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1. AHHOTauUs pado4eil MPOrpaMMbl JUCUMILIMHBI (MOTYJISA)

Huctunuaa b1.0.9 «CepBuc-au3aiiny sBISETCA 4acThlO NEPBOrO OJIOKa MPOTpaMMBbI
OakamaBpuata 43.03.01 «Cepsuc» npodpuns «lludpoBsie cepBUCH 11 OU3HECA» U OTHOCUTCS K
00s3aTeNbHOM YaCTH MPOTrPAMMBI.

W3yuenne AaHHOW AMCHUIUIMHBI Oa3uMpyeTcs Ha 3HAHUM HIKOJIBHON MPOrpamMMbl IO
TYMaHUTapHBIM U OOIIECTBEHHBIM MIPEAMETaM: UCTOPHS, OOIIECTBOBEACHHUE.

JlucuuiuiiHa HanpaBiieHa Ha pOpMUpOBaHUE CIEAYIOUINX KOMIIETEHIIMN BBITYCKHHKA:
[1IK-1 - Cnocoben k pa3pabOTKe M COBEPIICHCTBOBAHHUIO CHUCTEMBbI KIMEHTCKUX OTHOIICHHN C
y4eTOM TpeOOBaHMIA MOTPEOUTENS; B YACTH UHANKATOPOB TOCTHYKEHUST KOMITETCHIIUN
[TK-1.1. (IlpumeHsieT KIMEHTOOPHUEHTUPOBAHHBIE TEXHOJIOTUU B CEPBUCHOM JIEATEIBHOCTH);
[1K-1.2. (OcymectBisieT pa3pabOTKy CUCTEMBI KIIMEHTCKUX OTHOILICHU),

[TK-1.3. (OuenuBaeT BO3MOKHOCTh COBEPILICHCTBOBAHMS CUCTEMBI KIIMEHTCKUX OTHOILEHUI).
[1K-4 - CrocobeH yyacTBOBaTh B pa3pabOTKe MHHOBAIIMOHHBIX PEIICHHUN MPH OCYIIECTBICHUU
CEPBHCHOM JIEATEIbHOCTH; B YaCTH UHAMKATOPOB JOCTHKEHHS KOMIIETEHIIUU

[1K-4.1. (Acnonb3yer opraHu3aliOHHO-YIPaBJIEHYECKUE WHHOBALIMM, CBSI3aHHBIE C HOBBIMU
dbopMamu yrpaBieHus, BUJaMH yCIyr, 6onee 3pPeKTUBHBIME popMaMH 0OCTy>KUBAHUS).

ConepxaHue IUCHUIUIMHBI OXBaTBIBAET KPYr BOIIPOCOB, CBSI3aHHBIX C COJEpPIKAHUEM,
CTPYKTYpO#,  TEXHOJOTHSMH  CEpBHC-IU3aliHA,  YOpPaBIEHUEM  KIUEHTCKUM  OIBITOM.
[Ipennaraemast mporpaMma OpUEHTHpPOBaHA HA 03HAKOMJIEHHE CTY/I€HTOB C HAYYHBIM MOAXO0A0M
U3y4eHHs] M OBJIAJIEHUsS] 3HAHUSMM O COJEpXKAaHUHU, CTPYKTYpPE, TEXHOJIOTHH CEpBUC-IN3alHA, U
yIIpaBJICHUHN KIWEHTCKHUMH OTHOIICHHSIMH, & TaKXKe O KIMEHTOOPHUEHTHPOBAHHBIX TEXHOJOTHIX
oOCITy’)KMBaHUsI TMOTpeOUTeNeld yCiIyr, W BIAJCIOIIEro O0a30BBIMH YMEHUSMH TNPUMEHSThH
U3y4eHHBIE TEXHOJOTMH Ha TPAKTHUKE, B MPOM3BOJCTBEHHOW IMPAKTHKE, SBISIOMICHCS YacThIO
o0pa3oBaTeNbHON MPOrpaMMbl OakalaBpHara.

Henbto wm3ydyeHuss aucuuiumiHbl  «CepBHc-Iu3aiiH»  sBisieTcss  (HOpMUpOBaHHE Y
o0yyaromuxcsi 3HaHWH, OCBOGHHWE HMHCTPYMEHTOB M TEXHOJOIMM CEpBMC-IHM3aiiHa, OCBOCHHE
OTIpeNIeNIEHHBIX HABBIKOB IS HCIIOJIB30BAHHMS WX B TIPAKTHUECKOW paboTe, CBA3aHHOW C
IUIAHUPOBAaHUEM M TPOEKTUPOBAHMEM YCIYTH, OpraHu3alied M KOHTPOJIEM CEepBUCHOM
NEeSITETTHHOCTH Ha TPEATIPHATHSX.

OOmiast TpyAOEMKOCTh OCBOCHHUS AMCLUIUIMHBI COCTaBiIseT 4 3a4eTHBIX €AWHUIBI, 144
yaca. [IpenoaBanyie TMCHMIUIMHBI BeIeTCA HAa 2 Kypce Ha 4 ceMecTpe NpOoAOKUTENBHOCTBIO 18
HesleNnb U MpelycMaTpUBaeT MPOBEACHNUE YUEOHBIX 3aHATHH CIEIYIOUIMX BUIOB: JIEKIUH, B TOM
YHCcIie TPAJAUIIMOHHBIC JICKIMH, JCKIIMH-IUCKYCCHH, MPAKTUYECKUE 3aHATHS, B BUAEC KPYTIIBIX
CTOJIOB, PELICHUs CUTYallMOHHBIX 3aj]ad, pa3padOTKU MPOEKTOB, MPEACTABICHUS MPE3CHTALHH,
MICUXOJIOTMYECKOr0 TPEHUHTa U BBIE3/IHBIX 3aHATUH, caMOCTOsTeNbHas paboTa oOydarommxcs,
IPYNIIOBbIE U WHAWBUIyallbHble KOHCYNIbTalMU. [IporpamMMmol mpeaycMOTpEHBI CleayIoIIne
BUIBI KOHTPOJISI: TEKYIIMH KOHTPOJb YCIEBAEMOCTH B (OpMe ayJUTOPHOTO TECTUPOBAHHS,
IPOMEXyTOuHasi aTTecTanus B (opMme sK3aMeHa Ha 4/5 cemecTpe sl OYHON/3a04HOM (POpPMBI
00yJeHUsI.

Ha ounoii ¢opme 0OyueHUs: MporpaMMoOi TUCIHMIUIMHBI MPETyCMOTPEHbI JEKIIMOHHBIE
(16 vacoB) 3ausTHUs, IpaKTHUECKUE 3aHATHS (36 yacoB), caMOCTOsTENbHAs paboTa cTyaeHTa (88
4acoB), TPYINIOBbIE KOHCY/IbTALUU (2 yaca), MPOMEeXyTOUHas aTTecTanus (2 yaca).

Ha 3aounoii ¢hopme 0OydeHUs: MpOrpaMMON JUCIMIUIMHBI MPEyCMOTPEHBI JICKITMOHHBIC
(4 gaca) 3aHsTHS, MpAaKTUYECKUE 3aHATHUS (6 4acoB), camocTosTenbHas pabota cryaenta (128
4acoB), TPYIIOBBIE KOHCYJbTAIMH (2 Yaca), MPOMEKyTouHas arTectanus (2 Jaca).
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OCHOBHBIE TOJIOXKEHUS JUCLUIUIMHBI JOJDKHBI OBITh MCIIOJIB30BaHbl B AaJbHEUIIEM MPH
U3YYEHHUH CIEIYIOUMX AUCUUIUINH: «I eonH(pOopMaMoHHbIe TEXHOJIOTHH B MPO(HECCHOHATEHON
nesrenbHocTH», «HHOBamuu B NpOGECCHOHAIBHON ESITEIbHOCTH» M IPU MPOX0XKICHUU
«Y4yeOHOHN IPaKTUKN.

2. IlepeyeHp NJIAHMPYeMBbIX pe3yJbTATOB O0y4YeHHS] MO JUCHUILIMHE (MOAYJII0),
COOTHECEHHBbIE C IVIAHUPYEMBbIMH Pe3yJbTATAMHU OCBOEHHS 00Pa30BaTe/IbHOI NPOrpaMMbl

No WHaekc KOMIEeTeHIn Y, [Tnanupyemble pe3yabTaTbl 00y4eHUS

T WHUKATOPA TOCTHKEHUS (KOMIIETeHIINN, HHINKATOPA JOCTHKCHHSI
KOMITCTCHIIHH KOMITCTCHITHH)

1. [IIK-1 croco0eH K pa3pabOTKe U  COBEPIICHCTBOBAHHIO

CUCTEMBl  KJIHCHTCKMX  OTHONICHHA C  y4ETOM
TpeOOBaHUI MOTPEOUTENS B YaCTH:

ITK-1.1. [Ipumensier KJIINEHTOOPUEHTUPOBAHHBIE
TEXHOJIOTUH B CEPBUCHOMN AEATEIbHOCTU
[K-1.2. OcymecTBisier  pa3pabOTKy  CHCTEMBI

KJIIMEHTCKHX OTHOIICHMIA,
[1K-1.3. OnieHnBaeT BO3MOXKHOCTh COBEPIIIEHCTBOBAHUS
CHUCTEMBI KIIMEHTCKUX OTHOIIIEHUH.

2. | IIK-4 CHoco0eH y4acTBOBaTh B pa3pabOTKEe MHHOBALMOHHBIX
pelIeHnit npu OCYILECTBIICHUU CEpPBUCHOU
JeSITeIbHOCTH B YaCTH:

[1K-4.1. Ucnonb3yeT opraHu3allMOHHO-YIPaBIEeHYECKHIE
WHHOBAIlMM, CBSA3aHHbIE C  HOBBIMH  (hopMamu
yIOpaBieHUs, BUJIAMU Yyciyr, Oosiee 3(PQPEKTUBHBIMU
dbopmamu 00CITy’)KUBaHUS.
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3. MecTo qrucuuninubl (MoxyJsi) B crpykrype OITOII:

Jucuuninna «CepBuc-au3aiiH» fABJISAETCH 4YacTblO IMEpBOro OJOKa  IPOTrpaMMBI
OakamaBpuata 43.03.01 «Cepsuc» npodpuns «lludpoBsie cepBUCH i OU3HECa» U OTHOCHUTCS K
00s13aTeJIbHON 4aCTH MPOrpaMMBbl.

W3yuenne AaHHOM IUCHMIUIMHBI Oa3HpyeTcss Ha 3HAHUM MIKOJIBHOH IMPOrpaMMbl I10
TYMaHUTapHbBIM IPEIMETAM: HHOCTPAHHBIN SA3BIK.

OCHOBHBIE TIOJIOKEHHUS JUCUUIUIMHBI JJOJDKHBI OBITh MCIIOJIB30BaHbl B AalbHEHUIEM IMPH
U3YyYEHHUH CIEIYIOUMX AUCUUIUINH: «I eoMH(pOpPMalMOHHBIE TEXHOJIOTHH B MPO(GECCHOHAIBHOM
NesITeIbHOCTHY, «IHHOBAIlMK B CEPBUCEY» H MPH MPOXOKICHUH «Y YeOHON TPAKTUKI.

4. O0beM IMCUMIUIMHBI (MOAYJsl) B 3a4eTHBIX €IMHHIAX C YKa3aHHMeM KOJUYeCTBA
aKajeMMYeCKHMX YacOB, BblJeJeHHbIX HAa KOHTAKTHYI0 padoTy oOydamomuxcss C
npenojaaBarejeM (M0 BHAAM Y4eOHbIX 3aHATHI) M Ha CAMOCTOSITEJIbHYI0 PpPadoTy
00y4YaKIIHNXCS

OO61mas TpyA0eMKOCTh IUCHHUIUIMHBI COCTaBIsIeT 4 3a4eTHBIX equHuIbl/ 144 akas.daca.

st ouHoi popmMbI 00yUeHH:

Ne Bunel yue6HOI nesTebHOCTH CemecTpbl
Bcero
1/ 4
n
1 | KonrakTHasi pa6oTa 00y4amommXxcs ¢ npenoaaBarejiemM 56 56

B TOM 4HUCIJIC: - - il

1.1 | 3aHATHUS TEKIUOHHOTO THIIA 16 16
1.2 | 3aHATHS CEMUHAPCKOTO TUIIA, B TOM YHCIIE: 36 36
CeMuHapsl

JlabopaTopHbIie pabOTHI

[TpakTUveckue 3aHATHS 36 36
1.3 | KoncyabTanumn 2 2
1.4 | IIpomexxyTouHAasi aTTeCTALUS 2 2
2 | CamocTrosiTebHAsA padoTa 00ydaromMXCs 88 88

3 dopma NpoMeKyTOUHOM aTTecTalnu (IK3aMeH) JK3aMe | JK3ame

H H

4 | O0uas TPy10eMKOCTh yac 144 144
3.e. 4 4
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st 3a04HOi (hopMBbI 00yUeHU S

Ne i/m | Buabl yueOHOM 1eATeILHOCTH CemecTpnl
Bcero 4 5
1 KonrakTHasi pa6oTa 00y4aommxcs 16 2 14

B TOM YHCJIE: - - -

1.1. 3aHATHSA JEeKIIHOHHOT0 THIIA 6 2 4
1.2. 3aHATHS CEMUHAPCKOI0 THNA, B TOM YHCJIe: 6 0 6
CeMuHapsbl

JlaGopaTopHble padoThI

IIpakTnyeckune 3aHATHA 6 0 6
1.3. Koncyabranumn 2 0 2
1.4. IIpomexyTodyHas aTTecTANMA
2. CamocrosiTesbHast padoTa 128 34 94
3. ®opmMa NpPOMEKYTOUHOI aTTecTaluu (3a4yer, | 2 IK3.
JK3aMeH) 0 5
4 Oo6mas TPyA0eMKOCTh | 144 36 108
yac
4 1 3
3.e.

© PI'YTHUC
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Aucm 6

5. Conep:xkaHue JUCUMILIMHBI (MOAYJis1), CTPYKTYPMPOBAaHHOe MO TeMaM (pas3jejiaM) ¢ yKa3aHMeM OTBEJIE€HHOI0 HAa HHUX KOJMYeCTBa
aKaJleMH4YeCKNX YaCOB M BU/J0B y4eOHbIX 3aHATHUMH

st ouHoii popMbI 00yUeHHs

Homep Haumenosanue Haumenosanue TeM | Bunsl yueOHBIX 3aHATHH U (OPMBI HX IPOBEICHUS
HeJenn paszena JeKUuH, IpaKTUYECKUX
ceMecTp pabor, naGopartopubix | KOHTakTHas paboTa 00y4arOmmXcs ¢ NPENoIaBaTeNeM K ) C ®dopma nposenenusi CPO
a pa6ot, cemunapos, CPO 0 o p
3anar| dopma MIPOBEJCHHUS Ip dopma H p 0
ust 3aHATUSL  JIEKI[HOHHOTO aKT MPOBEACHHUS c M ,
JIEKI] THIA u4 MPaKTUIECKOTO y a a
HOHH ecK 3aHATHUS B v K
oro ue b P a
THUIA, 3aH T 0 b
STH a B )
aK A, hig e q
an. aKa u g a
Ya a4 u e C
co aco s H 0
B a u B
K s
a K
I 0
. H
4 c
a y
c 1
0 b
B T
a
11
"
"
1/4 Amnaromus cepsuc- | 1. Iponcxoxnenne | 2 3ansaTus JIEKIMOHHOTO IIpakTuueckoe 34 W3yuenne HayuyHOH M Hay4HO-METOIUYECKOH
nm3aitHa cepBHC Iu3aifHa W €ro THUITA (YcranoBouHas 3aHsATHE B (opMme 0a3pl 1O  TIOCTAaBIEHHOH  IIPOOJIEMaTHKe,
MpeUMyIIecTBa JIEKITHS) KPYTJIOTO cTOINa, 5 IpeaycMaTpuBaeT uctoib3oBanne DbC
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4 Jlexuus (BBOZHAS), MpeayCMaTpUBAOIIe
KoTOpas npemnonaraeT e obcykneHne
Hay4JHOe BBICTYTIJIEHHE CTyJEHTaMH
JIeKTOpa ¢ 0OOCHOBaHUEM HCTOPHYECKHX
NPOLECCOB W SIBICHUH, BOIIPOCOB
HpeTyCMOTPEHHBIX BO3HUKHOBEHUS ¥
o0JIacThI0  JIEKI[HOHHOTO 9BOJIIOIMM  CEPBHC-
MaTepuana. Ju3aiHa.
2/4 2.  Cocrapmstomue | 1 Jlekuus (akamemuueckas), | 2 IIpakTrueckoe TTon6opka oTpeeIeHni CEePBHUCHOM
HPUHIHIIBI CepBHC- KoTOpast npemoaraeT 3aHsATHE B (opMme JeTeIBbHOCTH U3 UCTOYHUKOB 1, 3, 5
IU3aiiHa Hay4JHOE BBICTYIIJICHHE CTYJEHYECKOIt
JeKTopa ¢ 00OCHOBaHHEM KOH(EpEHINH, B
MpPOLECCOB W SIBICHUH, xoze KOTOpOTo
HpeTyCMOTPEHHBIX CTyJCHTAMH
0o0/acThi0  JIEKIHOHHOTO MIPEICTABIISETCS
Marepuana. moxoopka
MaTepHaIoB o
npobieMaTuke
HpeIBIIYIIEro
JIEKLIIHOHHOTO
3aHATUSL
3/4 3. Crneunduka yciyr kak | 1 Jlekuus-TucKyccus. 2 [pakTrueckoe U3y4eHHe HAay4yHOW W HayYHO-METOIUYECKOU
ToBapa Coneprxanue MOAaeTCst 3aHsTHE, 0a3pl 1O IOCTAaBIGHHOW INPOOJIEMaTHKe,
Yyepe3 CepHI0 BOIPOCOB, Ha nperycMaTpHBaIOLIe npenycMaTpuBaet ucrons3oBanne DbC
KOTOpBIE CIyIIaTeNlb e ofOcyxneHne B
JOIDKEH 0TBEYaTh BUJIE KPYTJIOTO
HETIOCPE/ICTBEHHO B CTOJIa COBPEMEHHBIX
XOJI€ JIEKIIUH. TIOJIXO/I0B K
GbyHKIMSIM u
NnpuHOUIIamM
COBPEMEHHOTO
CepBHCa U OKa3aHMs
YCIyT.
4/4 4. Konuemuusa | 2 Jlexuus-nuckyceus. 2 [TpakTuueckoe U3y4eHHEe HAy4YHOW M Hay4HO-METOJHYECKOil
HOTPeOUTENHCKOH CopnepxaHue nogaeTcs 3aHATHE, 6a3bl 110 [TOCTABJICHHOMN Mpo0IeMaTHKe
LIEHHOCTH 4yepe3 CepHI0 BOIPOCOB, Ha npenycMaTpHBaloLIe
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KOTOpBIE CITyIIaTeNlb e oOcyxneHne B
JOIKEH 0TBEYaTh BUJIE KPYTJIOTO
HETIOCPEICTBEHHO B cTona npoGiem
XOJI€ JICKIIUH. BOCHPHSTHS
LEHHOCTH  YCIIyTH
COBPEMEHHBIM
noTpeduTeneM
5,6/4 5. VIHCTpyMEHTHI cepBHUC- Jlexius  (akageMudeckas), Kpyrasiit cron mno HU3y4eHHE HAy4YHOM M HayuyHO-METOIUYECKON
Ju3aiiHa KOTOpast HpernonaraeT BOIPOCAM 0a3pl 1O MOCTAaBICHHOW  IpoOieMaTHKe,
Hay4HOE BBICTYIUICHHE s¢dexTuBHOTO npegycMarpuBaet ucnois3obanue 9bC
JekTopa ¢ 00OCHOBaHHEM TIPUMEHEHHS
NpOLECCOB W SIBICHUH, HHCTPYMEHTOB
HpeTyCMOTPEHHBIX cepBHC-IM3aifHa.
00/acThi0  JIEKIHOHHOTO
MaTepHana.
6/4 6. Cepsuc KaK Jlexuus-nuckyccus. IIpencrasnenue HU3y4eHHE HAy4YHOM M Hay4yHO-METOIUYECKON
KOMIIOHEHT TIPOJIAXKH Coneprxanue MOaeTCst TIpe3eHTaIIH o 0a3pl 1O TIOCTAaBIEHHOH TIPOOIEMAaTHKE,
TOBapOB. yepe3 CepHio BOIIPOCOB, HA npobemMaTrke peleHne 3amad, MOATOTOBKA K ayJHUTOPHOMY
KOTOpBIE CIyIIaTeNlb JIeKIUH, TECTHPOBAHUIO
JOIDKEH 0TBEYaTh pa3paboTaHHas
HETIOCPE/ICTBEHHO B IPYIITON CTYAEHTOB
XO0J1€ JIEKIHN
6/4 Kontpoabnas Touka 1 AyauTtopHoe
TeCTHpPOBaHHUe
7,8/4 7. [loBenenue Jlexums-ucKyccus. Pemenne I[lonroroBka K TpPaKTHYECKOMY 3aHSTHIO,
noTpebuTenei u ConeprxaHue MOAeTCst CHTYallMOHHBIX MPeAyCMaTPUBAIOIAsT ~ HM3ydeHHEe  HaydHO-
NPUHATHE UMH PEIICHUH yepe3 CepHIo BOIIPOCOB, Ha 3amaq MPAaKTHYEeCKOTO MaTepHala MO  3aJaHHBIM
KOTOpBIE CIyIIaTeNlb BOIIPOCaM
Vipasnesue JIOJDKEH OTBeYaTh
KHCHTCKIM HEIOCPE/ICTBEHHO B
ONBITOM X0JI€ JIKLUH.
9,10/4 8. Teopus opraHmzanuu Jlekius-TucKyceus. Brrezgnoe IloaroToBKa K NPaKTUUECKOMY 3aHSATHIO,
00CITy)KUBaHHUSI. Conepxanue rojaercs NPaKTUYECKOe npenycMaTpHBaiolias  M3y4eHHEe  Hay4HO-
4epe3 CepHI0 BOIPOCOB, Ha 3aHATHE, NPaKTUYECKOr0 MaTepuana [0  33JaHHBIM
KOTOpBIE CIyILIaTelh HpeayCcMaTPHBAIOLLIE BOIPOCaM
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JOIKEH 0TBEYaTh e MocelieHne
HETIOCPE/ICTBEHHO B BBICTaBKU
X0J1€ JEKIHN.
11,12/4 9.Metonsl uccienoBanus | 1 Jlexuus-nuckyccus. 1 [IpakTuueckoe HU3yYeHHE HAYYHOM M Hay4YHO-METOIMYECKON
KJIMEHTCKOTO OTBITA. Copnepxanue MoJaeTcst 3aHATHE, 0a3pl 1O TOCTaBICHHOH  mpoOJeMaTHKe,
4yepe3 CepHio BOIPOCOB, HA MIpeLyCMaTPUBAIOIIE IpeaycMaTpuBaeT uctonb3oBanne ObC
KOTOpBIE CIyIIaTelb e MIPOBEACHNE
JOJDKEH OTBeYaTh TICHXOJIOTHYECKOTO
HETIOCPE/ICTBEHHO B TpEeHHHTa co
XOJI€ JICKIIUH. CTyJCHTAMH Ha
OIIpeieNieHUe
po¢eCCHOHATBHOT
0 HAaIpaBJICHNS,
ymeHue paboTaTh B
KOMaHJe
12/4 KonTpoabHasi Touka 2 1 AyauTopHoe
TeCTHpPOBaHHUe
13,14/4 10. Jlu3aiiH-MbleHue. | 2 Jlexuus-nuckyceus. 2 IIpakTrueckoe IlogroroBka K NPAKTUYECKOMY 3aHSTHIO,
WncTpymeHTapmii Coneprxanue MOAaeTCst 3aHsTHE, npenycMaTpHBaloias  W3y4eHHe  Hay4HO-
Yyepe3 CepHI0 BOIPOCOB, Ha nperycMaTpHBaIOLIe NPaKTUYECKOr0 MaTepuaia 10  3aJaHHBIM
KOTOpBIE CIyIIaTeNlb e B pexmuMe BOIIPOCaM
JOIDKEH 0TBEYaTh KPYTJIOTO cTona
HETIOCPE/ICTBEHHO B TIPE/ICTaBICHNE
XOJI€ JIEKIIUH. TPYIIIOBOTO
HPOEKTa o
CO3/IaHHI0 u
HPOJBHKEHHIO
HOBOM YCIIyru.
[pencraBnsercst
MaKeT yCIYyTH H €ro
OITHCaHNE, TUIaH
TIPOJIBIKEHHUS,
CEIrMCHTHBI u
LETIEBYIO
ay/IUTOPHIO.
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DENEPAJIBHOE TOCYOAPCTBEHHOE BIOJI>)KETHOE OBPA3OBATE/IbHOE CMK PIYTUC
é’ _ YUPEXJEHVE BbICIIEI'O OBPASOBAHVIA
% «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
) TYPV3MA VI CEPBUICA» Auem 10
14,15/4 11. VYnpasnenne | 1 Jlexuus (axkamemmueckas), | 1 [IpakTuueckoe 5 IlonroroBka K ayaUTOPHOMY TECTHPOBAHHUIO
KJIMEHTCKHUM OITBITOM KOTOpast HpenonaraeT 3aHATHE, (MOBTOpEHHE TEOPETHYECKOTO MaTepHaa)
Hay4HOe BBICTYIIJICHHE IpeyCMaTpPHBAOLIE
JIeKTOpa ¢ 0OOCHOBaHUEM € KpYIJIBIH CTON IO
NPOLECCOB W SIBICHUH, BOIIpOCaM
HpeTyCMOTPEHHBIX YIIpaBJICHUS
00IacThIO  JICKIIHOHHOTO KIIMEHTCKUM
Marepuaia. OIIBITOM.
15/4 KonTpoabHnas Touka 3. 1 AyauTopHoe
TeCTHpPOBaHHUe
16,17/4 12. Tonp3oBaTtennckue u | 1 Jlexums-nucKyccus. 4 Briesnnoe 14 I[onroroBka K NpPaKTHYECKOMY 3aHSTHUIO,
SKOHOMHYECKHE METPHKU ConeprxaHue HOaeTCst MIPaKTHIECKOe MpeAycMaTpUBAIOIIAsl ~ HM3ydeHHEe  Hay4dHO-
4yepe3 CEepHI0 BOIPOCOB, HA 3aHsTHE, MPaKTHYEeCKOT0 MaTepHala MO 3aJaHHbIM
KOTOpBIE CITyIIaTeNlb TIpeyCcMaTpUBAIOIIE BOIPOCAM
JOJDKEH OTBEYaTh e HOCEIeHE
HETIOCPE/ICTBEHHO B BBICTaBKU
XOJI€ JISKLIUH.
18/4 13. Boponka ocHOBHBIX | 1 Jlekuus (axamemuueckas), | 2 IIpakTuueckoe 17 pabota HaJ IpyNHIOBBIM MIPOEKTOM,
9TanoB B3aMMOAEHCTBHS KoTOpast npemoiaraeT 3aHsTHE, MOATOTOBKA TMPE3CHTAMU Uil (MHAJIBHON
KJIMEHTA C MPOIYKTOM Hay4HOe BBICTYIUICHHE nperycMaTpHBaIOLIe 3aIIUTHI TPYIIIOBOTO MPOEKTA
JeKTopa ¢ 0OGOCHOBaHHEM €  MpeIcTaBlICHHUE
NpOLIECCOB U SIBICHHIA, Ppe3yJIbTaToB
HPeIyCMOTPEHHBIX HCCIIeJOBaHMS,
005acThI0  JIEKIMOHHOTO BBITIOJIHEHHOTO
Marepuana. TPYIIIOH CTYAEHTOB
Ha BBICTaBKe
KoHcybTaIms CTyIeHTOB KoHcynpranus
HpenonaraeT paboty
Ipero/iaBaTes co
CTyA€HTaMU nepen
JK3aMEHOM
18/4 KouTpoabHas Touka 4. 4 IpencraBienue
rpynnoBoro
MpoeKTa,
€031aBaeMOro

© PI'YTUC




DEJEPAJIBHOE TOCYOAPCTBEHHOE BIOI>)KETHOE OBPA3OBATE/IbHOE CMK PIT'YTUC
(? R YqPIZZ)K):[EHV[E BBICIHETO OBPABO]?AHVI?I
% «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
oy TYPU3MA V1 CEPBVICA» Auem 11
CTyAeHTaMH B
TeyeHHe ceMecTpa.
Koncynpranus 2

HpOMe)KyTO‘lHaﬂ arTecTarus — 3K3aMeH — 2 Jaca

st 3a04HO# popMBbI 00yUeHHS

Homep HaumenoBanue HanmenoBanune TeM | Bunel yueOHBIX 3aHATHIA U POPMBI NX IPOBEACHUS
HeJleNH pasnena JEKIUHA,  TPAKTHIECKUX
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PIYTuC

GENEPAJIBHOE TOCYJAPCTBEHHOE BIOJIKETHOE ObPA30OBATEJIbHOE
YUYPEXIEHME BbICIIEI'O OBPA30OBAHVIA

«POCCUVICKVV TOCYOAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA ¥ CEPBUCA»

CMK PI'YTUC

Aucm 12

1/4

2/4

3/4

34

4/4

1. Ipoucxoxaenue | 0,5 Jlexuust
CepBHC Ou3aiiHAa U €ro
AHaToMusl CepBHC- | TPEHMYIIECTBA

nu3aiina

(BBOZIHAS),
KOTOpast npemnoiaraeT
Hay4HOE BBICTYILICHHE
JIeKTOpa ¢ 0OOCHOBaHUEM
MPOLECCOB U SIBJIICHUIA,
MPEAYCMOTPEHHBIX
00acThl0  JICKITHOHHOTO
MarepHana.

10

MN3ydyeHne HaydyHONH M Hay4yHO-METOAWYECKOH
0a3pl 1O TOCTaBIEHHOM  mpoOieMaTHKe,
npeaycMarpuBaet ucnonas3zobanue ObC

2. CocraBnsiomue H
TPUHIIHITBI cepBHC-
nH3aiiHa

Jlekums (akameMuueckas),
KoTOpast npemoaraeT
Hay4JHOE BBICTYIUICHHE
JeKTopa ¢ 00OCHOBaHHEM
MPOLIECCOB U SIBJICHUI,
HpeTyCMOTPEHHBIX
00MacTpl0  JIEKIIHOHHOTO
MaTepHana.

10

TTon6opka oTpeeIeHni CEePBHUCHOM
JIeATEeILHOCTH U3 UCTOYHUKOB 1, 3, 5

KonrponbHas Touka 1

0,5

AynuTopHoe
TeCTHpPOBaHHUe

3. Cneuuduka ycayr kak | 0,5 Jlekuus-nucKyccus.
TOBapa Conepxanue nojaeTcst
4yepe3 CEpHI0 BOMPOCOB, Ha
KOTOPBIE CITyIIaTENh
JOJKEH OTBEYAaThH
HENOCPE/ICTBEHHO B
XOJI€ JICKI[HH.

10

U3ydCHHE HayYHOW W HayYHO-METOAMYECKOM
0a3pl 1O IOCTAaBIEHHOW  INpOOJIEMaTHKe,
TpeaycMarpuBaet ucroib3obanue IbC

4. Konnemmus | 0,5
MOTPEOUTENBCKOM
LHEHHOCTH

Jlexuus-nuckyccus.
Copnepxanne [oaeTcst
gepe3 Cepuro BOMPOCOB, Ha
KOTOpBIE CIIyIaTeIb
JIOJDKEH 0TBeYaTh
HEMOCPEICTBEHHO B
X0/J1€ JICKIIUH.

0,5

IIpakTrueckoe
3aHATHE,
IpeycMaTpHBAOLIe
e obcyxneHue B
BH/IC KpYTJ0ro
crona npobiem
BOCITPUATHUSA
LEHHOCTH  YCIYTH
COBPEMEHHBIM
moTpeduTeIeM

10

HU3y4YeHHE HAay4YHOM M Hay4yHO-METOIUYECKOMH
0a3bl TI0 ITOCTABJICHHOH MpoOIeMaTHKe
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DEOJEPAJIBHOE TOCYJAPCTBEHHOE BIOIKETHOE OBPA3OBATE/IbHOE CMK PIYTUC
(é' YUYPEXXOEHIME BbICIIET'O OBPA30BAHVA
% «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
ory TYPU3MA V1 CEPBVICA» Auem 13
4/4 KoHTposnbHast Touka 2 0,25 Keiic-craau
5,6/4 5. Unctpymentsr cepsuc- | 0,5 Jlexius  (akageMudeckas), 10 HU3y4eHHE HAy4YHOM M Hay4yHO-METOIUYECKOH
Ju3aiiHa KOTOpast npernosaract 6a3pl 1O MOCTAaBICHHOW mpoOiemMaThke,
Hay4HOe BBICTYIIJICHHE npegycMaTpuBaeT ucnoib3oBanue 95C
JIeKTopa ¢ 00OCHOBaHHEM
MPOLIECCOB U SIBJIICHU,
HPEIyCMOTPEHHBIX
o0JIacThI0  JIEKI[HOHHOTO
Marepuana.
5/4 KonrposbHas Touka 3 0,25 AynuTopHOe
€CTHPOBaHHUE
6/4 6. Ceparc Kak - 0,25 IpexncraBnenne 10 H3ydYeHHe HAyYHOW M HAyYHO-METOIUYECKON
KOMITOHEHT TIPOAAXKH Ipe3eHTalui o 0a3pl [0 MOCTAaBICHHOW MmpoOieMaTHke,
TOBapoOB. npodieMaTHKe pelieHue 3ajad, MOATOTOBKA K ayIHTOPHOMY
JCKIUH, TECTUPOBAHUIO
paspaboTanHas
IPYIIO# CTYICHTOB
6/4 KoutpoabHnas Touka 4 0,5 KonTtpoabHas
paborta
7,8/5 7. IToBenenue 0,25 Pemenne 10 I[onroroBka K TpPaKTHYECKOMY 3aHSTHIO,
notpedureneit u CHUTYaI[MOHHBIX NpeaycMaTpHBaloIIas — M3y4eHHE  Hay4HO-
HPHHATHE HMH PEIICHUN 3a/1a4 NPaKTHYECKOT0 MaTepuaia I0 3aJaHHBIM
BOIIPOCAaM
9,10/5 VIpaBICHIE 8. Teopus oprammzamuu | 0,5 Jlexums-ucKyccus. 10 I[lonroroBka K TpPaKTHYECKOMY 3aHSTHIO,
Knnpemcncnm 00CITy)KUBaHHUSI. Conepxanue HoaeTcst npeaycMaTpHBamoIias — M3y4eHHE  Hay4HO-
ONILITOM 4yepe3 CepHI0 BONPOCOB, Ha MPaKTHYECKOT0 MaTepuaia II0 3aJaHHBIM
KOTOpBIE CIIyIIaTeNb BOIIPOCAaM
JIOJDKEH OTBEYAaThH
HEMOCPEICTBEHHO B
XO0JIe JIeKIHH.
12/5 KontposbpHas Touka 1 AymutopHoe TectupoBanue | 0,5

© PI'YTUC




DEOJEPAJIBHOE TOCYJAPCTBEHHOE BIOIKETHOE OBPA3OBATE/IbHOE CMK PIYTUC
é’ _ YYPEXJEHME BbICIIET'O OBPASOBAHVIA
% «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
)| TYPU3MA VI CEPBVICA» Aucm 14
11,12/5 9. Metonst uccnenosanust | 0,5 JleKiusi- IMCKyCCHsl. 0,5 IpakTrdeckoe 10 H3ydYeHHE HAyYHOH M Hay4YHO-METOIUYECKOU
KJIMEHTCKOTO OIIBITA Conepxanue nojaeTcs 3aHATHE, 0a3pl O  MOCTAaBICHHOH  mpoOieMaTHKe,
4epe3 CepHIo BOIPOCOB, Ha IpeyCMaTpPHBAOLIE npegycMaTpuBaeT ucnoib3oBanue 95C
KOTOpBIE CITyIIaTeNlb e IIpOBEICHHE
JOJDKEH OTBEYAThH TICHXOJIOTHYECKOTO
HETIOCPE/ICTBEHHO B TpEHHHTa co
XOJ1€ JICKIIUH. CTyACHTaMH Ha
ompe/ieneHue
po¢eCCHOHATBHOT
0 HalpaBJICHUS,
ymeHue paboraTh B
KOMaHJIe
12/5 KoHTposibHas TOUKa 2 0,5 Bomnpocsl
KOMOUHHPOBAHHOT
0 THNA
13,14/5 10. Jluzaiin-mpinienue. | 1 Jlexuus-nuckyceus. 0,5 IIpakTrueckoe 10 IlogroroBka K NPaKTUYECKOMY 3aHSTHIO,
VHCTpyMeHTapuid Cozepxanue HoaeTcst 3aHATHE, NpeIycMaTpHBaOIIas — M3Y4eHHE  Hay4HO-
4yepe3 CEepHI0 BONPOCOB, Ha IpeycMaTpHBAIOLIE MPaKTHYECKOTO0 MaTepuaia I0  3aJaHHBIM
KOTOpBIE CIIyILIaTeNb e B pexume BOIIPOCAaM
JIOJDKEH OTBEYaTh KpYTJIoro cToJa
HETIOCPE/ICTBEHHO B NpeCTaBICHUE
XO0J1€ JIEKIHH. IPYMIOBOTO
HpPOEKTa o
CO3/IaHHI0 "
MIPOABIKEHHIO
HOBOM YCIIYTH.
IIpencrasnsercs
MakKeT yCIyrd ¥ €ro
OIHCaHue, I1aH
MpPOABHUKCHUA,
CEIrMCHTHI u
A%
ayIUTOPHIO.
14,15/5 11. VYnpasneHue 10 IloarotoBka K ayIUTOPHOMY TECTHPOBAHHUIO
KITHEHTCKUM OIIBITOM. (TOBTOpEHHE TEOPETHIECKOTO MaTepHaa)
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DEOJEPAJIBHOE TOCYJAPCTBEHHOE BIOIKETHOE OBPA3OBATE/IbHOE CMK PIYTUC
é’ YUYPEXXOEHIME BbICIIET'O OBPA30BAHVA
% «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
ory TYPU3MA V1 CEPBVICA» Auem 15
15/5 KoutpoabHas Touka 3. 0,5 AyauTopHoe
TEeCTHPOBAHHE
16,17/5 12. Tlonb3oBarenbckue U 10 IlogroroBka K NPaKTUYECKOMY 3aHSTHIO,
SKOHOMHYECKHE METPHKHU NpeIycMaTpUBAIOIIas ~ M3YYCHHE  Hay4HO-
NPaKTHYECKOTO0 Marepuaja IO 3aJaHHBIM
BOIIPOCAaM
18/5 13. BopoHKa OCHOBHBIX 10 pabota HaJ TPYIITOBBIM MIPOEKTOM,
9TAloB  B3aUMOJCHCTBU MOATOTOBKA TPE3CHTALMH Il (pUHAIBHO
KJIMEHTA C MPOAYKTOM 3aIUTHI TPYIIIIOBOTO MIPOEKTa
Koncynpramnus cTyeHToB Koncynpranust
MperoiaraetT paboty
HpeToaBaTes co
CTyACHTaMH nepexn
9K3aMEHOM
18/5 KonTpoabHas Touka 4. 1 IpencraBienue
rpyInoBoro
NMPOEKTa,
€031aBaeMOro
CTYIeHTaMH
TeueHune
ceMecTpa.
Koncynpranus

[IpomexyTouHas arTecTanus — 3K3aMeH — 2 yaca

© PI'YTUC




Or60YBNo

DENEPAJIBHOE TOCYJAPCTBEHHOE BIOJIKETHOE OGPA30OBATEJIbHOE CMK

i VUPEXJIEHVE BBICIIIETO OBPA30BAHIS PTYTHUC

I\
N

PrYTuC

«POCCUVICKUW TOCYJAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA VI CEPBUCA»

Aucm 16

6. IlepeueHb yueOHO-METOAMYECKOr0 o0ecmedeHUs] I CAMOCTOSITEJIbHOW PadoThl

00y4aoIUXCH M0 JUCHHUILIMHE (MOTYJII0)

Jlnist caMoCTOATENbHOM paboThl O AUCHHUILIMHE 00YJaroIrecs UCTIONb3YIOT CIeIyolee

y4eOHO-METOIMUECKOe 00ECTICUCHHE

Ne Tema, TPy10€eMKOCTh B aKa/.4.
n/n

YyeOHO-MeTOIMUECKOE 0OecIieueHre

1 [IpoucxoxaeHue cepBUC aAU3aiiHa
u ero npeumymiectsa 5/10

2 CocraBisromye 1 MPHHIUIIBI
cepBuc-au3aiina. 5/10 yacos

3 Crneuuduka yciyr kak ToBapa.
5/10 gacoB

4 KoHuenmus notpeOuTebcKoi
neHHocty. 5/10 yacos

5 HNHcTpymeHThI cepBHC-IH3alHa.
6/10 gacos

6 CepBrHC Kak KOMIIOHEHT TIPOIAXKH

ToBapoB. 6/10 yacos

7 [ToBenenne morpeduTeneit u
NPUHATHE UMU perieHuit.5/10
4acoB

8 Teopus opranuzanuu

obOciyxuBanus. 5/10 gacos

OcHoBHas1 JiUuTEpaTypa

1.KanaueB, C. JI. CepBucHas neATEIbHOCTH :
yueObHuk g By3o / C. JI. KamaueB, M. A.
Huxkonaesa. - Mocka : M3paTtenbCko-Topronas
kopriopauus «JlamkoB u K°», 2024. - 300 c. -
ISBN 978-5-394-05342-9. - Tekcr
3JICKTPOHHBIN. - URL:
https://znanium.ru/catalog/product/2133553
2.Cupugenko 1O. I1. CepBucHast nesTeIbHOCTD :
yuebnoe mnocobue / FO.II. Csupumaenko, B.B.

XMmeneB. — 2-¢ u3A., ucnp. u jgom. — MockBa :
NH®PA-M, 2022. — 174 c. — (Bricmiee
oOpasoBaHue: bakanaspuar). — DOl
10.12737/23520. - ISBN 978-5-16-014846-5. -
Tekcr : AJIEKTPOHHBIN. - URL:

https://znanium.ru/catalog/document?pid=183671
7

3.Cruxnops, M. CepBuc-nu3ailH Ha MpaKTHKE:
[IpoekTupoBaHue JIydlIero KJIMEHTCKOTO OIBITA :
npakTuieckoe pykoBoAcTBo / M. Ctuxaops, A.
Jloypenc, M. Xopmec, S. HInainep. - Mocksa :
AnprinHa [Tabmumrep, 2023. - 560 c. - ISBN 978-
5-9614-8146-4. - Tekcr : snekTpoHHbIH. - URL:
https://znanium.ru/catalog/product/2141007

9 MeTtonasl nccnenoBanus
KJIMEHTCKOTO OI1bITa.5/10 yacoB
10 Jlv3aliH MbIIIJIEHUE.

WunctpymenTapuii. 5/10 yacos

11 VYrpapiieHre KIMEHTCKUM
ombiToM. 5/10 yacoB

12 [lonb3oBarensckue u
SKOHOMMYEcKHe MeTpuku. 14/10
4acoB

13 BopoHka 0CHOBHBIX JTaIoB
B3aMMOJICHCTBHS KIMEHTa
¢ npoaykrom. 17/10 vacos

JonosHuTeILHASA JUTEpPaTypa
1.CepBuc: opranuzanus, yrnpaBieHUE, MAPKETUHT
: yuebnuk / E. H. Bonk, A. U. 3eipsHoB, A. A.
Jlumrniuuckasi, H. B. XaputonoBa. — 3-¢ u3m. -
Mocksa : [lamkoB u K, 2022. - 248 c¢. - ISBN
978-5-394-04914-9. - TekcT : HJIEKTPOHHBIU. -
URL:
https://znanium.ru/catalog/document?pid=208434
3. — Pexxum noctyma: mo moJmnmcke.
2.CepBuc B Poccum u 3a pyGexoMm : cereBoi
HayuyHbIl KypHall. - Mocksa : PI'VTuC, 2024. -
T. 18, Ne 2 (111). - 310 c. - ISSN 1995-042X. -
Teker : JJIEKTPOHHBIN. - URL:
https://znanium.ru/catalog/product/2165353

1.
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Or60YBNo

PrYTuC

DENEPAJIBHOE TOCYJAPCTBEHHOE BIOJIKETHOE OGPA30OBATEJIbHOE
YYPEXIOEHME BbICIIET'O OBPA3OBAHVIA

«POCCUVICKUW TOCYJAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBUCA»

CMK
PIYTVIC

Aucm 17

7. ®oHJ OLIEHOYHBIX CPEACTB AJisd NPOBEACHUSA TeKyIIIeﬁ H l'IpOMC)KyTO‘lHOﬁ arrecranum

00y4aoIUXCH M0 JUCHHUILIMHE (MOTYJII0)

7.1. IlepeyeHb KOMIETEHIMH ¢ yKa3aHMeM 3TanoB HX (OPMHMPOBAHUA B Ipolecce

O0CBOCHHSA 00pa30BaTEJIbHOI NPOrPaMMBbI

Ne Nunex Conepxanne Paznen B pe3ynbrare uzyuenus paszaena AUCLUIUIMHBI,

I C KOMIIETCHITUH micnuIuid | obecreynBaromero popMrupoBaHue KOMIIETSHIINN (MHIUKATOPA
KOMIIET (mHOMKaTOpa HEI, JTIOCTIDKEHUS] KOMIIETEHITNH) 00YJaroNuiics JOIDKEeH:
CHIIMH, JOCTHXKCHUA obecrieuns 3HATh YMGTL BJIaJIE€Th
WHIUKA KOMITETEHITHH ) 01005071

TOpa (dbopmupoB
JIOCTH aHue
JKEHHUS KOMIIETEH
KOMIIET UK
CHIIUU (nHIMKATO
pa
JIOCTHKECH
us
KOMIIETEH
17079
1. TIK-1 CHOCOOHOCTh K pa3paboTKe M COBEPIICHCTBOBAHHIO CHCTEMBl KIMCHTCKHX OTHOUICHHH C Y4eTOM
TpeOOBaHU MOTpeOUTENS
MK-1.1. TIpumenser | Temsl 7-13 | Coppemennsie Hcnons3oBath Hasbikamu
KITMEHTOOPUEHTUPOBA KITMEHTOOPUEHTHUD OT/ICJIbHBIC B3aUMOJICHCTBUS
HHBIC TEXHOJIOTHMH B OBaHHBIC KITMEHTOOPUEHTHUPO | € TMOTPEOUTESIMH
CEPBHUCHOMN TEXHOJIOTHHU B | BaHHbBIC u JIPYTUMHU
JIeATEeIIbHOCTH CEepPBUCHOMN TEXHOJIOTHHU B | 3aMHTPECOBAHHBI
JIeATeIIbHOCTH COOTBETCTBUU C | MU CTOpOHamu B
0COOCHHOCTSIMHU X0J1e
CEPBHUCHOMN TIPUMEHEHUSI
JIeATEeIIbHOCTH KJINEHTOOPHUEHTHU
OpraHu3alu POBaHHBIX
TEXHOJIOTHH
K-1.2. Tempt 7-16 | OcuoBHbIe TTpuMeHATH Hagbikamu
OcymecTBisier DJIEMEHTHI U | METOJIbI B3aNMOJICUCTBHUS
pa3paboTKy CHCTEMbI cojiep)KaHue pa3paboTku C KoJuleraMu B
KIIMCHTCKUX CUCTEMBI CHUCTEMBI rnporecce
OTHOLICHHH KIIMEHTCKHX KITMEHTCKHX pa3paboTku
OTHOIIICHHH, OTHOILICHUH CHCTEMBI
MIPUHLIMIIBI u KJIMEHTCKUX
MIOCJIeI0BATEIILHOC OTHOIIICHUH
Thb €€ pa3paboTKu
IIK-1.3.  Ouenusaer | Temst 2-13 | Ocuosmubie MeTop! Hapbikamu
BO3MOXHOCTb HHCTPYMEHTHI rTyOMHHOTO COCTaBJIEHUS
COBCPIICHCTBOBAHNA cepBHUC-Iu3aliHa NOTPYKEHUS B | KapT  3MIIATHH,
CUCTCMbI  KIIMCHTCKUX KITUEHTCKUM OIBIT KJIMEHTCKOT'O
OTHOLLICHUN IIyTH
2. T1K-4 CIOCOOHOCTh y94acTBOBATh B pa3pab0TKe MHHOBALMOHHBIX PEIICHUI IPU OCYIIECTBICHUH CEPBHCHOM
JIeATEIIbHOCTH
TIK-4.1. Hcnonb3yet Tewmpr 1-6 OCHOBBI Hcnonws3oBaTh VYuacrtue B
OpraHnu3anruoOHHO- WHHOBAIIMOHHOM OpPTaHU3alMOHHO- pa3pa60TKe
YUPABJICHIECKNE TCOPHH, MCTOZOB | ympaBeHYECKHE MHHOBAIMOHHBIX
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WHHOBAI[HH, cepBHC-In3aiiHa HMHHOBAIUH, bopm
CBsI3aHHBIC C HOBBIMHU CBSI3aHHBIC ¢ | ympaBieHHs
thopmamu HOBBIMHU (popMaMu | KITHEHTCKUM
YIipaBJI€HUA, BUIAaMU YIIpaBJICHHUS, OITIBITOM Ha
YCIIyT, 6oiee BUIAMHU OCHOBE  CCpBHC-
3¢ heKTHUBHBIMU yeuyr, Gostee JM3aHiHa
(bgpMaMH 3¢ G eKTHBHBIMHI
00CITyKUBAHHS (bopmam
00CITy)KUBaHHS

7.2. Onucanue noxkasaresjiel 1 KpuTepHeB OLCHNBAHUSI KOMIIeTEHIIMII HA Pa3HbIX ITanax
ux GopMHUPOBAHMS, ONIMCAHME IIKAJ OLleHUBAHUS

Pe3yabTar 00yuenusi mo oxka3aTenn . Itan ocBoeHHs
Kpurepuii oueHuBanus
JUCIHUIIINHE OLICHUBAHUA KOMIIeTeHUNH
CryzaeHr
MIPOIEMOHCTPUPOBAI
TectupoBanue 3HaHUE METOJIOB
3HaHue METOJIOB | 3ammuTa rpymnImoBOro COBEPIICHCTBOBAHUS
COBEPIICHCTBOBAHMS MIPOCKTA CHUCTEMBI KITMEHTCKUX
CUCTEMBI KIHCHTCKUX | *KOJUIOKBHYM OTHOLICHUHA C  Y4ETOM
OTHONICHHHA ¢  yd4eToM | *KOHTpOJbHas paboTa TpeOOBaHUI MOTPEOUTENS
TpebGoBaHUi  MOTpeOUTENS COBPEMEHHBIX "
COBPEMEHHBIX u KJIHEHTOOPUEHTUPOBAHHBIX
KJIHEHTOOPUEHTUPOBAHHBIX TEXHOJIOTHI B  TIpoliecce
TEXHOJIOTHH B  mporecce CepBUC-/IN3aiiHa.
cepBUC-IIM3aiiHa. CryzaeHr
YMmenne HCIIOJTB30BaTh MIPOEMOHCTPUPOBAI 3akperuieHue
OTJCIbHBIE yMCHHE HCIIONIE30BaTh | CIIOCOOHOCTH NMPUMEHSTh
KIIMEHTOOPHUEHTHPOBAHHBIE OTJCITbHBIE KITUEHTOOPUEHTHPOBAHHBI
TEXHOJIOTHH B KIIMCHTOOPHEHTHPOBAHHBIE | € TEXHOJOTHUH B paMKaxX
COOTBETCTBUH c TEXHOJIOTHH B | cepBHUC-IM3aiiHA.
0COOCHHOCTSIMH CepBUC- COOTBETCTBUH c

JM3aiiHa OpraHu3aluy.

OCOOCHHOCTSIMU ~ CEepBHC-

Bnanenue HaBbIKaAMU Ju3aiiHa OpraHU3aliu.
B3aUMO/JICHCTBUA c CryneHt
MOTPEOUTETSIMA U APYTHUMU MIPOAEMOHCTPUPOBAII
3aMHTPECOBAaHHBIMU BJIafIcHUE HABBIKAMU
CTOpPOHAMH B Xoje B3aUMOJIeHCTBUSA c
IPUMEHEHUS cepBuC- MOTPEOUTESIMU U PYTHMHU
Ju3aitHa. * JIo1s1 3209HOM (hOPMBI 3aMHTPECOBAHHBIMU
o0y4eHus CTOpPOHAMHU B XoJe
MPUMEHEHHUS cepBuC-
nu3aiHa.
3Hanue ocHOB | TectupoBaHue CryzeHT 3akpernseHue
WHHOBAIIMOHHOM 3amuTa TpynmnoBOro TIPOJICMOHCTPHPOBAJI CIIOCOOHOCTH
TEOPUH. NpOCKTa 3HAHUE OCHOB | HCIIOJb30BATh
VMeHue UCIoIb30BaTh *yCTHBIH ompoc HMHHOBAIMOHHOM OpraHMU3aIlMOHHO-
OpraHU3allOHHO- TEOPHUH. YIpaBJICHYECCKUE
HWHHOBAITNH, CBS3aHHBIE C
yIpaBleHIEeCKHE CrynaeHr ’
HOBBIMU ¢bopmamu
VHHOBAallMM, CBS3aHHBIC C HPOACMOHCTPHUPOBAII yTIpaBIeHs, BHIAME
HOBBIMH (hopMamMu YMEHHE HCIIOJIb30BaTh yemyr, Sosee
YyHIpaBJieHUs, BULaMHU OpraHH3alHOHHO" s dexTuBHBIME popMamMu
yeayr, 6ornee YUPABJICHIECKNE 00CIyKUBaHusl,
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PIYTWC Aucm 19
3¢ dexTHBHBIME (hopMaMu * U1t 3209HOM (POpMBI WHHOBAIINH, CBS3aHHBIE C | WHCTPYMEHTaMH CEpBHUC-

00CITy)KUBaHUsI CEPBHCA.
Bnanenue yuactuem B
pa3paboTke

o0ydeHus

HOBEIMH (hopMaMu
yIpaBJICHUs, BUAAMH
ycnyr, 6ojee

Iu3aiHa

3¢ deKTHBHBIME (hopMaMu
o0cITy>)XKHBaHUS CEepBHCA.

WHHOBAITHOHHBIX
thopm yIpaBIeHU B
paMKax cepBUC-AM3aiHA. CryzneHr
MPOJIEMOHCTPUPOBAI
BJIaJICHUC yYaCTHEM B
pa3paboTke
WHHOBAITIOHHBIX

thopm yTpaBICHUS
MPOLIECCOM  OOCTY>KUBAHUS
U cepBUC-IM3aiiHA.

Kpurepun u mkasa oneHMBaAaHUSA OCBOCHUS 3TANI0OB KOMIIETEHIM HA IIPOMEKYTOYHOM
arrecTaunu

[Topsimok, kpuTepuum W IIKaja OLEHHBAHMUA OCBOCHMsI STaloB KOMIETEHIUH Ha
IIPOMEXYTOUHOM aTTecTallMy OIpeneseTcss B cooTBeTcTBUM ¢ [loyiokeHneM o NpoBeAeHUU
TEKYLIEro KOHTPOJI YCIEBAeMOCTH W TNPOMEXYTOYHOM arTecTaluud oO0ydaroummxcs o
o0Opa3oBaTeNbHBIM IpOrpaMMaM BBICHIETO 00pa3oBaHUs — IporpamMmam OakajaBpHara,
nporpaMMaM — MarucTparypbl,  peaju3yeMblM 1o  ¢eaepalbHbIM  TOCYAapCTBEHHBIM
obpazoarenbabM cTangaptam B DI'BOY BO «PT'YTUCH.

Buasbl cpeacTB onleHMBaHMs, IPUMEHsIeMbIX NPH NPOBeeHUH TeKYLIero KOHTPOJIs
U IIKAJbl OLEHKH YPOBHS 3HAHMIi, YMeHHIl U HABBIKOB NPH BBINOJHEHHH OTAEIbHBIX
(hopM TekyLIero KOHTPOJIst

Cpedcmeo OYeHuearus — mecmuposanue

IlkaJjia OleHKU YPOBHSI 3HAHMI, YMEHHUI M HABBIKOB IIPH PelllecHNH TeCTOBbIX 3aaHMil

Kpurtepun ouenkn OIICHKA
«5», ecmm (90 —100)% npaBUIBHBIX
OTBETOB
BBITOJIHEHO BEPHO 3a/1aHUM
«», ecim (70 — 89)% mnpaBUIBHBIX
OTBETOB
«3», ecmm (50 — 69)% TpPaBHIBHBIX
OTBETOB
«2», ecnm MeHee 50% TpaBHIBHBIX
OTBETOB
Cpeocmeo oyenusanusi — 2pynnogou npoeKm
IIIkaja ONEHKH YPOBHSI 3HAHMI, YMEHHH ¥ HABBIKOB Ppa3padoTKH IpPyNIOBOro

MPOeKTa
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30-35 6a110B — MPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHMSAM, MPEIbSBISEMBIM K
paboTaM JaHHOTO THIA: CAMOCTOSITEIBHOCTb, KOMIIO3UIIMOHHAS CTPOWHOCTH: BBEJCHUE
(aKTyalbHOCTh TEMBI, TpEAMET, OOBEKT HWCCIICAOBAHUS, LENH, 3a/aud), TEOopeTHdecKas u
NpaKkTHYeCKas YacTH, 3aKJIIOYCHHE; MPEAJIOKEHHAas TeMa pacKpbIBaeTcs SPKO, TIIIyOOKO,
apryMeHTHpoBaHO. [Ipu 00CYXI€HUN YYaCTHHKH MPOEKTa JAIOT apryMEHTUPOBAHHBIC, MTOJIHBIC
OTBETHI.

25-29 06a/10B — MPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHUSM, MPEABSABISEMBIM K
paboTaM JaHHOTO THUIA: BBEACHUE (AKTyaIbHOCTh TEMBI, IPEAMET, 00BEKT UCCIIEIOBAHUS, LIEIH,
3aaun), TEOpeTHYecKass M TpaKkTHYecKas dYacTu, 3akiaroueHue. IIpemnokeHHas Tema
pacKpbIBaeTCs SIPKO, TITyOOKO, apryMEHTHPOBaHO. [Ipu 00CYXIIeHUN y4aCTHUKH MPOEKTa JAI0T
HETIOJIHBIE, TOBEPXHOCTHBIC OTBETHI.

20-24 6a/10B — MPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAHUSM, MPEABSABISEMBIM K
paboTaM JaHHOTO THIIa: BBEJCHUE(AKTyaIbHOCTh TEMBI, IIPEIMET, OOBEKT MCCIEIOBAHMUS, LIEIH,
3aaun), TEOPETHUYECKass W MpaKTH4YecKas YacTH, 3akiroueHre. OCHOBHBIE YacCTH IPOEKTa
HEJIOCTaTOYHO MPOPAOOTAHBIL.

15-19 6amI0B — TMPOEKT COOTBETCTBYET OCHOBHBIM TPEOOBAaHUSIM, HPEABSIBISIEMBIM K
paboram nmanHoro Ttumna. llpemnoxeHHas TemMa pacKpbiTa MOBEPXHOCTHO. [Ipm oOcCyxmeHuu
YYaCTHHKH MIPOEKTA TAIOT MOBEPXHOCTHBIEC OTBETHI.

10-14 o6annoB — IlpemiokeHHass TemMa pacKpbiTa IMOBEPXHOCTHO,  OTCYTCTBYIOT
OTJENIbHBIE 3JIEMEHTBl BBEJCHMs, 3aKIIOUYEHHUE;TeOpeTHUYecKass U IpaKTH4YecKas 4YacTH
HEJI0CTaTOYHO MPOpabOTaHBbI.

Menee 10 0amioB — TpPOEKT HE COOTBETCTBYET OCHOBHBIM TpPEOOBAHMSM,
NPEIbSBISIEMBIM K paboTaM JaHHOTO ThTa. PaboTa HOCHT onucaTenbHBIN XapakTep.

Buanl CpeaCTB OLCHUBAHUA, NPUMEHACMBLIX IIPU MPOBCACHUM HpOMe)KyTO‘-IHOﬁ
aTTeCTAalMi U HIKAJbI OHCHKH YPOBHSHA 3HaHHﬁ, yMeHI/lﬁ W HABBIKOB IPX X BBINMOJHCHUHA

VYeTHbII onpoc
Ilkxaja oeHKH YPOBHS 3HAHMI, YMEHU M HABBIKOB IIPH YCTHOM OTBeTe

one KpI/ITepI/II/I OLICHUBaAHUA Tloxa3zaTenn OLlCHUBaHUusA
HKa
- MTOJTHO PacKphITO - OOGyuarommiics
CoJleprKaHue MaTepuana; MOKa3blBaCT  BCECTOPOHHHE W
_ MaTepHa m3aoken | [IYOOKHE  3HAHHMA MPOTPAMMHOIO
rpaMOTHO, B OMNpENEIEHHOM Jorudeckon | MaTepHraia,
OCTIEI0BATELHOCTH; - 3HaHWE OCHOBHOM W
_ MPOIEMOHCTPHPOBAHO JIOTIOJTHATENBHOMN JINTEPATYPHI;
CHCTEMHOE u r1y0oKOe 3HaHUe - MOCTIEI0BATENbHO |
IPOrPaMMHOTO MaTepHala; YETKO OTBEYAET Ha BOMPOCHI OHIIETa
_ TOUHO ucronp3yercs | M AOTIONHATEILHEIC BONPOCEL;
TEPMHHOJIOTHS; - YBEPEHHO
_ TOKA3aHO ymenmue | OPHCHTHPYSTCS B TPOOICMHBIX
WUTIOCTPUPOBATh Teopernueckue | CHTYasix,
TOJIOKEHHsT KOHKPETHBIMH — [IPUMEPaMH, - JIEMOHCTPHPYET

© PI'YTHUC




21|  OEIEPAJIBHOE TOCYJAPCTBEHHOE BIO)KETHOE OBPA3OBATEJTBHOE CMK
i VUPEXIEHVIE BBICILIETO OBPA30OBAHUIS PTYTUC
© ~ ~ ~
W «POCCUUNCKUN TOCYOJAPCTBEHHbIV YHUBEPCUTET
TYPU3MA " CEPBUCA»
PTYTHC Aucm 21
«5» | IPUMEHSTh X B HOBOM CHTYyaIlUH; CIIOCOOHOCTH PUMEHSATh
_ HPOIEMOHCTPUPOBAHO TECOPETUYECKHME 3HAHUS JUIS aHaIu3a
yCBOGHHE panee w3ydennprx | TPAKTHUCCKHX CHUTyaIlWii, JelaTh
CONYTCTBYIOLIUX BOIIPOCOB IIPAaBUJIBHBIC BBIBOJbI, IIPOSABIIACT
b
cOPMUPOBAHHOCTL M yCTOWYMBOCTH | 'BOPHCCKAC CIIOCOOHOCTH B
KOMIIETCHIMH, YMEHHUI U HABBIKOB; [IOHHMaHWH, H3NOKCHHA 1
HCIIOJIB30BaHUHI POrPaMMHOTO
- OTBET IIPO3BYyYAal .
Mmarepuaia,
CaMOCTOSITEILHO, oe3 HaBOJISIIHNX
BOTIPOCOB; - HIOATBEPIKIACT
IIOJIJHO€ OCBOCHHE KOMIICTCHIIUM,
TIPOACMOHCTPUPOBAHA PEYCMOTPEHHBIX IPOTPAMMOit
CIOCOOHOCTh ~ TBOPYECKH  MPHMEHATH
3HaHUE TEOPHUHU K PELIEHUIO
npodeCCHOHATBHBIX 3a/1a4;
- IPOJIEMOHCTPHUPOBAHO

3HaHME COBPEMEHHOW yuyeOHOW M HayudyHOU
JUTEPATYPHI;

OJlHa 1BE
OCBEILIEHUU
KOTOpbIE

- JIOIYIIEHBI
HETOYHOCTHU npu
BTOPOCTEIIEHHBIX  BOIPOCOB,
VICIIPABJISIOTCS 110 3aMEYAHUIO

«“»

- BOITPOCKHI nu3jararoTcs
CUCTCMATU3UPOBAHO U MTOCJICIOBATCIIBHO,

- MPOJIEMOHCTPUPOBAHO
YMEHHME aHAIU3UPOBATh MaTepHall, OJHAKO
HE BCE BBIBOJIbI HOCSIT apIyMEHTHUPOBAaHHBIN
U JI0Ka3aTeNbHBIN XapakTep;

- IIPOJIEMOHCTPUPOBAHO
YCBOEHUE OCHOBHOM JINTEPATYPHI.

- OTBECT YAOBJICTBOPSCT B
OCHOBHOM Tpe60BaHI/ISIM Ha OLICHKY «5 », HO
IIpr 5TOM UMECT OJJUH U3 HCAOCTATKOB!

- a) B M3JIOKCHHUH JOMYIIECHbI
HeOonbIIie TPOOENbl, HE WCKAa3UBIINE
COJIepKaHue OTBETA;

- oOyyJaromuiics
MOKA3bIBACT MOJIHOE 3HAHUE

- IIPOrPaMMHOTO
Marepuaia, OCHOBHON U

- JOMNOJIHUTEIbHON
JUTEPaTypBh;

- HacT ITOJIHBIC OTBCTHI
Ha TCOPECTUYCCKUC BOIIPOCHI ouera
n JOITIOJITHUTCIIbHBIC BOITPOCHI,
A0IMYCKast HCKOTOPBIC HETOUYHOCTH,

- MIPaBUIILHO
IIPUMEHSET TEOPETUYECKUE
MTOJIOKEHHUS K OLEHKE MPAKTUYECKUX
CUTYaLNil;

- 0) momyiieHsl OJUMH — JBa - JEMOHCTPHUPYET
HeloueTa IMpH  OCBEUICHMH OCHOBHOTO | XOPOIIWH YPOBEHb OCBOCHHS
CONIepKaHUsI OTBETa, WCIPABICHHBIC 110 | MaTepuasa " B EJIOM
3aMEYaHUIO IpenoaBaress; MOJITBEPHKIALT OCBOCHHE

_ B) JIOTYIIEHb ONMOKA HITH KOMneTeHuI/zﬁ, NPEIYCMOTPEHHBIX
Oonee IBYX HENOYETOB NpH OcBemieHuu | TPOTPaMMOn
BTOPOCTENEHHBIX  BONPOCOB,  KOTOpPBIE
JETKO UCHPAaBIAIOTCA [0  3aMEYaHUIo
pernoiaBaTens
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Aucm 22

- HETIOJIHO WIH
HETIOCIIEJ0BATEIbHO PacKpbITO
COZIep)KaHME MaTepuana, HO MOKa3aHO
oOuiee [IOHUMaHHe BOIIpOCa u
IPOJIEMOHCTPHUPOBAHEI YMEHHS,
JOCTAaTOYHBIC OJId HaHLHeﬁmeFO YCBOCHU A
Marepuaa;

- YCBOCHbBI OCHOBHBIC
KaTCroOpruun 10 paccMaTpuBacMoOMy nu
JOIMMOJIHUTCIIbHBIM BOITPOCaM;

- HMCIIMCh 3aTpyAHCHUA WA
JOMMYIICHBI OIINOKU B OIpCaAcCIICHUU
«3» HOHHTHﬁ, HUCIIOJIb30BAHMHU TCPMUHOJIOTHH,
HCITPABJICHHBIC IOCJIC HECKOJBKHUX
HaBOJAIIHUX BOIIPOCOB;

- IIPU  HENOJHOM  3HaHUU
TEOPETHUYECKOr0  Marepuasna  BbIABIICHA
HEeZ0CTaTOYHast c(OPMHPOBAHHOCTH
KOMIIETCHIINM, YMEHHH W  HAaBBIKOB,
CTYyIEHT HE MOXET NPUMEHUTb TEOPUIO B
HOBOH CUTYallNH;

- IIPOJIEMOHCTPUPOBAHO
YCBOEHUE OCHOBHOM JIMTEPATYPHI

- oOyuJatroruics
MOKa3bIBaCT 3HAHUE OCHOBHOTO

- MaTepuaia B 00beMe,
HEOOXOIUMOM  JUISl  TIPEACTOSIICH
poQeCcCHOHATBHOM NI TETLHOCTH,

- npu  OTBETe  Ha
BOITPOCHI Onnera u
JIOTIOJTHUTEbHBIE  BOMPOCHI  HE
JOMYCKaeT TIpyObIX OIMHUOOK, HO

HCILITEIBACT 3aTpyAHEHUS B
MOCJICA0BATECILHOCTH ux
W3J10°KCHHS;

- HE B TIOJTHOM Mepe
JEMOHCTPUPYET CIIOCOOHOCTh
MPUMEHATh TEOPETUYECKUE 3HAHUS
JUISt aHajau3a MPAKTUYECKUX
CUTYalHi;

- MOATBEPKIAET
OCBOCHHE KOMIICTCHITUM,
MIPEAYCMOTPEHHBIX MPOrPaMMON Ha
MHWHUMAJIbHO JOITYCTHUMOM YPOBHC

- HE  PAacCKpbBITO  OCHOBHOE
coJiepKaHne y4eOHOTO MaTepHaa,

- OOHapy>X€HO HEe3HAHHWE WU
HEMOHMMaHue Oospliell wim Haubosee
BaXHOW YacTH yueOHOro MaTepuara;

- JIOMYIIEHbl ~ OMIMOKKM B
OIIpEACIICHUN MIOHSATHH, npu
UCIOJIb30BAaHUU TEPMHUHOJIOTHUH, KOTOPBIE
HE  WCOPaBICHBI  IOCIE  HECKOJIBKHX
HaBO/IAIIMUX BOIPOCOB.

«2»

- HE chOopMUPOBAHBI
KOMIIETEHIIMH, YMEHUSI U HAaBBIKU.

- oOyJaromuiicss uMeeT
CYLIECTBEHHbIE MPOOENbI B 3HAHUSIX
OCHOBHOT'0 y4yeOHOro Marepuana Io
JVCIIATUTHHE;

- HE Croco0eH
apryMEeHTHPOBAaHO u
MOCTIEIOBATEIbHO ~ €r0  H3JIararh,
JonyckaeT TrpyOble  OmMOKH B
OTBETaX, HENMPAaBWIHHO OTBEYAET HA
3aJaBaeMble BOIIPOCHI 170111
3aTPYAHSETCS C OTBETOM;

- HE MOATBEPKIAET
OCBOCHHE KOMITETEHITUH,
MPEyCMOTPEHHBIX TPOrPaMMON

Pemenue 3amau

Illkana oOWEHKHM YPOBHSA 3HAHMH, YMEHMH ¥ HABBIKOB IIPM peEIIeHMH KeHcoB

(cUTyallMOHHBIX 32/124)

IIpenes AIATEIBHOCTH KOHTPOJIS 30 mMuH.

Kpurtepun ouenkn -

OBLIIO cthopmMyTpoOBaHO u
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MMPOAHATIN3UPOBAHO  OOJNBIIMHCTBO  MPOOJIEM,
3aJI0)KEHHBIX B Kelice (3amaue);

— ObuTH MPOIEMOHCTPHUPOBAHBI
aJIeKBaTHBIE aHATUTHYECKHE METOIBI PH padoTe ¢
UHpOpMAaLHeii;

— OBUIM WCTOJIB30BaHbl JIOTOJIHUTEIbHEIC
WMCTOYHHUKH nH(pOpMAITIH TUTS pemeHus
Keica(3amaun);

— OBUIM BBIIIOJHEHBI BCE HEOOXOIMMEIE
pacderTsr;

— MOATOTOBJICHHBIE B XOJIE PEIIeHUs Keiica
JIOKYMEHTBI COOTBETCTBYIOT TPeOOBaHMSIM K HHUM
IO CMBICITY U COZICPKAHHMIO;

— BBIBOABI OOOCHOBaHBI, AapryMEHTHI
BECOMBIL;

— caenaHel  COOCTBEHHBIE  BBIBOJBI,
KOTOpBIC OTIMYAIOT JAaHHOE pelIeHHe Keiica OT
JIPYTUX pelIeHUI

IToka3aTeiin olleHKH

Max 10 OamioB

«5», ectu (9 — 10) 6a10B

TTOJTHEIH, 000CHOBaHHBIN OTBET C
MIPUMEHEHHUEM HEOOXOTUMBIX HCTOYHUKOB

«4», ecaiu (7 — 8) 6amn0oB

HEMNOJIHBIA OTBET B 3aBUCUMOCTH OT
MMPAaBUJIBHOCTHU U IMOJIHOTHI OTBETA:

- He OBbUTH BBIMOJIHEHBI BCE HEOOXOIMMbIE
pacyeThl;

- He Obul0  CHOPMYJIMPOBAHO U
NPOAHATM3UPOBAHO  OOJIBIIMHCTBO  TPOOJIEM,
3aJI0KCHHBIX B Kelce;

«3», ecaiu (5 — 6) 6am10B

HETIOJIHBIA  OTBET B 3aBHCUMOCTH OT
MPaBUIBHOCTHU M MIOJIHOTHI OTBETA:

- He ObUIM  TNPOAEMOHCTPUPOBAHEI
aJieKBaTHbIC aHAIMTHYECKHE METOIbI ITpH padoTe ¢
nH(pOpMaITHeii;

- He OBUIM TMOJATOTOBJIEHHBIE B XOJ€
peleHus Kelica JIOKYMEHTHI, KOTOpEIE
COOTBETCTBYIOT TPeOOBAHUSAM K HUM IO CMBICITY H
COJIePKAHUIO;

- He OBLIM CIeaHbl COOCTBEHHEBIE BLIBOILI,
KOTOpbIE OTJIMYAIOT JaHHOE pelIeHHEe Keica oT
JIPYTHX pelIeHu’

© PI'YTHUC




Or60YBNo

PrYTuC

DENEPAJIBHOE TOCYJAPCTBEHHOE BIOJIKETHOE OGPA30OBATEJIbHOE
YYPEXIOEHME BbICIIET'O OBPA3OBAHVIA

\ «POCCUVCKHUW TOCYJAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBUCA»

CMK
PIYTUC

Aucm 24

7.3. TunoBbie KOHTPOJIbHBbIE 32/IaHUS WIH WHbIE MATEPUAJIbI, HE00X0AMMBbIe JIS OLEHKHU
3HAHUI, YyMEeHHUH, HABHLIKOB M (MJIM) ONbITA JAEATEJbHOCTH, XaPAKTEPU3YIOIIMX 3TAMbI

(l)OpMI/IpOBaHI/Iﬂ KOMIIeTEHIIMIi B nmpouecce 0CBoOCHUA 06pa30BaTeJ’ILHOI7I nmporpaMmmbl.

s o2 o

Pazgen muCHUIIIMHEL
o0ecrevnBaroIui
¢dbopmupoBaHHe
KOMITETCHIINHN (WITH e¢
JacTH)

= H 0N oI

MO H oo Z2 00

Bun n conepikanne KOHTPOIBHOTO
3a1aHus

TpeOGoBaHMs K BBITIOHCHUIO
KOHTPOJILHOTO 3aJIaHus U
CpOKaM ca4u

st ounoii popmbl 00yueHust

AHatoMmus cepBuc-
Ju3aiiHa

KonTtponbHoe TecTupoBaHue
(KonTponrHast Touka 1)

Tectuposanue cocrout u3 30
BOIIPOCOB C TPEMs BapUaHTaAMH
orBera. HeoOxonumo BeIOpaTh 1
BEPHBIN OTBET U3 TPEX
npeasioxkeHHbIX. Pabora
oneHuBaercsa no 10-u 6anpHOM
cucreme. B pabote nomyckaercs
He Oosiee 1 ommOOK JIst
nosryueHus 9 6amios, He 6onee 3
OIIMOOK IS MOTyYeHUs 8
0ajoB, He OoJiee 5 omKOOK It
norydeHus 7 6amios, He 6oiee 7
OIMOOK IS TTOITyYeHUst 6
0ajoB, He OoJiee 15 ommbok
IUTS TIOJTy4eHus 5 6aioB, He
6omee 20 ommOOK a5
rosrydeHus 4 6amios, 6onee 20
omunoOoK — 3 Gara
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[ER

VYrpasneHue KIMEHTCKUM
2 OTBITOM

KoutponsHoe TecTupoBanue
(KontponpHas Touka 2)

TectupoBanme coctout u3 10
BOIPOCOB C TPEMs BapUaHTaMU
otBeta. HeoOxoammo BeIOpatsh 1
BEPHBIM OTBET U3 TPEX
peIokeHHBIX. PaboTa
orennBaetcs 1mo 10-u 6ansHOM
cucreme. B pabote nomyckaercs
He Oosiee 1 omImOOK ISt
nosryueHus 9 6amioB, He Oonee 3
OIINOOK IS MOTyYeHUS 8
0asoB, He OoJiee 5 omMOOK I
nony4enus 7 6ansos, He 6onee 7
OIIUOOK IS TIOJTyYeHUsI 6
0ajoB, He Ooiee 15 ommbok
JUTS TIOJTy4ueHus S5 0alioB, He
6omee 20 omubOK ajs
noiy4eHus 4 6amios, bonee 20
omnoOoK — 3 Oamra

KoHTponbHOE TeCTUpOBaHUE
(KonTtponbHas Touka 3)

TectupoBanue coctout us3 20
BOIIPOCOB C YCJIOBUEM
YCTAHOBJICHHUST COOTBETCTBUS
WJIU TIOCIIEA0BATEILHOCTH.
Heo0xomumo BbIOpaTh 1 BepHBIN
OTBET U3 NPE/IOKCHHBIX,
3aHECTH OTBETHI B TAOJIHILY.
Pabota ouenuBaercs o 10-u
OanbHOI cucteme. B padote
JornyckaeTcs He 6onee 1
OMKOOK JUIS IOJTy4eHUS 9
6asutoB, He Oosee 3 omubOoK JIs
nonyuenus § 6ansos, He Oonee 5
OMKOOK JUIS IOJTy4eHUS 7
6asutoB, He Oosee 7 OMUOOK JIs
nony4eHus 6 6anos, He Oolee
15 omubOoK 11 Oy4YeHus 5
6amnos, He 0osee 20 omrboK
IU1s oiydenus 4 6amios, 6osee
20 ommnbok — 3 Oanna
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=

(KonTponsHas Touka 4)
I'pynnoBoii mpoeKT, KOTOPBIX
MIpeIycMaTpUBaeT pa3padoTKy
uuppoBoi yciyru/cepuca (Ha
BBIOOD TPYIIIBL), CO3/TaHUE €TO
MakeTa, aHaJIn3 IeNeBOM
ayJIMTOpUH, BapUAHTHI
MO3UIIMOHUPOBAHUA, OLICHKY
KauecTBa, IUIaH MPOIBIKEHUS,
MapKETHUHIOBBIA aHaJIU3 PHIHOYHON
Cpeabl, BO3MOXXHOCTh TIPUMEHEHHUS
KOMMYHUKAIIUOHHBIX TCXHOHOI‘I/Iﬁ,
ONMCaHue LICHOBOU U
aCCOPTUMEHTHOM MOJUTUKH Ha 5
set. [IpoekTt BeinoJIHsSETCS
ITOATAITHO (C KaXXAoH HeAeIeH OH
MOJTy4aeT HOBOE HATIOJTHEHHE)
IPYIION CTYACHTOB B TEUEHUE
BCETrO CEMeCTpa, 10 OKOHYAHUHN
MIPEICTaBISIETCS TIPE3CHTAITUS
MPOIYKTa CO BCEMH TUIAHAMU U
pacderamu.

IIpoekT onieHuBaercs no 15-tu
0anbHOM MIKaJIe. Y YUTHIBAIOTCS
OPUTHHAJIBHOCTH HJICH, KAYECTBO
1 pa3HooOpa3ue UCIOIb3YEeMBIX
METOJIOB aHAJIHM3a U pacyeTa,
BO3MOXHOCTH MCTIOJIb30BaHUS
ycIyTH (MIPOIYKTa) B peaTbHOI
KOMMEPYECKON KU3HHU,
rpaduuecKoe UCIIOTHEHNE
MPOEKTa B BUJIE MPE3CHTAINN Ha
15-18 cmaiinos.
Onenka 15 noapazymeBaer
WCTIOJIHEHHE TIPOEKTa C YUETOM
BCEX MMPEIBSIBICHHBIX
TpeboBanmii, onenka 13-11 —
YaCTUYHOE MCIIOB30BaHUE
COBPEMEHHBIX METO/IOB
CO3/IaHUS U TIPOIBIKECHHS
yciyTu (IpoyKTa) Ha PhIHOK,
oneHnka 10-8 — HeakkypaTHoOe
WCTIONTHEeHHE TpadUIecKor 9acTH
MPOEKTa, HeIOCTATOYHAS
pa3paloTKa HJeH U ee
porromenust. Omenka 7-5 —
YaCTUYHOE MCIIOTHEHUE
MPOEKTa, HEBO3MOXKHOCTD €T0
peanu3annuyd B KOMMEpPYECKOM
JKH3HH, olleHKa 4-1 —
BBITTOJTHEHNE YaCTH TPOEKTA,
HEOKOHYEHHOCTb,
HEaKKypPaTHOCTh KOHEYHBIX
pe3yIbTaTOB.

st 3a04Hoii popmbl 00yuenus (4 cemecTp)
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AHatoMmus cepBuC-
Ju3aiiHa

(KontponsHas Touka 1)
KonTponbHoe TecTpoBaHue

TectupoBanme coctout u3 30
BOIPOCOB C TPEMs BapUaHTaMU
otBeta. HeoOxoammo BeIOpatsh 1
BEPHBIM OTBET U3 TPEX
peIokeHHBIX. PaboTa
orennBaetcs 1mo 10-u 6ansHOM
cucreme. B pabote nomyckaercs
He OoJjiee 1 ommOOK JIst
nosryueHus 9 6amios, He Oonee 3
OIINOOK IS MOTyYeHUS 8
0asoB, He OoJiee 5 omMOOK I
nosryueHus 7 6ayuios, He 6osee 7
OIIUOOK IS TIOJTyYeHUsI 6
0ajoB, He Ooiee 15 ommbok
JUTS TIOJTy4ueHus S5 0alioB, He
6oiee 20 ommbOK s
noiy4eHus 4 6amios, bonee 20
omnook — 3 Oayia

AHatoMus cepBuUC-
nau3anHa

(KonTponpHas Touka 2)
Ketic-ctanu. Y cTHeii pa3oop

KonTtponbHas Touka COAEPIKUT
10 BOmIpOCOB M MPaKTHUECKUX
3agad4. PaboTta oneHuBaeTcs mo
10-u GanbHO# cucteme. Kaxnoe
3a7laHue olleHUBaeTcs B 6aibl: 0 -
He caenai; 1 —caenan, qomycTui 9
omnOKy; 2 — caena, TOMyCTHI &
omuoOKy; 3 — cuenan, TomycTui 7
omnOku; 4 — caenal, TOMyCTHII 6
OmuOKY H T.JI.

AHatoMmus cepBuc-
Ju3aiHa

KonTponbHas Touka 3
KoHtposbHOE TECTHPOBaHUE

TectupoBanme coctout u3 10
BOIMPOCOB C TPEMsI BApPHAHTAMHU
otBeTa. HeoOxoammo BeIOpath 1
BEPHBIN OTBET U3 TPEX
peUIoKeHHbIX. PaboTa
oneHuBaercsa no 10-u 6anpHOM
cucteme. B paborte nonyckaercs
He Oosiee 1 omuOoK st
nosryueHus 9 6amios, He 6onee 3
OIMOOK /I MOTydeHus 8
0ajoB, He OoJiee 5 omMOOK ISt
nosryueHus 7 6ayuioB, He Oonee 7
OMMOOK I TTOy4YeHus 6
0ajoB, He OoJiee 15 ommbok
JUTS TIOJTyYeHUs 5 0aJuioB, He
6oinee 20 ommbOOK ais
nosryueHus 4 6amios, 6omnee 20
omunoOoK — 3 Oara
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6 AnaTomus cepBUC-
Ju3aiiHa

KonTponbHas Touka 4
[TucemeHHast KOHTpOJIbHAS paboTa

KontponbHas paboTa COCTOUT U3
10 Bompocos. Heobxomumo
MOJTHO U TOYHO PACKPBITH CYTh
Bornpoca. Pabora orieHuBaercs
o 10-u 6anpHOM cucteme. [pu
packpertun 100% Bompocos
cTyneHT nory4daet 10 6amos,
75% - ot 8 mo 7 6amna, 50% - 6-
5 6amnos, 25% - 4-2 6annos,
10% - 1 Gam.

st 3a04HO# hopmBbl 00ydeHus (5 cemecTp)

=

VYnpasneHue
2 KIIMEHTCKUM OIIBITOM

KontponbHas Touka 1
KonTponbHoe TecTpoBaHue

TectupoBanue coctout u3 10
BOIMPOCOB C TPEMsI BApPHAHTAMHU
otBeTa. HeoOxoammo BeIOpath 1
BEPHBII OTBET U3 TPEX
npenoxeHHbIX. PaboTa
oneHuBaeTcs no 10-u OanpHOM
cucteme. B paborte nonmyckaercs
He Oosiee 1 omImOOK st
nosrydeHus 9 6amioB, He Oonee 3
OIIMOOK IS MOTyUeHUS 8
0ajoB, He OoJiee 5 omMOOK I
norydeHus 7 6amios, He 6onee 7
OMIKOOK JIs TIOJTyYeHUst 6
0ajoB, He OoJiee 15 ommboK
JUTS TIOJTyueHus S5 6auioB, He
6oitee 20 ommbOOK yis
nojiy4eHus 4 6aios, bonee 20
omnook — 3 Oayia

[

VYnpasnenue
2 KJIIMEHTCKHUM OIBITOM

KonTponbHas Touka 2

BOHpOCBI KOM6I/IHI/IpOBaHH01"0 THIIA

Pa6ora cocrout u3 10 Bompocos.
Heo6xomumo ToTHO ¥ TOYHO
PacKpbITh CYTh Bollpoca. A
TaK)Ke BEPHO OTBETHTH Ha
TECTOBBIC BOMPOCHL. PaboTa
orieHnBaercs o 10-u 6anpHOM
cucteme. IIpu packperruu 100%
BOIIPOCOB CTYAEHT mnoiy4aet 10
6amnos, 75% - ot 8 g0 7 Gaina,
50% - 6-5 6amos, 25% - 4-2
6amnos, 10% - 1 Oan.

(BN

Yupasnenue
5 KIIMEHTCKUM OITBITOM

KonTponbnas Touka 3
KonTponbhas pabora

KonTponbHas pabota cocTout u3
12 Bompoco. HeoOxoamumo
MOJTHO U TOYHO PACKPBITH CYTh
Bompoca. Pabora onieHuBaeTcs
o 10-u 6anbHOI cucteme. [pu
packpertau 100% Bompocos
cTyaeHT nosrydaet 10 6aos,
75% - or 8 mo 7 6aimna, 50% - 6-
5 6amos, 25% - 4-2 6amos,
10% - 1 6amn.
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IIpoekT onieHuBaercs no 15-tu
0anbHOM MIKaJIe. Y YUTHIBAIOTCS
OPUTHHAJIBHOCTH HJICH, KAUYECTBO
1 pa3HooOpa3ue UCIOIb3YEeMBIX
METOJIOB aHAJIHM3a U pacyeTa,
BO3MO>KHOCTH HCITOJIb30BaHUS
(KonTtponsHas Touka 4) N
. . ycIyTH (MIPOIYKTa) B peaTbHOI
['pymmoBoii mpoeKkT, KOTOPbIi 2
KOMMEPUYECKOU KI3HMU,
MpeIyCcMaTpUBacT pa3padoTKy
rpaduyeckoe UCTIOTHCHUE
yciyTu (Ha BEIOOD TPYTIIIHI),
IIPOCKTA B BUJAC MPE3CHTAIMU Ha
CO3JIaHUE €r0 MaKeTa, aHaJIn3 .
LIEJIEBOM ayJIUTOPUH, BApUAHTHI 15-18 cnaiinos.
Y ’ Ouenka 15 nogpaszymeBaet
MTO3UIIIOHUPOBAHUS, OI[CHKY
WICTIOJTHEHHE TPOEKTA C YICTOM
KauecTBa, IUIaH MPOIBIKEHUS,
N N BCEX MMPEIBSIBICHHBIX
MapKCTHUHI'OBBIM aHAJIN3 PLIHOYHOU o
TpeboBanmii, onenka 13-11 —
CpeIbl, BO3MOXKHOCTh IPUMEHEHHS
1 Ypasienue . YAaCTUYHOE UCIIOJIb30BAHHE
KOMMYHHKAIIMOHHBIX TEXHOJIOTHH,
8 KIIMEHTCKUM OIIBITOM COBpPEMCHHBIX METOA0B

ONMCaHKE [IEHOBOH U
aCCOPTUMEHTHOM MOJIMTUKH Ha 5
net. IIpoekT BhInoNHAETCA
MOATAMHO (C Ka)XXA0U HeeNnel OH
MOJIy4aeT HOBOE HAIIOJHEHHUE)
CPYIION CTYACHTOB B TEUEHUE
BCEro CEMECTpa, 10 OKOHYAHUU
MPEJICTABIISIETCS PE3EHTALUA
MPOIYKTa CO BCEMU INIAaHAMHU U
pacueTamu.

CO3JIaHMA U MPOABIKCHUS
yciyTu (IpoyKTa) Ha PhIHOK,
oneHnka 10-8 — HeakkypaTHoOe

UCTIOJIHEHHE TpaduyecKoil yactu
MIPOEKTA, HEAOCTATOYHAS
pa3paloTKa HJeH U ee
porromenus. Omenka 7-5 —
YaCTUYHOE MCIIOJTHEHUE
MPOEKTa, HEBO3MOXKHOCTD €T0
peanu3annuyd B KOMMEpPYECKOM
JKH3HH, olleHKa 4-1 —
BBITTOJTHEHNE YaCTH TPOEKTA,
HEOKOHYEHHOCTb,
HEaKKypaTHOCTb KOHEUHBIX
Pe3yIIbTATOB.

IlepeyeHb OLIEHOYHBIX CPeACTB (IHeBHAsA (popMa 00yUeHHs ):

KonTposbHasa Touka 1 k pasgeiny «AHATOMHMS CepPBHC-IM3aHHA».

TectupoBanue (30)

1. Ilo TUITY YCIIYT' TOPTr'OBJIXO, TPAHCIIOPT, CBA3b OTHOCAT K YCIIyraM:

a) [lorpeburenbckum
0) OO1IEeCTBEHHBIM
B) PacnpenenutenbHbIM

2. K npodeccroHallbHBIM yCIIyraM OTHOCST:

a) UHKUHUPUHT, JTU3UHT, 00CTyKUBAHUE U PEMOHT 000pYA0BaHUS.
0) 6aHKOBCKUE, CTPaXxOBble, (PUHAHCOBBIE, KOHCYJIbTAIIMOHHBIE, PEKIIAMHBIE YCIYTH

B) TEJICBUACHUE, PaJ0, 00pa3oBaHuE, KyJIbTypa

3. K ycnyram, oppueHTHpOBaHHBIM Ha OOIIIECTBO, OTHOCST:
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a) TOCy1apCTBEHHBIC (TIPABUTEIILCTBEHHBIC) YCIYTH

0) yCIIyru o TEXHUYECKOMY OOCITY>KMBAHHIO, HAJIAJIKE, HACTPONKE U PEMOHTY
MIPOM3BOJICTBEHHOTO 000PYIOBAaHHS U TEXHHUYECKHX CHCTEM

B) MapuKMaxepckue, poroarenbe, pa3HooOpa3Hble PeKPEallMOHHbIE YCIYTH U
HETPOU3BOJICTBEHHBIC BUJIBI OBITOBOTO OOCITY)KUBAHHSL.

4. Ycayra rocyaapCTBEHHOTO CEpBHUCA SIBISIETCS:

a) HETIPOU3BOJICTBEHHOM, KOMMEPUYECKO, pealbHOM, CTaHJapTU3UPOBAHHON
0) MPOM3BOICTBEHHOW, KOMMEPUYECKOH, pealbHOM, JIESTHTUMHOMN
B) HEKOMMEPYECKOM, OOIIECTBEHHOM, CTaHAAPTU3UPOBAHHOMN, CII0KHOM.

5. YCJ'IYI‘I/I IO OTHOLICHUIO K HUM IrocyAapCTBa 1 06I_HeCTBa pas3iIndarOTCA Ha:

a) TOCYJJapCTBCHHBIC U HETOCYIapPCTBEHHbBIC
0) YUCTBIC U CMEIIIAHHBIC
B) JleruTMHbBIC ¥ HEJICTUTUMHBIC

6. Yciyru, npuodpeTaemsle ISl JINYHOTO OTPEOIEHNS 3a CUeT JIMYHBIX CPEJICTB — ITO:
a) JIeJIOBbIE YCIIyTH
0) MHCTUTYLIMOHAJIbHBIE YCIYTU
B) MOTPEOUTENBCKUE YCIYyTH

7. Ycayru KOCMEToJIora — 3TO YCIlyra, HalpaBJiCHHAs:
a) Ha YeJIoBeKa
0) HA CO3HAHME YellOBEKa
B) Ha HEMaTePUATbHBIC AKTHBBI

8. bBaHKOBCKME MHBECTUITNH - 3TO YCIyTra, HalpaBJICHHAS:
a) Ha CO3HAHME YeJIOBEKa
0) Ha HeMaTepHaJbHbIE aKTHBBI
B) Ha (QU3UYECKUe 0OBEKThI, HAXOIAIINECS B COOCTBEHHOCTH YellOBEKa.

9.ToBap — 3T0:

a) Bce, YTO MOXET OBbITh MPEIJIOKEHO Ha PBIHKE IJIS YJAOBIETBOPEHHUS KENaHWUN WIH
noTpeOHOCTEH

0) HeMaTepuaTbHBIC AKTUBBI, TPOU3BOIUMBIC IS 1Ieei cObITa

B) pe3yibTaT HEMOCPEICTBEHHOTO B3aUMOJICHCTBUSI UCTIOJHUTENS U MOTPEOUTENS, a TaKXKe
COOCTBEHHOM JEATEILHOCTH UCIIOJHUTEIS 110 YOBIETBOPEHHUIO MOTPEOHOCTH MOTPEOUTENS.

10. Cxema OIIPCACIICHUA TOBapa Ha TPEX YPOBHIAX: «3aMBbIC/Ia», «PCAJIbHOI'O HCIIOJIHCHUA») U
KIIOAKPCIICHU ) OITHUCAIT:

a) T. JleBut
6) ®.Kotnep
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B) yrnac Hopt

11. Ucxoas u3 Tpex ypoBHEW TOBapa, TaKue MOTPEOUTEIhCKHE CBOMCTBA, KaK TOBAPHBIN 3HAK,
(bupMeHHBIN CTUIIb, KAYECTBO U HAJICKHOCTh MPOAYKIUH, IU3aiH, yITaKOBKa OTHOCST K:

a) IEpBOMY YPOBHIO (CTE€p>KHEBAsI BHITOJIA)

0) BTOpoMy ypOBHIO (06a30BBIi TOBAp)

B) Tperbemy ypOBHIO (03KH1a€MbIi TOBAp)

12. OGmiecTBO, MHAUKATOPOM ChEPBI )KU3HUA KOTOPOTO, SBIISICTCS KOJHMYECTBO U KA4E€CTBO YCIIYT,
KOTOPBIE YEJIOBEK MOXKET ce0e M03BOJINTh

a) MOCTUH1yCTPHAJIbHOE

0) uUHAYCTpUaIbHOE

B) JIOMHAYCTPHAJIBHOE

13. I'eTepOoreHHOCTh yCIyT MOApPa3yMeBaeT, uTo:

a) yCIyry HEBO3MOYKHO MPOJIEMOHCTPUPOBATH 0 €€ MOKYITKU

0) KauecTBO MPEIOCTaBISICMOM YCIYIH MOXET CHJIbHO HM3MEHSTHCS B 3aBHCHMOCTU OT
TOTO0, KTO, KOTJIa M KaK €€ MMPEJIOCTaBIISICT

B) boublnas wacTh yciyr mu3-3a TOTO, YTO OHH OJHOBPEMEHHO TMPOU3BOMSITCS U
NOTPEOIIAIOTCS, HE MOXKET OBITh COXpPaHEHA C LENbI0 JaTbHEHIIET0 NCIOIb30BAHNS.

14. MarepualibHO-BEILIECTBEHHBIN TOBap B OTIUYHU OT YCIIYTH:

a) SBISETCS OCSI3aeMbIM OOBEKTOM, KOTOpPBIH MOXKET OBITh CO3/aH M MpOJaH WM
HCITOJIB30BaH I103Ke

0) Heocs3aeM

B) UMEET HEONPE/IEIIEHHOCTh KaueCTBa

15. Yenyra ortnngaercss OT MaTepHAIbHO-BEIIECTBEHHOTO TOBAPA TEM, UTO:
a) IPOM3BOJICTBO, XPAaHEHUE U PACIpeeNIeHHE OTJICIEHO OT NOTpeOIeHus
0) MPOU3BOJICTBO U MOTPEOJICHUE OCYIIECTBIISIOTCS OTHOBPEMEHHO
B) MaTepUaNIN3yeTCs B BEIllU, MOXKET HAKaIJIUBaThCs

16. K. JIaBnok onpenensieT 4MuCTyIO HEHHOCTh KaK:
a) HU3KYIO IIeHY
0) TO TO, YTO 5 MOTyYaro 3a TO, YTO OTIAI0
B) OTO TO, YTO 51 XOUY MOJIYIUTH OT MPOTYKTa
17. OcHOBHOE ¥ MPUHLMITHAIIBHOE OTIIMYKE YCIYTH OT TOBapa 3aKIII0UAETCS B CIAEAYIOIIEM:
a. OTO0 OTYY)KJIEHHBI! OT IPOU3BOIUTEINS PE3YIbTAT TPYAA
b. STO rnepeaava NpoaAyKTa B OIITOBYIO U POSHUYHYIO TOPTOBJIIO U TOCJICAYIOIAasA €ro mpoJaxa
C. dDaxkTUYECKHU MPOU3BOJCTBO COBMEIIEHO C MTOTPEOICHUEM.
18. Heocsi3aemMoCThb yCIIyru - 3T0
a. Hpouecc npeaAOCTaBJICHUS U HOTpe6HeHHﬂ YCIyT ONpOTCKACT OAHOBPEMCHHO, U HOTpe6I/ITeJ'II/I
ABJIAKOTCA HeHOCpeHCTBeHHBIMI/I y‘IaCTHI/IKaMI/I 3TOTO Hpouecca
b. chyrI/I HE MOT'YT 6I)ITI) MMPOTECTUPOBAHBI 1 OLCHCHELI IIPCKC, YEM IMOKYIIATCIIb UX OIUIaTUT
c. Ux HGMaTCpHaﬂBHBIﬁ XapakKTep, APYTruMHU CJIOBaMU, yCIIyra HC MOXCT 6LITL MMpeaJIOKCHA
KIMEHTY B Ipyrod ¢hopMe 10 3aBEPIICHUS MPOLIEcca ero 00CIyKUBAHMS.
19. HecoxpaHseMOCTb yCIYT - 3TO:
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a. [Ipomecc mpemocTaBiaeHuUs U MOTPEOICHUS YCIyT MPOTEKAET OJHOBPEMEHHO, ¥ TOTPEOUTEH
SIBJISIIOTCS. HETTOCPEACTBCHHBIMH YYaCTHUKAMU 3TOTO Ipoliecca

b. VYcuyru He MOryT OBITH IPOTECTHPOBAHBI M OLIEHEHBI MPEK/IC, YEM MOKYIIATE b HX OIUIATUT

c. Vx HemarepuanbHBIH XapakTep, APYTUMHU CIOBaMH, YCIyTa HE MOXKET OBITh MPEIoKeHa
KJIMEHTY B Ipyroi opme 10 3aBepIiIeHHs IPoIecca ero 00CIyKUBaHUs

d. OnHu BO MHOTOM 3aBHCST OT KBaJH(UKAIMU PaOOTHUKA, €r0 UHIUBUAYaIbHO-THYHOCTHBIX YePT U
HAaCTPOCHHS.

20. Cdepa obcmyxuBaHUs HACETCHUS — ITO:

a. COBOKYITHOCTb MPEIIPHUATHHA, OpraHU3aui 1 (PU3MIECKUX JINL], OKAa3bIBAIOIINX YCIYTH
HACEJICHUIO

b. JlesTenpHOCTD NpeANPUATHII U OpraHU3alNii, HATIPABJICHHAS HA YJOBJICTBOPEHHE MOTPEOHOCTEH
HACEJICHUS. ¥ UHOCTPAHHBIX IPakAaH B TYPUCTCKUX U IKCKYPCUOHHBIX YCIyrax

C. JleATenbHOCTH UCTIONHUTEIS IPU HEMOCPEICTBEHHOM KOHTAKTE C IIOTPEOHUTENEeM YCIYTH.

21. CornmacHo Mojaenu «Servuctiony» K 4aCTH KOMIIAHWH, BUAUMOM IS KIIMEHTA OTHOCSITCS:

a. Ilepconan

b. Texuomoruyeckoe siIpo

C. Dusnueckoe OKpyKeHue

d. Bcé BhIlenepeyrCIeHHOE.

22. CepBucHas onepauus — 3To:

a. Ilpomecc, B Xome KOTOPOTo MPOM3BOIUTCSI OKOHYATEIbHAS COOpKa BCEX 3JIEMEHTOB CEPBUCHOTO
HPOJYKTA U yCIIyra MpeoCTaBIsAeTCs TOTPEOUTEIIO

b. mpomece, B Xoe KOTOPOro 06pabaTHIBAIOTCS BBOIUMBIC (haKTOPBI U CO3IAIOTCS SJIEMEHTBI
CEPBHUCHOTO 00CITY>KMBAaHUS B BHJIE€ IPOAYKTa

c. Ilponecc, B Xx01€ KOTOPOro IPOU3BOJAUTEIN YEPE3 CTUMYJILIMIO YYBCTBEHHOI'O BOCIIPUSTHS
CTaparoTCs JIOCTABUTH KIMEHTY ACTETUYECKOE YIOBIETBOpEHHe, [IprBiedb ero BHUMaHue,
BOCXUTHTH KPacoTon

d. Her nmpaBHIBHOTO OTBETA.

23. Ycayra-aTo..

a. M3MCHEHHME COCTOSIHUSI JIMIA WIM TOBapa, NPUHAIISKANIETO KAKOH-TM00 3KOHOMUYECKON
eIMHUIIC, TPOUCXOAIICe B PE3YNbTaTe ACATCIBHOCTH JAPYrol SKOHOMHYECKOH EIMHHMIBI C
HpEeIBAPUTEILHOTO COTJIACHS TIEPBOH.

b. kommiekc o00s3aTeNbHBIX ISl HMCIIOMHEHMS TPAaBUI  OOCIYXXHMBAHUS KIMEHTOB, KOTOpPbIC
IIPU3BaHbl TAPAHTUPOBATH YCTAHOBIICHHBII YPOBEHb KAYECTBA BCEX POU3BOAUMBIX OIlEpaLUil.

C. 3ammMTa CTaHaapra O6CJ‘Iy)KI/IBaHI/I$I

24.IlompebHocmu — 3T0..

a. 4yBCTBO OLIYIAEMOI YeIOBEKOM HEXBATKH Y€ro Ju0o.

b. Hyxna, npunsBmas cneuuduyeckyro (GopMy B COOTBETCTBHM C KYJIbTYPHBIM YpPOBHEM U
JMYHOCTHIO WHIIMBH/IA.

C. COBOKYITHOCTb CYHIECTBYIOUIUX U MMOTCHIIUAJIbHBIX HOKyHaTeHeH TOBapa.

25. ToBap 1o 3amsIcay..

d. DTO OCHOBHBIC BBII'OJBI, oOecrieyenne TOBapOM. 33,1121‘13 — BBIABUTH CKPBITHIC 3a JIFOOBIM TOBapOM
HOTpe6HOCTI/I " npeajiaraTtb HE CBOMCTBA TOTO TOBapa, a BeII'OJIbI OT €I'0 UCITIOJIb30BaHUA.

b. xapakrepusyercss ypoBHEM KauecTBa, HAOOpPOM CBOMCTB, IU3aiiHOM, MapOYHBIM HA3BaHUEM H
YIaKOBKOM.

C. 2310 TOBap B pPCaJIbHOM HCIIOJIHCHUH, I/IMGIOIIII/Iﬁ JOIIOJIHUTCIIBHBIC BbITOAbI, IICHHUMBIC
HOKYIAaTeIIMHU: JJOCTaBKa Ha JIOM, MOHTaX, TOJKIIOYCHUE, YCIYI'H CBSI3H, TapaHTUs BO3BpaTa
JICHET B Ciyyae BO3Bpara TOBapa, KOHCYJIbTAIUH JUISl KITMEHTOB.

26. Kiro4eBbIM OTIMYMEM YCIYTH OT TOBapa He SIBISIETCS:

a. HeocsazaemocTs

b. Heomuopoanocts

C. OnmHOBPEMEHHOCTH MPOU3BOACTBA U MOTPEOICHUS
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d. TloouepenHOCTh IPOU3BOJACTBA U MOTPEOIICHUS
e. HecoxpansemocTts
27. Yenyru nensitcsi Ha 2 OOJIBIIUE TPYIIIIHL. . ..
a. MaTepI/Ia.HI)HI)Ie 1 HEMATCPUAJIbHBIC
b. MaTepI/Ia.HI)HI)Ie " IYXOBHBIC
C MaTepI/IaJ'IBHI)IC 1 COLMAJIbHO-KYJIBTYPHBIC
d. MarepuansHble U UACAIbHBIE.
28. K 4-m «He» xapakrepuctuku ycinyru HE otHocurces. ..

a. HeorgenuMmocTs OT HCTOYHHKA
b. HemarepuansHOCTb

c. Hecoxpansemocts

d. Heocsaszaemocts

e. HemnocrtosHCTBO

f.  Bce oTBETHI BEpHBI.
29. K tuny notpeObUTeabCKuX yCIyr OTHOCUTCS:
a. KoHcanTuHroBble yciyru
b. Ycayru kabenpHOro TeleBUACHUS
c. Yciuyru, npeioctapisieMble B aTellbe.

30. BeiOepute rpyriy, He BXOASIIYIO B KIACCU(MUKALIUIO YCIYT MO MPU3HAKY BEIECTBEHHOCTH -
HEBEIIECTBEHHOCTH:

a. Ocsi3aemble NeHCTBUS HAPABIICHHbBIE HA TEJIO YEJIOBEKa

b. Heocsizaemble 1eiiCTBUS HAIIPABIECHHBIE HA OCSA3a€MbIC aKTUBBI

c. Ocsizaemble NeNCTBUS HAPABIICHHBIE HA BElIb

d. Heocszaembie nelicTBHS HaIIpaBJICHHBIE HA COZHAHKE YEIOBEKa

€. Heocsi3aeMble AeiicTBUS HallpaBJIECHHBIE HA HEOCA3aEMbl€ AKTUBBI

f. Bce oTBETHI BEpHBI.

KonTposbHasi Touka 2 k pasaeny «YnpapjieHHe KIHEHTCKHM ONBITOM» JJIsl OYHOM
(popMmbI 00yueHHs, ayauTOopHOE TecTupoBanue (10)
1. K npodeccrnoHanbHBIM yCIIyTaM OTHOCSITCS:
a) KOHCAJITHUHI'OBBIC,
b)  TpancnoprHbie;
C)  CTpaxoBbIe;
d) oOpasoBanue.

2.  WneanbHas yciyra — 3T0:

a)  yciyra, KOTopas OCYIIECTBISIETCS 10 YETKO OTPA0OTaHHOMY JITOPUTMY;

b) ompenenenHoe nelicTBUE, HAITPABICHHOE HA YOBJICTBOPEHNUE KOHKPETHON MMOTPEOHOCTH;
C) abcTpakTHas TEOpPETHYECKask MOJEIb JJF0O0T0 U3 BHIOB CEPBHUCHOI JIeATEILHOCTH;

d) Bcé BblIIETIEpEUNCIICHHOE.

3. VYcayra, moapa3yMeBarolias HHIMBHIYaIbHbIH TOAX0/ K KIMCHTY, HA3bIBACTCS:
a) TnpodecCHOHATBHON;

b) TtBOpueckoii;

C) WIeaNbHOI;

d) HeT npaBHIBHOTO OTBETA.

4. K BocmpuHHMaeMOMY Ka4ecTBY, KaK K 3JIeMEHTY [IEHHOCTH YCIIYTH, HE OTHOCHUTCSI:
a) CTHJIb OOIICHHUS MPOJABIA U MOKYIIATENS;
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b) muuHBIE IOTPEOHOCTH KITMEHTA;
C) IICHA YCIyTH;
d) BHelIHHE KOMMYHHKAIIHH.

5. CormacHo Mmomenu «Servuction», K YacTH KOMIIAHHMH, BHIUMOW JUIS KIIMCHTA
OTHOCHUTCS:

a) IepcoHar;

b) TexHomormueckoe sA7po;

C) (u3NUECKOe OKPYKEHHE;

d) Bcé BbIICTIEpPEUNCIICHHOE.

6. Pacmonoxutre KoHTakTHble 30HBI (0T 0 g0 3) B TOpSAAKE YBEIHUYCHHS 3OHBI
HETIOCPECTBEHHOTO KOHTAKTa:

a) cxaras KOHTaKTHas 30Ha;

b)  ckpbiTas KOHTaKTHas 30Ha;

C) KOHTaKTHas 30Ha, pa3/ieJICHHas IPOCTPAHCTBOM;

d) KoHTakTHas 30Ha, pa3/IeCHHAS CTONKOM.

Ortser:

7. OCHOBHOE U IPUHLIMTIIHATBHOE OTIMYUE YCIYTH OT TOBapa 3aKJII0YaeTCs B CIEAYIONIEM:

a. OTOo OT4YKJEHHBI! OT MPOU3BOUTENS PE3YyIbTAT TPYA;

b. Dro mepenaya mpoaykTta B ONTOBYIO M PO3HHUYHYIO TOPTOBIKO M IOCICAYIOLIAs €ro
MpoJaxa;

C. ®dakTH4ecKu MPOU3BOJICTBO COBMEIIEHO C MOTPEOICHHEM;

d. TIpou3BOACTBO MOXKET OBITh yIAJICHO OT HOTPEOUTEIIS.

8.CepBuc-gu3aiin — 310:

a. aOcTpakTHas TeopeTHYecKass MOJeTb OCHOBHBIX BHUIOB CEPBUCHOMU
JEATEIIbHOCTH

b. ymommeTBOpeHHe MOTPEOHOCTEH, CBA3aHHBIX C  BEIIECTBCHHOMW
HAMpPaBJIECHHOCTHIO JEHCTBUS

C. METONOJOTHsA, KOTOpas IIOMOTaeT yJAydIlUTh B3aHUMOJCHCTBHE
KOMITAHUH C KIMEHTaMHU

d. Bu3yanmsamsi TNPOAYyKTa, HampaBlieHHas Ha  (HOpMHpPOBaHHE
MIOBBIIIEHHOTO CIIpoca

9. Yceayra-iro...

d. WM3MCHEHHE COCTOSHHUS JIMIA WIH TOBapa, MPUHAIICKAIETO KaKOH-THO0 3KOHOMUYECKOH
€MHUIIE, TPOUCXOAIIEE B pe3yIbTaTe AeSTEIbHOCTH IPYTrOi SKOHOMUYIECKOH €MHUIIBI C
NpeABapUTEIBHOTO COTJIACHS IEPBOH.

b. KOMIIJICKC O6$ISaTeJ'[BHBIX JJI1 UCIIOJIHCHUA ITpaBUII O6CJ'Iy}KI/IBaHI/I$I KJIIMEHTOB, KOTOPLIC
IIPU3BaHbl TapAHTHPOBATh YCTAHOBJIEHHBIM YPOBEHb KAauecTBA BCEX MPOU3BOJUMBIX
Omepalui.

C. 3alIuTa CTaHAapTa OOCITYKHUBAHUS;

d. mpomyKT YeTOBEUSCKOTO TpyHa, MPHHAICKAIIETO BTOPUYHOMY CEKTOPY SKOHOMHKH,
npesiaraeMblil Ha peIHOK JUISl TIPOJaKH.
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10.MaiinaceTnl B cepBHC-IU3alHE — ITO:

a.

b.

nporecc  ¢GopMHpOBaHMs ~ oOpa3a  IIEJIOCTHOTO  MPEIMeTa,  HEMOCPEICTBEHHO

BO3JICHCTBYIOIIErO HA aHAJTU3ATOPbI
noOyXaeHne K JCHCTBHIO W HEOThemJIeMass 4YacTh JI000Tr0 NpoecCHOHATBHOTO U

JMYHOCTHOT'O POCTa
Habop mpaBwi, yOEXKIEHHH, IOIXOA0B, KOTOPHIMH YEIOBEK PYKOBOJICTBYETCS NpHU

MPUHATUU PEUICHUN
ycrosiBmasicss (opma OBITHS YelIOBEKa B MHUpE, HaxoJsIias CBOE BBIPAKCHHE B €ro

ACATCIIbHOCTHU, HHTCPCCAX, Y6C)KI[CHI/I$IX

KonTposbHasi Touka 3 K pasgeny «YnpapjieHHe KJIMEHTCKHM ONBITOM» s
04HOIi (popMbI 00yueHHsi. AyAuTopHoe TecTupoBanue (20)

3aiaHus 3aKpHITOrO THIA

3ananue 1. [IpounTaiitTe TEKCT U yCTaHOBUTE IOCIEA0BATENbHOCTL. PaccTaBbTe B NPaBUIIBHOM
nopsiike (Pl Ha pUCYHKE, COOTBETCTBYIOIIUE TPYIIaM MOTpeOuTeNeil Ha KaXKIOM U3 JTAroB

JKIIT.
A.KoncepaTops! b.Pannee 60sbIMHCTBO B.Hosaropsl I'.Ilo3nHee
OOJIBIITMHCTBO

KU3HEHHbIM UMKA TOBapa

O6vem -

=l m

Paspa6otka | Brenpe- . Pocr ‘ 3pesnoctb .CnaA Bpeiﬂ
Hue

3anuiuTe BIOpaHHbIE HU(PHI 1101
COOTBETCTBYIOITMMH OYKBaMHU:

A

b B I

3aganue 2. [IlpoumrtaiiTe TekcT U ycraHoBuTe cooTBercTBUE. ComocTtaBbTe  (HOPMBI
o0cCITy’)KMBaHUs B JIEBOU Tpade ¢ UX coJepKaHueM, MPEICTaBICHHOM B IpaBoii rpade.
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1. AGoHEMEHTHOE A. He TpeamoyaraeT  HEMOCPEIACTBEHHOTO

BHU3yaJILHOTO o01IeHns noTpeouTes u
VCTIOJTHUTEIIS] YCIYTH

2. beckoHTakTHOE b. 3akmouaeTcs B NpeNOCTaBICHUU YCIAYr IO
MecTy paloThl, MECTY JKUTEIbCTBA WM WHOH
JIOKAIMK, YKa3aHHON KIMEHTOM CIeHUaTIbHON
Opuraznoil mpeanpusITHs cepBUCca

3. CramoHapHoe B. 3aka34mk, 3aKII0YMB JOTOBOP C TPEIIPHATHEM
cepBuca, IMOJy4aeT TNpPaBO Ha OINEPaTHBHOE
o0CITy’)KUBaHHE, MIPOBEICHUC TUTAHOBBIX

MpodUIAKTHUECKUX MPOLENyp B TEUEHHE CPOKa
JIEHCTBHS JOTOBOPA

4.IlepenBuxkHOE I. NOApa3yMeBaeT o0cITy>)KUBaHue B
CHEIMATU3UPOBAaHHOM MeECTe€ C IPUMEHEHUEM
poheccCHoHaIbHOTO obopymoBaHUs u

MPUBJICUCHUEM NOATOTOBJICHHOI'O IICPCOHAJIA

3anuimmuTe BRIOpaHHbIC OYKBBI 10T
COOTBETCTBYIOIIUMU ITUPpaMHU:

1 2 3 4

3amanne 3. [IpounTaiitTe TEKCT W yCTAaHOBUTE TOCIEI0BATEIHLHOCTh. PaclonoKuTe KOHTaKTHBIC
30HHI (0T 0 10 3) B MOpsAKE YBETHUYEHHUS 30HBI HEMOCPEACTBEHHOTO BH3yalbHOTO KOHTAKTa C
KJIUEHTOM.

A. cxarasi KOHTaKTHasi 30Ha 3
b. ckpbiTas KOHTaKTHas 30HA 1
B. KoHTakTHas 30Ha, pa3eeHHas MPOCTPAHCTBOM 2
I'. KOHTaKkTHasl 30Ha, pa3feleHHasl CTOMKON 0

3anumure COOTBCTCTBYIOIIYIO TTOCJICAOBATCIBHOCTD HHq)p CJICBa HaAIIpaBO:

0 1 2 3

3ananue 4. [IpounTaiiTe TEKCT U YCTAaHOBUTE MOCIEA0BATEILHOCTE. Pacnonoxure B NpaBUIbHOM
MOPSIJIKE ATAIbl IPUHATHS PEIICHH 0 TOKynke (1ndpa — OykBa):

A.Peakuys Ha TOKYTIKY

b.ITonck napopmannn

B.Bo3nnkHOBeHHE NOTPeOHOCTH

I".HenocpencTBeHHO MOKyNKa

SHEI RN

. PamxupoBaHue

3anuiuTe COOTBETCTBYIOUIYIO MOCJIEOBATEILHOCTD HU(P CclIeBa HANPaBO:

3ananue 5. [IpounTaiiTe TEKCT U yCTAaHOBUTE COOTBETCTBUE. COMOCTaBHTE METPUKHU KITMEHTCKOM
YIOBIIETBOPEHHOCTH B JIEBOU Ipade ¢ UX copepKaHueM, ITPEJICTaBICHHBIM B NPaBoi rpade.
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1.CSI A. B ocHOBe uHjIeKCa JEKUT OJJUH BOIIPOC:

Kakosa seposimnocms, umo 6wl
nopexomeHoyeme Hauty KOMRAHUIO

WU RPOOYKM C80UM
Opy3bam/Onu3Kkum/Koiecam/napmuépam?

2.NPS B. npencraBnsier coboii HHCTPYMEHT,
KOTOPBIN HCIIONB3YETCS A1l U3MEPEHHS
KauecTBa MOJIb30BaTEILCKOTO OMbITA Ha BEO-
caiiTax ¥ B NPUIOKEHUSIX. ITO KOPOTKHM
OTIPOCHHK, KOTOPBII IOMOTAET OLEHUTh
00IIyI0 YI0OHOCTh CaiiTa UITH MPUITOKCHHSI,
JIOBEepHE MOJIb30BaTeNel K HEMY,
ACTETUYECKYIO MPUBJIEKATEIBHOCTD U
JIOSUTBHOCTB MOJIb30BaTENeH.

3.SUPR-Q B. KOTM4ecTBEHHBIH MMOKa3aTeb, KOTOPBIH
OTpa)kaeT YPOBEHb YJOBICTBOPEHHOCTH H
JIOSUTBHOCTH KJIMEHTOB K MPOAYKTaM HJIH
yCIIyraM KOMIIaHUH. JTOT UHAEKC
U3MEPSETCS MyTEM MPOBEICHHSI OTIPOCOB U
aHaJIM3a OT3BIBOB KIIMEHTOB. OIpoC cOCTOUT
u3 cepun Borpocos (0T 3 g0 10)

4.LTV I'. MeTpuKa OKa3bIBAET, CKOJIBKO JACHET
KJIMEHT IIPUHEC KOMITAHUU 3a BCE BpEMsI
B3aUMOJICHCTBHS C HEH. DTO MOXKET OBITh
Y 9UCTast MPUOBLIH OT KIIMEHTA, ¥ IOXOT
OT BCEX €ro 3aKa30B.

3anuiuTe BIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIMMU ITUPpaMHU:

1 2 3 4

3ananue 6. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COMOCTaBbTE OCHOBHBIE MPABUIIA
TU3aH-MBIIUICHHUS B JICBOU rpade ¢ uX CoJepKaHueM, MPEACTaBICHHBIM B TIPaBoil rpade..

1 IIpaBui1O 4eI0BEYHOCTH A YToOBI B3INIIHYTh Ha BELIH 10-HOBOMY,
HY’KHO 3KCIIEpUMEHTHUPOBATh, BBIXO 32
IpaHuUIbl COOCTBEHHBIX 3HAHUN U
CIIOCOOHOCTEH.

21IpaBuno HEOMPEIEIEHHOCTH b OcHoBHBIE TOTPEOHOCTH YETOBEKA
OCTalOTCS HEU3MEHHBIMH, TTO3TOMY TI0 CYTH
MBI HE CO371a€M HOBOE, a TOJIBKO
MOJIEPHU3UPYEM yXKe CYLIECTBYIOLIUE
CpEICTBaA.

3 IlpaBuiio peausaitHa B Cnenyer Bomiomars uaeu B BUjie
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MPOTOTHUIIOB, YTOOBI Ha MPAKTUKE TITy0Ke
MOHUMATh, KaK PELIUTh TOCTaBICHHYIO
3anmaqy 3QdeKTuBHEE.

4 TIpaBuio ocsi3aeMoCTU

I" He3aBruCcHUMO OT KOHTEKCTA, JIr00as
JIEATENILHOCTb B UTOIE€ HOCUT COIMAIbHBIN
xapaktep. IHHOBaIluu TOJDKHBI OBITh
OpPUEHTUPOBAHBI Ha JIFOJICH.

3anuimmuTe BRIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIIMMU IIUPpaMHU:

1 2 3 4

3apanue 7. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COMOCTaBbTE HHCTPYMEHTHI
CepBHC-TIM3aiiHa B JICBOH rpade ¢ X CoJepKaHUeM, ITPEJICTABICHHON B IPaBoi rpade.

1.CIM

A. 3TO UHCTPYMEHT, UCTIOJIb3YEMBIH JUIs
CHIDKEHHUS 3aTpaT Ha pa3paboTKy peleHus
HAarJIsIHO NTOKa3bIBAET, HACKOJIBKO MPOYKT
pelaeT npodaeMy NOKyIaTesl.

2.Kapra smnatun

b. 310 BU3yanu3upoBaHHbIE TOYKH KOHTAKTa
KJIWEHTA ¢ KOMIaHHUEN

3.ITpoToTunupoBanue

B. 5T0 MHCTPYMEHT, KOTOPBIN IIOMOTaeT
COCTABUTH ACTAIBHBIN TOPTPET LENEBOU
ayJUTOPUH, YUUThIBas HOTPEOHOCTH, CTPAXH,
MpoOJIEMbI U OTHOILLIEHHE K TOBapy WIH
yCJIyre TUIIMYHOIO MOKYIaTeJsl.

3anuiuTe BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIMMU ITUPpaMHU:

1 2 3

3aganue 8. [IpounTaiiTe TEKCT U YCTAHOBUTE MOCIIEIOBATEIILHOCTh. Y CTAHOBUTE
MOCIIE0BATEIHbHOCTh MPEBpAIICHUs TOTEHIIMATBLHOTO KIIMEHTa B ambaccaiopa OpeHna B

npouecce cocrapiuenus CJM.

1. I3yueHne nnum pa3MblILICHHE.

A. KiIMeHT MpUHUMAET PELICHUE U UILIET
HCIIOJTHUTEIIEH.

2. Be10op pernieHus U3 HaliIEHHBIX
BapHaHTOB.

b.ITokymnarenbs NOHUMAET, YTO Y HETO ECTh
npobiiemMa, HO MOKa He MPEANPUHIMAET
HHUKAKUX JEUCTBUI MO €€ PELICHUIO.

3. ®opMUpOBAHKE JIOSTBHOCTH.

B. Pemenre HaiifileHO, ICTIOJTHUTENH BBIOPaH,
KJIMEHT X04YEeT PEIIUTh BOIIPOC 0e3 3a7eprKeK.

4. TlpeBpamenue KIMeHTa B ambaccaaopa

I'. KitieHT 10BOJIEH COTPYIHUYECTBOM U
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Openna. OyzeT peKOMEHI0BAaTh UCTIOJIHUTEIS APYTHM.
5.0co3HaHue UM OCBEJOMJIEHHOCTb. J. Knuenr uier penieHue npoodaemsl,

pocMaTpuBaeT HH(HOPMALIUIO B OTKPBITHIX
HMCTOYHUKAX, U3y4aeT MHEHHS 3HAKOMBbIX.

6. Cnenxa. E. Ecau KIMEHT A0BOJIEH NOKYIKOW MU
Ka4eCTBOM YCIIyT'H, OH OyJeT OKyIaTh eIe.

3anuiuTe BIOpaHHbIE OYKBBI O]
COOTBETCTBYIOIIMMU IIUPpaMHU:

1 2 3 4 5 6

3ananue 9. [IpounTaiiTe TEKCT U YCTAHOBUTE MOCIEA0BATENIBHOCT. Pacnonoxure B IpaBUIBHOM
nopsizike dtansbl coctaBiaeHuss CJM cepBuc-an3aiHepoM.

1 A. et 6apbepsl, KOTOPbIE OCTAHABIMBAIOT MTOKYIIATEIS.

2 b. IlpuaymbiBaeT, Kak NpeoaoieTb 6apbephl.

3 B. Ananuzupyer nyTh KJIMEHTa U BHOCUT U3MEHEHHUS.

4 I'. Cobupaet nHpopMaIuio 0 KIMEHTEe U IPOAYKTE, IPOBOIUT UCCIIEAOBAHMS.
5 . OT™meuaet Ha rpauke TOYKH COPUKOCHOBEHMS.

3anuiuTe BIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMU IIU(PPAMHU:

1 2 3 4 5

38.IlaHI/I€ 10. HpO‘lHT&ﬁTG TCKCT U YCTAHOBUTC MOCIICAOBATCIbHOCTD. Pacnonoxure B
MMPaBUJIbHOM IMOPAAKE OTAIlbI JII/IS&ﬁH'MBIIHH@HI/ISI.

A ®okycupoBKa

b IIporotunuposanue

B I'enepanus unei

I’ Dmmatus

OB WINF-

[ TectupoBanue

3anumure BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIMMU ITUPpaMHU:

1 2 3 4 5

3amanwne 11. [IpounTaiiTe TEKCT U ycTaHOBHUTE cOOTBETCTBUE. ComocTaBbTe MPOGECCHu B JIEBOM
KOJIOHKE C UX XapaKTEPUCTUKOM, IIPEICTABICHHON B IIPAaBOM KOJIOHKE.
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1Python-pa3paboTunk

A. oTBeyaeT 3a KOMMYHHKAIHIO OM3Heca ¢
JEUCTBYIOIIMMU U TOTEHIUATbHBIMU
kiIueHTamu. Pa3pabaTsiBaeT CTpaTeruto
KOMMYHHUKAIMU C TI0JIb30BATEIISIMH,
IUIAHUPYET U CO3IAET KOHTEHT I HEE U
AQHAJIM3UPYET PE3YIIbTaThI.

2 CepBuc-

J3anHep

b. 3anumaercst 69keH10M — YacThIO caiiTa
WY NPUIIOKEHUS, KOTOPAs! YIIPABIISIET €r0
norukou. [Iumer nporpamMmsl st
TECTUPOBAHUA KOJAA U JJI1 ABTOMAaTHU3aLUU
MIPOLIECCOB MPH pa3pabOTKe MPOrPaMMHOTO
o0Oecrie4yeHus.

3 UX/UI-au3zaiinep

B. oTBeuaeT 3a co3manue U pa3BUTHE

1 dpoBeIX MPoykTOB. Hagenser ux
LIEHHOCTHIO, IPUIYMBIBAET, KaK OHU OyayT
YJIY4IlIaTh )KA3Hb I10JI30BATEIICH.
Pa3zpabarpiBaeT criocoObl MOHETH3AIINH,
pOoCTa BBIPYYKHU U PACIIUPEHUS ayAUTOPHUH.
PykoBoauT koMaH10i1 1U3aiiHEPOB,
pa3pabOTUYUKOB U APYTUX COTPYIAHHUKOB,
KOTOPBbIE TOKE MPUHUMAIOT Y4acTHE B
3amyCcKe M pa3BUTUHU MTPOJIYKTA.

4 CRM-mapketosior

I'. co3gaer monb3oBaTenbCKUit HHTEPDEC.
Pa3zpabarbiBaeT BHEIIHUM OOJIMK CAaiTOB U
MOOUITBHBIX MPUITIOKEHUH, TPOSKTUPYET
0JIB30BATEIIBLCKUIN OITBIT, TPOBOUT
WCCIIEIOBaHUS U aHAJIM3UPYET IEeNEBYIO
aynutoputo. O6yerdaer B3auMoIeicTBHE
MOJIb30BaTeNs ¢ HU(MPOBBIMU POAYKTAMHU.

5 IIpomakT-meHemKep

J1. IPOEKTUPOBILMK, KOTOPBI Ha OCHOBE
M10JIb30BAaTEIBCKOTO OIBITA, IPEIaraeT
KOHKPETHBIE PELIEHUS], TECTUPYET TUIIOTE3BI
U OTCJIC)KUBAET BHEJPEHUE PELICHUS Ha
MIPAKTHKE.

3anumure BHIOpaHHBIE OYKBBI MO
COOTBETCTBYHOIIMMU 11(

bpamu:

1

2

3

3apanue 12. [IpounTaiite TEKCT U yCTaHOBUTE COOTBETCTBUE. COMOCTaBbTE KOMIIOHEHTBI
CepBUC-IM3aliHa B JIEBOM KOJIOHKE C MX XapaKTEPUCTHUKAMH, IPEACTABICHHBIMH B TIPABOU

KOJIOHKC.

1 JIromu

A m100bIe MPON3BOICTBEHHBIC aJITOPUTMBI,
MPOLEYPBI, TOCIEN0BATEIBHOCTh ITAIIOB
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pa3pabOTKU U OKa3aHUs YCIIyTH, IpaBuia
B3aMMOJECHCTBUS C KIIMEHTAMH U JpyTue
HOPMBI  MIPEITUCAHNUs, KOTOPBIE
00s13aTeNIbHBI K IPUMEHEHUIO Ha MTPOTSKEHUH
BCeil paboTHI.

2 Undpactpykrypa b 3T0 BaxkHelIIas 4yacTh CepBUC-IU3aliHA, HA
yIIep>KaHHUE U COBEPIIEHCTBOBAHUE OIIbITA
KOTOPOI U HampaBJieH BECh MPOIIECC.

3 [Ipoueccel B Bce nononHUTENBHBIE PECYPCHI,
HE0O0X0ouMbIe s (YHKIIMOHUPOBAHUS
cepBHca. ITO MOTYT ObITh (PU3NYECKUE
00BEKTHI, TAKHE KaK TOPTOBbBIE, CKIIAJICKUE U
WHBIE TTOMEILIEHUS, 000PYy/I0BaHUE,
MaTepuaibl U TaK Jlajiee.

3anuiuTe BbIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMHU LU(PAMHU:
1 2 3

3anmanue 13. [IpounTaiite TekcT U ycraHOBUTE cOOTBeTCTBUE. COOTHECUTE (PU3NICCKUE H
1 poBbie 00BEKTHI HHPPACTPYKTYPHI CEPBHC-TU3alHA B JIEBOW KOJOHKE C UX IPUMEpaMH,
MIPEJICTABJICHHBIMU B TIPABOI KOJIOHKE.

1 Hudposoe mpocTpaHcTBO A TOProBbI€ U CKJI/ICKUE TOMEIICHMUS,
pecenty, KoH(GepeHI-3aJ1, MOYy-PyM

2 du3nyecKoe NpoCTPAHCTBO b uudpossie daiinml, puznyeckue NpoayKTHI

3 BcnoMorarellbHBIE 00BEKTHI B Groru, Be6-cTpaHuIlbl, COIIMAIBHBIEC CETH

3anuiuTe BHIOpaHHbIE OYKBBI MO
COOTBETCTBYIOIIMMU ITUPpaMHU:
1 2 3

3amanwne 14. [IpounTaiite TeKCT U yctaHoBUTe cooTBeTcTBUE. CooTHecuTe Tanbl HADI-1iukia B
JIEBOM KOJIOHKE C X XapaKTEepPUCTHUKAMU, TPEICTABICHHBIMU B MPABOM KOJOHKE.

1H A naHHBIE, TO3BOJIAIOIINE POAHAIN3NPOBAThH
paHee BBIABUHYTOE MPEATIOIOKEHNE

2A B BBIBOJIBI, TIPEACTABISIONIME COOOM
3aKJIFOUEHHE, TOITBEPANIACH JIH THIIOTE3a
WM 0Ka3aJlach OIMIMOOYHON

3D B runoress! (BBIABHKEHHE MTPEATION0KEHUN O
4eM-J1100)
4] I' neiicTBUE, HANTPABIEHHOE HEMOCPEICTBEHHO

Ha MPOBCPKY I'MITOTE3bI

3anummre BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOITUMH ITUPPAMHU:

|1 | 2 3 | 4
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3ananue 15. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COOTHECUTE OCHOBHbBIE ACIIEKThI
CepBHC-IIM3aiiHa B JIEBOM KOJIOHKE C MX OINpPEAEICHUSIMH, IPEICTABICHHBIMU B IPABON KOJIOHKE.

1 CepBuc-nu3aiiH BbIABISET pa3HOIJIACUS A cepBHc-A13aliH IOMOTaeT BBICTPOUTH

MEXy MPOAYKTOM U OU3HEC-MOJIEIBIO BHYTPEHHUE IIPOLECCHI 110 aHAIIOTUH C
BHEMIHUMMU: OIIPEAEIUTH POJIH, IIPOLIECCHI U
B3aUMOOTHOIIICHUS.

2 CepBHC-I[PI3aI>'IH CTUMYJIMPYCT U o0OJjierdaer b CepBI/IC-,Z[PISaﬁH HampaBJIeH Ha

CJIO’KHBIC KOMMYHUKalIMH (bopMMpOBaHI/Ie CHUCTEMbI, KOTOPas MO3BOJIUT

MaKCUMaJIbHO 3((HEKTHUBHO OKA3hIBATh
YCIIYTy Ha MPOTSKEHUH BCETO )KU3HEHHOTO
LMKJIa TPOAYKTA (2 B HEKOTOPBIX CIy4asx U
JIOJIBIIIE), ONUPAsCh B MIEPBYIO OYEPE/Ib HA
caMm MpOJIYKT, a He Ha OU3HEC-MOIeTh
LEITUKOM

3 Cepsuc-nu3aiit GpopmMuUpyer cBsi3u B oTKpbITOE 06CYkKIEHUE TIPOLIECCOB K
HOIMTHK KOMIIAHUM BBIABIISET ClIa0ble MecTa
1 HECOOTBETCTBHS. B pe3ynbrare COTpyIHUKH
KOMITIaHMH COO0IIa HaXOIsIT
B3aHMOBBITOJIHBIE KPOCC(YHKIMOHAIBHBIE
peleHus.

3anuiuTe BIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIUMH LU(PAMU:

1 2 3

3amanwne 16. [IpounTaiiTe TEKCT U ycTaHOBUTE COOTBETCTBUE. COOTHECUTE CTYNEHH KIMEHTCKOTO
ombITa (UCXO0/s U3 TUpaMuIel ['apTHEpa) B JIEBOI KOJIOHKE C X CYIIHOCTBIO, IPEJICTABICHHOHN B
IIPaBOM KOJIOHKE.

1 UndpopmupoBanue A Tlonumaiite moTpeGHOCTH KIMEHTOB
IpeJuUlaraiTe HeCTaHAAPTHBIE PELCHUS, YTOOBI
OHU YyBCTBOBAJIU ce0s1 OCOOCHHBIMU B BaIlIUX
riaszax.

2 DdheKTUBHBINA OTKIUK b CroeBpemenHo mpepocTaBisiiTe KIMEHTaM
MOJIE3HYI0 MH(GOPMAITUIO YTOOHBIM JIJIsT HUX
crocoooMm.

3 IIpuBepKEHHOCTH B Ipennaraiite KnueHTaM pelieHne ux
noTpeOHOCTEH 10 TOro, Kak OHU 00 3TOM
MOTIPOCSIT.

4 TIpoakTUBHOCTb I" Beictpo u 3¢ dexTnBHO penraiite mpoOIeMbl
kimeHTa. [Ipu aTom Ganancupyiite Mexmay
OKUJIAaHWSIMU KJIIMEHTA U [eJIIMH KOMIIAHUH.

S Tlopnepxka aIbHEHIIETO Pa3BUTHUS JI JlaliTe BO3MOXKHOCTb KJIMEHTY YyBCTBOBAThH
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| ce6s kombopTHEe, GesonacHee, ycrenmee.

3anuiuTe BbIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMHU LU(PAMHU:

1 2 3 4 5

3ananue 17. [IpounTaiiTe TEKCT U yCTAaHOBUTE 10CIIE0BATENLHOCTD. Pacnonoxure B
MPaBWJILHOM NOPsiAKE ATanbl cocTaBiieHus: CIM.

A VY epxaHue KIIMeHTa

b Bei6op nponykra

B Ilounck npoaykra

I" ®opmupoBanme J0SITBHOCTH

OB WIN -

JI HenocpencTBeHHO NOKyIKa

3anuimmuTe BRIOpaHHbIE OYKBBI 10T
COOTBETCTBYIOIIUMU ITUPpaMHU:

1 2 3 4 5

3ananue 18. [IpounTaiite TeKCT U ycTaHOBUTE COOTBETCTBUE. COOTHECUTE MPUHIIUIIBI CEPBUC-
JM3aiiHa B JIEBOW KOJIOHKE C MX CYIIHOCTBIO, IPE/ICTABICHHON B MPABOH KOJIOHKE.

1 OpueHranus Ha HOKynaTessl. A Tlonb30BaTenbCKuil MyTh AT HA
OTJIEJIbHBIE CETMEHTHI, @ 3aTEM Ka)KJIbIi 13
HUX aHaIU3UpYIOT. Tak KoMIaHus Jy4lie
IIOHMMAET, YTO HYKHO KJIUECHTY.

2 CoTBOpUYECTBO b bu3nec Bu3yanu3upyeT Nojab30BaTelbCKUMA
OTIBIT, YTOOBI JyYIlle OHSTH KJINEHTA.

3 Pa3nenenue B Merozpl renepanuu uaen u 1u3anH-
MBIIIJICHIE TIOMOTal0T BOBJIEKATh BCE
3aMHTEPECOBAHHBIE CTOPOHBI ITPU
MPOEKTUPOBAHUHU PELICHUS.

4 JlemoHCTpanus I' Opranmnsanus paccMaTpuBaeT BCE TOUKH
CONPUKOCHOBEHUS KIIMEHTA C KOMIIAHUEH.

5 LenocTHOCTH J1 Komnanus npoBOAUT KaueCTBEHHBIE
WCCIIEIOBaHMs, YTOOBI MOHSATH 1IEJIEBYIO
ayJIUTOPHIO.

3anumure BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIUMH NU(DPAMU:

1 2 3 4 5
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3aganue 19. [IpounTaiiTe TEKCT U yCTAaHOBUTE COOTBETCTBHE. COOTHECUTE TPYMIIbI
notpedureneit npu pacyere MeTpuku NPS B JieBOM KOJIOHKE C UX ONPEIENICHUEM B IPABOU

KOJIOHKC.

1 Hetitpamnsl

A VM HpaBATCA NPOLYKTHI U yCIYTH
KOMIIaHUU. DTO 00pa3LOBHIE TOBOJIBHEIC
IIOKYIIAaTEeIH, KOTOPbIE PEKOMEHAYIOT
IIPOAYKTHI ¥ YCIYTH KOMIIAHUU JIPYTUM
IIOTCHIIMAJIbHBIM [TOKYIIATEIISIM.

2 IIpomoyTepsl

b He B BocTOpre ot npoaykra uiu yciayru,
Bpsi i OynyT oOparmarhes emé. Hanbonee
OT3bIBUMBASL AYJIUTOPUS U €CIIH YETIOBEK
XOYET MPOCTO YHUTHU U 3a0bITh HETATUBHBIH
OTIBIT, OH HE OY/IET TOBOPUTH

¢ mpezacraBuTeneM kommnanuu. Ho eciau on
COIJIAIIAETCS] HA UHTEPBBIO U JIETUTCS
COOOpaXKeHHUSIMH, 3HAUUT, OXKHUIAET
W3BHUHEHUW WJIA N3MEHEHUN.

3Kputuku

B Haxonsrcs B OABEIIEHHOM COCTOSHHM.
JloCcTaTOYHO CKHUJIKW WUJTH aKITUH

OT KOHKYPEHTOB, UTOOBI OHU TIEPEIUIN K HUM.
Onu He OyIyT MUCAaTh HETATUBHBIX OT3HIBOB,
HO Y DHTY3Ma3Ma ISl MPOIBHKEHUS
KOMITAaHUH CPEJIM CBOUX 3HAKOMBIX Y HUX
TOXKE HET.

3anuiuTe BIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMU IIU(PPAMHU:

1 2 3

3ananue 20. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COOTHECUTE ATAlbl TU3aiiH-
MBIIIJICHUS B JIEBOW KOJIOHKE C UX OTMPEACIICHUEM B TIPABOM KOJIOHKE.

1 Ananus u onpezaeneHue NpoOIeMbl

A noHabr0AaTh 3a JII0JBMH, JJIS1 KOTOPBIX
npeaHa3HaueH MPOEKT WU MPOIYKT,
MOMCKATH JIOTIOJHUTENBbHYIO0 HH(OpMAIIHIO 00
ux 00pase KU3HU U MOTPEOHOCTSIX.

2 IIpororunupoBanue

b o6paboTaTte cobpanHy0 HHPOPMAIIHIO,
copMyIHpOBaTh UHCAUT, B KOTOPOM OyIyT U
KeJIaHus JII0/IeH, U X CTpaxu, U BHIOPATh
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npobeMy, JUIst KOTOPOH HYKHO HaWTH
pelieHue.

3 DMnatus B chopmynupoBath kak MOXHO OOJIbIIIE
BapUAHTOB PEIICHUS TPOOJIEMBI, a 3aTEM
BBIOPATh TOT, UTO KAKETCs Haubosee
yIIagHbIM.

4 Tect I BeIOpaTh (hopMat, KOTOPHIN TOMOXKET
MIPOJIEMOHCTPUPOBATH MPOIYKT
MOJIL30BATEII0, — 3TO MOKET OBITH U
PHUCYHOK, U IEMOBEPCHUS MPUIIOKEHUS, U
TECTOBAsI MOJICIIb OJCHKIbI.

5 T'enepanus uaeun J| IpeII0KUTH MTOJIB30BATENIO
BOCIOJIb30BaTHCS MPOAYKTOM U MOJECIUTHCS
00paTHOI CBS3BIO.

3anuiuTe BbIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMHU LU(PAMHU:

1

2 3 4 5

KonTtposabHasi Touka 4. 'pynnosoii npoexT 11 04HOH GopMbl 00y4eHusl.

[TpumepHas TeMaTHKa IPYMHIOBBIX IPOEKTOB

1.

abswb

~N o

CepBuc u3aiiH B KOHTYPE POCCHICKOM IKOHOMUKUA. OCHOBHBIE HATIPABJICHUS U
TEHCHIINN.

CepBuc-nu3aitH: mpo0aeMbl U 0COOCHHOCTH Pa3BUTHS

Ananu3 ocobeHHocTel pa3BUTHS cepBHC-AM3aiiHa B coBpeMeHHoi Poccuu.
OBoIOIUS YCIYT U UX BIMSHUE HA CTaHOBJeHHE obOiecTBa. L{ludposas nokTpuHa.
ManunynupoBaHue NOTpeOUTENHCKUM MoBeieHueM. OCHOBHBIE MTOAXO0/IbI B CEpBUC-
r3aiHe.

CospemenHnsblii nudpoBoii cepsuc PD: npobiiembl U IepCIIEKTUBBI Pa3BUTHA.

DTHKa U 3THKET cepBuca. AHaIN3 OCHOBHBIX IpaBuil. Konekc cepBuc-nu3aitHepa.
Pa3paboTka NpUHIMIIOB KIIMEHTOOPHEHTUPOBAHHOTO M10/IX0/Ia B PA3JIMYHBIX OTPACISIX
chepsl cepBrca (B OBITOBOM 00OCITYKUBaHUH, 00pa30BaHUH, TYPU3ME, TOCTHHUYHOM
Jienie, peCTOpaHHOM OOCTYKUBaHUU U T.1.)

s 3a04HOi popmbl 00ydeHusi (4 cemecTp)

KOHTpOJII)Haﬂ Touka 1 K pasaenny «AHaToMusl CCpBHC-I{HC{ﬂﬁHﬂ»
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KT 1 cooTBeTCTBYET KOHTPOJIBHOU TOUKE 1 171 THEBHOM (hOpMBI OOyICHHS.

KonTpoubHast Touka 2. Pa3nen «AHaToMusi cepBUC TU3AHHA)

3aaHusi OTKPBITOrO THIA

3aganue 1. AreHTCTBO HEIBIDKMMOCTH TMPHUHSUIO HAa pPabOTy MOJOJOTO M CIHOCOOHOTO
MeHe/Kepa 1o mnpoaaxke (Toabko 4Yto okoHuuBIIero PI'YTuC), KOTOpbhIi MTPEBOCXOAHO
cripasJiisieTcsi ¢ padoToil. OH IpoBeN YK€ HECKOIbKO MPOEKTOB, U KJIMEHTHl UM OYE€Hb JJOBOJIbHHBI.
Bmecte ¢ TeM OH pe30K M 3aHOCUYMB B OOUICHMHM C JPYIrMMH PaOOTHHKaMH, OCOOCHHO C
00CTyUBAIOLUIUM IEpCOHAIOM. PyKoBOAUTENh KaXAbli AEHD M1OIYYaeT TAKOTO poJia CUTHAJIBL, a
CETO/HSI MOCTYMUJIO MUCbMEHHOE 3asBIIEHUE OT CEKPeTaps MO MOBOJLY €ro rpyOOCTH.

Kakne 3ameuyanus M KakuM 00pa3oM HEOOXOAWMO CHENaTh MOJIOJIOMY CIIEHUAIUCTY, YTOOBI
U3MEHUTh €ro CTWIb oOleHus B KosuekTuBe? Kakue ycTaHOBKM HEOOXOJUMO BHEIPHUTH B
KOJUJIEKTUB?

3aganue 2. 3BOHUT KJIIMEHT U OYCHb Pa3/IPaKEHHO KPUUYUT HA BaC, IPUMEHSIS 1aKe HEYMECTHYIO
OpaHb, W3-3a OMIMOKH BalIero Koyuierd. Bamm neiictBus?

3aganue 3. Ilepen Bamu CTOWT 3ajadya MPOTECTUPOBATH MPETEHICHTA HAa BAaKAHCHIO CEPBUC
JIu3aiiHepa Ha IpeaMeT 3MOLMOHAIBHOTO HHTEeIIeKTa. Kakue TecTsl Bbl Oy1eTe UCI0Ib30BaTh?
3aganue 4. Banm HenmocpeICcTBEHHbIE MOJYMHEHHBIE MEXKY CO00M 00CYKIAIOT U BHICMEHBAIOT
KJIMEHTa, KOTOPBIM OCTaBHUJI HA HUX kajlo0y. Bamm nelictBus?

3aganue S. CocTaBpT€ NPUHIUIBI KIMEHTOOPUEHTUPOBAHHOIO MOAXOAA JUIsl KOMIIAHWH B
COCTOSTHUU HACBIIIEHHON KOHKYPEHIINH.

3aganue 6. Bam 3BoHMT Ham KiueHT, HO ero BONpoc — HE B Ballleli KOMIIETEHIIUU U BBl HE
3HaeTe Ha KOro TMepekaounTh. Bamm naeiictBusa?3aganme 7. 3BoHutr KiumeHT u oueHb
pa3paXeHHO KPUYHUT Ha Bac, MPUMEHAS Jake HEYMECTHYI0 OpaHb, M3-3a OLIMOKH Ballero
KoJuteru. Bamm neiictBusa?

3ananme 8. Bamm HenocpeCTBEHHbIE OJUUHEHHbBIE MEXly cO00M 00CYKIat0T U BBICMEMBAIOT
HOBOTO COTPYJIHHKA, KOTOPBIM HUKAK HE BHUKHET B MTPOLIECC B3aUMOAECUCTBUS MOIPA3ICICHUN.
Bamwu nevicteug?

3aganue 9. B kakux cinyyasx yMECTHO IPUMEHATh KapTy dIMIATHH?

3amanue 10. B kakux ciy4asix ymMecTHO mpuUMeHsTh Service Blueprint

KonTposbHnas Touka 3. Pa3nes «AHATOMUSA CepPBUC-IU3ATHAN

3amannsi KOMOMHUPOBAHHOTO THITA
1 VYcenyra, noapazyMeBaroias MHIAMBUIyaIbHBINA MOAXO/] K KIIMEHTY, HA3bIBACTCS:
Ko:-Bo npaBuibHBIX OTBETOB - 1
npodeccuoHanpHas
TBOpYECKast
ujeanpHas
HEeT MPaBUJILHOTO OTBETA
OO0ocHOBaHME OTBETa: TBOpUYECKAas YCIyra Mmojpa3syMeBaeT JHOO TBOPYECKYIO YCIYTy B
LEeJIOM, JINOO OCOOCHHBIH, T.€. MHAUBUIYATbHBIX MOIX0] K KIUEHTY

A wWDNPE

2 OcCHOBHOE ¥ MPUHIUIHAIBHOE OTJIIMYUE YCIYTH OT TOBapa 3aKI0YaeTCs B CIEIYIOIIEM:
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Ko:n-Bo npaBUiIbHBIX OTBETOB - 1

1 OTO OTUYXIEHHBIN OT MPOU3BOJUTENS PE3YIbTAT TPy

2 OT0 mepenavya MPOAYKTa B ONTOBYIO M PO3HHUYHYIO TOPTOBIIO M TOCIEAYIOLIAas €ro
npojaxa

3 DaKTHYECKH MTPOU3BOICTBO COBMEIICHO C MOTPeOIeHnEM

4 [Tpon3BOACTBO MOKET OBITH YAQJICHO OT MOTPEOUTEIS
ObocHOBaHME OTBETA: HEPA3PHIBHOCTH MPOU3BOIUTENS U MOTPEOUTENS YCIYTH SBIISCTCS
OJIHUM U3 KIIFOYEBBIX OCOOEHHOCTEH yCIyru

3 [ToTpebHOCTH —3TO:
Ko:n-Bo npaBuibHbIX 0TBETOB - 1

1 HEXBaTKa 4ero-ioo

2 HYX/1a, TpUHABIIAs crenuduyeckyo (opMy B COOTBETCTBHU C KYJIbTYPHBIM YPOBHEM H
JMYHOCTBIO MHIUBU/IA

3 COBOKYITHOCTh CYHIECTBYIOIIMX W TIOTCHIHAIBHBIX TOKYIATEIbCKUX BO3MOXKHOCTEH
MOKyTarenei ToBapa (yCiIyrH)

4 KeJlaHHe KIIMeHTa OOMEHATh TOBap Ha JIEHbIU
O0ocHOBaHME OTBETAa: ATO OIpPEAEIEHUE COOTBETCTBYET HAyYHOMY OOOCHOBAHHIO
nOoTpeOHOCTH, B YAaCTHOCTH MMEHHO COLMO-KYJIbTYPHBIH ypOBEeHb (GOPMHPYET SJIpO
MOTPeOHOCTH

4 CepBuc-nu3aiiH — 3T10:
Ko:n-Bo npaBuibHBIX OTBETOB - 1

1 abcTpakTHas TEOPETHUECKask MOJIeNIb OCHOBHBIX BUJ/IOB CEPBUCHOI 1€ATETLHOCTH

2 YIIOBIIETBOPEHHE TMMOTPEOHOCTEH, CBSI3aHHBIX C BEIISCTBEHHON HANpPaBIEHHOCTHIO
JeUCTBUA

3 METOIOJIOTHsI, KOTOPAsi TIOMOTaeT yIy4IIUTh B3aNMO/ICHCTBIE KOMITAHUH C KITMEHTaMHU

4 BU3YyaJIU3alysl IPOJYKTa, HAallpaBJieHHAs Ha (OPMUPOBAaHUE MOBBIIIEHHOTO CIPOCa
OOocHOBaHME OTBETa: OTBET COOTBETCTBYET OMNpEICICHUIO CEpBHUC-IU3aiiHa, OH
HarpaniieH Ha (OpMUpOBaHHE JOSIBHOCTH U YIPABICHNUE KIMEHTCKUM OIBITOM

5 K rpymnmne noTpeduTenbckux yciryr OTHOCSATCS:
Ko:-Bo npaBuibHBIX OTBETOB - 1

1 KoHcanTuHrosble yciayru

2 Yeayru TeleBuICHAS

3 Typucrckue yciyru

4 MenuuuHcKe yeayru
O6ocHOBaHMEe OTBeTa: OTBET COOTBETCTBYET Kiaccu(ukanuum yciayr, TrAe K
NOTPEOUTETHECKUM OTHOCST T€ YCIYTH, KOTOPBIE 00ECTIEYNBAIOT OBIT U JOCYT YelIOBEKa

6 [TorpeGHOCTH B yciyrax, oOecriedeHHasT HATMIHBIMHU JICHES)KHBIMH CPEICTBAMHU HACEIICHUS,
- 3TO:
Ko:n-Bo npaBuibHBIX 0TBETOB - 1

1 KoHbroHKTYypa pbIHKa

2 DIIaCTUYHOCTH CIIpoca

3 [TnarexecnocoOHbIH cripoc

© PI'YTHUC



28| OEIEPAJIBHOE TOCYIAPCTBEHHOE BIO[KETHOE OBPA30OBATE/TbHOE CMK
a _ VYPEXIEHME BbICILIEFO OBPA3OBAHMISI PTYTHUC
W «POCCUMUNCKUN TOCYOJAPCTBEHHbBIV YHUBEPCUTET
TYPU3MA " CEPBUCA»
PrYTvC Aucm 48
4 Crenuanu3upoBaHHbIN CIIPOC

O0ocHOBaHUE OTBETA: TEPMHH COOTBETCTBYECT ONIPEACTICHUTIO IUIATEKHCIIOCOOHOCTH

7 Cdepa ycayr npencTaBisieT CoO0i:

Ko:n-Bo npaBUiIbHBIX OTBETOB - 1

[TepBUYHBIN CEKTOP YKOHOMHUKHU

BTopuyHbIil CEKTOp YKOHOMUKH

TpeTuyHbIi CEKTOP SIKOHOMUKH

Mopaens sxoHomuku @uiepa-Knapka

O6ocHOBaHME OTBETA: MOJEIB pa3/ieisieT YJKOHOMUKY Ha TPH CEKTOpPa, TPETUUHBIN — ATO

cthepa ycayr

8 [Tpouecc mpUHATHS PELICHUS O MTOKYIKE COCTOUT U3 CIEIYIOIINUX CTaIui:
Ko:n-Bo npaBuibHbIX 0TBETOB - 1

1 [Touck nHpOpMAaIH, OIICHKA BAPUAHTOB, PEIICHUE O MOKYIKE, OCO3HAHUE MPOOJIEMBI,
peakuus Ha IOKYIIKY

2 Oco3nanue npo0aemMbl, MOMCK HH(GOPMALIMH, OLIEHKAa BAPHAHTOB, IPUHATHE PELICHHS O

MOKYTIKE, PEaKIus Ha MOKYIKY

Oco3Hanue npo0aeMbl, OLIEHKAa BAPUAHTOB, PEAKIMS Ha MOKYIIKY, peaKLMsl Ha OKYIIKY

4 3aBUCHUT OT KaTerOpuu MpOoayKTa
O0ocHOBaHME OTBETa: MMEHHO TAaKOW aJIrOpPUTM IMPUHATUS DPELIEHUS COOTBETCTBYET
MOJIENIU TIOTPEOUTENBCKOTO TTOBEACHNUS

A wWDNPE

w

9 K koMMepueckuM ncTouHMKaM HH(OpMAaLIUK, KOTOPBIMU MOJIB3YETCs MOTPEOUTEIND MIPU
IIPUHSTHN PELLIEHUS O MTOKYIIKE OTHOCAT:

Ko:n-Bo npaBuibHBIX OTBETOB - 1

CMHn

JIn4HBIN ONBIT

BricTaBku, ynakoBka

PedepenTHbie rpymnbl

O0ocHOBaHME OTBETa: BCE OCTaJbHbIE HMCTOYHHUKM HHGOpMAIMU  SBISIOTCS
HEKOMMEPUYECKUMU

A wWDNPE

10  TIIpodeccronanbHas 3THKa UMEET 3HAUYECHHUE, TIPEXK/IE BCETO I Mpodeccruii, 00beKTOM
KOTOPBIX SIBJISIETCS:

Ko:n-Bo npaBuibHBIX OTBETOB - 1

paBo

TOCYapCTBO

YeJI0BEK

KyJIbTypa

A wWDNPRE

KonTpoabHasi Touka 4. Pa3nen «AHATOMUS CePBHUC-AU3AITHA)

3aganue 1. [Iepeuncinte OCHOBHBIE COCTABISIONINE KBaIPAHTA MOTPEOUTETIS.

3ananue 2. Kakue HHCTpYMEHTBI CEpBUC-AN3aitHA TOMOT'YT BU3YyalM3allui KIMEHTCKOTO ONbITa?
3ananue 3. Menemxepy KJIMEHTCKOU CITYKObI HE00X0TUMO MOBBICUTH
KIIMEHTOOPUEHTUPOBAHHOCTh OoTeNa. [IpencTaBpTe anroputm AeUCcTBUN I UCTIOTHUTEIIS.
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3ananmue 4. [I[pyuHIUN TAKTUYHOCTH U JACJIIMKATHOCTH O3HAYAET. . ...

3aganue 5. Ha meperoBopax o COTpYAHMYECTBE KJIMEHT YyIIEJN OT TEMbl KOHTPAKTa U TPATUT
BpeMmsi coTpyaHukoB. CdopmynupyiiTe ps BOMNPOCOB, KOTOPHIE MOMOTYT TaKTHYHO U
npohecCuoHANBHO MPUITH K MPAaBUIBLHOMY PE3YIIbTATY.

3aganue 6. Ilpu mpoBeNCHWHM TIEPErOBOPOB O CHCIKE COTPYAHHK HCIOIB3YET TpUEM
nepedpaszupoanus. Kakue ¢paspl oH ynoTpediaser?

3aganme 7. Ilpemnoxure ¢pasy/dpas3pl, KOTOppIE MOMOTYT HHTEPHPETHPOBATH IPEIMET
JIEIIOBOTO pa3roBopa.

3aganue 8. B opuce nocnennee BpeMs ciaoxkuiach HanpsbkeHHas aTMocdepa. KirenTsl Hauamu
310 3ameuaTh. CocTaBbTE COBETHI TSl IEPCOHANA, KOTOPbIE IOMOTYT CHU3UTh YPOBEHB CTpecca.
3ananmue 9. [IpencraBbte onpeneneHne cepBuc-an3aiina. Yem nu3aitH MOKET MTOMOYb CEPBUCY?
3ananme 10. B kakoli cuTyalii yMECTHO UCIIOJI30BAaTh TPEHABOTUHMHT .

KonTposabnass Touka 1. Pasgen «Ymnpap/ieHHe KJIHEHTCKHUM ONBITOM»® 5

cemecTp
3amanue 1. [IpounTaiite TeKCT U ycTaHOBUTE cOOTBeTCTBUE. COMOCTABbTE POJIM B KOMAH/E JJIst
OCYIIIECTBIICHUS CEpBHC-M3aliHa B JIeBOIl Tpade ¢ uxX cofepaHueM, MPeACTaBICHHOM B MPaBoOi

rpade.

1 Dkcnept A Koopaunupyer paboTy KOMaHIbI CEpPBHUC-
JIU3aliHEepOB Ha YPOBHE ceTH/pernoHa. Ero ocHoBHas
3a/laya — HaIpaBJsTh U KOOPJAUHUPOBATH KOMAHIY,
3alMIIATh PEIICHHE Mepel TOM-MEHEIKMEHTOM M
HaxOJIUTh HEOOXOJMMBIC PECYPCHI ISl peaTu3aiiuu

AeH.
2 CepBUCHBIN yITOTHOMOYEHHBIN b Csoumu pykamu co31aéT CcepBUC BMECTE
C KOMaH/J1011, MPOBOJIAT UCCIIEI0BAHUS

U IIPOCKTUPYIOT  NPOAYKTOBBIE  THIOTE3Bl IO
YIYYIICHUIO  KadecTBa  CEPBUCA, MOJEIUPYIOT
CLIEHApUM IIOBEJICHHs IOJIb30BATENEH I CO3MAHUS
YCIIYT, OTBEUYAOIINX 3aIpOCcaM JIFOACH.

3 CepBuc-au3aiiHep B Branetot 0onpmmM 00beMOM HH(GOPMAIHH 1O
BbIOpaHHOM MpoOsieMaTuKe, CTAaTUCTUKOM,
ambaccaiopaMH B OTpaciiy, JU00 SBIISIOTCS JTUIAMHU,
3aWHTEPECOBAaHHBIMU B PEIICHUH 3aIa4H.

3anuiuTe BhIOpaHHbIE OYKBBI O]
COOTBETCTBYIOIIMMU IIU(PPAMHU:

1 2 3

3amanmne 2. Ilpounraiite TekcT W ycTaHOBUTE cooTBeTcTBHE. CoroctaBbTe abOpeBHATYPY
nenenonaranust mo SMART B pabote cepBuc-au3aiiHepa B JIeBOH Trpade ¢ MX COAEpKaHUEM,
IpeCTaBICHHOM B IIPaBoii rpage.
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1S A JocTHXKUMAasT: YKIIAJABIBATHCS B PEATUCTHYHBIC CPOKH, ONTUPATHCS HA
00BEKTHBHBIC ITOKA3aTEIN: HAIPUMED, IPEABLAYIINAN OIBIT WA CPEIHHE
U QPHI 110 PBIHKY
2M b 3HaunMMas: 1esb JOKHA COOTBETCTBOBATH TNIOOAIBHOM CTPATETHH U MUCCHH
KOMITAaHUU
3A B xoHkperHas: 1enb go/DKHA OBITH chopMylMpoBaHa TaK, YTOOBI KaKIIbIid
MOHUMAJI €€ OJJMHAKOBO U HE MPHIIJIOCH YIIYOISThCS B IETAIIN
4R I orpannueHHas Mo BpEMEHM: ONTUMaJbHbIe CpoKU Jis nenerd mo SMART —
TpH, LIeCTh UK 12 MecsleB.
5T J{ m3mepuMast: pe3yabTaT JOJKEH UMETh KpuTepuu s orieHku — KPI

3anuiuTe BIOpaHHbIE OYKBBI 110]1
COOTBETCTBYIOIMMHU LU(PAMHU:

1 2 3 4 5

3aganue 3. [IpoumnTaiite TekcT U yctaHoBUTE cooTBeTcTBHE. ComoctaBbTe Moneib GROW s
VIpaBICHUS KOMAHJOW CEpBUC-IM3alHEPOB B JieBOM Tpade C WX COACpKAHHUEM,
MPEJICTABIICHHOM B TIPaBOi Tpade.

1G A Dran 0030pa peaslbHOCTH
2R b Ortan mocTaHOBKH 1ieH

30 B Dran Beibopa neiictBuit

4 W I Otanm 0630pa BO3MOKHOCTEM

3anuiuTe BIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIMMU ITUPPaMHU:

1 2 3 4

3ananue 4. IlpouuraiiTe TekcT UM ycTaHOBUTE coOTBeTcTBHE. (CONOCTaBbTE€ TNPUHIUIIBI
yIpaBJIeHUs] KIMEHTCKUM onbIToM (CX) B J1€BOI KOJOHKE C UX COAEp KaHUEM, MPEICTaBICHHOM
B [IPaBOM KOJIOHKE.

1 KinueHToOpueHTHPOBaHHOCTh A VYnpareHue KJIMEeHTCKUM OIBITOM HE 3aBUCHUT OT
UHTYUTUBHBIX YMO3aKJIFOUEHUM — 3TO KOMILIEKC MEP
o cbopy, 00paboTKe M aHATHU3Y Pa3IUIHBIX
nokasareseil, ONUCHIBAIOIINX BIIEYaTICHUs OT OpeHa.

2 KoMIieKkCcHBbIHM oAXo0. b Ilpu pazpabotke crparerun ynyumenus CX
BHHMMATEJIBHO CJIEIUTE 3a BCEMU TOUYKaMHU KOHTAKTa C
notpeOuTeneM. YUUThIBaUTEe HE TOIBKO KOHEUHBIN
pe3yNbTaT, HO U 3Tallbl 3HAKOMCTBa, pabOThI C
BO3PaXXEHUSAMH, IOCTAaBKU, CEPBUCHOTO 0OCTYKHBAHMUS.

3 [locTosiHHOE B N3yuaiite noTpeGHOCTH 11€7€BOM ayAUTOPHH, YTOOBI
COBEPIIICHCTBOBaHNE YIOBJIETBOPATH UX JIydiiuM oOpazom. Ilox knrenTamu
MOHMMAIOT HE TOJIBKO TeX, KTO YK€ 0pOpMMII 3aKa3, HO
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u npeacrasutenei LA, KoTopble HaXOIATCS Ha pa3HbIX
JTanax BOPOHKU MPOAAK.

4 Axanu3 JaHHBIX.

I" [ToBeaeHue KIIMEHTOB MEHSETCS B 3aBUCUMOCTH OT
CUTYaIlMU Ha PbIHKE, aKTUBHOCTU KOHKYPEHTOB,
MOSIBJICHUS HOBBIX MapKETUHIOBBIX KaHalIOB. Cienute
3a TPEHJIaMU, SKCTIEPUMEHTUPYITE, UIUTE HABCTPEUY
KJIMEHTY, BHEJPSANUTE HOBbIE METOIbI M3yueHus LIA u

Customer Experience.

3anuiuTe BbIOpaHHbIE OYKBBI 1101
COOTBETCTBYIOIMMHU LU(PAMHU:

1 2 3

3amanue 5. [IpounTaiiTe TeKCT U yCcTaHOBUTE COOTBETCTBUE. COMOCTABHTE METPUKH aHAIM3a
KJIMEHTCKOTO OIIBITa B JICBOM KOJIOHKE C X (DOPMYJION, MPEJACTABICHHON B MPAaBOW KOJIOHKE

1 Metpuka notTpeOuTenbeKon
JOATIBHOCTH, TApaMETp OTpaxkaer,
HACKOJIBKO KJIMEHTBI PacIlONOKEHbI K
Openny. Mcnons3ytor 1 Bompoc: roToB
JIY KJIMEHT PEKOMEHI0BaTh KOMITAHUIO
3HAKOMBIM, JIPY3bsIM 110 1Kaie ot 0 110
10 6amos.

A

CSAT = CyMMa Ecex NoIy4eHH b Oa1I10E
Brero pecnoHaeHTOE

2 [TapameTp, ¢ TOMOIIBIO KOTOPOTO
OTHCHIBAIOT yIOBIETBOPEHHOCTh
notpedureneit. [IpoBoasT onpoc u3 3 u
6oJiee BOIIPOCOB, UCTIONB3YETCS
IITKATHPOBAHIE

b

CCR = Kom4ecTEO yIle JIIIY KM eHTOE 2a ONpe e IeH Il NepHoy,

Konu4ecTEO KIHEHTOE B Hadane nepHoja

x 1

3 Iloka3aTeslb OTTOKA IOIL30BaTENICH.
MeTpuky UCTIOJIB3YIOT, YTOOBI
OMPEJIETUTh, CKOJIBKO KJIMEHTOB
MOTEPSIN UHTEpEC K OpeH1y Uiu
TOBapam M yciayram 3a KOHKPETHBII
nepuos. [TapameTrp paccuuthiBaroT 6e3
HETMOCPEICTBEHHOTO YYacTHs
MoJb30BaTeNneH

B

JloAanwHbIe KIHeHTL] — HenoAnbHBIE KNIHEHTEL
X 100%

NPS =

Bcero pecnoHAeHTOE

3anumure BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIMMU ITUPpaMHU:

1 2 3

3aganue 6. [lpoumTailiTe TEKCT M YCTAaHOBUTE COOTBETCTBHE. (COMOCTABHTE COCTABJISIOIINE
kiueHTckoro omnbita (CX) B J1€BOH KOJOHKE C MX COJAEP)KAHUEM, MPEACTABIEHHOM B IIPaBOil

KOJIOHKC.
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1 IloptpeT neneBoit aynuropuu A xakue nmpoOIeMbl KIIMEHTHI PEIatoT ¢

IIOMOIIBIO BalllTUX TOBAPOB WJIU YCIIVYT.

2 IloBeleHUECKHUE XapaKTEPUCTUKHU b xTo, rie 1 moyemy B3aMMOJICHCTBYET C
KOMIIaHHUEHN
3 IlorpebHocTH 1A B BpeMst 1 KOJTMYECTBO TOYEK KOHTAKTA,

OIMMCAHUC ITOKYIIOK

3anuimmuTe BRIOpaHHBIE OYKBBI 1101
COOTBETCTBYIOIIUMU ITUPpaMHU:

1 2 3

3amanue 7. IlpoumTaiite TeKCT M ycTaHOBUTE cooTBeTcTBME. COmMOCTaBbTE LEHHOCTU MJIs
KJIMeHTa B nporecce ynpanieHuss CX B J1€BOH KOJOHKE C UX COJEP’KaHUEM, [IPEICTABICHHOM B
IIPaBOM KOJIOHKE.

1 BeigenuTh IEHHOCTh A 0TCneXnBaTh, KaK KIMEHTHI
BOCTIPUHUMAIOT IIEHHOCTh. COOp OT3BIBOB U
aHaJIM3 JaHHBIX [IOMOTYT aJallTUPOBATh CBOU
MIPEIIOKEHUS U YIIydIIaTh KIMEHTCKUN
OIIBIT.

2 TpaHcnupoBaTh LIEHHOCTH b noHnmanue, 4T0O UMEHHO KJIIMEHTHI LIEHAT B
MPOJYKTE. ITO MOXKET OBITh U KAYECTBO, U
neHa. KimMeHThl MOTyT OLIEHUTh IPOAYKT 32
YHHUKaJIbHbIE QYHKIIMN UM YPOBEHb CEPBHCA.
IToHATH, 9YTO BasKHO AJIA KIIMEHTA IIOMOT'YT
ONPOCHI U UHTEPBBIO.

3 KoHTponmpoBaTh 1 KOPPEKTUPOBATH B nonectu neHHocts 10 notpedurens. 1o
CTpaTeruto MOJKHO C/IeIaTh Yepe3 MapKEeTHHIOBbIE
KaMITaHUH, KOHTEHT U B3aUMO/ICHCTBHE C
KkinueHTamu. Hanpumep, eciau npoayKkT
OTJIIMYAETCS BEICOKUM KaueCTBOM,
aKIEHTUPYHTE BHUMaHHE HA 3TOM B CBOUX
PEKIIaMHBIX MaTepraax.

3anuiuTe BIOpaHHbIE OYKBBI 101
COOTBETCTBYIOIIMMU IIU(PAMHU:

1 2 3

3ananue 8. [IpounTaiiTe TeKCT U yCTaHOBHUTE COOTBETCTBHE. COMOCTaBbTe (PAKTOPHI, BIUSIOIINE
Ha mnokazarenb CSAT B JIeBOM KOJOHKE C HMX COJIEpKAHHUEM, MPEACTAaBICHHOM B IpaBOu
KOJIOHKE.
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1 Meroa BeIuUCHCHUS A crienyer cpaBHUBATH MMOJTy4aEeMbIe

pe3yIbTaThl C YCTAHOBJICHHBIMH LIEJISIMH WA
CTaHJapTaMH OOCITYKUBAaHHS. ITO MOMOXKET
OTIPEJICTUTh, JOCTUTACTCS JI 11eJICBOM
YPOBEHb YJIOBJIETBOPEHHOCTH.

2 Criermupuika OuzHeca b cnenyer aHanu3upoBaTh 3HAYCHUS
IoKa3aTess 110 TUIIaM 3allpoCcoB U 110
kiueHTaM. Pasnensiite nanueie CSAT no
THUIIaM 3alIPOCOB WX poOieM, 1o
Pa3IMYHbIM CETMEHTaM KJIMEHTOB (Harpumep,
10 BO3pacTy, reorpaduu wim TUIly
MPOAYKTA), 9YTOOBI BBISIBUTH, KAKHUE TPYTIIIHI
WM 00JIacTH OOCITYyKUBaHUS TPEOYIOT
yIAy4IIEHUSs, TOBBIIIEHHOTO BHUMAHHS.

3 CpaBHEHHE C LEISIMA B pacuér noka3zareis mpocT, HO BBITIOTHSATH
€ro MOXKHO pa3HbIMHU criocobamu. Cremgyer
MPUHATH OJMH U3 BAPUAHTOB U cOOMPATH
JaHHBIC eMHBIM 00pa3oM. [Ipu sToM
BO3MOJKHBI CITydau, KOTJIa TTOJIE3HO
MCIOJIb30BaTh KaKOW-TO JOTMOJIHUTEIbHBIN
Croco0, B 3TOM CIly4ae He CTOUT CMEIINBATh
MOJIy4eHHBIe HU(PHI

4 CerMeHTanus noxka3aresns I' nure 3akoHoMepHocTH B 1aHHbIX CSAT,
YTOObI ONPEAETUTh, KAKHE aCTIEKThI
oOciyXUBaHUS (HalpuMep, BpeMsl 0XKUIaHus,
KaueCTBO OTBETA, BEKIMBOCTH OIIEPAaTOPOB)
BJIUSIIOT HA YPOBEHD Y/IOBJIETBOPEHHOCTH.

5 BrisiBnenune 3akoHOMepHOCTEH JI mokazarenp 3aBUCUT OT TOTO, KAKOW BH]I
YCIIYT WM MPOJIYKTa 00CITy)KMBaeT KOMaH/a.
KoMmnanusiM u3 TEXHOJIOTMYECKOTO CEKTOpa
WM OTpaciau (UHAHCOBBIX YCIYT CKOpee
BCETO CIIETyET OPUEHTUPOBATHCS Ha
HEBBICOKHE 3HAYCHHS, B OTIUIHE OT
MPEeANPUATHI 00IIeNUTa UITU PO3HUIHON

TOPTOBJIN
3anumure BHIOpaHHBIE OYKBBI MO/
COOTBETCTBYIOIIUMH U (PAMU:
1 2 3 4 5

KonTpoabnasi Touka 2. Pasgen «YnpapjieHHe KIHEHTCKHM OIBITOM»® 5
cemecTp

1. I KakuX Lene COCTaBIA0TCS CTaHAAPThl KIIMEHTCKOrO CEpBUCA B KOMITAHUN?
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2. Kakue pazaernsl BKIIOYEHBI B CTaHIAPThI 00CITYKUBaHUS KIIMEHTOB?
3. IlepeuncnuTe 3TAIbl COCTaBICHUS KIIMEHTCKUX CTAaHAAPTOB OOCITYKUBaHHUSI.
4. MoeT 11 COTPYIHUK CEPBUCHOMN CITYKObI OTKJIOHSTHCSI OT KOPIIOPAaTUBHBIX CTAHIaPTOB?
5. 3BoHuT KiMeHT 1 oueHb pa3ipakeHHO KPUUUT HA Bac, IPUMEHSA Jake HEyMECTHYIO OpaHb,
13-3a OUIMOKY BaIlIero KOJUICTH.
Bamm nevictBusn?
6. Ucxons u3 Tpex ypoBHEH TOBapa, Takue MOTPEOUTETHCKHE CBOMCTBA, KaK TOBApPHBIA 3HAK,
(bupMeHHBIN CTUIIb, KAYECTBO U HAJICKHOCTh MPOAYKIUH, IU3aiH, yITaKOBKA OTHOCST K:
a) IEpBOMY YPOBHIO (CTE€p>KHEBAsI BHITOJIa)
0) BTOpoMy ypoBHIO (6a30BbIi TOBAP)
B) TPETHEMY YPOBHIO (0KMIa€MbIN TOBAp)
[TosicHeHne B OTBETY: COOTBETCTBYET TPEXYPOBHEBOW CHUCTEMBI YHPABIEHUS MPOIYKTOM IO
@ .Kotnepy

7. I'eTepOreHHOCTh YCIYT MOAPa3yMEBAET, YTo:

a) YCIIYT'Y HEBO3MO>KHO MPOJIEMOHCTPUPOBATH JI0 €€ MOKYIKU

0) Ka4ecTBO MPEAOCTABISEMON YCIYTM MOXKET CHIbHO WU3MEHSTHhCS B 3aBUCHMOCTH OT
TOTO, KTO, KOT/Ia ¥ KaK €€ MPeI0CTaBIseT

B) Oounblias 4acThb YyCAyr H3-3a TOTO, YTO OHU OJHOBPEMEHHO MPOU3BOAATCA H
NOTPeOJIAIOTCS, HE MOXKET ObITh COXpaHEHA C LEJIbIO 1aJIbHEHIIEro UCII0Ib30BaHUS.
[TosicHeHne B OTBETY: KaueCTBO MEHSETCS C YYeTOM BIHMSHHUS dYeloBe4YecKoro Qaxropa
MMPOU3BOAUTCIIA YCIYTH. OTO SBISETCA KJIOYEBLIM MOMEHTOM B YIIpaBJICHHUU ITPOLECCOM
OKa3aHMs yCIyru

8. MarepuallbHO-BEILIECTBEHHBIN TOBAp B OTINYUH OT YCIIYTH:

a) sBISIETCS OCSA3aeMbIM OOBEKTOM, KOTOPBIH MOMKET OBITh CO3JaH W NpOJaH WU
MCIIOJIb30BaH MO3XKe

0) Heocs3aemM

B) MMEET HEONpPEeIeICHHOCTh KayecTBa
[TosicHeHHe B OTBETY: OJIHO U3 OTIMYMUTEIbHBIX CBOMCTB TOBapa. MIMEHHO MOATOMY ymnpaBiieHHE
IPOIIECCOM MPOAAXKH (PU3MUECKUX 00BEKTOB TOpa3/I0 JIerde MO CPAaBHEHMIO C YCIYTroi

9. K. JlaByiok omnpeaenseT 4YHCTYI EHHOCTh Kak:

a) HU3KYIO IIeHY

0) TO TO, YTO 5 MOTyYaro 3a TO, YTO OTIAI0

B) 9TO TO, YTO s XOUY ITOJIYUYHUTh OT MPOIYKTa
[TosicHeHuE B OTBETY: COOTBETCTBYET (DYHIAMEHTAIbHBIM MPEJACTABICHHUSIM O IIEHHOCTH YCIYTH,
a B YaCTHOCTH KJIMEHTCKUM OIIBITOM

10. CornacHo Moaenu «Servuction» K 4acT KOMITAHWUH, BUIUMOM JIJI KJIUEHTA, OTHOCSITCS:

a. Ilepconan

b. Texnomoruueckoe spo

C. dusuueckoe OKpyKEHHE

d. Bcé BhIlenepeyncIeHHoE.
[Mosicienue B otBery: monstue front-Office wikirouaer B cebs Bce Qu3MUEcKHe TPEAMETHI H
monel (KOHTAKTHBIM TEepPCOHANT) B MPOIECCE OKa3aHWsl YCIYrd, T.e. 9TO BHAMMAS YacTh s
KJIMEHTA
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KontpoJsbHas Touka 3. Paznen «YnpasiieHHe KIMEHTCKHM ONBITOM) S
ceMecTp

1. Jlaiite ompezneneHue MNOHATUSIM «hopMa OOCIYKMBAaHHUS» U «METOJA OOCITYyKUBaHUS

noTpeOuTenei».

2. Kakue coBpeMeHHbIE HHCTPYMEHTHI CepBUC-In3aliHa Brl 3HaeTe?

3. B uem cymHOCTP M OCOOCHHOCTH OOCTYXMBAaHUS MOTpeOUTENEil B CTalMOHAPHBIX
YCIIOBUSIX U C BbIE370OM Ha JIoM K norpedutensm? [IpuBeaure npumepsl.

4. B yem npeumyiecTBo 6€CKOHTAKTHOTO 0OCITYKUBAaHUS TOTpeOUTENEi?

5. JlaiiTe ompeneneHue MOHATHS «KOHTAaKTHAas 30HAay», MPUBEAUTE MPUMEPHI KOHTAKTHBIX
30H B cdepe cepBuca.

6. Kakue TpeboBaHus IpeabsIBISIIOT K 00CTY)KMBAIOIIEMY IIEPCOHANTY B KOHTaKTHOM 30HE?
7. Pacckaxure, /00BsICHUTE/, B 4eM CyTh aDOHEMEHTHOTO OOCITY>KHBAHHSI, OOCITY)KHBAHHUS C

IOMOIIIbI0O OOMEHHOro (hoHJIa MamMH M npubopoB. Kakue «mIrockl 1 MUHYCHI» HECYT OHHU
KJIMEHTY U cepBHCHOW (upme? Kakme MHCTpYMEHTHI cepBHC-AU3aiiHa B 3ToW (hopMe MOKHO
MPUMEHUTH?

8. CocTaBpTe pPEUTHMHT TOJNB30BATENILCKAX M DKOHOMHYECKHMX METPHUK, KOTOpBIC
UCIOJIBb3YIOTCS B pe3yJibTaTe cepBuc-nu3aitHa. Kakue u3 HUX yHuBepcaibHbl?

9. HazoBuTe 3Tansl ;kM3HEHHOTO IIUKJIA YCIYTH U MOYEMY 3TO HEOOXOIMMO 3HATh JIIOOOMY
peaNpUHUMATEITIO.

10. [Touemy npu oka3zaHUM YCIYT TaK BaKHO YUUTHIBATh BPEMEHHOM (akTop?

11.  IIpencraBbTe rpaduyeckyr0 MOJEIb BOPOHKHM OCHOBHBIX JTaloB B3aHUMOAECHUCTBUS
KJIMEeHTA C MTPOAYKTOM. [1osicHUTE AeWCTBUSI KOMITAHUH HA Ka)KIOM M3 HUX.

12.  IlpuBenute nmpuUMepHsl TOrO, KAaK KOMIBIOTEPHBIE M TEJIEKOMMYHUKAIMOHHBIE TEXHOJIOTHH

B TCYCHHUC NNOCIICAHUX JICT U3MCHHJIN TC BUJIbI YCJIYT', KOTOPBIMHU BbI IMOJIB30BAJIMCE YIKE JJaBHO.

KontpoabHas Touka 4. Pazgesn «YnpasiieHue KIMEHTCKHM ONBITOMY» 5
cemecTp

[TpumepHas TeMaTHKa TPYNIIOBBIX MPOCKTOB
1. CepBuc au3aiiH B KOHTYpe POCCUICKOI 3KOHOMUKH. OCHOBHBIE HAINIPABJICHUS U
TEHICHIIHH.
CepBuc-au3aiiH: mpodaeMbl 1 0COOEHHOCTH Pa3BUTHS
AHanmm3 0cOOCHHOCTEH pa3BUTHS CEPBUC-AN3aliHa B cOBpeMeHHOH Poccum.
DBOJIOIMUS YCIYT U UX BIHUSHUE HA CTaHOBJIeHHE obmiecTBa. L{ludposas nokrpuna.
ManunyupoBaHUe MOTPEOUTEIIBCKUM MoBeicHHeM. OCHOBHBIE TIOIXO/IbI B CEPBHC-
IU3ayHe.
CoBpemenHbli 111G poBoii cepBuc PO: mpobdiemMbl U NEPCEeKTUBBI Pa3BUTHSL.
DTHKa U ATHKET cepBuca. AHAIU3 OCHOBHBIX IpaBmil. Kojiekc cepBuc-nu3aitHepa.
8. Pa3paboTka MPUHIIUTIOB KIIMEHTOOPHEHTHPOBAHHOTO TI0JIX0/Ia B PA3JIUYHBIX OTPACIISIX
cdepsl cepBrca (B OBITOBOM 00CTYKHMBAaHUH, 00pa30BaHUU, TYpU3ME, TOCTUHUIHOM
Jiesie, peCTOpaHHOM OOCITY>)KMBAaHUU U T.]I.)

arwN

~No

Bomnpocel k 3xk3amMeny.

1. TlpeumymiecTBa cepBUC-IU3aiHA
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Cocrasisitoiiye cepBuc-au3aiHa

[IpuHIIMIIBI CEpBUC-TU3aliHA

HMHCTpyMEHTBI CepBUC-AU3aHA

CyIlHOCTh TPEHIBOUMHTA, IPUMEPHI

[Tpunuuns! cocraBnenus CIM

CymHocts Service Blueprint

Kpartkast xapakTepuCTHKa STAoB pa3BUTHUS YEIOBEUYECKOT0 0OIIeCTBA.
TexHonornuecKkue ypoBHH pa3BUTHsI YEJIOBEUECTBA.

. IloHsiTEe MHAYCTPUATBLHOTO OOILECTBA, €M0 OCOOEHHOCTU. 3apOXKACHHUE U Pa3BUTHE

yCIIyT B 0OIIECTBAX JIPEBHETO MHpA.

VYcnyru B cpenneBekoBoM oOuiectse EBporbl.

VYcnyru B cpenneBekoBoM obriectBe Poccun.

[TonsiTve MHAYCTpPUATIBHOTO 001IECTBA, €ro oco0eHHOCTU. MHAyCTpranbHOe
IPOM3BOJICTBO U CEPBUCHAS AEATEIBHOCTb.

[IprumeHeHne nU3aiH-MbIILICHUS

WHCTpyMEHTBI pa3BUTHUS CEPBUCHOTO MBIIUICHUS

Orarnsl JU3aliH-MBIILICHUS

[TonsTHE MOCTUHAYCTPHAIBLHOTO 00IIecTBA (MH(GOPMAIIMOHHAS PEBOIONNS, CEPBU3ALIHS
9KOHOMHUKHU U 1p.). [TocTuHayCcTpHanbHOE NPOU3BOACTBO U CEPBUCHAS IESATEIBHOCTb.
Hepapxust u nupamuia HOTPpeOUTEIBCKUX METPUK

IToxxu3HeHHas crouMocThb kinuenTa, Customer Lifetime Value i LTV

Croumocts npusieyeHus kinueHtoB, Customer Acquisition Cost nnu CAC

BopoHKa OCHOBHBIX 3TaloB B3aUMOJEHCTBUS KiIMeHTa ¢ npoaykToMm wim AAARRR
['moGanbHbIe TPOOIEMBI TOCTHHIYCTPHAIIBHOTO OOIIECTBA U UX CBSI3b CO chepoit
cepBHca

[Tpusnaku yciayru. CpaBHUTEIbHAS XapaKTEPUCTUKA TOBAPOB U YCIIYT.

ITonsaTue yciyru. Buasl yciyr.

MeTtoibl Hccae10BaHUS KIIMEHTCKOTO OIbITa

[TpyHIMIIBI SMOLMOHATIBHOTO NHTEIIIEKTA

KoHuenius moTpeOuTeNbcKoi IIEHHOCTH

Metoauka Customer Journey uiam «kapra IyTeLIECTBUS OTPEOUTENS»

Kapra sMnaTuu v npuHIUIBI €€ COCTaBICHUS

[TpyHIMIIBI BOBJIEYEHMSI TTOJIb30BATENEN

VYcnyru conmanbHOro nakera.

I'ocynapcrBenHas yciyra. Buasl rocy1apCTBEHHBIX YCIIYT.

Mexynaponnbie Moaenu ycayr (moaenu Jl. Patmena, @. Kotnepa, M. buthepa u ap.)
CymHocTh NOHATHS «cepa ycrmyr». DneMeHTs! cepsl yeayr. PeiHok yeiyr. CyObeKTh
PBIHKA YCIIYT.

Heo6xoanmMbie KOMIOHEHTHI ¢(hephl YCIYT: CIPOC U MpeAokKeHne. MeToI0JI0rHuecKue
MOJIXO/IbI K POTHO3UPOBAHUIO CIIPOCA.

dakTopsl, onpeaessomue crpoc B cepe ycinyr. HerieHoBbIie (hakTOpHI.

Oco0eHHOCTH pPBIHKA YCIYT.

Crpareruu npeAnpUHUMATENBCKON JeSTEILHOCTH B chepe yCIyT.

Cepsucnas nonutuka crpad Esponst u CIIIA.

Cepsucnas nonutuka Poccun.

3aKoHOJaTeIbHAasl 1 HOPMaTUBHasI 0a3bl CEpBUCA.

[TpuHIMIBI OCYIIECTBICHNUS COBPEMEHHOTO cepBrca. OCHOBHBIE 3a/1auu Cephl CEpBUCA.
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OcHoBHBIE IOJXO/IbI K OCYIIIECTBIICHUIO CEPBHCA.

Buel npeanpo1a’Horo U NocaenpoakHOTo CepBUCa.

OcCHOBHBIE BapUaHTHI OPraHU3aIUU CHCTEMBbI CEpBHUCA.

OcHoBHBIE 337]aul OpraHU3AIMK B 00JIACTU CEPBUCHBIX TEXHOJIOTU. Mepsbl 1o
yIAY4IIEHUIO cephl CepBuUCa.

PeruonasnbHble aceKThl CepBUCA.

[TpoGnembl cCepBUCHOI OTpaciii M MEPCIEKTUBBI PA3BUTHS.

[TonsiTue nenoBOM penyTaluu.

Kynerypa cepsuca.

[ToHsITHE KOHTAKTHOI 30HBI 1 OCOOEHHOCTHY TOBE/ICHUS B HEH.

OTHUYECKUE OCHOBBI U JI€JIOBON ATUKET CEPBUCHOM JEATENBHOCTH.
DcreTudecKkre KOMIIOHEHTHI Cpephl cepBuUca.

[Tonsitre naHOBaIMI B cpepe cepBruca. OCOOCHHOCTH BHEAPEHUS MHHOBAIHH B chepy
yeayr. [lpuMeps! ynauyHbIX 1 HeyIayHbIX HHHOBALIMOHHBIX PEIICHUN B cepe YCIyT.
Kusznennsrit ukn yeayru OKLY).

CrtpaTeruu KOHKYpEHIIMHU Ha pa3ianuHbIx dTanax KIIY.

Mogenb IEeHHOCTH YCIYTH.

Knaccudukanus norpedureneii. [lorpedurensckoe moBeacHue.

KauecTtBo 00cyKuBaHUs U IPOU3BOAUTEIHHOCTb.

Crparernveckue HarpaBieHUsI U KOHKYPEHTOCTIOCOOHOCTD B CPepe YCIIyT.
@®opMbl KOMMYHUKALIMU € TOTPEOUTEISIMU YCIYT.

Ponb 1 3HaueHne HeBepOaIbHBIX CIIOCOOOB OOIIEHUS.

MexayHapoIHbI OOMEH yCIyramy.

HHuTepHeT -cepBUC B COBPEMEHHOM OOIIIECTBE.

HNHdopManinoHHbIE TEXHOJIOTUN CEPBUCHOM JESITETbHOCTH.

[Icuxonoruyeckas KyiabTypa cepBuUca.

TpeboBanus, npeabsBisieMble K TPO(YEeCcCHOHANTBHOMY MOBEACHUIO PAOOTHUKA
KOHTaKTHOM 30HBI.

Kynberypa oOuienus ¢ notpedburensmu. Kynbprypa peun paboTHHKA KOHTAaKTHOW 30HBI.
PaGora c )xanobamu. KoHQIUKTHI ¢ KIMEHTaMu.

Crioco6b! 1 paBUiIa pa3peieHuss KOHMIUKTHBIX CUTYalUH.

7.4. Conep:xaHne 3aHATHH CEMHHAPCKOTO THIIA.

[lpakTuyeckas paboTa 3aKkiioyaeTcs B BBIIOJHEHUH CTYJSHTaMH TIOJ PYKOBOJICTBOM
3aJlaHU  HAaNpaBJICHHBIX HA YCBOEHHE HAy4YHO-
npuoOpeTeHne MPaKTUYECKUX HAaBBIKOB

MpEnoaBaTeNis KOMIUIEKCA YYCOHBIX
TEOPETUYECKHX OCHOB YUEOHOW JUCIUILIMHBI,
OBJIAJICHUS] METOJIaMU MPAKTUYECKONH pabOThl C MPUMEHEHHUEM COBPEMEHHBIX HH(POPMAIIMOHHBIX
M KOMMYHHKAITMOHHBIX TeXHOJoruil. [IpakTuueckue 3aHATHS CIIOCOOCTBYIOT OoJsiee rTyOOKOMY
MOHUMAHHUIO TEOPETUYECKOTO MaTepralia yueOHOTO Kypca, a TakKe pa3BUTHIO, (DOPMUPOBAHHUIO
¥ CTAHOBJICHHIO PAa3JMYHBIX YPOBHEH COCTaBISAIOIMINX MPO(ecCHOHANBHON KOMIIETEHTHOCTH
CTy,HeHTOB. OCHOBOﬁ HpaKTI/IKYMa BI)ICTyrIaIOT TUITIOBBIC CI/ITyaHI/II/I, C KOTOpLIMI/I JTOJIDKCH

CIHIPaBJIATHCA CICHHUAINCT B obiactu CCpPBHUCA Ha MMPCATIPUATUAX TypHCTCKOﬁ oTpaciiu.

Buabl npakTH4ecKux 3aHATHI:

- Kpyraeriii cron,
- CryneHueckasi KOH(pepeHIHs,
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- Pemienne cutyallmoHHBIX 3a1ad4,
- Bele3iHble TpakTUYECKHE 3aHATHS,
- [Icuxonornyeckuii TPEHUHT

IIpakTHyeckoe 3ansaTue 1.

Bupa npaktrdeckoro 3aHatusi: «Kpyriblid cTOm»

Tema u conepxkanue 3anatus: [IpoucxoxaeHue cepBuc qu3aiiHa U ero NpeuMyLiecTBa
[IpakTuyeckoe 3aHATHE, NpedycMaTpUBarollee OOCYKIEHHE CTyJEHTaMH HCTOPUYECKHX
BOIIPOCOB BOSHUKHOBEHMSI U IBOJIIOLIMY CEPBUCHOM AESTEIbHOCTH.

Ilenp 3anaTusA: B mpouecce u3ydyeHus TeMbl CleoyeT COCPEJOTOYUTHCS Ha TEPMUHAX U
MNOHSTUSIX, UCHOJIb3YEMBIX B COBPEMEHHOH CEPBUCHON NEATEIbHOCTU — «CEPBHUC», «YCIyran,
«chepa 0OCIYyXHBaHUS», «KYJIbTypa CEpPBHCa», «CEPBHUC-IU3ANH», «CEPBUC-MBIIUICHUEY,
«OMOIIMOHAJIbHBIA UHTEIJIEKT», «I1YTh KJIUEHTa» U JIp.
[TpakTuyeckue HaBbIKU: CTyeHTaM HEOOXOIUMO YSICHUTh OTJIMYUTENIbHbIE OCOOCHHOCTH YCIIYT
B CpPaBHEHUH, HaIpUMep, C TOBApOM — HX HEOCSI3a€MOCTb, M3MEHYMBOCTb I10 KauecTBY,
HEBO3MOXXHOCTb UX XpaHeHHs. Taxke Ba)KHO YCBOUTH NPUHLMIIBI U OTJIIMYUTENbHbIE TPU3HAKU
CEpBUCHOM JI€ATEIIbHOCTH.
Bompocsl, BeiHOCHMBIE Ha 00CY K IEHUE:!
1. ITonsTHe cepBUC-M3aliHE U CEPBUCHON JESITEIbHOCTH.
2. Cdepa ycayr B OOIIECTBEHHOM pa3/ICJICHUH TPYAA.
3. dyskmK chepsl ycuyr.
4 Ilonsitue "ycmyra".
5.0co06eHHOCTH PhIHKA YCIIYT.
6.CocraB oTpacineit cepbl YCIyT.
7.Cepa ycIIyr U ¢dbopmupoBaHue MOCTUHYCTPUAIBLHOTO of1ecTna.
8. dakTophl pa3BUTHUS CPEPBI YCIIYT.

IIpooonscumenvrocms 3anamus — 2 yaca (ounas gpopma)

IIpakTH4eckoe 3ansaTHE 2.
Bun npaxktuueckoro 3ansatus: «CTyqeHueckast KoHpepeHIus»
Tema u conepxanue 3anaTHA: COCTaBIAIONINE U IPUHIIUIIBI CEPBUC-AU3alTHA
Bormpocsl, BeIHOCHUMBIE Ha 00CYKIEeHNE
1. TlpuHIUIBI COBPEMEHHOTO CEpBUCA B MHAYCTPHH U CEpBUCA.
2. 3amauu COBPEMEHHOTO CEPBHCA M CEPBUC-/IN3alHA.
3. YcuiieHue poiu TYpHUHIYCTPHH B COBPEMEHHOM sKOHOMUKE. BozneiicTBue dakTopos
pocTa MOTPEOUTENHCKOM aKTUBHOCTHU. DBOJIIOIUS MTOHSATHS CEPBUC-TU3AIH.
4. TIpuHUUIIBI CepBUC-IU3AHA
5. ®upMeHHBIN CEPBUC U €r0 MPEUMYIIECTBA.
6. OcHOBHBIE IOJXO/bI K OCYIIECTBICHUIO CEpBUCA B Pa3HBIX CTpaHaX.
Lenp 3aHsATHSA: U3Yy4UTHh MNpoOIEMATHKY (HOPMHUpPOBAHHS CEepBUCHOTO obmiectBa PO,
OTIpeNIeIUTh OCHOBHBIE MTPOOIEMBI
[TpakTHyeckre HaBBIKU: 3HATh OCOOECHHOCTU MPOEKTHUPOBAHUS CEPBUCHOTO MPOIYKTA B
COOTBETCTBUU C 3THOKYJIbTYPHBIMU, UCTOPUUECKUMH U PETUTHO3HBIMU TPATULUSMHU
IIpooonsicumenvrocmo 3auamus — 2 uaca (ouHas gpopma).

IIpakTuyeckoe 3ansiTue 3.
Bun npaktudeckoro 3anatust: «Kpyrislii crom»
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Tema u conepkanue 3anatusi: Cnenuduka yciayr Kak ToBapa.

[IpakTuyeckoe 3aHATHE, TpEAyCMaTpHBAKOIIee OOCYKIACHHWE B BUAE KPYIJIOro CTOJA
COBPEMEHHBIX TIOJIXOJI0B K (PYHKIIMSIM U TIPHHIIUIIAM COBPEMEHHOTO CepPBUCA U OKAa3aHUS YCITYT.

[IpencraBuTh MPE3ECHTALMIO TOKIIAA!

1. TlokymarenbCKuii pUCK B c)epe OTCUECTBECHHBIX YCIIYT.
2. PBIHOK TOCTMHUYHBIX YCIIYT ¥ €r0 0COOCHHOCTH.

Llenp 3aHATHA: WM3Y4UTh OCOOCHHOCTH pa3BUTUsI cepBuca B Poccu u 3a pyOexom,
NPEJCTaBUTh OTYET O TPOJICIIaHHOW padoTe.

[TpakTHYecKkre HABBIKU: IIOHUMATh H aHAIU3UPOBATH MUPOBO33PCHUECKUE, COITUAIBHO H
JUYHOCTHO 3HAYUMBIC (HIOCOPCKUE MPOOJIEMBbI, MPOSBIATh MATPUOTU3M, TPYAOIIOOUE H
TPaXKTAHCKYI0 OTBETCTBEHHOCTh

IIpooonsicumenvrocmo 3auamus — 2 waca (ounasn gpopma), 0,5 uaca (3aounas gpopma).

IIpakTuyeckoe 3ansTne 4.
Bun npakTudeckoro 3aHsITHS: KPYTJbIil CTOJI
Tema u coneprxanue 3anatusi: Konuenmus noTpeOUTeNbCKOM HEHHOCTH
Llenb 3aHATHS: U3YYUTh pa3IMUHbIE MOAXO0/bI K OLIEHKE NOTPEOUTEIHCKON IIEHHOCTH.
Hamnmcats 3cce, MOCBAIIEHHOE CUCTEME IIPENOCTABIICHUS CEPBUCOB B PD.
[lpakTnyeckue HaBBIKM: 3HaThb O IIOBEJEHUU NOTpeOUTENeH, KpUTEpUsX KauyecTBa
uH(pOpMalLMU B pPa3BUTHH TOCTUHAYCTPUAIBHOIO 00LIECTBA
IIpooonxcumenvrocms 3anamus — 2 uaca (ounas gopma), 0,5 waca (3aounasn gpopma,.

IIpakTH4yeckoe 3ansATHE S.
By npakTrdeckoro 3aHATHS: KPYIJIbINA CTOJI
Tema n conepkanune 3anatus: HCTpyMEHTBI cEpBHC-AU3aliHa
Bonpocel, BeIHOCHMBIE Ha 00CYKIEHUE:
1.ComnocTaBbTe JKU3HEHHBINM LUKII yCIyrd U ToBapa. [losicaure pasnuuus.
2. [lonGepute TOBaphl U yCIYTH, LIUKJI KOTOPBIX OJIMHAKOB.
3. TloxGepute mpHUMepbl TOBAPOB U COIMYTCTBYIOIIMX YCIYr B OOJIACTH TOCYJapCTBEHHOI'O
yIpaBJeHUs,, KOMMEPUYECKON JesITENIbHOCTH, MCKYCCTBA.
4. ConocTaBbTe HHCTPYMEHTHI CEPBHC-IM3aiiHa B Pa3TUUHBIX 00JACTSIX MPEIOCTABICHUS YCIYT.
I{enp 3aHATUA: U3YUUTh HUHCTPYMEHTHI CEPBUC-IM3alHA.
[IpakTuyeckue HaBBIKU: TMOHMUMATh M aHAIU3UPOBATh SPPEKTHUBHOCTH MPUMEHEHHUS
MHCTPYMEHTOB CEpBHC-IN3ailHa
IIpooonscumenvrocms 3auamus — 2 yaca (ounas gpopma,.

IIpakTnyeckoe 3ansaTHe 6.

Bun npaktrdeckoro 3aHATHS: IPEICTAaBICHNUE TPE3CHTALNN

Tema u coneprkanue 3anaTus: CepBUC KaK KOMIIOHEHT MPOJIaXkKH TOBAPOB.

3amaHue A1 CEMUHAPCKOTO 3aHSTHS:

CocraBuTh mnpeseHTanuo Ta TeMy «COBpPEMEHHBIM CepBHC B KOMMEPLMW». 3aJlaHHe
IpeIoiaraeT aHajin3 OJHON W3 COBPEMEHHBIX KOMIIAHHWH C PACKPBITHEM BCEX OCOOCHHOCTEH
oOciTy>)kuBaHUs OTpeOUTeNe B mpolecce mpoaaxu ToBapay. IIpezentanus cocrout uz 10-15
CJIAaIOB.

Ilenp 3aHATHA: U3YYUTh CEPBUCHBIE TEXHOJIOTMH B IIPOLIECCE ITPOIAXKU TOBAPOB.

IIpakTHyeckue HaBBIKM: BIAaJeTh CIOCOOHOCTBIO IOHMMAaTh M  aHAJIW3UPOBATh
B3alMOCBA3b O6CJIy)KI/IBaHI/ISI " TOPrOBJIN.
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IIpooonxcumenvrocms 3anamus — 2 uaca (ounas gpopma), 1 uac (3aounas gpopma).

IIpakTnyeckoe 3ansTue 7.

Buj npaktiueckoro 3ausaTus: case-study/ PelieHne cuTyalMoOHHBIX 33124
Tema u coneprxanue 3anarusi: [loBenenne norpeduTeneld U NMPUHIATHE MU PEIICHUN
[TepconuduupoBanHoe MPEAT0KEHUE CEPBUCHOTO MPOIYKTA MO3BOJISET BBICIUTH Haubosee
Ba)KHbIE, C TOUKH 3PEHHS CEPBUCOJIOTHH, ACTIEKThI PACKPBHIBAIOIINE OCOOCHHOCTH OTPEOICHUS:
- IepcoHU(DUKAINS OCYIIECTBIIAETCS 32 CUET U3MEHEHUS OT/IEIbHBIX MaTEPUATBHBIX U
HEMaTepHUaIbHBIX KOMIIOHEHTOB MPOIYKTa, HO HE MPEIoIaracT U3MEHeHHs1 0a30BOTO MPOAYKTa
WM €T0 UICH;
- QJIaATITUPOBAHHBIE XapAaKTEPUCTHKH (POPMUPYIOTCS TOJIBKO C YYaCTHEM TOTPEOHTENS;
- IepcoHU(UKAIHS MOKET OCYIIECTBISATHCS TOJIBKO 32 CUET CepBUCA.

Lenp 3aHATHS: 3aKpeNUTh NOJYYEHHBIE B XOJ€ JIGKIMOHHOTO 3aHATHS 3HAHUA,
npuodpectu GyHIaMEHTAbHbIE 3HAHUS O MOBEACHUU MOTPEOUTENs, MOTPEOHOCTAX B Pa3HBIX
HCTOPUYECKHX 3I0XaX

[IpakTHyeckre HaABBIKM: HM3YyYUTh KOHIICTITyaJbHbIE OCHOBBI CEPBHCOJOTHH U
pPaccMOTpPETh aCMEKThl COBPEMEHHOT'O OTPEeOICHUS
IIpooonxcumenvrocms 3anamust — 4 uaca (ounas gpopma), 0,5 waca (3aounas popma).

IIpakTnyeckoe 3ansaTue 8.

By npakTHueckoro 3aHATUSA: HHTEPAKTUBHOE BBIE3IHOE 3aHATHE
Tema u conmepkanue 3aHsaTHs: Teopus opraHuzauu 00CIyXKHBaHUA. BbIe3THOE MPaKTUUECKOe
3aHsTHE, IPEyCMAaTPUBAIOLIEE TOCEIIEHUE BEICTABKU

1. O0bsicHMTE, KaKHE TUIIBI YCIYT TOMOT'YT HOTPEOUTENIO YOBIETBOPUTD KaXKIAbI YPOBEHb
notpeGHOCTEH B nepapxuu norpedHocreit mo Macnoy.

2. OObsICHUTE, KaK BHEIIHUE U BHYTPEHHUE (PAKTOPHI BIUSIOT HA TIOSBICHUE HAIITNX
noTpeGHOCTEH B yciayrax.

3. Ilepeuncnure OCHOBHBIE HCTOYHUKH HH()OPMAITNH, UCTIOIb3YEMbIE TIOTCHIINAIBHBIM
KIIMEHTOM I IPUHSTHS pelIeHus o MoKynke. Ha Bam B3ruIs, Kakod U3 HUX SIBIISETCS
Haubozee 3¢ HeKTUBHBIM?

4. CymecTByeT MHEHUE, YTO, IPUHUMAs peIIeHUEe, KITUEHT He cielyeT Kakoi-Imubo cxeme, a
Jies1aeT CBOM BHIOOD B OoJIblIEH MIIM MEHbILIEH CTeneHH ciayvaiiHo. KakoBa Baia no3unus mno
sTOMy Borpocy? OTBeT 0OoCHYyiiTe.

5. Kakue knaccudukanum kireHToB Bel 3Haere?

6. ITouemy noTpeOUTENN OLIEHUBAIOT YCIYTH HHAYE, YeEM TOBaphI?

[enb 3aHATHA: U3YYUTh [ICUXOTHUIIBI KJIMEHTOB U OCOOEHHOCTH 00CTY>KMBAaHUS KIMEHTOB
B chepe 00CTyKUBAHMUS.

[IpakTyeckre HaBBIKM: HAaBbIKAMM  IPOEKTUPOBAHUS  PA3NIUYHBIX  BApUAHTOB
o0cTyKUBaHUS

IIpooonsicumenvrocmo 3auamus — 4 waca (ounas gpopma), 0,5 yaca (3aounas gopma).

IIpakTH4yeckoe 3ansTHE 9.
Bun npakTiuueckoro 3aHATHS: ICUXOJIOIMYECKUH TPEHUHT
Tema u coeprkaHue 3aHATHS: METOIbI NCCIIEOBAHMSI KITMEHTCKOTO OIBITA.
1. CoBpemennble ¢opmbl oOciTyxuBaHusi mnorpeduteneit ycmyr. OCHOBHBIE THIIBI
CEpBUCHBIX ITOCPETHUKOB, TOCPEIHUYECKHE U JOCYTOBBIE YCIIYTH.
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2. IIpaBoBoe oOecmneuenue cdepsl oOcmyxuBanus. XKaaoObl M MPETEH3UU MOTpeOUTENEH,
3alMTa UX TpaB.
Llenp 3aHATHA: U3YyYUTh METOJBI UCCIEIOBAaHHUS KIMEHTCKOTO OIBITAa, OCHOBHBIE TOUKU
KOHTAaKTa C IMPOIAYTOM.
[IpakTuyeckue HaBBIKW: BIIAJACTh HAaBBHIKAMHU (DOPMHUPOBAHUS CEPBUCHOTO MPOAYKTa U
OTHOIIIEHHH C TIOTPEOUTEISIMU
IIpooonxcumenvrocms 3anamust — 2 uaca (ounas gopma), 1 uac (3aounas gpopma).

IIpakTnyeckoe 3ansaTue 10.

Bun npakTuueckoro 3aHsATUA: KPYIJIBbIA CTOJ

Ilenp 3aHATHA: PACCMOTPETH OCHOBHBIE METOABI ITPEAOCTABICHUS YCIIYT
Tema u conepxxanue 3ansatus: JuzaiiH-Mpinuienue. MHcTpymeHTapuid.

IToaroToBka M MpeACTaBICHUE NPE3ECHTAUHU K JOKIaLy:

1. TloctpoeHue B3aMMOOTHOIIEHUN KIMEHT-KOHTaKTHBIA mepconan (I1. K. Mwumie, JIx. T
Moppuc, M. P. Conomon, K. Cynpenanr, k. A. 3enuen, W. [x. ['yrman u ap.).

2. Hcnonb3oBaHue Mojeieil MaccoBOro OOCITYXHBAaHUS TPU OMPEIEICHHH MOIIHOCTH
opranmzaiuu cdepsl yenyr (I'. Baruep, E. Bentuens, FO.U. Peokukos, X. Taxa, I'.IL.
®omuH u ap.).

3. JluzaH-MbllieHre Kak 6a30BbIi HABBIK CIIELIAATICTA
Llenp 3aHATUA: U3YUUTH OAXOABI K JU3aH-MBILIUICHUIO
[TpakTHyeckue HaBBIKU: BJaJleTh HaBBIKAMU pabOTHI ¢ KOMIBIOTEPOM KaK CpPEACTBOM

yhpaBiaeHUs] HHPopMaren
IIpooonscumenvrocms 3anamus — 2 yaca (ounas ¢popma), 1 uac (3aounasn gpopma,).

IIpakTnyeckoe 3ansaTue 11.

Bua npakTudeckoro 3aHsITHS: KPYTJIbI CTOJ

Tema u conep:kaHue 3aHATUA: YTIPaBIeHNE KIMEHTCKIM OMBITOM
IIpooonsicumenvrocmo 3auamus — 2 uaca (ounas gpopma)

IIpakTnueckoe 3ansaTue 12.

Bun mpaktudeckoro 3aHATHs: Bble3nHOE MpakTHYECKOe 3aHATHE, MpeaycMaTpUBAroIIee
MIOCEIIICHUE BBICTABKH, paboTa B TpyIIIe

Tema u conepxanue 3ansatus: [loap3oBaTenbcKre H SIKOHOMUYECKHE METPUKH

Llens 3aHsATHS: pa3paboTaTh M ONUCATH TPOIECC MEPCOHATM3ANUU MPOAYKTa (Ha
npumepe). [IpeacraBute rpaduyeckyro Mojenb. [IpencTaBuTh CHCTEMY MOJIB30BATEIBCKUX H
9KOHOMHYECKUX METPUK

[IpakTHyeckre HaBBIKH: 3HATh OCOOCHHOCTH MPOCKTUPOBAHUS CEPBUCHOTO MPOJIYKTa Ha
OCHOBE T10JIb30BATEIbCKUX U SKOHOMUYECKUX METPHK.

IIpooonscumenvrocms 3anuamus — 4 uaca (ounas gopma,.

IIpakTnyeckoe 3ansaTue 13.

Bun npaktuyeckoro 3aHATHS: MPEACTaBIEHUE MPE3EHTAIM Mo pe3yibTaraM padoThl B
MHUKpPOTpyImnax
Tema wu COJCPIKAHUE 3aHATHA: BOpOHKa OCHOBHBIX JTalloB BBaHMOHeﬁCTBHH KJIMECHTAa
C IPOAYKTOM
KOHTpOJIbHAs TOuka 4
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[IpakTuyeckoe 3aHATHE, PETyCMaTPUBAIOLIEE MPEICTABICHUE PE3YIbTaTOB Pa3paboTKU
TPYIIIOBOTO POEKTA B TPYIIIax.

Lenb 3aHATHS: TPOJAEMOHCTPUPOBATH 3HAHUS, TIOTYYCHHBIC Ha JIEKIIMOHHBIX 3aHSATHIX

[IpakTUyeckre HaBBIKW: BIIAJCTh HABBIKAMU (POPMHPOBAHUS CEPBHCHOTO MPOAYKTa U
OTHONICHHI C IOTPEOUTEITSIMU

Ilpooonscumenvrocms 3auamus — 6 uacos (ounas ¢oopma), 1 wac (3aounas popma).

8. IlepeyeHb OCHOBHOI W JONMOJHHMTEJIbLHOW Y4eOHOW JIMTEpPATypbl; NepevYeHb PecypcoB
HHGOPMAIMOHHO-TEJIEKOMMYHUKALMOHHOM ceTn «HTepHET, nepevyeHb
HH(OPMANMOHHBIX TEXHOJIOTHIi, UCMOJIb3yeMbIX NMPH OCYIIECTBJIEHHH 00pPa30BaTEJLHOIO
npouecca 1no JHCHUILVINHE (MOYJ10), BKJIIYasl NepedyeHb MPOrpaMMHOro odecredyeHust
HH(OPMANUOHHBIX CIIPABOYHBIX CUCTEM (MPH HEOOXOAMMOCTH)

8.1. OcHoBHas JIMTEpaTypa

1.Kanaues, C. JI. CepBucHas aestenbHOCTh : ydueOHUK s By3oB / C. JI. KamaueB, M. A.
Huxonaesa. - Mocksa : M3narenbcko-ToproBas kopnopanusa «/lamkos u K°», 2024. - 300 c. -
ISBN 978-5-394-05342-9. - Texct : AIIEKTPOHHBIH. - URL:
https://znanium.ru/catalog/product/2133553

2.Ceupunenko 1O. I1. CepBucnas nestensHOCTh @ yaeOoHoe nmocodue / FO.I1. CBupunenxko, B.B.
XMmeneB. — 2-e u3A., ucnp. u aon. — Mocksa : UHOPA-M, 2022. — 174 c. — (Bricuiee
obpaszoBanue: bakamaspuar). — DOl 10.12737/23520. - ISBN 978-5-16-014846-5. - TekcT :
snektponHsi. - URL: https://znanium.ru/catalog/document?pid=1836717

3.CruknopH, M. CepBuc-nu3aiiH Ha pakTuke: [IpoekTupoBaHue JTyYIIero KIMEHTCKOTO OIbITA :
npaktuyeckoe pykosoactso / M. CtuknopH, A. Jloypenc, M. Xopmec, S. Hlnaiinep. - Mocksa :
Anprimna [Ta6mumep, 2023. - 560 c. - ISBN 978-5-9614-8146-4. - Tekcr : anextponHsIit. - URL:
https://znanium.ru/catalog/product/2141007

8.2. lonotHuTEIBHAS JIATEPATYPa

1.Cepsuc: opranuzamnusi, ynpasieHue, MmapkeTunr : yueOnuk / E. H. Bonk, A. U. 3eipsHoB, A. A.
Jlumruuckas, H. B. XaputonoBa. — 3-e u3n. - Mocksa : [lamkoB u K, 2022. - 248 c¢. - ISBN
978-5-394-04914-9. - Texkcr : AJIEKTPOHHBIH. - URL:
https://znanium.ru/catalog/document?pid=2084343. — Pexum gocTymna: 1Mo mo/mcKe.

2.Cepauc B Poccuu u 3a pyOexkoM : ceTeBoi HayuHbIH xypHai. - Mocksa : PI'YTuC, 2024. - T.
18, Ne 2 (111). - 310 c. - ISSN 1995-042X. - Tekcr : onekrtponnsri. - URL:
https://znanium.ru/catalog/product/2165353

8.3. [Iepeuennb pecypcoB HH(OPMANUOHHO-TEJIEKOMMYHHUKAIMOHHOI ceTH « UHTEpHET»
DneKTPOHHO-OMOIMOTEeUHast cucTeMa «Znanium.comy:http://znanium.com/
Nupopmarmonnas cucrema «EInHOe OKHO T0CTyIa K 00pa30BaTeIbHBIM
pecypcam»:http://window.edu.ru/

Cayx0a TeMaTHYECKUX TOJKOBBIX cioBapeit «I moccapuii.py»:http://www.glossary.ru/
Hayunas snexkrponnast 6udnunoreka «KnbdepJlenunkan:https://cyberleninka.ru/

8.4. IlepeyeHb MNPOrpaMMHOr0 obOecrevYeHUsi, COBPEMEHHbIX MPOo(ecCHOHATBHBIX 0a3
AAHHBIX U MH(POPMAIMOHHBIX CIPABOYHBIX CHCTEMAaM
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1. Microsoft Windows
2. Microsoft Windows
3. Microsoft Office
4. baza gaHHBIX CEPBUCHBIX IIEHTPOB «CepBHCOOKCY [mpodeccuoHanbHas 0a3a JaHHBIX]:

https://www.servicebox.ru/

5. baza nmannbix «Poccuiickuii OusHec-moptan «BazaRF.ru» [mpodeccrmonanbhnas 6aza
naHHbIX |: http://www.baza-r.ru/enterprises

6. CnpaBounas npaBoBas cucteMa Koncynprantlinroc

7. HWurepHer-Bepcus cucteMbl ['apanT (MHPOpMAIIMOHHO-TIPaBOBOM ropran "['apaHT.py

9. MeToauyeckne yKa3aHus JAJsl 00y4YAIOLIUXCS M0 OCBOECHHUIO JUCHUIJIMHBI (MOIYJIs1)

[Iponiecc m3ydenus: aucuUIUIMHbBl «CepBUC-IU3alHY» MPETyCMaTPUBACT AyAUTOPHYIO
(paboTa Ha NEKIMSIX M NPAKTUUYECKUX 3aHATHSIX) U BHEAYJUTOPHYIO (CaMOIOATOTOBKAa K
JEKIHSIM U TIPAKTHYECKUM 3aHATHAM) paboTy 00yJaromerocs.

B kauecTBe 0CHOBHOI MeTOAMKK 00yueHusi Oblia BhIOpaHa METOJIMKA, BKIIIOYAIOIIAS -

COBOKYITHOCTb ~ HPHUEMOB, C  TIOMOIIBI0O  KOTOPBIX MPOUCXOAUT  IIeJCHANPABICHHO
OpPTraHW30BaHHBIA, IUIAHOMEPHO M CHCTEMAaTHYECKH OCYIIECTBIISIEMBIH MPOIECC OBJIAJICHUS
3HAHUSAMU, YMEHUSMU U HABBIKAMH.

B xkadecTBe OCHOBHBIX (OPM OpraHu3anuu y4eOHOrO Mpolecca MO TUCIHILIHHE
«CepBuc-nmu3aifH» B TpeAjaraéMoil MeToJuKe OOydeHHsI BBICTYNAIOT JIEKIMOHHBIE U
NPaKTUYECKHUE 3aHATHUS (C MUCTOIB30BAHNEM MHTEPAKTUBHBIX TEXHOJOTHHA OOydeHHs ), a TaK Ke
caMoCTOsTeNIbHas paboTa 00ydJaroIMXCs.

- JeKINH
Beoonas nexyus HamedaeT OCHOBHBIE IpoOJeMbl Kypca B ILI€JIOM HJIM €ro pasjena. B Hee
BKITIOYAIOTCS «KITFOUEBBIE» BOTPOCHI, MOHUMaHNE KOTOPBIX MO3BOJISET JyYIlle YCBOUTH MaTepHal
NOCJEIYIONUX TEM WM CAaMOCTOSTENIEHO Pa300paThCs B HEM;

Jlekyuu — Ouckyccus, TAe COJAEp)KaHWE TMOJAeTCsl 4Yepe3 CEepUI0  BOIPOCOB, Ha
KOTOpBIE CITyIIATENb JOJKEH OTBEUaTh HEMOCPEICTBEHHO B XO/I€ JIEKIIUH;

Axademuyeckasn nexyuss - 3T0 TPAIUIIMOHHO BY30BCKas ydeOHas jekius. i1 Hee XapaKTepHBI
BBICOKMI HAay4HBIH ypOBEHb, TEOpETHYECKHE aOCTpaKLMU, UMEIOUIME OONbIIoe MPAKTUYECKOe
3Hayenne. CTWIb TakoW JIEKIMM - YETKWH TUIaH, CTporas JIOTHKa, YyOeauTenbHbIe
JI0Ka3aTelbCcTBa, KpAaTKUE BBIBOJBI TeopeTHyeckue 3aHATHS (JIEKIMH) OPraHu3yloTCs IO
norokam. Ha JeKmusx w3jararoTcs TEMBbl JIWCHUILUIMHBI, TPEIYCMOTPEHHBIE paboueit
IpOTpaMMOii, aKIIEHTUPYETCs BHUMaHUE Ha HauboJsiee MPUHIUIHAIBHBIX U CIIOKHBIX BOIPOCAX
TVICIIATUTMHBL, YCTAHABJIMBAIOTCS BOMPOCHI JIISI CaMOCTOSTENbHOW mpopaboTku. KoHcmekr
JEeKIMiA sBisieTcss 06a30i MpH MOATOTOBKE K MPAKTHUECKUM 3aHATHUSAM, K JK3aMEHaM, a Takke
CaMOCTOSITETbHOW HAYYHOH JIEeSTETbHOCTH.

W3noxeHue NEKIMOHHOIO MaTepuana pPEeKOMEHJYeTCS IMPOBOAUTH B MYJIbTHUMEIHHHOM
dbopme (mpeseHTtanmii). CMbICTOBas Harpy3ka JIGKIMH CMEIIACTCS B CTOPOHY OT HW3JIOKEHUS
TEOPETUYECKOro Marepuaiga K (pOpMHUPOBAHUIO MOTHBAIIMU CAMOCTOSITENILHOIO O0y4YeHHs depe3
MOCTaHOBKY IMpoOieM oOyueHus M TOoKa3 IMyTeill pemeHuss NpopecCHOHANbHBIX MpoOjieM B
paMKax TOH MM WHOW TeMbl. IIpyu 3TOM OCHOBHBIM METOZOM BEIEHUS JIEKIUH SBISETCS METO
POOJIEMHOTO H3JIOKEHHS MaTepHraa.

- IPAKTUYCCKNUEC 3aHATHUA
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[IpakTnueckue 3aHaTHd 1O AucuuimiuHe «CepBUC-IM3aiiH» MPOBOIATCA C LENbIO
IpUOOPETEHUs] MPAKTUYECKUX HAaBBIKOB B 00JIACTH MApKETHHIa, OCHOBHBIX CTPATEIMH U TAKTHUK,
KOMIUIEKCa MAPKETUHIa U MaPKETUHIOBBIX MCCIIEA0BAHUM.

[TpakTuyeckas paboTa 3aKJIOYaeTCs B BBINOJIHEHUHM CTYACHTaMH, I0J PYKOBOJCTBOM
npenojaBaress, KOMIUIEKCa YYEOHBIX 3aJaHUIl HallpaBICHHBIX Ha YCBOEGHHE Hay4HO-
TEOPETUYECKMX OCHOB MAapKETHHIA, IPUOOpPETEHUE MPAKTUUECKUX HABBIKOB OBJIAJCHMS
METOJaMU MPAKTUYECKOH paboThl C NPUMEHEHHWEM COBPEMEHHBIX HWH(POPMALMOHHBIX U
KOMMYHHMKAIIMOHHBIX TEXHOJIOIMH. BBINOIHEHUS mpakTHdeckoil paboThl CTYJEHThI IPOU3BOJIAT B
MMCbMEHHOM BHUJE, B BHUJC NPE3CHTAlMA M JOKJIAIOB, a Takxke scce U pedeparoB. Oruer
IIPEIOCTABIIAETCS IPENOAABATENI0, BEAYIIEMY JAaHHBIM NPEAMET, B JJIEKTPOHHOM M I€YaTHOM
BUJIE.

[IpakTHyeckue 3aHATUS CIOCOOCTBYIOT OoJiee INyOOKOMY OHUMAHUIO TEOPETHUECKOTO
Marepuaia y4eOHOro Kypca, a TakKe pa3BUTHIO, (JOPMHUPOBAHUIO U CTAHOBICHHIO PA3JTUYHBIX
YPOBHEH  COCTaBISIOIIMX  HPOPECCUOHATBHOM  KOMIIETEHTHOCTH  CTyAeHTOB. OcHOBOMH
IPAKTUKyMa BBICTYNAIOT THUIOBBIE 3aJlauM, KOTOpPbIE JODKEH YMETh pEIlaTh CHELUAINCT B
001acTH cepBHca Ha MPEANPUATUAX TEXHUUECKOTO CepBHCca aBTOMOOMIIEH.

IIpn wm3ydyenun nucuuiuiMHbl «CepBHUC-IM3aliH» HCIOJB3YIOTCA CIEIYIOIIUE BHUbI
IIPaKTUYECKHUX 3aHITHI:

1.Metoa «KpyrJbiii cTom»

"Kpyrublii cTon" npoBOAUTCS € LENbIO:

- KOMITJIEKCHOTO 00CYX/I€HHUSI COBPEMEHHBIX aKTyallbHbIX TPO0JieM Kypca;

- pPacCMOTPEHUIO JUCKYCCUOHHBIX BOIIPOCOB U3 KypcCa;

- OCMBICTIEHHE M 0000IleHHe OTEYECTBEHHOIO0 W 3apy0eXHOro OmbITa MO KYpCYy.
"Kpyrneiit  cron" xapakTepusyeTrcs BBIHECEHHEM Ha OOCYXIEHHWE IHPOKUX TEOPETHKO-
MPaKTUYECKUX TEM, a TaK)Ke€ aKTMBHOCTHIO CTY/IEHTOB, KaK B MOCTAaHOBKE BOIIPOCOB, TaK M B
00111eM 00CYXEHUU C TPETOaBaTEIIMU.

JInst  KOHCTPYKTHBHOTO OOCYXICHHS TEMbI TIPEMojiaBaTelib OIpPEeAeNieT Y3JIOBbIE
npoOJieMbl, TOTOBUT M TMPOBOJUT METOJUYECKOE COBEIIAaHHE, B XOJ€¢ KOTOPOTO OOCYKIaeTcs
MPOEKT TUCKYCCUU U OMpENeNseTcs MeToAuKa mpoBeaeHus "kpyriuoro crona". IlenecooOpa3no
MPOBECTH KOHCYJIBTALMIO JUIsl CTYJIEHTOB, HA KOTOPOW MOPEKOMEHI0BAaTh UM COOTBETCTBYIOILYIO
JUTEPATYpy IO TEME.

2.I'pynnosoii mpoekr. IIpenogaBarens mnpemraraeT TeMy Uisl IPOEKTa, NPHUAAET €U
OTIPENICTICHHBIN XapaKTep 10 KOHTaKTaM, MPOJOJDKUTEILHOCTH TIPOBECHUS, KOJIUYECTBY
y49acTHUKOB. OmpenensieTcss TN TpoeKTa, mpodiema, 1einb U 3agadyu npoekra. Obs3aTensHo
YKa3bIBaCTCS YU4EOHBIM MaTepuai Mo MpeaMeTaM, KOTOPBIA MPeanoaraeTcs 3a1eicTBOBaTh s
pelleHus YKa3aHHOW mMmpoOJeMbl, a TakkKe KakhuM oO0pa3oM pe3yibTaThl MPOeKTa OyayT
0(OPMIICHBI, KaKyl0 MPAKTUIECKYIO/TEOPETHYECKYI0 3HAUUMOCTD ATOT MPOEKT UMEET U B KaKOU
obnactu. Taxke HEOOXOAMMO pa3padoTaTh CTPYKTYPY CBOETO MPOEKTa, HAMETUTh METOJbI
WCCJICIOBAHMSI, UICTOYHUKH WH(OpMAILIUU, CPOPMYTUPOBATH TUIIOTE3bI PEIICHUS TPOOIEMEI.

[IpenogaBaTens pacnpeAenseT poidd B CBOEH Tpymme, 4TOObl KaXAblH TPHHSI B
MCCIIeI0BaHIH, O()DOPMIICHUH B OOCYKJIEHUU PE3YIHTATOB CAaMOE aKTHBHOE YJacTHE.

3.Case-study/Pemiense CUTYallMOHHBIX 3aJa4 - aHaJIM3 peaJbHBIX MPOOIEMHBIX
CHTYallUi, IMEBIIMX MECTO B COOTBETCTBYIOIIECH 00IacTH NMPOohecCHOHAIBHOM NeITeIbHOCTH, U
IIOMCK BAPUAHTOB JIyYIINX PELICHUMN.
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4. BrblesnHoe 3aHsTHEe - Bble3nHBIM SBISETCA OPraHU30BAaHHOE MEPOIPUSTHE,

MIPOBOAMMOE 32 TEPPUTOPUEH YHUBEPCUTETA, C IIEJIbIO MIPOBEICHUSI HAyYHO-HUCCIIEI0BATENbCKUX
paboT, BOCIUTATEIBHBIX MEPOIPUSTHH, IOCEIICHUS YIPEKICHUNH 00pa3oBaHus, KYyIbTYpPHI,
3/[paBOOXPAHEHUS, NJs OpraHMu3allH JIPYruX KYJIbTYPHO-JOCYTOBBIX, 00pa3oBaTeNbHBIX U
037I0POBHUTEIBHBIX (DOPM JEATETHHOCTH, a TAKXKE PA3TMYHBIX BHJOB 3aHITHA IO Y4eOHBIM
nporpammam BY3a.

5. Ilcuxo/ioruyecKkuii TPeHHMHT MpeJHA3HAYEH JJIS TUATHOCTHKHU NMPOQecCHOHAIBHOTO

InoreHuaia CTYIACHTA, OCHOBHOH ACATCIIbBHOCTBIO KOTOPOI'o 6y,Z[eT pa60Ta C KIMCHTaMH,
T'OCTAMHU U HOTpC6I/ITeJ'I$IMI/I yCIyr. B nmponecce TpeHUHra CTyJACHT I10JIy4acT TOTOBBLIA YEK-JIHUCT
JJIA HpO(l)CCCI/IOHaJ'IbHOFO pocrTa. TpeHI/IHr MMPOBOAUTCS IIYTEM OTKPBITOI'O Ha6J'IIOI[eHI/I$I.

- camocTosTeNbHas paboTa 00yJaromuxcs
Ilenpto caMoCTOSTENBHONW (BHEAyIUTOPHOH) paboThl OO0ydaromuxcs —sBISETCS
oOydeHre HaBblkaM pabOThl ¢ HAyYHO-TEOPETUYECKOW, MEPUOANYECKOM, HayYHO-TEXHUYECKON
JUTEPATypod U TEXHUYECKOH JOKyMeHTauued, HEOOXOTUMBIMHU ISl YIiyOJIEHHOTO H3Yy4eHUs
quciumuinael  «CepBUC-AU3aliH», a TaKK€ pa3BUTHE Y HUX YCTOMUYMBBIX CIIOCOOHOCTEH K
CaMOCTOSITEIbHOMY U3YUYECHHUIO U U3JI0KEHUIO ITOJTyYeHHONH MH(POpMALIUK.
OCHOBHBIMH 33/1a4aMH CaMOCTOSITEIIbHOW PabOThI 00YUAIOIIMXCS SIBIISIOTCS:

- OBJIaJIcHUE PYHAAMEHTAIbHBIMU 3HAaHUSMU;
- HapaboTka NpodecCHOHANTbHBIX HABBIKOB,;
— npuoOpeTeHre oNbITa TBOPUECKON U HCCIIEI0BATEIbCKOMN e TEIbHOCTH;

— Pa3BHUTHC TBOp‘ICCKOﬁ HWHUIIUATHUBBI, CaMOCTOATCIBHOCTH MW OTBETCTBECHHOCTHU
CTYJICHTOB.
CamocrositennbHass  paboTa  CcTyAeHTOB 1o  guciuiimHe  «CepBHC-AU3aliH»
obecreynBaer:

— 3aKpCIlICHUC 3H3HHI>1, MOJIYYCHHBIX CTYACHTaAaMHM B IIPOLCCCC JICKIUMOHHBIX H
MPAKTUYCCKUX 3aH$ITI/II\/’I;

— (opmupoBaHUE HABBIKOB pabOTHI C MEPUOINUYECKON, HAYUHO-TEXHUYECKOU JTUTEepaTypoit
Y TEXHUYECKON JOKYMEHTAILNH;

- HpI/IO6pCTCHI/Ie OIIbITa TBOp‘leCKOf/'I U HUCCIIEI0BATENbCKOM ACATCIIbHOCTH,

- paSBI/ITI/Ie TBOp‘—IGCKOﬁ HMHHUOHUATUBbI, CAMOCTOATCIBPHOCTHU U OTBETCTBEHHOCTH CTYJICHTOB.
CamocrosiTenpHas padoTa SBISIETCS 00sS3aTeIbHON JUTsl KaX0T0 00y4JaroIerocs.

DopMBbI CAMOCTOATEIBLHON PadoThI

[lepedyeHb TeM caMOCTOSATEIBHOW PabOTHI CTYACHTOB IO MOJATOTOBKE K JEKIIMOHHBIM U
MPAKTUUYECKUM 3aHSATHSIM COOTBETCTBYET TEMAaTUYECKOMY IUIaHy palouell MmporpaMMbl
JUCLIUATIIINHBI.

CamocrodrenbHas padoTa CTyIeHTa IPeyCMaTPUBAET CIEIYIOLINE BUbI Pa0OT:
npeaycMaTpuBaeT CleAYIoUIMe BUAbl paboT: n3yuyeHne HayqHOH W HaydHO-METOINYeCKOil 6a3bl
[0 TIOCTaBJIGHHOW mpoOyieMaTuke, NpeaycMmarpuBaeT wucroib3oBanue ObC, moaroroska
IIPAKTUYECKOMY 3aHATHIO, IIPEIyCMAaTPUBAIOIIAs U3yYEHUE HAyYHO-IPAKTHYECKOTO MaTepuaia
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110 3aJaHHBIM BOHpOCElM, IIoATr0OTOBKA Hpe?;eHTaI_II/II/I II0 HUTOraM BbICTAaBKH, IIOAIOTOBKA
MPE3eHTANH JIJIs (PUHATBLHOM 3aIUThI TPYIIIIOBOTO MTPOEKTA.
10. MarepuajbHO-TeXHHYECKAas 0a3a, HEOOX0AMMAas JIJIsl OCYLIECTBJIEHHUS
00pa30BaTeILHOIO MPOIlecca MO0 JUCHUIIHHE (MOTYI10):
VYyeOnple 3aHATHS 10 guciuiuimHe «CepBHUC-IU3aiiH» TPOBOJATCS B CICIYIOIIUX

000py/IOBaHHBIX yUECOHBIX KAOMHETaX:

Bup yueOHbIX 3aHATHIA 110

HanmenoBanne 000py0BaHHBIX YI€OHBIX KAOMHETOB, 00BHEKTOB
JUIS TIPOBEJICHUS IIPAKTUUECKUX 3aHATUHI C IIEPEUHEM OCHOBHOT'O

KOHTpOJIb,
IIPOMEKYTOUHAs
aTrecTanus

JICIHILTIHC 000py10BaHUS
3aHATUS JTEKUUOHHOTO yueOHas ayJuTOpHs, clielualn3upoBanHas yueOHas MeOelnb
THIA, TPYIIIOBBIE U TCO: BUACONPOCKIUOHHOE 000pyI0BaHNE/TIEPEHOCHOE
WHIUBUIyaJIbHBIE BUJICONIPOEKIIMOHHOE 000PYAOBaHKE
KOHCYJIBTAIIMH, TEKYIUN | 1OCKA

3aHATUSI CEMUHAPCKOTO
TUTIA

yueOHas ayJUTOpHsl, Clielualu3upoBaHHas yueOHas MeOelb

TCO: BHJICOITPOCKITMOHHOE 000pynoBaHuE/IEPEHOCHOE
BHJICOITPOCKIITMOHHOE 000PYI0BAHHE
JocKa

CamocTtosTenpHas paboTta
0o0ydJaronmxcs

MOMEIIEHHUE JUIsl CAMOCTOATENbHOM padoThl,

crienManu3upoBanHas ydeOnast meoensb, TCO: BUIONPOEKIIMOHHOE
000pyI0BaHUE, aBTOMATU3UPOBAHHBIE pabOYMe MECTa CTYJEHTOB C
BO3MO>KHOCTBIO BBIX0/1a B HMH(}OpPMaIOHHO-
TEJIEKOMMYHHUKAlMOHHYIO ceTh "VHTepHeT", nocka;

[Tomemienue asii caMOCTOATEIbHOW pabOThl B YMUTAJIbHOM 3aJie
HayuHo-TexHnuecKkon Ooubnmorexu YHHUBEPCUTETA,
CIielMaTM3upOBaHHass ydyeOHass MeOenb aBTOMATHU3HPOBAHHBIC
paboune MecTa CTYICHTOB C BO3MO>XHOCTBIO  BBIXOZQ|
MH(}OPMaLIOHHO-TEIEKOMM YHUKAITHOHHYIO cetp «MHTEpHETY,
MHTEPAKTUBHAsI IOCKA
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