLIEMY ONUCAHUIO:
Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

o~ W

;Awt\.m—

AW =

[
[

S-Ikwl\.)r—‘

1 [TpuObLIbL HE3HAYUTENBFHA HIIM BOBCE OTCYTCTBYET, CEPhE3HbIE 3aTpaThl Ha
CTUMYJIUMPOBAHHUC CITPOCaA, TCMII cObITa npoaAYKIHUU OYCHb HU30K

2 Crnabast KOHKYpEHIIUs, peKjaMa UMEeeT HATOMUHAIOIINN XapaKTep, ONTUMHU3AIIHS
aCCOPTUMEHTA, MOTPEOUTENU-KOHCEPBATOPHI

3 MaxkcuManbHbIN YPOBEHb KOHKYPEHIIMH, [IeHa UIMEET TEHICHIINIO K CHUKEHHUIO,
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Aucm 50

CTAOWIIM3UPYIOTCS TEMITBI COBITA
4 I'enepupoBaHue naeu nIperoCTaBICHUs YCIyTH, IPOTHO3UPOBAHKUE €€ OCHOBHBIX
pecypcoB, pa3paboTKa CTpaTerni MapKeTHHTa

15  IIpomuecc, mocpeacTBOM KOTOPOr0 MHAMBUI 0TOMPAET, OPraHU3yeT U HHTEPNPETUPYeT
NOCTYNAKIY HHpOPMANUIO VIS CO3JAHHUSA 3HAYUMON KAPTHHBI OKPY:KAKOIIEro
MHpa, HA3bIBAIOT:

Ko/1-Bo npaBU/IbHBIX 0TBETOB - 1

1 OIIYILIEHHUEM
2 BOCIIPUSTUEM
3 MOTHBaLMEH
4 aHaJIU30M

3ananus orkpseiToro Tuna (16). YK-9, I1K-3
3ananue 1. Ha neperoBopax o cieike HOBBI YYaCTHHMK 3aMETHJI, YTO MEHEIKEP IO MPOoJakaM
oOpaiaercsi K y4acTHUKaM He(pOpMallbHO U HCIIONB3YET «ThI»-o0parienue. [IpokoMMeHnTupyiTe
JAHHYIO CUTYyallMI0. YKaKUTE, B KAKUX CIy4yasix 3TO JOIyCTHUMO.
3aganue 2. [lepeuncnure npuemsbl, KOTOPbIE TOMOTYT 3aBOE€BATh IOBEPUE KITUEHTA.
3ananue 3. [lepeuncianre OCHOBHBIE MTOBEICHUYECKUE OMIMOKU COTPYIHUKOB, KOHTAKTUPYIOIIHUX C
KITUECHTOM.
3aganue 4. ONHUIINTE OTKPHITYIO 103y TPH JIETOBOM OOIICHUN «COTPYAHUK-KIHEHT». OObACHUTE,
MoYeMy UMEHHO OHa 3P eKTHBHA.
3amanue 5. Ilepen MeHemKepoM KIMEHTCKOTO OTAENa CTOMT 3ajada M3MEpeHus
KJINEHTOOPUEHTUPOBAHHOCTU COTPYIHUKOB oThena. Kakre MHCTpyMEHThI cepBHC-IM3aiiHa OH
MO>KET IPUMEHUTH?
3ananue 6. OIHUM U3 MPUHIUIIOB KIUEHTOOPUEHTUPOBAHHOCTHU SIBJSICTCS SMIATHS U TIyOoKOoe
[IOHMMaHNE KIueHTa. Kakoll HHCTpyMEHT cepBUC-IM3aiiHa COOTBETCTBYET JaHHOMY NPUHIIUILY.
3aganue 7. B kakux ciiydasx yMECTHO PUMEHSTh KapTy SMIATUN?
3ananue 8. Ilepeuncinute OCHOBHBIE COCTABIISAIONINE KBAapaHTa NOTPEOUTES.
3aganue 9. Kakue HHCTpYMEHTHI CEpBUC-IU3aliHA TOMOTYT BU3yaIN3allMu KIIMEHTCKOTO OMbITa?
3anganue 10. Menenmxepy KJIMEHTCKOU CITyKOBI HE00X0 MO MOBBICUTH
KIIMEHTOOPUEHTUPOBAHHOCTH OoTAeNa. [IpeacTaBbTe anropuT™ AeUCTBUN AJI UCTIOTHUTEIIS.
3amanue 11. [IpuHIMT TAKTUYHOCTU U JEIUKATHOCTH O3HAYAET. ...
3aganue 12. Ha meperoBopax o cOTpyAHUYECTBE KIMEHT YIIE] OT TEMbl KOHTPAKTa U TPATUT
BpeMs COTpyIHUKOB. ChopMyIHpyHTe psSI BOMPOCOB, KOTOPbIE MOMOTYT TaKTHYHO H
pohecCHoHaNBHO MPUITH K MPaBUILHOMY PE3YJIbTaTy.
3ananue 13. Ilpu npoBeeHHM TNEPETOBOPOB O CHEJIKE COTPYAHHMK HCHOJIB3YET INPUEM
nepedpaszupoBanus. Kakue ¢paspl oH ynoTpedaseT?
3amanue 14. Ilpeanoxure ¢(pasy/dpaspl, KOTOpble MOMOTYT MHTEPIPETUPOBATH MPEIMET
JIEIIOBOTO pa3roBopa.
3amanue 15. B oduce mocnenHee Bpems CIOXKWIACh HampspkeHHas atMocdepa. KiueHTs
Hayvay 3To 3amedatb. CocTaBbTe COBETHI TS IEPCOHANA, KOTOPHIE TOMOTYT CHU3UTh YPOBEHb
cTpecca.
3ananue 16. [IpeacraBbTe onpeneneHne cepBUc-au3ainHa. Yem qu3aitH MOXKET TOMOYb CEPBUCY?

7.4. Conep:xxaHue 3aHATHI CEMHUHAPCKOTO TUIIA.
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[TpakTudeckass paboTa 3aKIOYaeTCsl B  BBIMOJHEHUU CTYACHTaMHU TIOJI PYKOBOJCTBOM
mpenojaBaTesiss KOMIUIEKCAa YYeOHBIX 3a/JlaHMi  HampaBlIEeHHBIX Ha YCBOEHHE HAay4YHO-
TEOPETUIECCKIX OCHOB y4eOHOM TUCIUTUTHHBI, TPHOOPETEHUE MPAKTUICCKIX HABBIKOB OBJIA/ICHUS
METOJIaMU MPAKTU4YECKOW paboThl C MPUMEHEHHEM COBPEMEHHBIX HWH(GOPMAIMOHHBIX U
KOMMYHHKAITMOHHBIX TeXHOJIOTHH. [IpakTrueckue 3aHATHS CIMOCOOCTBYIOT Oojiee TiIyOOKOMY
MOHMMAHHUIO TEOPETUUECKOr0 MaTepuraia yueOHOro Kypca, a Takke pa3BUTHIo, GOPMUPOBAHUIO U
CTaHOBJIICHUIO PAa3JMYHBIX YPOBHEH COCTaBISIOMUX MPOPECCHOHATHHON KOMIETEHTHOCTH
cTyneHTOB. OCHOBOM MNpaKkTHMKyMa BBICTYIAIOT THUIIOBBIE CHUTYallUH, C KOTOPBIMHM JOJIKEH
CIIPaBJIATHCSA CIIEHUATUCT B 00JIACTU CEpPBUCA HA IPEANPUATUAX TYPUCTCKOU OTPACIIH.

Buabl npakTHYecKuX 3aHATHIA:
- Kpyraeiii cron,
- CryneHueckas KOHpepeHIHs,
- Pemenue curyaniMoHHBIX 3a1ad4,
- Tpenunr npodeccuoHanbHON aganTauu

IIpakTHyeckoe 3ansaTue 1.

Bupa npaktudeckoro 3anatus: «Kpyriblid cTom
Tema u conepxanue 3anatus: IIpoucxoxaeHne cepBuc qu3aiiHa U ero NpeuMyLiecTBa
[IpakTueckoe 3aHsATHE, MpeaycMaTpuBaroliee OOCYXKICHHE CTyJIEHTaMH HMCTOPUYECKUX
BOIIPOCOB BO3HMKHOBEHMSI U IBOJIIOLIMU CEPBUCHOM AESTEIbHOCTH.

Llens 3ansaTus: B nporecce u3yueHus: TeMbl CleAyeT COCPEAOTOUUTHCS HAa TEPMHHAX U
MOHATHUSX, WCIOJB3YEMBIX B COBPEMEHHOW CEPBHCHOM JAEATEIBHOCTH — «CEPBHC», «YCIyray,
«cepa oOciHy X HUBaHUSI», «KYJIbTypa CEpBHCa», «CEPBHUC-TU3aNWH», «CEPBUC-MBIIUICHUEY,
«OMOIIMOHATBHBIN MHTEIUICKTY, «ITyTh KIIMEHTa» U JP.
[TpakTnueckue HaBbIkU: CTyZeHTaM HEOOXOAUMO YSCHUTh OTIIMYUTEIbHBIE OCOOCHHOCTH YCIYT B
CpPaBHEHMM, HANpPUMEp, C TOBAPOM — MX HEOCA3aEMOCTb, HM3MEHUYMBOCTh IO KayeCTBY,
HEBO3MOKHOCTh MX XpaHeHHs. Tak)ke BaKHO YCBOUTH MPHUHILHUIBI U OTIMYUTEIbHBIE MTPU3HAKU
CEpPBUCHOM AEATEIBHOCTH.
Bonpocsl, BeIHOCHMBIE Ha 00CYKIECHUE:
1. ITonsiTHEe cepBUC-TU3aliHE U CEPBUCHOM NEATEIBHOCTH.
2. Cdepa ycnyr B OOIIECTBEHHOM Pa3ACICHUH TPYa.
3. ®yHKMH chepbl yCIyT.
4.ITonsitue "ycmyra".
5.0co0eHHOCTH phIHKA YCIYT.
6.CoctaB otpacieit chepsl yCiyT.
7.Chepa yCIIyT u (dhopMupoBanue MOCTUH/TY CTPHAIILHOTO oOrmiecTBa.
8. DakTopsl pa3BUTHS CHEPhI YCITYT.

IIpooonscumenvrocms 3anamust — 2 uaca (ounas gpopma), 1 yac (ouno-3aounas gopma)

IIpakTH4eckoe 3ansTHE 2.

Bun npaktuueckoro 3ausatusi: «CtyaeHueckas KOH(epeHIHs»
Tema u conepxanue 3ansatusi: COCTaBISAIONINE U IPUHIUITBI CEPBHUC-/IU3aiiHa
Bonpocsl, BBIHOCUMBIE Ha 00CYKICHHE

1. IlpuHIUIBI COBPEMEHHOTO CEPBUCA B MHAYCTPUHU U CEPBUCA.

2. 3a;ayv COBPEMEHHOTO CEpBHCa U CEPBHC-IM3aiHA.
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3. YcuieHue poyi TYPUHIYCTPUH B COBPEMEHHOM SKOHOMUKE. Bo3aeiicTBre hakTopoB
pocTa MOTpeOUTENbCKOW aKTUBHOCTH. DBOJIIOLUS IOHATHS CEPBUC-TU3alH.

4. TlpuHuumbl cepBUC-AU3aiiHA

5. @upMEHHBIN CEPBUC U €ro NPEUMYIIECTBA.

6. OcCHOBHBIE MTOAXO/IbI K OCYIIIECTBICHUIO CEpBHCA B Pa3HBIX CTpaHaXx.

Llenp 3aHATHA: U3YyYUTh MPOOJIEMATHKY (GOPMHUPOBAHUS CEpBHCHOro obmiectBa PO,
OTIpeIeNIUTH OCHOBHBIE MTPOOIIEMBI

[TpakTH4yeckre HaBBIKK: 3HATH OCOOCHHOCTH MPOEKTUPOBAHHS CEPBUCHOTO MPOIYKTa B
COOTBETCTBUU C 3THOKYJIBTYPHBIMU, UCTOPUUECKUMH U PETUTHO3HBIMH TPAJAULIUSIMHU

IIpooonxcumenvrocms 3auamust — 2 yaca (ounas ¢opma), 2 uaca (ouno-3a0ynasn gopma)

IIpakTH4eckoe 3ansTHE 3.

Bupa npaktudeckoro 3anatus: «Kpyriblid cTom

Tema u coneprkanue 3anatus: Crnennduka yciayr Kak ToBapa.

[TpakTHueckoe 3aHATHE, HpeaycMaTpuBaioniee OOCYXIEHHE B BHJIE KpPYIJIOro cTojia
COBPEMEHHBIX MOAXO0JI0B K (PYHKITUSAM U MPUHIMIIAM COBPEMEHHOTO CEPBHCA M OKa3aHUs YCIIYT.

[IpencraBuTh Mpe3eHTALIMIO JOKIIAA:

1. TloxymaTenbCKuii puck B cpepe OTEeUECTBEHHBIX YCIYT.
2. PBIHOK TOCTMHMYHBIX YCIYT ¥ €r0 OCOOEHHOCTH.

Llenp 3aHATHA: M3YyYUTh OCOOCHHOCTH pa3BUTUS cepBUca B Poccu m 3a pydexom,
MIPEJICTaBUTh OTYET O MPOJIeTaHHON padoTe.

IIpakTHyeckyre HaBBIKU: IOHUMAaTh U aHAIU3UPOBATh MUPOBO33PEHUECKUE, COLUAIBHO U
JUYHOCTHO 3HaunMMble (Guaocopckrue mpoOIeMBbl, MPOSIBIATH MATPUOTHU3M, TPYAOTOOHWE U
I'PaX/1aHCKYIO0 OTBETCTBEHHOCTh

IIpooonscumenvrHocmo 3auamus — 2 waca (ounas gpopma)

IIpakTnueckoe 3ansitue 4.
Bun npakTuueckoro 3aHATUA: KPYIVIBIA CTOJ
Tema u coneprkanue 3anaTus: KoHrenus mnoTpeOnuTeIbCKoi 1EHHOCTH
Lenp 3aHATHS: U3YUUTH PA3IMUHBIE TOJIXO0/IbI K OIICHKE MOTPEOUTETHCKON 1IEHHOCTH.
Hanwucate 3cce, MOCBsIIIEHHOE CUCTEME MTPEOCTaBICHHS CEpBUCOB B PD.
[IpakTHdeckre HaBBIKM: 3HATh O TIOBEICHUU MOTpPEOHUTENEH, KPUTEpUSX KadecTBa
nH(bOpMaIlMU B pa3BUTHH MMOCTHH]IYCTPUAIBHOTO 00IIeCTBa
IIpooonxcumenvrocms 3anuamust — 2 yaca (ounas ¢opma), 2 uaca (ouno-3a0ynasn gopma)

IIpakTH4yeckoe 3ansTHE S.
Bun npaktrueckoro 3aHATHS: KPYTJIbIM CTOJ
Tema u conepxanue 3aHATHA: IHCTpyMEHTBI CepBHC-IU3aiiHa
Bomnpocsl, BBIHOCHMBIE Ha 00CYX/IeHHE:
1.ComnocTaBbTe KU3HEHHBIN LUK YCIyrd U ToBapa. [losicuure pasnuuus.
2. IlonGepure TOBaphI U yCIYTH, UK KOTOPBIX OJIMHAKOB.
3. TloxGepute mpUMEpbl TOBAPOB M COIMYTCTBYIOIIUX YCIyr B 0OOJAcTH TOCYAapCTBEHHOTO
YIPaBIIECHUs, KOMMEPYECKOU JEATEIBHOCTH, MCKYCCTBA.
4. ComocTaBbTE€ MHCTPYMEHTHI CEPBHC-AM3aiiHa B PAa3IMYHBIX 00JaCTAX MPEIOCTABICHUS YCIYT.
[lenb 3aHATHS: U3YYUTh MHCTPYMEHTBI CEPBUC-IN3AMHA.
[IpakTHyeckre HABBIKU: TMOHHUMATh M aHAJTU3UPOBATh AHPPEKTHUBHOCTh NPUMEHEHHUS
MHCTPYMEHTOB CEPBUC-IU3alHA
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IIpooonscumenvrnocmo 3ausmus — 2 yaca (ounas gpopma).

IIpakTnueckoe 3ansitue 6.

Bun npakTuueckoro 3aHATHSA: MPEICTABICHUE MTPE3EHTALUN

Tema u conepxkanue 3aHatust: CepBUC KaK KOMIIOHEHT IPOJAXKH TOBAPOB.

3aaHue 11 CEMHUHAPCKOTO 3aHATHA:

CoctaButh mpe3eHTanuo Ta TeMy «COBPEMEHHBIM CEpBUC B KOMMEpLHH». 3aJaHue
IIpeIoiaracT aHaJIW3 OJHOM M3 COBPEMEHHBIX KOMIIAHUM C PAcCKPBITUEM BCEX OCOOEHHOCTEN
00CIy)XKMBaHUs TIOTPEOUTENICH B mpoliecce nmpoaaxku Toapay. [Ipesentamus coctout uz 10-15
CIaiI0B.

Llenp 3aHATHS: U3YYUTh CEPBUCHBIE TEXHOJIOTHH B IPOLIECCE MTPOJIAXKU TOBAPOB.

[IpakTrueckue HaBBIKM: BIAJETh CIOCOOHOCTHIO TOHUMATh U  aHAJIU3UPOBATH
B3aMMOCBS3b 00CITY>)KMBaHHS U TOPTOBIIH.

IIpooonxcumenvrocms 3auamusi — 2 waca (ounas gpopma)

IIpakTHyeckoe 3ansitue 7.

Bun npaktuueckoro 3ausaTus: case-study/ Pemenue cutyalimoHHbIX 3a1a4
Tema u copeprkanue 3anatusi: [loBeaenne notpedureneid M MPpUHATHE MU PEIICHUH
[TepconudunupoBaHHOe MPEAT0KEHNE CEPBUCHOTO MPOIYKTa MO3BOJISET BBIICIUTh Haubosee
Ba)KHbIE, C TOUKH 3PEHHS CEPBUCOJIOTHH, aCTIEKThI PACKPHIBAIOINE OCOOCHHOCTH OTPEOIICHUS:
- IepcoOHU(UKAINS OCYIIECTBIISETCS 32 CUET U3MEHEHHUS OT/IEIbHBIX MaTePHATIbHBIX U
HeMaTepUaIbHbIX KOMIIOHEHTOB IIPOAYKTA, HO HE IIPEIN0aracT M3MEHEHUs1 0a30BOro MPOIYKTa
WM €0 UJIeH;
- aJIaTITUPOBAHHbIE XapaKTEPUCTHKH (POPMHUPYIOTCS TOJIBKO C y4aCTHEM MOTPEOHUTES;
- IepcoHU(DUKAIMS MOKET OCYHIECTBIIATHCS TOJIBKO 3a CUET CEpBHCA.

Lenb 3aHATUSA: 3aKpPEeNUTh TOJTYYCHHBIE B XOJ€ JICKIIMOHHOTO 3aHATUS 3HAHMA,
npuoOpecTu (GyHIaMEHTAIbHBIC 3HAHUS O TIOBEJACHHM TOTPEOUTEINS, MOTPEOHOCTAX B Pa3HBIX
HUCTOPUYECKUX AIOXaX

[TpakTHyeckue HaBBIKU: U3YYUTh KOHIENTYalIbHbIE OCHOBBI CEPBUCOJIOTUU M PACCMOTPETH
acIIeKThl COBPEMEHHOTO MOTPEOICHHS
IIpooonscumenvrnocmo 3auamus — 4 waca (ounas gpopma)

IIpakTnueckoe 3ansitue 8.

Buj npakTHueckoro 3aHATUS: MHTEPAKTUBHOE BBIE3/IHOE 3aHATHE
Tema u conepkanue 3anatus: Teopust opraHuzanuu oOCIyXKUBaHUS. Bble3gHoe MpakTHUecKoe
3aHATHE, IPEAyCMaTPHUBAIOIIEE TOCEIIEHNE BbICTABKH

1. O0bscHUTE, KaKKUe TUIIBI YCIYT TOMOTYT MOTPEOUTENIO YOBIETBOPUTH KaX bl YPOBEHb
noTpeGHOCTeH B MepapXuu norpedHocreit mo Macioy.

2. O0ObsicHUTE, KaK BHEITHUE U BHYTPEeHHUE (aKTOPBI BIUAIOT HA MOSIBJIICHNE HAIIUX
noTpeOHOCTEH B yCIyrax.

3. Ilepeuncnrte OCHOBHbIE HCTOYHUKN UH(GOPMAIIUH, UCIIOJIb3YEMble MTOTEHIIMATBEHBIM
KJIMEHTOM JJI IPUHATHS pelIeHus o nmokyrke. Ha Bamn B3ruisi, Kakoil U3 HUX SIBISIETCS
Han6oiee 3hPpexTUBHBIM?

4. CyuiecTByeT MHEHHE, UTO, IPUHUMAs pPELICHUE, KIIMEHT HE CIelyeT Kakol-110o cxeme, a
JIeJaeT CBOM BBIOOP B OOJBINICH MITM MEHBIIEH CTeneHu cirydyaiiHo. KakoBa Baia mo3uiusi mo
sTOMY Bompocy? OTBeT 00oCHYyIITE.

5. Kakue knaccudukanuu kimeHToB Bel 3HaeTe?
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6. ITouemy moTpedUTENN OIICHUBAIOT YCIYTH WHAYE, YEM TOBAPHI?
[{enb 3aHATHSA: N3YUUTh IICUXOTHUITBI KITMEHTOB U OCOOEHHOCTH 00CITYKUBaHUS KIIMCHTOB B
chepe oOcy)KMBaHUS.
[IpakTdeckrie HABBIKUM: HAaBBIKAMH  NPOCKTUPOBAHUS  PA3NUYHBIX  BapHUAHTOB
00CITy )KUBaHUS
IIpooonxcumenvrocms 3anuamust — 4 yaca (ounas ¢popma), 2 uaca (ouno-3ao0ynasn gopma)

IIpakTH4eckoe 3ansTHE 9.
Bun npaktuueckoro 3aHATHS: TICUXOJIOTUYECKUN TPEHUHT
Tema u comeprkanue 3aHATHsL: METO/IbI UCCIIESIOBAHUS KIMEHTCKOTO OTIBITA.
1. CoBpemennbie (opMBbI 00CTYKHUBaHUS MTOTpeOuTeneit ycimyr. OCHOBHBIE THITBI CEPBUCHBIX
MOCPETHUKOB, TOCPETHUUECKUE U JOCYTOBBIE YCIYTH.
2. IlpaBoBoe obOecrieuenue cheprl oOCHy)uBaHus. KamoObl U MPETEH3UU MOTpeOUTENEH,
3alMTa UX Mpas.
Llenb 3aHATHA: U3YYUTHh METOJBI MCCIEAOBAHUS KIUEHTCKOTO OIbITa, OCHOBHBIE TOUKH
KOHTAaKTa C IMPOIYTOM.
[IpakTHyeckre HaBBIKU: BJIAJIETh HaBbIKAMH (DOPMHPOBAHMS CEPBUCHOTO MPOIYKTa U
OTHONICHUH C TOTPEOUTEISIMH
IIpooonscumenvrHocmo 3auamus — 2 waca (ounas gpopma)

IpakTnueckoe 3ansitue 10.

Bun npakTuueckoro 3aHATUA: KPYIVIBIA CTOJ

[lenp 3aHATHSA: paCCMOTPETH OCHOBHBIE METO/BI TPEAOCTABIECHUS YCIYT
Tema u conepxanue 3anatus: J{usaiH-MpluieHue. THcTpyMeHTapui.

IToaroroBka u npeAcTaBiIeHUE NPE3CHTAUUN K JOKIAAY:

1. TlocTpoeHue B3aMMOOTHOIIEHUM KIMEHT-KOHTakTHBIA nepconan (I1. K. Mumne, JIx. T.
Moppuc, M. P. Conomon, K. Cynpenant, /[x. A. 3enuen, U. Ix. I'yrman u np.).

2. Hcnonp3oBaHWe MOJEIEH MacCOBOrO OOCTYXKMBAHHUS TPH OIPEICICHUN MOUIHOCTH
opranuzaruu chepsl yeayr (I'. Baraep, E. Bentniens, 0.U. Peokukos, X. Taxa, I'.I1.
®oMUH U 11p.).

3. Jlu3aH-MBINUICHUE KaK 0a30BbIi HABBIK CIICIIHAIIMCTA
Lenp 3aHATHS: U3YUUTH MOJIXO0JIbI K AU3alH-MBIIICHUIO
[IpakTyeckre HaBBIKM: BIAJETh HaBbIKAMH PabOTBI ¢ KOMIBIOTEPOM KaK CpPEACTBOM

yrpaBieHus: HHpopmaruei
IIpooonscumenvrnocmo 3auamus — 2 waca (ounas gpopma)

IpakTnueckoe 3ansitue 11.

Bun npakTueckoro 3aHATUA: KPYIVIBIUA CTOJI

Tema u coneprkanue 3aHATUSA: YTIPaBlIeHUE KIUEHTCKUM OIBITOM
IIpooonxcumenvrocms 3auamusi — 2 waca (ounas gpopma)

IIpakTH4eckoe 3ansaTHE 12.

Bun npaktudeckoro 3aHATHA: Bple3qHOE mpakTHYecKoe 3aHATHE, MpelycMaTpuBaroliee
MIOCEIIEHUE BHICTABKH, padoTa B rpyImie

Tema u coneprxanue 3anatus: [lonb30BaTenbCKkue U YIKOHOMHUUECKUE METPUKH
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Llenp 3aHsTHS: pa3paboTaTh M OMHUCATh MPOIECC MEPCOHATM3AIMU TPOAYKTa (Ha
npumepe). IlpencraButh rpaduueckyro moaenb. I[IpeacTaBuTh CUCTEMY MOJIB30BATEIBCKUX H
HYKOHOMHYECKUX METPUK

[TpakTHdeckre HABBIKU: 3HATh OCOOCHHOCTH MPOCKTHPOBAHUS CEPBUCHOTO MPOIYKTa HA
OCHOBE ITOJIb30BATEILCKUX U SKOHOMUYECKHX METPHK.

IIpooonxcumenvrocmo 3anamust — 4 uaca (ounas gpopma).

IIpakTHyeckoe 3ansaTue 13.

Bun npaktudeckoro 3aHATHS: MpEACTABICHUE MPE3EHTAIMM Mo pe3yjbTaraM paboThl B
MUKPOTPYIIax
Tema u conepskanue 3aHATHsA: BOpoHKa OCHOBHBIX 3TAIllOB B3aUMOCHCTBHSI KJIMEHTA C MTPOYKTOM
KOHTpOJIbHAsI TOUKa 4

[TpakTHueckoe 3aHsATHE, IPEAyCMaTPUBAIOIIEe PEICTaBICHNUE PE3YIbTaTOB Pa3pabOTKU
IPYIIIOBOTO MPOEKTA B TPyIIax.

Lenb 3aHATHS: TPOJIEMOHCTPUPOBATH 3HAHUS, MTOTYUYCHHBIE Ha JIEKIIMOHHBIX 3aHITHIX

[IpakTHyeckre HaBBIKW: BIIAJCTh HAaBBIKAMHU (DOPMHUPOBAHHS CEPBHUCHOIO TPOIYKTa U
OTHONICHUH C MOTPEOUTEISIMU

IIpooonscumenvrocmo 3auamus — 6 yacos (ounas popma), 3 uaca (04HoO-3a04HAsL hopma)

8. IlepeyeHb OCHOBHONW W /IONOJIHUTEJbHON Yy4eOHOH JHTepaTyphbl; NepevyeHb PecypcoB
HH(POPMALMOHHO-TEJIeKOMMYHUKAMOHHOM ceTH «HHTepHeTY, nepeveHb
HH(POPMALMOHHBIX TEXHOJIOTHI, MCIOJIb3yeMbIX IPH OCYHIECTBJECHHH 00pa30BaTeJbHOIO
npouecca no AMCHUILUINHEe (MOAYJI0), BKJIKOYAA NepedyeHb NMPOrPAMMHOI0 odecriedyeHust u
MH(POPMALMOHHBIX CIIPABOYHBIX CHCTEeM (IPH HEOOXO0AMMOCTH)

8.1. OcHoBHas uTEeparypa

1. Kanaues, C. JI. CepBucHas nesteabHOCTb : yueOHuk it By30B / C. JI. Kanaues, M. A.
HukonaeBa. - Mocksa : U3natenbcko-Toprosas kopnopanus «lamkos u K°», 2024. -
300 c. - ISBN 978-5-394-05342-9. - Tekcr : onexrtpoHnbii. - URL:
https://znanium.ru/catalog/product/2133553

2. KineHTOOpHEeHTHPOBAaHHOCTD KaK KITIO4eBast LEHHOCTb COBPEMEHHOTO
KOHKypeHTocnocobHoro 6usneca : monorpadus / E.E. XKykosa, T.B. CyBoposa, B.B.
Bbypnakos, A.JI. AbaeB. — 2-e u3n., nepepad. u non. — Mocksa : UTH®PA-M, 2025. —
287 ¢. — (Hayunast mpicns). — DOI 10.12737/2172769. - ISBN 978-5-16-020418-5. -
Texct : anexTponHsIid. - URL: https://znanium.ru/catalog/product/2172769

3. Koznosa-3y6koBa, H. A., CepBuc-au3aiin B cdepe rocrenpuuMcTBa : yueobnuk / H. A.
Koznosa-3y0koBa. — Mocksa : KnoPyc, 2024. — 166 c. — ISBN 978-5-406-12303-4.
— URL: https://book.ru/book/950770

4. Pesnuk, I'. A. CepBucnas nestenbHOCTS : yueOHuk / I'.A. Pe3nuk, A.W. Mackaesa, 10.C.
[Tonomapenko. — Mocksa : UHOPA-M, 2024. — 202 c. — (Beicmee oOpa3oBanue:
bakamaBpuar). — DOI 10.12737/2680. - ISBN 978-5-16-005710-1. - Tekcr
anextpoHHbId. - URL: https://znanium.ru/catalog/product/2102179

5. Poccwman, P. Jluzaiin Bnevarnenuii: MTHCTpYMEHTHI B 1Ia0JOHBI CO3JaHUS Y KIMEHTA
MOJIOKUTENBHBIX AMOLMK OT B3aUMOJCHUCTBUA C KOMIIAHUEH U TPOJYKTOM
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npakTuueckoe pykoBoactBo / P. Poccman, M. [lropaen. - MockBa : AjbnuHa
[TaGmumep, 2026. - 336 c. - ISBN 978-5-9614-2726-4. - Tekcr : anextponnbiid. - URL:
https://znanium.ru/catalog/product/2235554

CepBuc-nu3aitH Ha mnpaktuke: [IpoexkThpoBaHue JIydlIero KIWEHTCKOTO ONBITA :
npakTuaeckoe pykoBoactBo / M. Ctuxaops, A. Jloypenc, M. Xopwmec, . [naiinep. -
Mocksa : Anbnuna [Tabnumep, 2026. - 560 c. - ISBN 978-5-9614-8146-4. - TekcT :
anekTpoHHbIN. - URL: https://znanium.ru/catalog/product/2236347

8.2. lonoiHMTEILHAS JIMTEPATYypPa

1. BacunweBa, E. B., [Iu3zailiH-MBIIUICHHE: HEMHOTO O IIOAXOJE€ W MHOrO 00
MHCTPYMEHTaX pa3BUTUSA KPEAaTUBHOIO MBILUICHUSA, U3Y4YCHUS KIHMEHTCKUX
3aIrpocoB U co3/1anus uzaei : Mmonorpadus / E. B. BacunseBa. — Mocksa : Pycaiince,
2026.—203 c. — ISBN 978-5-466-11152-1. — URL: https://book.ru/book/961449

2. Cepsuc B Poccun u 3a py0GexoMm : ceTeBoi Hay4dHBIN xKypHal. - Mocksa : PI'YTuC,
2024.-T. 18, Ne2 (111).-310c. - ISSN 1995-042X. - Tekcr : anekrponHsIii. - URL:
https://znanium.ru/catalog/product/2165353

8.3. Ilepeuenn pecypcoB HHGPOPMAIMOHHO-TEJIEKOMMYHUKAIMOHHOI ceTH « UHTEepHET»

1.

Caiit nns npodeccuonanos.- http://www.proprof.ru/stati/careera/trudoustroystvo/poisk-
raboty/rabota-v-sfere-obsluzhivaniya-horoshiy-start-dlya

8.4. IlepeyeHp mnporpaMMHOro odecrne4eHHs, COBPEMEHHBLIX MNpodecCHOHANBHBIX 0a3
AAHHBIX U MHGOPMALHOHHBIX CIIPABOYHBIX CHCTEM

1.
2.
3.

4.

Microsoft Windows

Microsoft Office

DnexTpoHHO-0MOIMoTeyHast cucrema ZNANIUM

Pexwum noctyna: https://znanium.com/

OnexkTpoHHO-0MOMMoTeuHas cuctema BOOK.ru

Pexxum moctyma: https://book.ru/

Crpasounas npasosas cuctema (CIIC) KoncynprantlIimroc

Pexwum nocryna: https://www.consultant.ru/

Hayunas snexktponHas 6ubanotexa E-library (mHpOpMannoHHo-cIipaBoyHas cucremMa)
Pexwum nocryna: http://www.e-library.ru/

WNudopmannonHas cnpaBoyHas cuctema «MHTepHeT-BepcHs CIIpaBOYHO-IIPABOBOM
cucreMsl “T'apant”» (MHPOPMAIIMOHHO-TIPABOBOM TTOpTal «I apaHT.py»)

Pexxum nocryna: http://www.garant.ru

HNudopmannonHo-cripaBovHas crcrema depeparbHOro 00pa3oBaTeIbHOTO IOPTaja
«OkxoHoMHKa. Comuonorus. MeHeKMEeHT»

Pexwum noctyna: http://ecsocman.hse.ru/docs/27572260/

QUALITY - Menemxment kauecta v ISO 9000. JlIokyMEeHTBI 1 MaTE€pHabl 1O
MEHEKMEHTY KadecTBa, ctanaaptam [SO cepun 9000 (mpodeccuonanpHas 6a3a
naHHbIX) Pexxum moctymna: https://www.iso.org/obp/ui/#iso:std:is0:9000:ed-4:v1:ru

9. MeToguyeckne yKa3aHus I 00yYAOIIMXCS M0 OCBOEHMIO TUCIHUILIMHBI (MOIYJIs1)
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ITponiecc m3ydenuss aucuumiuHbl «CepBUC-TU3aliH» MPEIyCMaTPUBAECT ayAUTOPHYIO
(paboTa Ha NEKIUAX U MPAKTHUECKUX 3aHATHIX) U BHEAYAUTOPHYIO (CAMONOJATOTOBKA K JICKIIHSAM
1 TIPAKTUYECKHUM 3aHATHSAM) pab0Ty 00yJaroIIerocs.

B kauecTBe OCHOBHOII METOAMKHM OOyueHHUs Obula BHIOpaHAa METOJMKA, BKIIIOUAIOLIAs
- COBOKYNHOCTb MNPUEMOB, C IOMOIIBIO  KOTOPHIX IPOUCXOAWUT  LIEJIECHAIPABICHHO
OpraHM30BaHHbIM, IJIAHOMEPHO M CHUCTEMATUYECKH OCYIIECTBISEMBIH IPOLECC OBJIAACHUS
3HAHUSMH, YMEHUSMH U HaBBIKAMHU.

B xadecTBe OCHOBHBIX (OPM OpraHuzanMu y4eOHOro Tmpolecca MO JUCIHILIIMHE
«CepBuc-gu3ailn» B MpenjgaraeModl MeTOJIMKe OOy4YeHHs BBICTYNAIOT JIEKLMOHHBIE U
NPaKTUYECKUE 3aHATHUS (C MUCIOIb30BAHUEM MHTEPAKTUBHBIX TEXHOJOTUH OOy4YeHHMS), a TaK XKe
CaMOCTOSITENIbHAsI paboTa 00yUYarOIIHUXCHI.

- JeKINH

Beoonas nexyuss HamMeuyaeT OCHOBHbIE NPOOJEMbl Kypca B LIEJIOM MM €ro paszuena. B Hee
BKJTIOYAIOTCS «KIJIFOUEBBIE» BOMPOCHI, TOHUMAaHHE KOTOPHIX MO3BOJISET Jy4YIlle YCBOUTh MaTepHal
MOCJEIYIOIUX TEM WIH CaMOCTOSATENIBHO Pa300paThCs B HEM;

Jlexyuu — ouckyccus, Tie CoAep KaHue MOIAETCs Yepe3 CEPHI0 BOIPOCOB, HA KOTOPHIE CIIYIIATENh
JIOJDKEH OTBEYaTh HEMOCPEICTBEHHO B XOJI€ JIEKLIUH;

Axademuyeckasn nexyusi - 3TO TPATUIIMOHHO BY30BCKas ydeOHas Jekius. s Hee XapaKTepHBI
BBICOKMI Hay4HBI ypOBEHb, TEOPETHUECKHE aOCTPaKLMHU, UMEIOIIHE OONbIIOE MPAKTUYECKOe
3HavyeHue. CTUIIb TaKOMW JIEKLIMY - YETKHUH IJ1aH, CTpOras JIOTUKa, yOeIuTeIbHbIE T0Ka3aTeIbCTBa,
KpaTKue BbIBOABI TeopeTndeckue 3aHATHA (JIEKLUH) OPraHU3yloTcs Mo notokaM. Ha mekmusix
U3J1araloTcsl TEMBbl JUCIUIUIMHBI, MPEeIyCMOTpPEHHbIE paldoyeil MmporpamMmol, akIEeHTHPYEeTCs
BHUMaHME Ha HauOojiee MNPUHLUMIMAIBHBIX W  CIOXKHBIX  BOMNpOCaX  JUCLUIUIMHBL,
YCTaHABJIMBAIOTCS BOMPOCHI JJISI CAaMOCTOATENBbHOW MpopaboTku. KoHCHEKT JeKkuuit sBisercs
0a30l MpM MOJArOTOBKE K MPAKTUYECKUM 3aHATHSAM, K HK3aMEHaM, a TaKXKe CaMOCTOATEbHOU
Hay4YHOU JEATEIbHOCTH.

W3noxeHne JIEeKIMOHHOIO MaTepuana peKOMEHIYETCsl MPOBOJIUTh B MYyJIbTUMEAUHHON
dopme (mpeseHtanuii). CMBbICIOBas Harpy3ka JEKIMH CMEUIAETCS B CTOPOHY OT H3JIOKCHHSA
TEOPETUYECKOr0 Marepuana K (OpMUPOBAHMIO MOTHBALIMU CAMOCTOSITENILHOIO OOyUYeHHs depe3
MIOCTAaHOBKY Mpo0JieM 00ydeHUs U MoKa3 IyTel perieHus npohecCHoHalIbHBIX MPOOIeM B paMKax
TOW WM HMHOW Tembl. IIpm 3TOM OCHOBHBIM METOJOM BEICHMS JIEKIMM SBISAETCS METO[
poOJIEMHOTO U3JI0KEHHSI MaTepraa.

- IPAKTUYCCKHUC 3aHATHUA
[IpakTuueckue 3aHATHA TO AucHUIUIMHE «CepBHC-TU3aliH» MPOBOAATCS C IEBIO
nproOpeTeHus] MPaKTUYECKUX HaBBIKOB B 00JIACTH MAapKETHHTa, OCHOBHBIX CTPAaTETU U TaKTHK,
KOMIUIEKCa MAPKETUHTa U MapKETHUHIOBBIX HCCIIEAOBAHUM.

HpaKTquCKaH pa60Ta 3aK/IIOYacTCd B BBIIIOJIHCHUW CTYACHTAMU, IIOJ PYKOBOJACTBOM
npenojaBaTesnisi, KOMIUIEKCa Y4YeOHbIX 3aJaHHil HampaBlIEHHBIX Ha YCBOEHHE Hay4dHO-
TCOPCTUUICCKHUX OCHOB MAPKCTHUHTA, HpI/IO6peTeHI/I€ MPAaKTUYCCKUX HABBIKOB OBJIAICHUA MECTOJaMU
MPAKTHYECKON pabOThI C MPUMEHEHUEM COBPEMEHHBIX HH(POPMAIIMOHHBIX 1 KOMMYHHKAI[HOHHBIX
TEXHOJIOTHH. BBIMOMTHEHNS npakTH4eckoil pabOThl CTYIEHTHI IPOU3BOAAT B MUCBMEHHOM BHJIE, B
BUJE TMpe3eHTallMii M JOKIAJ0B, a Takxke 3cce U pedeparoB. OT4eT mNpeaocTaBiIseTCs
npenoaaBaTejiro, BEAYHEMY HaHHBIﬁ npeamMeT, B 3JICKTPOHHOM U IICYATHOM BUC.

[IpakTrueckue 3aHITHS CIIOCOOCTBYIOT O0Jiee TIIyOOKOMY TTOHUMAaHHUIO TEOPETHIECKOTO
MaTepuanga ydeOHOro Kypca, a TakKe pa3BUTHIO, ((OPMHUPOBAHHUIO U CTAHOBJICHHUIO PAa3TMYHBIX
YPOBHEH  COCTaBISAIOIMMX NPO(HECCHOHATBLHON  KOMIETEHTHOCTH  CTyAeHTOB. (OCHOBOH
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MPaKTUKyMa BBICTYHAIOT THUIOBBIE 3a/layM, KOTOPHIE JOHKEH YMETh pelllaTh CIEHUANTNCT B
001acTH cepBHCca Ha MPEANPUATUSIX TEXHUUIECKOTO CepBHCa aBTOMOOHMIIEH.

[Ipn wm3ydyenuu nucuuiuinHbl «CepBHUC-TU3alH» HCHOJB3YIOTCS CIEAYIOLIUE BUIBI
MIPaKTUYECKUX 3aHATHI:

1.Meton «KpyrJblii ¢cTo1»

"Kpyrislii cTon" mpoBOAUTCS C LENBIO:

- KOMILJIEKCHOTO 00CYXICHHSI COBPEMEHHBIX aKTyaJIbHBIX MTPOOJIEM Kypca;

- pPacCCMOTPEHMIO IUCKYCCHOHHBIX BOIIPOCOB U3 KypCa;

- OCMBICJICHHE U 00001IeHNEe 0OTEUYECTBEHHOTO 1 3apy0eKHOTO OIbITa 1Mo Kypey. "Kpyribrit
CTON" XapaKTepHU3yeTCsl BRIHECEHUEM Ha 00CYK/IEHHE MIMPOKUX TEOPETHKO-IIPAKTUIECKUX TEM, a
TaKk)K€ aKTHMBHOCTBHIO CTYICHTOB, KaK B IIOCTAHOBKE BOIIPOCOB, TaK M B OOIIEM OOCYXACHUU C
IIpenoaaBaTeIMU.

Jlis  KOHCTPYKTHBHOTO OOCYKIEHHS TEeMbl IIperojaBaTeib OIpeaesseT Y3JI0BbIe
npo0JIeMbl, TOTOBUT M TMPOBOIUT METOJUYECKOE COBEIIaHUE, B XOJ€ KOTOPOro o0cykmaercs
MPOEKT JAUCKYCCHUHU W OMpPENeNseTcss METOauKa mpoBeaeHus "kpyrioro crona". I{execoobpasHo
IIPOBECTU KOHCYJIbTAINIO AJISl CTYJIEHTOB, HA KOTOPOM MOPEKOMEHI0BaTh UM COOTBETCTBYIOLIYIO
JUTEpaTypy IO TEME.

2.I'pynnosoii mpoekrt. [lpenogaBarens npeayaraeT TeMy A IPOEKTa, MpHUAAET el
OTIpEe/INIEHHBI XapaKTep IO KOHTaKTaM, HPOAOKUTEIBHOCTH TMPOBEACHUS, KOJIHMYECTBY
y4acTHMKOB. OmpezensieTcs TUN NpPOeKTa, Mmpodiiema, 1eidb M 33ja4u npoekra. Obs3arenbHo
yKa3bIBaeTcsl y4eOHbII MaTepHal 1o npeamMeTaM, KOTOpbIA Ipeanoaraercs 3aeiicTBoBaTh AJis
pelleHnsl yKa3aHHOW MpoOJjeMbl, a TaKKe KakuM o0pa3oM pe3yibTaTbl IpoeKTa OyayT
0(OpMIIEHBI, KaKyI0 MPAKTHUECKYIO/TEOPETUYECKYIO 3HAUUMOCTb 3TOT MPOEKT UMEET U B KaKOM
obmactu. Taxke HeoOXoAMMO pa3paboTaTh CTPYKTYpy CBOErO IPOEKTa, HAMETUTh METOJbI
UCCJIEIOBaHMsI, NICTOYHUKU MH(OpMaIu, CPOPMYITUPOBATH TUIIOTE3bI PEIICHUS TPOOIEMBI.

[IperonaBatens pacnpenenseT poiad B CBOEH rpymnme, 4ToObl KaXKAbI MPHUHSAT B
UCCIJIeTOBaHUH, O(OPMIICHUU U OOCYKICHUH PE3yJIbTaTOB CAMOE aKTUBHOE y4acTHe.

3.Case-study/PemieHne CHTYaHMOHHBIX 3aJa4 - aHaJIW3 pealbHBIX MNPOOIEMHBIX
CUTyallui, UIMEBIINX MECTO B COOTBETCTBYIOIIEH 00JIacTH MpodeccroHaIbHOM AesITeNbHOCTH, U
MIOMCK BapUAHTOB JIyULINX PEILICHUH.

4. Ilcuxo0ruvYecKuii TPEHUHI TPEAHA3HAYEH I JUArHOCTUKH MPOQeCcCHOHATBHOTO
MOTEHIIMAJa CTYACHTa, OCHOBHOH JESITEILHOCTHIO KOTOPOTo OyIeT paboTa ¢ KIMEHTAMH, TOCTSIMH
U motpeduTensiMu  yciyr. B mporiecce TpeHHMHra CTyAEHT IMOJydaeT TOTOBBIN UYEK-JTUCT JUIS
npo¢eCCHOHATBLHOTO pocTa. TPEHUHT IPOBOJUTCS MyTEM OTKPHITOTO HAOIIOICHHS.

- caMmocTosTeIbHas paboTa 00yJaronuxcs

Llenbro caMOCTOSTENHHON (BHEAY JUTOPHO) pabOTHl 00yJaIOLINXCS SBISETCS 00yUeHHE
HaBBIKaM pabOThI C HAYYHO-TEOPETHUECKOU, IEPUOUICCKOM, HAYyIHO-TEXHHUECKOU JINTEpaTypOoi
U TEXHUYECKOW NOKyMeHTauueil, HeOOXOAMMBIMU IS YIIyOJIEHHOTO W3YyYeHUs JUCIUILTUHBI
«CepBuc-au3aiiH», a TakKe Pa3BUTHE Y HUX YCTOMYUBBIX CIOCOOHOCTEH K CaMOCTOSITEIHHOMY
U3YUYCHHIO U U3JI0KEHUIO TIOJTYYSHHOW HHPOPMALIUH.

OCHOBHBIMH 33JJa4aMU CaMOCTOSITENIbHOIN pabOThl 00yYarOIIUXCS SBISIOTCS:

— osnazeHue GpyHAAMEHTAIbLHBIMU 3HAHUSMU;

— HapaboTKa Npo¢eCCUOHAIBHBIX HABBIKOB;

— TNpHOOpETEeHHE OIBITAa TBOPUYECKON U MCCIIEJOBATEIBCKOM ESTEIbHOCTH;

— pa3BUTHE TBOPUYECKOM WHMIIMATHUBBI, CAMOCTOATEIBHOCTH M OTBETCTBEHHOCTHU

CTYJEHTOB.
CamocTtosaTtenbHas paboTa CTy1eHTOB o AucuuIUinHe «CepBHC-Iu3aiHy) 00ecrneunBaeT:
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- 3aerHJIeHI/Ie 3HaHI/II71, HOJIy‘-ICHHLIX CTYI[CHTaMI/I B Hpouecce JICKIHIMOHHBIX U
MPAKTUYECKUX 3aHSATUH;
— ¢opMupOBaHUE HABBIKOB PAOOTHI C IEPUOAMYECKOM, HAYUHO-TEXHUUECKOH JIUTEpaTypoit 1
TEXHUYECKON JOKYMEHTAIUH;
— TpHOOPETEHUE OMbBITA TBOPUESCKOU U UCCIEAOBATEIIBCKOM IeITEIbHOCTH;
— Ppa3BUTHE TBOPUYECKON MHUIIMATUBEI, CAMOCTOSTEIBHOCTH M OTBETCTBEHHOCTH CTYICHTOB.
CamocrosiTenbHas paboTa SBIIETCS 0053aTeIbHOMN I KaXXI0T0 00y4aromerocs.

DopMbI CAMOCTOSATEJILHON PadoThI

[lepedyensb TeM camMoOCTOATENHHON pabOTHI CTYJACHTOB IO MOJATOTOBKE K JEKIIUOHHBIM U
MPAKTUUECKUM 3aHSITHSIM COOTBETCTBYET TeMaTHMYeCKOMY IIIaHy pabodeil MporpaMMbl
JUCHUITIIUHBI.

CamocTosTenbHast paboTa CTyZeHTa MpelyCMaTpUBaeT CleAyIoNne BUAbl padoT:
npeaycMaTpuBaeT CIEAYIONIMe BUAbI padoT: U3yuyeHHe HAyYHOH W Hay4YHO-METOAMYECKON 0a3bl
M0 TIOCTaBJICHHOW TpoOJeMaTHKe, MpeaycMaTpuBaeT ucnoiab3oBanne ObC, moaroroBka K
MPaKTUIECKOMY 3aHATHIO, IIpeAyCMaTpHUBarolias U3y4eHUE Hay4YHO-IIPAKTHYECKOr0 MaTepHaja
M0 3a/JlaHHBIM BOIIPOCaM, TMOJArOTOBKAa MPE3EHTALlMM MO0 WTOTaM BBICTaBKH, MOJTOTOBKA
Npe3eHTAIMU 151 PUHATIBHOMN 3aIUTHl TPYIIIIOBOTO MPOEKTA.

10. MaTepuanbHO-TeXHU4YeCKas 0a3a, He0OX0AUMAs LI OCYLIECTBJIEHUS
00pa30BaTEILHOIO Mpolecca Mo AMCUUIINHE (MOIYJII0):

VYuebuble 3aHATHA 10 aucHuIMHe «CepBHUC-AM3aliH» TPOBOAATCS B CIETYIONINX
000pYTIOBaHHBIX YICOHBIX KAOMHETAX:
HaunmenoBanue 000pyJ0BaHHBIX YU€OHBIX KAOMHETOB, 0OHEKTOB
JUTSI IPOBEJICHUS] IPAKTUUECKUX 3aHATHI C TepeyHEM OCHOBHOTO

Bun yueOHBIX 3aHSTHI TTO

JICHHILTIHC 000pyToBaHus

3aHATHUS JIEKIIUMOHHOTO | yueOHas ayJUTOpUs, CIICUAIU3UPOBaHHAs yueOHas MeOeIb

THIA, TPYIIIOBBIC U TCO: BHJICONPOEKIIMOHHOE 000pyI0BaHNE/TIEPEHOCHOE

WH/IUBUyJIbHBIC BUJICONPOCKIIMOHHOE 000PYA0BaHKE

KOHCYJIbTAalluH, TCKYHII/If/'I JOCKa

KOHTPOJIb,

IIPOMEXYTOYHAS

aTTecTalus

3aHATHS CEMUHAPCKOTO | yueOHas ayJUTOpHs, CIICIHaTU3UpOoBaHHas yueOHas MeOeb

TUTA TCO: BUJICONTPOCKIIOHHOE 000pyI0BaHNE/TIEPEHOCHOE
BUJICOMIPOCKIIMOHHOE 000PYI0OBaHUE

J0CKa

CaMmocTosTenbHast paboTa | MOMeIIeHUe AJIsl CAMOCTOSITENEHOM paboThI,

oOydJaronumxcs cnienuanu3upoBanHas ydeOHas mebens, TCO: BUACONPOSKIIMOHHOE]
o0opy0BaHUE, aBTOMAaTU3UPOBAHHBIE pa0oUne MECTa CTYACHTOB C
BO3MOXHOCTBIO BbIXOJa B I/IH(I)OpMaIII/IOHHO-
TeJIeKOMMYHUKAIMOHHYIO ceTh «IHTepHET», TOCKa;

[Tomemenne st CaMOCTOSITENIBHOW pa0OThl B YUTAIBHOM 3aJie

Hayuno-TexHnueckoit OoubIMOTEKN YHUBEPCUTETA,
CrienuaIn3upoBaHHas ydeOHas MeOelab aBTOMATH3UPOBAHHBIC
pabourie MecTa CTYIEHTOB ¢ BO3MOKHOCTBIO  BBIXOJQ|
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I/IH(i)OpMaHI/IOHHO—TGHGKOMM}/HI/IKaHI/IOHHYIO CCTh ((I/IHTepHeT)),
HMHTCPAKTUBHAA TOCKA

© PI'YTHUC
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	13. ПК-3 Гетерогенность услуг подразумевает, что:
	14. ПК-3 Материально-вещественный товар в отличии от услуги:
	15. ПК-3 Услуга отличается от материально-вещественного товара тем, что:
	16. ПК-3 К. Лавлок определяет чистую ценность как:
	17. ПК-3 Основное и принципиальное отличие услуги от товара заключается в следующем:
	18. ПК-3 Неосязаемость услуги - это
	19. ПК-3 Несохраняемость услуг - это:
	20. ПК-3 Сфера обслуживания населения – это:
	21. ПК-3 Согласно модели «Servuction» к части компании, видимой для клиента относятся:
	22. ПК-3 Сервисная операция – это:
	23. ПК-3 Услуга-это…
	25. ПК-3 Товар по замыслу…
	26. ПК-3 Ключевым отличием услуги от товара не является:
	27. ПК-3 Услуги делятся на 2 большие группы….
	28. ПК-3 К 4-м «Не» характеристики услуги НЕ относится…
	29. ПК-3 К типу потребительских услуг относится:
	30. ПК-3 Выберите группу, не входящую в классификацию услуг по признаку вещественности - невещественности:
	Контрольная точка 2. Тестовые задания комбинированного типа (30)
	Контрольная точка 3 в форме контрольной письменной работы. ПК—3, УК-9
	Контрольная точка 4. Групповой проект. Задание открытого типа. ПК-3, УК -9
	Примерная тематика групповых проектов
	Вопросы к экзамену.
	Виды практических занятий:
	Практическое занятие 1.
	Вид практического занятия: «Круглый стол»
	Практическое занятие 2.
	Вид практического занятия: «Студенческая конференция»
	Вопросы, выносимые на обсуждение
	Практическое занятие 3.
	Вид практического занятия: «Круглый стол»
	Практическое занятие 4.
	Вид практического занятия: круглый стол
	Практическое занятие 5.
	Вид практического занятия: круглый стол
	Практическое занятие 6.
	Вид практического занятия: представление презентаций
	Практическое занятие 7.
	Вид практического занятия: case-study/ Решение ситуационных задач
	Тема и содержание занятия: Поведение потребителей и принятие ими решений
	Практическое занятие 8.
	Вид практического занятия: интерактивное выездное занятие
	Практическое занятие 9.
	Вид практического занятия: психологический тренинг
	Практическое занятие 10.
	Вид практического занятия: круглый стол
	Практическое занятие 11.
	Вид практического занятия: круглый стол
	Практическое занятие 12.
	Практическое занятие 13.
	Тема и содержание занятия: Воронка основных этапов взаимодействия клиента с продуктом
	контрольная точка 4
	Цель занятия: продемонстрировать знания, полученные на лекционных занятиях
	9. Методические указания для обучающихся по освоению дисциплины (модуля)
	Самостоятельная работа является обязательной для каждого обучающегося.
	Формы самостоятельной работы
	10. Материально-техническая база, необходимая для осуществления образовательного процесса по дисциплине (модулю):

		2026-06-09T10:51:22+0300
	Новикова Наталия Геннадьевна




