“gl| PEIEPAJIbHOE FTOCYOAPCTBEHHOE BIO[KETHOE OBPA3OBATE/TIBHOE | CMK PTYTHC
a _ YUPEXEHVE BbICIIETO OBPA3OBAHVI
«POCCUNCKUN TOCYOAPCTBEHHBIN YHUBEPCUTET
PrYTHC TYPU3MA 1 CEPBUCA» Aucm 1

IOKYMEHT MOAMNCAH S/IEKTPOHHOM

YTBEPXIEHO:
Y4yenbiM coBeTOM Bhicmiel HIKOJIBI CepBUCA
IIporoxosa Ne 7 ot «17» siuBaps 2025 r.

PABOYAS IIPOTPAMMA
JACHOUTLIAHBI

b1. B.®T/I.1 «CoBpeMeHHBIH KJIMEHTCKUI CepBHCH
OcHoBHOI1 mpogeccHoHAIBLHOMH 00pa30BaTe/IbHONH MPOrPaMMBbl BbICIIEro 00pa30BaHus —

NporpamMMmbl dakanaepuama
10 HANPABJIEHUIO NOATOTOBKM: 15.03.02 Texnonozuueckue mawiunvt u 060pyoosanue
HaNpaBJeHHOCTb (MpopuJib): boimoevie mawiunovt u npudopst
Ksanuduxkanus: éaxkanaep

T'ox Hauyaiaa moarorosku: 2025

Pa3pa6orunk (u):

JOIMKHOCTb y4yeHas cTeneHb n 3saHune, G0

Hoyenm Buicuieii wikonvl cepsuca K.3.H., oouenm Coxkonoea A.II.

Paboyas nporpamma corJjiacopana u ogodpena aupexkropom OIIOII:

JOIMKHOCTb yyeHas cTeneHb 1 3saHne, ®N0
Jouenm Bvicuieni wikonwl cepsuca K.m.H., 00UeHm
Maxcumoe A.B.




25 ©EOEPAJIBHOE TOCYIAPCTBEHHOE BIO/DKETHOE OBPA3OBATE/TBHOE CMK
_ YUPEXJIEHVE BBICILIETO OBPASOBAHMsI PIYTHC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUCA»
PTYTHC Aucm 2

1. AHHOTanUs pado4eil MPOrpaMMbl JUCUMILIMHBI (MOTYJIS)

Huctunmuna  «CoBpeMEHHBIH  KIIMEHTCKUN  CEepBUC»  SABISIETCS  (DaKyJIbTaTUBHOM
JTUCIUIUIMHOW BapUaTUBHOM YacTH OCHOBHOM oOpaszoBarenpHOUM mporpammbl  15.03.02
TexHonornueckue MalruHel 1 000pyaoBaHue Mpopuilb «bbITOBbIE MAIIMHBL U IPUOOPHI».

W3yueHne AaHHOW NUCHUIUIMHBI Oa3upyeTcss Ha 3HAHWM IIKOJBHOW MPOTpaMMBbl II0
FYMaHUTapHBIM U oOIIecTBeHHbIM mpeameraMm: Mcropus, OOmiecTBoBeleHHE, a TaKxke
JucuUIuIHe « TeXHOIOTHH JIeOBBIX KOMMYHHKAIMHA B IPO(PECCUOHATBHOMN ESTETbHOCTI.

JucuumuirHa HarpasieHa Ha pOpPMHUPOBaHUE CieyIONeil KOMIIETEHIMH BbIITYCKHUKA!

VK-3. CnocoOeH 0ocCylecTBIATh COLMAIIbHOE B3aUMOJEHCTBUE U PEATU30BBIBATH CBOIO
pOJIb B KOMaH 1€

VYK-3.1. Onpeaenser cBOO poib B KOMaHAE, UCXO U3 CTPATErnu COTPYAHUUECTBA JUIsS
JOCTHO)KEHUS IOCTABJICHHOM LieH

YK-3.2. Tlpu peanu3anuu CBOeH PO B KOMaHJE YIUTHIBAET OCOOCHHOCTH IOBEICHUS
JPYTUX 4YWIEHOB KOMaH/bl, COOIIOAAET YCTAaHOBJIECHHbBIE HOPMBI U IpaBUJIa KOMaHIHOW pabOTHI,
HECET JJMYHYI0 OTBETCTBEHHOCTb 3a OOILUI pe3ysbTar.

VK-3.3. AHanu3zupyeTr BO3MOXKHbIE IOCIEACTBHSI JIUUHBIX JCHCTBUN M IUIAHUPYET CBOU
JeMcTBUS 7S TIOCTUIKEHUS 33JaHHOTO pe3ynbTaTa

OOmast TpyIOEMKOCTh OCBOEHHS IAMCUUIUIMHBI COCTABISET 2 3a4eTHBIX €AMHUIBI, 72
yaca. [IpenonaBanue nuUCUMIUIMHBI BeleTcs Ha 1 Kypce BO 2 ceMecTpe M IpeaycMaTpUBaeT
NpOBE/ICHUE yYeOHBIX 3aHSATHHA CIEAYIOIIMX BHUIOB: JIEKIMU (4 dYaca), B TOM 4YHCIE JICKIUH-
JUCKYCCHM, TpakTH4eckue 3aHiATus (8§ dYacoB) B BHJE CEMUHApOB, KPYIJIBIX CTOJIOB,
camocrosiTenibHas pabora oOywarommxcs (56 dYacoB), TPYNIOBbIE U WHIUBUAYaIbHbIE
KoHcynbTaluu. [IporpaMmoil mpeaycMoTpeHs! CileyIouie BUIbl KOHTPOJIS: TEKYIIMA KOHTPOJIb
yCIIeBaeMOCTH B (OpME ayIUTOPHOTO TECTUPOBAHHS, YCTHOTO OMpPOCa, MPOMEKYTOUHAS
aTTrectanus B opMme 3aueTa B 2 ceMecTpe.

2. TIlepeyeHb TJIAHHPYEMBIX Ppe3yJabTAaTOB OO0y4YeHHS MO IHCHUILUIMHE (MOIYJIIO),
COOTHECEHHBbIE C IVIAHUPYEMBIMHU Pe3yJIbTATAMHU OCBOCHHS 00pa30BaTeJIbHOI MPOrpaMMBbl

Ne Wnupexe [TmaHUpyeMble pe3ynbTaThl 00yUCHHS
T KOMITETEHIINN (KOMIETeHIINH WITH €€ YacTH)
1. YK-3 Crioco6eH OCyIIEeCTBIATh COHATFHOE B3aUMOACHCTBUE U PEaIN30BBIBATH CBOIO POJIb B
KOMaH]1e
YK-3.1 Ompenensier CBOIO pOJIb B KOMaHJIE, HCXOIS W3 CTPaTeruu

COTPYAHWYECTBA JIUISI JOCTIKEHHSI TOCTABICHHOHN IIeTTN

YK-3.2 [Ipu peanm3anuu cBoel PO B KOMAaHAE YYHUTHIBAET OCOOCHHOCTH
MOBE/ICHUS JAPYTHX YICHOB KOMAaHJBI; COOJIONACT yCTaHOBJICHHBIE HOPMBI M IpaBHIia
KOMaH/THOH paboThl, HECET JIMYHYIO OTBETCTBEHHOCTh 32 OOIIMH pe3ybTaT.

YK-3.3 AHanu3upyeT BO3MOXHBIE IOCIEACTBUS JIMUHBIX JEUCTBUH W
TUIAHUPYET CBOM JEHCTBHS JUISl JOCTYDKEHHMS 3aJJaHHOTO pe3ysIbTaTa

3. MecTo qucuunaunsl (MoayJs) B crpykrype OINOIL:
Jucuuniauna «CoBpeMeHHbI KJIMEHTCKHH cepBHC» sBJsieTcsl (DaKyJIbTaTHBHOMN

JNUCIUIUIMHON BapuaTuBHOM wyactu mnporpammbl 15.03.02 TexHosormyeckrue MaIIMHBI U
o0opynoBanue npoduib «beITOBBIC MALTMHBI M TPUOOPHI».

© PI'YTHUC




25 ©EOEPAJIBHOE TOCYIAPCTBEHHOE BIO/DKETHOE OBPA3OBATE/TBHOE CMK
_ YUPEXJIEHVE BBICILIETO OBPASOBAHMsI PIYTHC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUCA»
PTYTHC Aucm 3

W3ydyeHue naHHON IUCHUIUIMHBI 0a3upyeTcss Ha 3HAHUU IIKOJIBHOW MpPOrpamMmbl IO
TyMaHUTapHBIM H OOIIECTBEHHBIM IMpEIMETaM: WCTOpHs, OOIIECTBOBEICHUE, a TaKXKe
JUCHUILIMHE « TeXHOIOTHH J1e0BBIX KOMMYHHKAIUI B MPOPECCUOHATBHON ACSITETbHOCTI.

®opmupoBanue komnereHiun YK-3 HaunHaeTcss B paMkax AUCHUIUIMHBL « TexXHOIOrHUN
JIEJIOBBIX KOMMYHUKALIUKA B MPOGECCHOHANBHON IEATENBHOCTH» B 1 cemecTpe, MpoaoIKaeTcs B
muciumuinHax — «Opranu3zamus — 100pOBOJBYECKOW — (BOJIOHTEPCKOW) — JEATEIBHOCTH U
B3aUMOJIEUCTBUE C couHaibHO opueHTUpoBaHHBIMM HKO» u «CoBpeMEHHBIM KIMEHTCKUI
CEepBUC» MapajUIeIbHO — BO 2 ceMecTpe — M 3akaHuyuBaeTcss B jucuuiuinHe «llpoextHas
JIEeATEIBbHOCTBY» B 5 cemecTpe.

4. O0beM IMCUMILVIMHBI (MOAYJsI) B 3a4eTHBIX €IHMHHIAX C YKa3aHHMEM KOJH4YeCTBA
aKaJeMH4YeCKHX YacOB, BbIJIeJEHHbBIX Ha KOHTAKTHYI0 PpadoTy oO0ydaloummxcs ¢
npenoaasarejaeM (M0 BHAaM Y4eOHbIX 3aHATHI) M HA CaMOCTOSTEJIbHYI padoTy
00yyarIuXxcs

OO0r111ast TPYA0EMKOCTb AMCIUILIMHBI COCTABIISIET 2 3a4€THBIX SIUHUIBI 72 aKaj.daca.

JL1st 3204HOii hopMBbI 00YUeHHS:

Ne Bunpl yueOHoM aesTenbHOCTH CemecTpbl
n/ Bceero 2
I
1 | KonrakTHas pa6ora 00y4aromuxcs ¢ 16 16
npenojsaBarejieM
B TOM YHUCIJIE:
1.1 | 3aHsATHUSA JEKIIMOHHOIO THIIA 4 4
1.2 | 3aHsATUS cCeMUHAPCKOro TUNA, B TOM YHUCIIE: 8 8
CeMuHapbl
JlaGopaTopHbie pabOThI
ITpakTHyeckue 3aHsTHS 8 8
1.3 | KoncyabTanuu 2 2
1.4 | IlpomekyTOUHAasI aTTeCTalUsI 2 2
2 | CamocTosiTeJIbHAsA padoTa 00y4aKlIMXCS 56 56
3 DopmMa NPOMEKYTOYHOM aTTecTalum (3a4eT, IK3aMeH) 3a4er
4 | O0mas Tpy10eMKOCTh yac 72 72
3.e. > >

© PI'YTHUC
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DEJEPAJIBHOE TOCYOAPCTBEHHOE BHO/I’)KETHOE OBPA3OBATEJIbHOE CMK
(é’ _ YLIP]E)K)IEHVIE BBICIIIET'O OBPA30]§AHVIH PIyTUC
w «POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
PTYTHC Aucm 4

5. Copep:kanue IUCUMILUIMHBI (MOXYJIfA), CTPYKTYPHPOBaHHOe MO TeMaMm (pa3jejaM) ¢ yKa3aHHeM OTBEIEHHOr0 HAa HHUX KOJHYeCTBA

AKAACMHUYICCKHUX YaCoB U BU/10B y‘leﬁHLIX 3aHSATHH

st 3a04HO# popMBI 00yUeHHs:

HaumenoBanue paznena | HammenoBanu | Buapl yaeOHBIX 3aHATHI U ()OPMBI UX MTPOBEICHHS

Q .
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6 ° £ s g =.| 85| ¢ g
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o SRS 9 a 9 = <
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5 = CEMHUHapOB 2| 2888 s xd| 28 %« g9 28| o 2.0
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1/2 Poan kamentckoro cepsuca | 1. Cospemennsii | 1 TpanuiionHas JeKkuus 1 CeMuHap 7 CaMOoCTOSITENIbHOE
B JI€AATEJILHOCTH KOMIIAHUM | KIMEHTCKUI H3y4YCHUE MaTepuana,
CepBHC M  €ro MOJITOTOBKA K
0CcOOEHHOCTH MIPAKTUYECKOMY 3aHSITHIO
¢ ucnoap3oBanneM DbC
1/2 2. VmpasneHue 7 CamocrosiTepHOe
MPETCH3UAMHU H3y4eHHE MaTepuana, ¢
KJIMEHTa ucnonszoBanuem  ObC.
[Toaroroska K
TECTHPOBAHHUIO.
KonTpoabnas 1 AynuTopHoe
Touka 1 TecTHpPOBaHHUe
1/2 BHenpeHue cucTeMbl 3. Brenpenue | 1 Jlexuus-nuckyccus 1 Kpyrnslii cron 7 CamocTosTensHoe
ynpasJieHUs KaueCTBEHHOTO U3yueHHe Marepuana,
Ka4eCTBEHHBIM CEPBHCOM cepBuca MOJIrOTOBKA K
MIPAKTUYECKOMY 3aHSITHIO
¢ ucnonp3oBanneM DBC.
1/2 YipasJ/ieHUe Ka4yecTBOM 4. Dopmsl 7 CamocTosTensHoe
CEPBHUCHOTO MOBEIEHHS BHYTPCHHEH " U3yueHHe MaTepuana, ¢
COTPYIHHMKOB BHEIIHEN OIEHKHU ucnons3oBanuem  OBC.

© PI'YTUC




@r60YBO
OEJTEPAJIbBHOE TOCYJAPCTBEHHOE BIO/IXKETHOE ObPA3OBATEJIBHOE CMK
idi YYPEXIEHWME BBICILIEI'O OEPA30OBAHVIA PIyTUC
\§ ~ ~ ~
N «POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
PIYTHC Aucm 5
KayecTBa ITonroTtoBka K YCTHOMY
00CITyKHBaHUS onpocy
KJIMCHTOB
Kountpoabnas YcrHblii onpoc
TOuKa 2
1/2 [MoTpeduTenbckast 5. ®daxkTophl, Jlexus-nuckyceus CeMuHap CaMOoCTOSITENIbHOE
JI0s1IbHOCTE. [IpHBJIeyenne | BIMAIONINE Ha n3yveHHe Marepuaia,
U y/lep:KaHne KJINeHTOB HOTPEOUTENBCKYIO HO/ArOTOBKA K
JOSITEHOCTD u HPAKTHYECKOMY 3aHATHIO
yIpaBiicHHE ¢ ucnoap3oBanueM DbC
JKU3HEHHBIM
IIUKJIOM KJIMEHTa
1/2 KnuenroopuentupoBannoc | 6. Mcnonb3oBanue CamocTosTensHoe
Th KaK KOHKYPEHTHOe COBPEMEHHBIX U3YYCHHE MaTepHaia, C
NMPeUMYLIEeCTBO KOMIIAHUH TEXHOJIOTUI B ucnonszoBanuem  ObC.
KIIMEHTCKOM IMoaroToBka K YyCTHOMY
cepBuce orpocy
KonTpoabnas YerHblii onpoc
Touka 3
1/2 TexHoJiorus CO3AAHUS U 7. Cozganme u Jlexuus-muckyccus CemuHap CamocTosiTensHOe
ynpaBJieHUs] KJIHEHTCKOI AyANT KINEHTCKOH U3yucHHUE Marepuaia,
0a3oii 6a3bI KOMITAaHUN MO/IrOTOBKA K
HPAKTHYECKOMY 3aHATHIO
¢ ucnosab3oBanueM ObC
1/2 8. Texnonoruu CaMocTosiTenbHOE
yIpaBJIeHUS U3yYCHHE MaTepHaia, ¢

KIIMEHTCKON 06a30i

ucrons3oBanueM  OBC.
[TogroroBka K YCTHOMY
onpocy

KonTpoabnasn
Touka 4.

YerHblii onpoc

© PI'YTUC
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DEJEPAJIBHOE TOCYOAPCTBEHHOE BHO/I’)KETHOE OBPA3OBATEJIbHOE CMK
é‘ VYUYPEXIEHWME BBICIITEI'O OBPA30OBAHVIA PIyTUC
(% «POCCUNCKNUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
PTYTUC Aucm 6
1/2 Koncynpranus Koncynbranus
CTY/CHTOB npeamnosaract paboty

MpenoaaBaTeis co

CTyICHTaMHU nepen

9K3aMEHOM

1/2

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

© PI'YTUC




0r60YBO DEIEPAJIBHOE TOCYIAPCTBEHHOE BIOJI’)KETHOE OBPA30OBATEJIbBHOE CMK
R YEIP]:DKHEHV[E BBICIILIETO OBPA3O].’1AHV[5[ PIyTHUC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
PrYTHG TYPU3MA V1 CEPBUCA»
Auem 7

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

Jliisa camocTOSITeNNbHOM pabOThl MO AUCHHUIUIMHE 00YUYaIOIIUECs UCIIONB3YIOT CIENyIoIee
y4eOHO-METOIMUECKOe 00ecrieueHHe:

Ne
n/n

Tema, Tpy10eMKOCTH B aKa/1. 4.

YueOHO-MeTOANMYECKOE 00ecIIeueHne

CoBpeMEHHBIN KIMEHTCKUI CEPBUC
1 ero oco0eHHOCTH (7 4acoB)

praBHeHI/Ie MMPETCH3UAMU KIIMCHTA
(7 gacos)

BHeipenune ka4eCTBEHHOTO CEpPBHCA
(7 gacoB)

@OopMBI BHYTPEHHEW U BHEIIHEU
OLIEHKH KauecTBa OOCITYKUBaHUS

KJIUCHTOB (7 4acoB)

@akTOpsl, BIUAIOIINAEC HA
MOTPEOUTENBCKYIO JOSIIBHOCTD U
yIIPaBICHUE KU3HCHHBIM LIUKIOM
kiueHTa (7 4acoB)

Hcnons3oBaHne COBPEMEHHBIX
TEXHOJIOTUH B KIIMEHTCKOM CEpPBHCE
(7 gacoB)

Co3nanue u ayJuT KINEHTCKOM
0a3pl komnanuu (7 4acoB)

OcHoBHas JuTepaTypa

1.Konomnéra, H. A. CepBuc B COBpeMEHHOI
kynberype / H. A. KonomieBa. - Mocksa : Jlupekt-
Menua, 2020. - 332 c. - ISBN 978-5-4499-0715-8. -
Tekcr 3EKTPOHHBIMN. - URL:
https://znanium.ru/catalog/document?pid=1963318
2.CepBHC: TEPMUHBI U IIOHATHSA © CIIOBAph / IO pexl.
0O.4. T'oiixmana. — Mocksa : UTHOPA-M, 2021. —
239 ¢. — (bubnmoteka cnoBapeit «<MHOPA-My). -
ISBN 978-5-16-014474-0. - TekcT : 2IIeKTPOHHBIA. -
URL:
https://znanium.ru/catalog/document?pid=1167070
3.CtuxmopH, M. CepBuc-nmu3ailH Ha TpPaKTHKE:
[IpoexTpoBaHue yYIIEro KIWEHTCKOTO OTBITA :
npakTuieckoe pykoBoAcTBo / M. CtukaopH, A.
Jloypenc, M. Xopwmec, . IlInaiiaep. - Mocksa :
Anprnmaa [Mabmumrep, 2023. - 560 c. - ISBN 978-5-
9614-8146-4. - Tekct : snexkrpoHHsid. - URL:
https://znanium.ru/catalog/product/2141007
4.CepBuc: opraHusanyus, ynpasjieHHE, MapKEeTHUHT :
yueOnuk / E. H. Bonk, A. WU. 3wipsHOB, A. A.

Jlumnuuckas, H. B. XaputoHoBa. — 3-¢ wu3m. -
Texnonorun ynpasjieHus Mocksa : Jlamkos u K, 2022. - 248 ¢. - ISBN 978-5-
KJIMEHTCKOH 6a30# (7 4acos) 394-04914-9. - Tekct : snextponHbld. - URL:
https://znanium.ru/catalog/document?pid=2141007
S.oyn, . IlepBokiaccHBIi  cepBHC  Kak
KOHKypeHTHoe mnpeumymectso / Iloyn ]I,
EBcturneesa W., - 8-¢ m3d., mom. u mepepad -

Mocksa :Ansnuaa I1a6., 2016. - 342 ¢. ISBN 978-
5-9614-5692-9. - Tekct : snexrtponHbii. - URL:
https://znanium.ru/catalog/document?pid=610283

JononHuTeIbHAS IUTEpaTypa

1. Pesnuxk, I'. A. CepBucHas qesITeIbHOCTS :
yueOnuk / I'.A. Pe3nuk, A.M. Mackaesa, 1O.C.
ITonomapenko. — Mocksa : UHOPA-M, 2021. —

202 c. — (Cpemmee mpodeccuoHanbHOE
obpaszoBanme). - ISBN 978-5-16-016211-9. - Tekcr :
3JIEKTPOHHBIH. - URL:

https://znanium.ru/catalog/document?pid=1241803
2. CepBuc Plus : HayuHblii >XypHan. -
Mocksa : PI'YTuC, 2023. - T. 17, Ne 1 m 2. - 191 c.
- ISSN 1993-7768. - Tekcr : anexTponnsiid. - URL:
https://znanium.ru/catalog/document?pid=2135408
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATE/IBHOE

YYPEXXIEHME BbICIITETO OBPA30OBAHIA

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA»

PIYTUC

CMK

Aucm 8

7. @OHI OLEHOYHBIX CPeICTB /JIs NMPOBedeHUs] TeKylleil U MPOMeKYTOUYHOM aTTecTaluu
00y4YaIIUXCs M0 JUCHUILINHE (MOIYJIIO)

7.1. IlepeyeHb KOMIETEHUMH C YyKa3aHMeM 3TanoB HMX (OPMUPOBAHHUS B Ipolecce
0CBOeHHs1 00pa30BaTeJIbHOI MPOrpaMMbl

Ne | Unpexc Conepxanue Paznen B pesynbrate u3ydeHus pasiena JUCHMILUIMHEL,
o0 | KOMIET KOMIIETEeHIIUU JUCLUIUINH obecrnieunBaroniero GopMupoBaHue KOMIIETCHIINH (HIIH €€

SHLIUH (uu ee yacTH) BI, 4yacTH) 00y4yaroIUnCs JOJDKEH:

obecreunBa 3HATh yMETh BIIAJICTh
FOLIUI
hopmupo-
BaHUC
KOMITe-
TEHIUH (FITA
€€ YacTH)
1. YK-3 Crioco0eH oCyIIecTBIATh CONUAIEHOE B3aUMOJICHCTBUE U PEaTH30BEIBATH CBOIO POJIb B KOMAH/IC

VYK-3.1 | Ompenenser ceoro | Pasmen 1 CYILIHOCTb OLIEHUBATh cnenuuKoit
poms B KOMaHE, KITMEHTOOPHEHTHPO | OCOOCHHOCTH paboTHI B
UCXONl1 W3 CTpaTeruu BAaHHOTO TIOAXOJa, | UHAUBUAYAIBHBIX U | KOHTAKTHOH
COTpyAHHMYECTBA IS HPUHITUIIB] KOPIIOPaTUBHBIX 30HE KaKk
JIOCTIDKEHUS OpraHu3aIuu KJIMEHTOB, paboratk | chepe
MOCTaBJICHHOH LETH CepBUCHOM B KOHTaKTHOH 30HE | peanu3aluu

CITyXOBl, 9THKY | Kak cdepe | KIMEHTOOPUEH

chepel OW3Heca W | peanm3anuu THPOBAaHHOTO

yCIyT KITMEHTOOPUEHTHPOBA | MOIX0/A,

HHOT'O TIOAX0/1a METOIaMHU

paboTEHI ¢
MIPETEH3UIMHU
KITUCHTOB,
KOH(JINKTHBIM
U CUTYalUsIMH
C KOJUIeTaMu

YK-3.2 | Ilpu peanuzanuu NPUHIAIE PabOTHl | OIIEHUBAThH METOIUKON
CBOEH pOJIM B KOMaH/Ie B KOMaH/Ie B | 0COOEHHOCTH YIIPaBJICHUS
YYUTBIBACT npoIecce OKa3aHWA | MOBEACHHUS  APYTUX | IPYNIIOBOM
0COOEHHOCTH ycIyT YIEHOB KOMAaH/IbI JIMHAMHKOI1 B
TIOBEICHUS IPYTUX mporiecce
YJICHOB KOMaH/1bl; OKa3aHus
cobioiaer yCIyr u
yCTaHOBJICHHBIE B3aUMOJICICTB
HOPMBI W  TIpaBWIIA UL MEXKITY
KOMaHTHOH  paboTHI, qIIeHAMHI
HeceT JUYHYIO KOMaH/IbI
OTBETCTBEHHOCTh  3a
o01mii pe3ynpTar.

VYK-3.3 | Ananusupyer CYIITHOCTb aHATTM3UPOBATH MOJIEIBIO
BO3MOYKHBIE yIpaBIeHYECKO BO3MOJKHBIE npodeccrona
MOCTEACTBHS JIMIHBIX STHKH, STHUKY | MOCHEACTBHS JINYHBIX | JIBHOTO
JeHCcTBUI u TTAPTHEPCKUX JIeHCTBUI B Ipollecce | MOBEIEHUS Ha
IUTAaHUPYET CBOHU OTHOIIECHHUH, B3aUMOJEHCTBUS ¢ | pabouem
JeicTus JuIs COLIMAIIbHBIE, KITUCHTaMU U | MecTe B
JIOCTYDKEHUS STHUYECKHUE, KOMaHJ0U mporecce
3aJJaHHOTO pe3yabTara KOH(eccHOHAIbHbIC OKa3aHUA

u KYJBTypHBIE ycIayr
pa3nuuus  BHYTPH
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KOJIJICKTHBA.

7.2. Onucanue nokas3arejeil U KpuTepreB OLEHMBAHUS KOMIIETEHIMI HA Pa3HbIX 3Tanax
ux (popMupoBaHMS, ONIMCAHME IKAJ OLIEHUBAHUS

Pe3yabTaT 00yuenus no IToka3zarean . JTan ocBoOeHus!

Kpurepuii onennBanns
AMCIMIIMHE OLICHUBAHNSA KOMIIETeHIIMH

3Hathb CYILIHOCTb

B3aUMOJECHCTBUS

KOJUIGKTHBAa B  IIpoliecce

obcmyKuBaHus,

KIIMEHTOOPUCHTUPOBAHHOT' O

noaxomua, MIPUHIUIIBI

OpTaHM3allii  CEPBUCHOM

CIYXOBI, ATHKYy  CQeps

Om3Heca u YCIIyT,

YIPaBICHYECKYI0  O3THKY, CTyoeHT  JeMOHCTpUpYET

3THKY MApTHEPCKUX 3HaHHE CYIIHOCTH

OTHOIIIECHWH, COIMAJbHBIE, B3aUMO/ICHCTBUS 3akperuieHne

ATHUYECKHE, KOJUIEKTHBa B  IpOLEcce | CIOCOOHOCTU ONpEnessiTh

KOH()eCCHOHAIIbHBIE u o0cIyKUBaHUs, CBOI0 POIb B KOMAaHJE,

KYJbTYPHBIC pasaniusa KIIMEHTOOPUCHTUPOBAHHOT' O ucxons us3 CTpaTerun

BHYTpU KOJIJIEKTHBA, noaxozaa, IIPUHIUIIOB COTpyAHNYECTBA JJIsL

MIPUHIUIIBL paboTs B OpraHu3aluyl  CEPBUCHOU | JOCTHIKEHUS

KOMaH/ie B pouecce CIyXOBI, OSTHKH  c¢epbl | MOCTaBICHHOW IIeNH; MpH

OKa3aHHsI YCIJIYT; CYIIHOCTb OusHeca " YCIyT, | pealu3aliu CBoei ponu B

YIIpaBIEHYECKON STHKH, YIIpaBIEHYECKON 9THKH, | KOMaHze YUUTHIBATh

3THKY MApTHEPCKUX 3THUKU MApTHEPCKUX | OCOOEHHOCTH TOBEICHHMS

OTHOIIECHWH, COIMAJbHBIE, OTHOIIEHWH, COIMANBHBIX, | JIPYTHUX WICHOB KOMaH[bI;

STHUYECKHE, TectupoBaHue, yCTHBIH | 3THHYECKHX, cobionaTh

KOH(eCCHOHAIIbHBIE u | ompoc KOH()ECCHOHAIIBHBIX U | yCTaHOBJICHHbIE HOPMBI U

KYJIbTypHbIE pasnuuus KYJIbTYPHBIX pasznuuuii | mpaBuia KOMaHIHOI

BHYTPH KOJUIEKTUBA. BHYTpH KOJUICKTHBA; | pabOThl, HECTH JHYHYIO

YMeTh OLICHUBATh TMIPUHIUIIOB pa6OTLI B OTBCTCTBCHHOCTb 3a

0COOEHHOCTH KOMaHAe B  Ipouecce | oOmmii pe3yibTart;

WHAWBUIYAJTbHBIX u OKas3aHus YCJIYT; CYIIHOCTH AHAJIU3UPOBATh

KOpPITOPATHBHBIX KIIHECHTOB,
paboTaTh B  KOHTAKTHOWM
30HE Kak cepe pearn3anun
KIIMEHTOOPUEHTUPOBAHHOTO
IOJIX0/a; OLIEHUBATh
0COOEHHOCTHU IIOBEICHHSI
JIPYTUX YJIEHOB KOMAaHJIbI;
aHATM3UPOBATH BO3MOXHBIE
MOCJIEICTBUS JINYHBIX
JeHCTBUI B Ipolecce
B3aUMOACHCTBUS C
KJIMEHTAaMHU U KOMaHIOH.

Bnanets cnenuduKoi
paboTHl B KOHTAKTHOH 30HE
Kak chepe peanuzanuu

KIIMEHTOOPUEHTUPOBAHHOTO
MOJIX0/1a, METOAaMHU PabOTHI
C TPETeH3WSIMH KJIHECHTOB,

YIPaBJIEHYECKOM STUKH,
STHKH MapTHEPCKUX
OTHOUIEHWH, COLMAIbHBIX,
STHUYECKHUX,

KOH(EeCCHOHATBHBIX u
KYJBTYPHBIX pasiamuuit

BHYTPU KOJIJIEKTUBA.

BO3MOXKHBIC ITOCJICACTBHA

JINYHBIX  JEUCTBUH H
MJIaHUPOBATh CBOH
JIEUCTBHS IS
JOCTIDKCHHUS — 3aJIaHHOTO
pe3ynbrara.
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KOH()JIMKTHBIMA

CUTyallUIMU C KOJUIETaMU;

METOIUKON YIpaBJICHUS

TpyNIOBOM TUHAMHUKON B
IpoLecce OKa3aHus yCIyT |
B3aNUMOIEUCTBHUS MEXAY
YICHAMH KOMaH/IBI;
MOJIETIBIO
npodeccroHanbHOTO
MOBe/ieHUsT Ha  pabouem
MecCTe B Ipoliecce OKa3aHUs

ycIyr

Kpurepun u mkaja OuUeHUBAHHUS OCBOCHHMSI ITANOB KOMIETEHUHMHA HA MPOMEKYTOUYHOM
aTrecTanuu

[Topsimok, kKpuTepud M IIKaJIa OLEHUBAaHWS OCBOCHHS J3TAalOB KOMIIETCHUMHA Ha
IIPOMEXYTOUYHOU aTTECTALMU ONpPENENSIETCs B COOTBETCTBUU ¢ [losokeHnem o mpoBeneHUU
TEKYIIEro KOHTPOJISI YCHEBAEMOCTH U IPOMEXKYTOUYHOM aTTECTallUd OOYy4YaloIUXCA 110
0o0pa3zoBaTelbHBIM IIpOrpaMMaM BBICIIETO OOpa30BaHHMs — TMporpamMmaMm OakajlaBpuara,
mporpaMMaM — MarucTparypbl, peam3dyeMbiM 10  (QeAcpalbHBIM  TOCYJAPCTBEHHBIM
oOpa3zoBatenbHbIM ctangaptaMm B @T'BOY BO «PI'YTUCH.

Buasbl cpeacrs oueHUBaHMS, IPUMEHsIEMbIX NIPH NMPOBeIeHUN TEKYIIEero KOHTPOJIS
H MIKAJIbl OLEHKH YPOBHSI 3HAHMH, YMEHUIl M HABBIKOB IPH BBINOJHEHHHU OTAEIbHBIX
(¢opM TeKkyIero KOHTpoJIst

Cpeocmeo oyenusanus — ycmuwlii omeem (onpoc)

IlxaJja oeHKH YPOBHS 3HAHMI, YMEHU M HABBIKOB IIPH YCTHOM OTBeTe

BaJsibl Kpurepum oueHnBanus Ioka3aTesin OLleHMBAHUSA

10 6an0B — IIOJIHO
COACPIKAaHUEC MaTCpuUaa,
- MaTrepural H3JI0KCH

PacKphITO — OO6yuaromuiicst
MMOKa3bIBa€T  BCECTOPOHHUE U
ryOOKHe 3HaHHS MPOTPAMMHOTO

rPaMOTHO, B OIPEIEICHHOW JIOTMYECKOU
MOCJIEJ0BATEIILHOCTH;

- MPOJAEMOHCTPUPOBAHO
CHUCTEMHOE u riyookoe 3HaHUE
MPOrpPaMMHOI0 MaTepHUana;

- TOYHO
TEPMHUHOJIOT U,

- MMOKa3aHo YMEHHE
WJUTIOCTPUPOBATH TEOPETUUYECKHUE
MOJIO)KEHUS KOHKPETHBIMH TMPHUMEPaMHU,
MPUMEHSTh UX B HOBOM CUTYyalluu;

- MPOAEMOHCTPUPOBAHO
YCBOCHHE paHee M3yYECHHBIX
CONYTCTBYIOIIUX BOIIPOCOB,
c(hOPMUPOBAHHOCT U  YCTOWYHUBOCTH
KOMIIETECHIIMH, YMEHUW 1 HABBIKOB;

- OTBET MpO3ByYall
CaMOCTOSITEIIBHO, HaBOJSIINX

HCIIOJIB3YCTCA

oe3

MaTepuaa,

- 3HAHHUE OCHOBHOH M
JIOTIOJTHUTEIBHOM JIUTEpaTyphI,

— MOCJIE0BATEILHO U
YCTKO OTBCUaACT Ha BOHpOCI)I
ounera u JIOTIOJTHUTEIbHBIE
BOIIPOCHI;

- YBEPEHHO
OPUCHTUPYETCS B MHPOOJEMHBIX
CI/ITyaHI/ISIX;

- JEMOHCTPHUPYET
CMOCOOHOCTh IPUMEHSTh
TeOpeTI/I‘-IeCKI/Ie 3HAHUS JJISL
aHaJIN3a MPAKTHYCCKUX CUTYAI[HA,
acjaaTrb HpaBI/IJ'II)HBIe BBIBOJbI,
HpOSIBJISICT TBOp‘-IeCKI/Ie
CIIOCOOHOCTH B NOHHMAaHUH,
HN3JI0)KCHUNU )41 HUCITOJIB30BAHUHN
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BOIIPOCOB;
- MIPOAEMOHCTPUPOBAHA
CIOCOOHOCTh ~ TBOPYECKH  IPUMEHSTH
3HaHUE Teopuu K PEIICHHUO

npodecCHOHANBHBIX 3a]1a4;

- MIPOJIEMOHCTPUPOBAHO
3HAHUE  COBPEMECHHOW  Y4eOHOU W
Hay4HOU JIUTEPATYPBHI;

- JIOTYIIIEHbI
HETOYHOCTHU npu
BTOPOCTETNICHHBIX ~ BOIIPOCOB,
WCIPABIIAIOTCS 110 3aMEYaHUIO

oIHAa — JBE
OCBEIIEHUU
KOTOpbIE

MPOrPaMMHOT0 MaTepuaa;
- MTOATBEPKIAET
MIOJIHOE€ OCBOCHHE KOMIICTCHIIHIA,

MPEyCMOTPEHHBIX TPOTrpaMMOi

7-9 6aj110B

- BOIIPOCHI U3JIararoTcs
CHCTEMaTU3HPOBAHO U MOCIIEJOBATEIIBHO;

- [IPOJIEMOHCTPUPOBAHO
YMEHHE  aHaJIM3UpOBaTh  MaTepuall,
OJJHAKO  HE  BCE  BBIBOABI  HOCAT
apryMEHTUPOBAHHBIM M J10Ka3aTEJbHBIN
XapakTep;

- [IPOJIEMOHCTPUPOBAHO
YCBOEHHE OCHOBHOM JINTEPATYPHI.

- OTBET YAOBIETBOPSET B
OCHOBHOM TpeOOBAaHUSAM Ha OLIEHKY «5»,
HO TpU D3TOM HMEeT OJUH U3
HEJ0CTaTKOB:

- a) B W3JI0KEHUN
JIOTNyIIEHbl HeOoJspllIMe TpPOOesbl, He
VCKa3UBIINE CONEPIKAHNE OTBETA;

— 0) JomyIleHbl OJWH — JIBa
HEeZ0YeTa IpPHU OCBELIEHUH OCHOBHOTO
COJIEp’KaHUsl OTBETA, HCIPABIEHHBIE IIO
3aMEUYaHMIO IPEero1aBaTes;

- B) JIOMYILEHB! OIMOKA WK
Oosiee NIByX HEJOYETOB IPU OCBEIIECHUH
BTOPOCTENEHHBIX  BOIPOCOB, KOTOpPbHIE
JETKO HCIPABISIIOTCS 10  3aMEYaHUIO
npernojaBaTens

- oOyyvaromuics
MOKAa3bIBAET MOJHOE 3HAHUE

- HPOIrpaMMHOI'0
Marepualia, OCHOBHOUN U

- JOTIOJTHUTEIBHOM
JUTEPATYPBHI;

- JlaeT
OTBCThI Ha

IIOJIHBIE
TEOPETUYECKHE
BOIIPOCHI ounera "
JOTIOJIHUTEIIbHBIE BOIIPOCHI,
JIOIyCKasi HEKOTOPbIE HETOUHOCTH;

— IIPaBUIILHO
MIPUMEHSET TEOPETUYECKUE
IIOJIOKEHUS K OLIEHKE
MPAaKTUYECKUX CUTyalUH;

- JEMOHCTPUPYET
XOpOLIMM  YpOBEHb  OCBOCHUSA
Marepuana u B LEI0M
MOATBEPKIAET OCBOEHHUE
KOMIIETEHIINM, MPEAyCMOTPEHHBIX
IIpOrpaMMon

1-6 6ans0B

- HETIOJIHO
HETOCJIEI0BATEIHHO
CoJiep’KaHue MaTepuana,
oO1mee IIOHUMaHUE
MIPOJIEMOHCTPUPOBAHBI
JOOCTATOYHBIC JJISL
YCBOGHUS MaTepuaa,

- YCBOCHBI OCHOBHBIE
KaTeropud [0 paccMaTpuBacMoMy |
JOITOJIHUTCIIBbHBIM BonpocaM;

AN
PacKpbITO

HO IIOKa3aHo
BOIpOCca u
YMEHHUS,
IadbHENIero

- oOyyJaronuiics
ITOKAa3bIBaET 3HAHNUE OCHOBHOTO

— MaTepuana B
00BeEME, HEOOXOIUMOM IfIE:
npeAcTosmend mpoecCHOHATBHON
NeSTeNIbHOCTH,

- mpyu  OTBETe  Ha
BOITPOCHI owmera u
JOIIOJIHUTCIIbHBIC BOIIPOCHI HE
JOTTyCKaeT TPYObIX OMmHMOOK, HO
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- MMEJTUCh 3aTPYAHCHUS WITH
JOMYIIEHbl OIMUOKK B  OMNpPEACIICHUU
MOHSATUHN, UCTIOJIb30BAHUN TEPMUHOJIOTHH,
HCIIpaBJICHHBIE mocJje HECKOJIbKHX
HaBO/ISIUX BOIPOCOB;

- NPU  HEMOJHOM  3HAHHWH
TEOPETHYECKOTO MaTepuaja BbISBICHA
HEJIOCTaTOYHAas c(hOPMUPOBAHHOCTH
KOMIICTCHIINH, YMEHUW U  HaBBIKOB,
CTYJIEHT HE MOXET IPUMEHUTH TEOPUIO B
HOBOM CUTYallUU;

- MPOJIEMOHCTPUPOBAHO
YCBOEHHE OCHOBHOM JINTEPATYpPHI

UCIBITBIBACT  3aTPyAHEHHS B
MOCIIEZI0BATEILHOCTH 170
U3JI0KEHUS;

- HE B IOJIHOW Mepe
JEMOHCTPHPYET CIIOCOOHOCTH
IPUMEHSATH TEOPETUUYECKUE 3HAHUS
JUISE  aHaiM3a  MPaKTUYECKUX
CUTYallU;

- MOJITBEPIKIACT
OCBOCHHE KOMIICTCHITUM,
IPEeyCMOTPEHHBIX  MPOTPAMMOM
HA MHHHMAJIBHO  JOIYCTHMOM
yYpOBHE

0 6a)10B

- HE pPacKpbITO OCHOBHOE
coziepKaHue y4eOHOro MaTepuaa;

- 00Hapy)X€HO He3HaHHE WU
HEeToOHMMaHue OoJpliel Wi Haubosee
BaYKHOM yacTH yueOHOro Marepuara;

- JONyIIEeHbl  OmMOKH B
oIpeaeIeHUH HOHSTHH, npu
WCTIOJIb30BAHUU TEPMHUHOJIOTHH, KOTOPHIE
HE UCHpaBJIEHBl MOCIE  HECKOJIbKUX
HABOJISIIIIUX BOIIPOCOB.

- HE c(OpMHPOBAHBI
KOMIIETEHIH, YMEHHS U HaBBIKH.

- oOyuarouiics
UMEET CYIICCTBCHHBIE MPOOCIBI B
3HAaHUSIX OCHOBHOTO  y4eOHOTO
MaTepuaia 1o JUCIUTLINHE,

- HE CII0cO0CcH
apryMEHTHPOBAHO u
MOCJICIOBATEIbHO €ro0 H3JIarath,
JOMyCKaeT TpyOble OMmUOKU B
OTBETax, HEMPAaBWJIBHO OTBEYAET
Ha 3aJlaBaeMble BOMPOCHl HIIU
3aTPyTHSAETCS C OTBETOM;

- HE  TIOJITBEPXKIAET
OCBOCHHE KOMIIETEHITUM,
MIPETYCMOTPEHHBIX MTPOTPAMMOiL

OneHoyHasi mKaJja YCTHOI'O OTBETA

IIpoueHTHBII HHTEPBAJ Bajubl
OlleHKH
meree 50% 0
51% - 70% 5-6
71% - 90% 7-8
90% - 100% 9-10

Cpedcmeo oyeHuganus — mecmuposanue
IIIkana olleHKH YPOBHA 3HAHMI, YMEHH M HABBIKOB NPH pPellIeHUU TeCTOBBIX 3aaHUI

Kputepun oueHku

KoaunuecTBo 0a/1710B

BBIIIOJIHEHO BEPHO 33JJaHUI

OTBCTOB

9-10 6ammoB, ecim (90 — 100)% mnpaBUIBHBIX

7-8 6amoB, eciu (70 — 89)% IpaBHIIBHBIX OTBETOB

5-6 6aioB, eciu (50 — 69)% MpaBMIIBHBIX OTBETOB

3-4 6aua, ecim (30 — 49)% npaBUIIBHBIX OTBETOB

1-2 6anna, eciu (10 — 29)% npaBUIBHBIX OTBETOB

Buabl cpeacTB oueHMBaHUSI, NMPUMEHSIeMbIX NPH IPOBeJIeHUH MPOMEKYTOYHOM
aTTecTAllM{ U MIKAJIbI OLIEHKH YPOBHS 3HAHM, yMeHUIi ¥ HABBIKOB MPHU UX BHINMOJIHEHUHU
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VYeTHbII onpoc
IIIkana oneHKN YPOBHS 3HAHMI, YMEHUH M HABBIKOB IIPH YCTHOM OTBeTe

Onenka

Kputepun ouennBanus

IToka3aTen oLleHUBaHUS

«5»

- MIOJTHO PACKpPBITO
coziep’KaHNe MaTepHaa;
- Marepuan U3JI0KEH

IPAMOTHO, B OIPEACICHHONW JIOTHYECKOU
IIOCJIEI0BATEIBHOCTH;

- MIPOJIEMOHCTPUPOBAHO
CUCTEMHOE u riryookoe 3HaHHE
IIPOrPaMMHOT0 MaTepHaa;

- TOYHO
TEPMHUHOJIOTHUS;

- II0OKa3aHO
WUTIOCTPUPOBATH TEOPETUYECKHE
[IOJIOKEHHUST KOHKPETHBIMH — IIPUMEpPaMH,
MIPUMEHSTh X B HOBOH CUTYyallUH;

- IIPOJEMOHCTPUPOBAHO
YCBOEHHE paHee W3Y4EHHBIX
COIYTCTBYIOIIUX BOIIPOCOB,
C(OPMHPOBAHHOCTE U YCTOMYUBOCTH
KOMIIETECHIIMH, YMEHUI 1 HABBIKOB;

HCIIOJIB3YCTCA

yMeHue

- OTBET IIPO3BYyYall
CaMOCTOSITENIBHO, oe3 HaBOJAIINX
BOIIPOCOB;

- IIPOJEMOHCTPUPOBaHa
CIOCOOHOCTh ~ TBOPYECKH  NPUMEHATH
3HAaHUE TEOpUu K peLIeHHIO
npodecCHOHANIBHBIX 3a]1a4;

- MIPOJIEMOHCTPUPOBAHO

3HAaHWE COBPEMEHHOW y4yeOHOM M Hay4yHOU
JIUTEPATYpBHI;

- OO0yuarommiics
MOKAa3bIBACT BCECTOPOHHHE u
rIyOOKHe 3HAHUS MPOTPAMMHOTO
MaTepuaia,

- 3HaHHE OCHOBHOU H
JOTIOJIHUTEIBbHOM JINTEPaTypHl;

— MOCNIEI0BATENbHO U
YETKO OTBEYaeT Ha BOMPOCHI OuiieTa
U JIOTIOJTHUTEJIbHBIE BOITPOCHI;

- YBEPEHHO
OpUEHTHpYEeTCI B  MPOOIEMHBIX
CUTYaIUX;

- JEMOHCTPHUPYET
CIIOCOOHOCTh IIPUMEHSITh
TEOPETUYECKHE 3HAHMS JUIS aHAIH3a
MPaKTUYECKUX CHUTYaAllul, JIeJaTh
NpaBUJIbHBIE BBIBOJbI, MPOSBISAET
TBOPYECKHUE CIOCOOHOCTH B
TMOHWMAaHUH, W3JI0KEHUU "
UCIOJIb30BaHUU MIPOrpaMMHOTO
Marepuana,

- MOATBEPKIAET
MIOJTHOEC OCBOCHHE KOMIICTCHIIHI,
PEeTYCMOTPEHHBIX IPOrPAMMON

«“»

- JONYIIEHbl OJHAa — JBE
HETOYHOCTH npu OCBEILICHU U
BTOPOCTEIIEHHBIX  BOIPOCOB,  KOTOpBIE
HCTIPABJISIIOTCS 110 3aMEYaHUIO

- BOIIPOCHI M3J1araroTcs - oOyuaroruiics
CHUCTEMaTU3UPOBAHO U MOCJIEI0BATEIBHO; MOKa3bIBAET MOJIHOE 3HAHHE

- MPOAEMOHCTPUPOBAHO - IIPOTPAMMHOI0
YMEHHE aHAIU3UPOBATh Marepuall, OJHAKO | MaTepuasia, OCHOBHOM U
HE BCE BBIBOJIbI HOCST apryMEHTUPOBAHHbBIN - JIOTTOJTHUTETbHOM

Y JI0Ka3aTelbHBIN XapakTep;

- MIPOJIEMOHCTPUPOBAHO
YCBOEGHHE OCHOBHOMH JINTEPATYPHI.

- OTBET  YJIOBIETBOPSIET B

JUTEpaTyphl;

- JTA€T TIOJIHBIE OTBETHI
Ha TEOpPETUYECKHE BOIPOCH Omiera
U JIONOJHUTEIbHBIE  BOIPOCHI,
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OCHOBHOM TPEOOBAaHUSM Ha OICHKY «5», HO
IIPH 3TOM UMEET OJIUH U3 HETOCTATKOB:

- a) B W3JIO)KCHUH JTOMYIICHBI
HeOoybIIue TPOOENbl, HE HCKA3UBIIHE
CoOJIep>KaHue OTBETA;

JIONYCKasi HEKOTOPbIE HETOYHOCTH;

- MPaBUIBHO
MIPUMEHSIET TEOPETUYECKUE
MOJIO’KEHUS K OLIEHKE MPAKTUYECKUX
CUTYaLH;

«3»

- 0) IomyImieHbl OJWH — JIBa - JTEMOHCTPHUPYET
HEJo0YeTa TMPU OCBELIEHHMH OCHOBHOIO | XOPOILIUMN YPOBEHb OCBOCHUS
COJIEp’KaHUsl OTBETa, WCIIPaBJIIEHHbIE IO | MaTepHaa u B LEJI0M
3aMEYaHMIO IIPENOo1aBaTels; HOATBEPKIAET OCBOECHHE

- B) JIONYIICHBI OMIMOKA WM | KOMIETEHIMH, IPEIYyCMOTPEHHBIX
Ooyiee JIBYX HEIOYETOB MpPU OCBEUICHUH | IPOrPaMMOi
BTOPOCTENIEHHBIX  BOIIPOCOB,  KOTOPBIE
JIETKO  HUCHPABIAIOTCA IO  3aMEYaHHI0
MIpenoiaBaresis

- HEIOJIHO WiIn - oOyuarouiics
HEIOCJEeI0BATEIbHO PaCKpBITO | IOKA3bIBAET 3HAHUE OCHOBHOT'O
COJiep’)KaHUE MaTepuaia, HO IIO0Ka3aHo - MmaTepuana B o0beMme,
oOmiee IIOHUMaHHE BOIIpOCa U | HeOOXOUMOM JUISL  IPEACTOALIEH
MIPOAEMOHCTPUPOBAHBI YMCHHS, | mpodeccroHaIbHOMN 1eSTeNbHOCTH;

JOCTATOYHBIE MJIs1 JTaJbHEUIIEro YCBOEHUS
MaTepuaa;

- YCBOEHBI OCHOBHBIC
KaTeropu IO  pacCMaTpUuBacMOMY U
JIOTIOJTHUTEIIbHBIM BOIIPOCAM;

- AMEJUCh 3aTPyJHECHUS WIIN
JIOMYIIEHbl  OMMOKM B  ONpeAeNeHUN
MOHSATUH, WCIOJIb30BAaHUUA TEPMHUHOJIOTUU,
HCIIPABJICHHBIE rnocie HECKOJIBKHX
HABOJSIIUX BOIIPOCOB;

- P  HENOJHOM  3HAHUHU
TEOPETUUYECKOTO  Marepuana  BBISBIICHA
HEJIOCTaTOYHAs c(hOpMUPOBAHHOCTH
KOMIICTCHIIUM, YMEHMH W  HaBBIKOB,
CTYICHT HE MOXET NMPUMEHUTHh TEOPHUIO B
HOBOW CUTYaIlUU;

- MPOAEMOHCTPUPOBAHO
YCBOEHHE OCHOBHOW JINTEPATYPHI

- npu OTBETE Ha
BOIIPOCHI ouiera u
JIOTIOJIHUTEIbHBIE ~ BOINPOCHl  HE
JOTyCKaeT TpyObIX OMIMOOK, HO
UCIIBITHIBAET 3aTpyAHEHUS B
MOCJIEZI0BATEIBHOCTH 1704
U3II0KEHUS;

- HE B IIOJHOM Mepe
JTEMOHCTPUPYET CITOCOOHOCTH
NPUMEHATh TEOPETHUYECKUE 3HAHMS
IE aHaJn3a MPaKTUYECKUX
CUTYaLNI;

- MOATBEPKIAET
OCBOCHHE KOMIICTCHITUH,
MPeAYyCMOTPEHHBIX MPOrpaMMoi Ha
MHUHHMAJIBHO JIOITYCTUMOM yYPOBHE

«2Q»

- HE  PacKpbITO  OCHOBHOE
cojiepkaHue y4eOHOro MaTepHara,;

- 0OHapy)XKEHO HE3HaHUE WIH
HeMOHUMaHue Oofblnell WM Haubosee
BaYKHOM yacTH yueOHOro MaTepHarna;

- JOMYyLIeHbl ~ OWMOKH B
OTIpeIeIeHu ! MIOHSATHH, npu
UCTIOJIb30BAHUN TEPMHUHOJIOTHH, KOTOpBIC
HC HCITPABJICHBI IIOCJIC HECKOJBKUX
HAaBOASIINX BOIPOCOB.

— oOyJaronuiicss uMeer
CYIIIECTBEHHBIE TIPOOEIBI B 3HAHUSIX
OCHOBHOT'O y4eOHOro Marepuaia 1o
JUCIUATUTHHE;

- HE croco0eH
apryMEHTHPOBAHO U
MOCTIeIOBATEeIbHO ~ €r0  M3J1ararhb,
JI0OMyCcKaeT rpyOble  OmMUOKH B

OTBCTaX, HCIIPABUJIBHO OTBCYACT Ha
3aaBacMBbIC BOIIPOCHI NI
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- HE chopMHUpPOBaHbI | 3ATPYAHICTCS C OTBETOM;
KOMIIETEHIIUN, YMEHUS U HABBIKH. - HE TIOATBEPKAAET
OCBOCHHE KOMIICTCHITUH,
MPEyCMOTPEHHBIX MPOrpaMMOn

OneHoyHasi mKaJja YCTHOIr'0 OTB€TA

IIpoueHTHBII HHTEPBAT Onenka
OIIeHKH

Mmenee 50%

51% - 70%

71% - 85%

Al (W|N

86% - 100%

7.3. TunoBble KOHTPOJIbHBbIE 32]aHUS WIH HMHbIE MATEPUAJIbI, HE00X0AMMBbIe IS OLEHKHU
3HAHMH, YMEHHUH, HABBIKOB M (MJIH) ONbITA [AEATEJbHOCTH, XAPAKTEPHU3YHIIUX 3TANbI
(hopMupoBaHUA KOMIIETEHIIHH B MpoLiecce OCBOeHHs 00pa30BaTeILHOI MPOrpaMMBbl.

= Pazmen mucnumivHEL Bun u conepxanue
?{ S obecneunBaromuii popMupoBaHme KOHTPOJIBHOT'O TpeGoBatisl K BLNOIHEHMIO KOHTPOIILHOTO
g § KOMIICTCHII U (I/IJ'II/I cC I‘IaCTI/I) 3aJaHus SaNatiA M CpoKam calatn
Ponp ximmenTckoro cepsuca B | TectupoBanue TectupoBanue cocrout u3 10
NeSITeIbHOCTH KOMITAHUU BOIIPOCOB C HECKOJIbKUMU
412 BapHaHTaMH OTBETOB. | MpaBHIILHBIN
OTBET OlLleHUBaeTcs B 1 Oa.
MaxkcuManbHOE KOJIMYECTBO OaJIIOB
3a TectupoBanue - 10.
Buenpenue cucreMbl VYcrHbIl onpoc Ompoc coaepxkut 10 Borpocos. 1
yIIpaBJIEHUs KaU€CTBEHHBIM NPaBUJIbHBIN OTBET OlleHUBaeTcs B 1
8/2 | cepBucom. YmpapieHue 0amt. MakcuManbHOE KOJIMYECTBO
KAaueCTBOM CEPBUCHOTO 6amoB 3a onpoc - 10.
MTOBE/ICHUS COTPYTHUKOB
[ToTpeburensckas VYcTHbI onpoc Omnpoc coaepxut 10 Borpocos. 1
JOSANBbHOCTD. [IpuBneyenue u MPaBWIbHBIN OTBET OLICHUBAETCA B |
19/p. | YACDHKAHUE KIHEHTOB. 6am1. MakcuMallbHOE KOJIMYECTBO
KimenToopreHTHpOBaHHOCTD 6amoB 3a ompoc - 10.
KaK KOHKYPEHTHOE
MPEUMYIIECTBO KOMITAHUH
TexHonorUs CO31aHus U VYcrHbli onpoc Omnpoc coaepxut 10 Borpocos. 1
17/2 | YUPaBICHHs KJINEHTCKOU IIPaBUJIBHBIN OTBET OLIEHUBAETCS B 1
6a3oi 6a1. MakcuMallbHOE KOJIMYECTBO
0amoB 3a onpoc - 10.

7.3.1. TunoBble KOHTPOJIBHO-U3MEPUTEIbHBIC 3aJaHUS  TEKYIIEr0o KOHTPOJIS ISl OLEHKHU
3HaHWM, YMEHWI, HABBHIKOB U (WJIM) OMbITa JEATEIbHOCTH, XapaKTePU3YIOIINX OTaIbl
(dbopMUpOBaHUS KOMIIETEHIINH B Mpoliecce OCBOEHUS 00pa30BaTeIbHONU MPOrpaMMBbI
3adanus mexKyujeco KORmMpPOaA 013 Peaniu3yemol KOMnemeHyuu
1 Teopusi mMoTpedOUTENILCKOr0 TMOBEJEHHUS MpeHjaraer, Yro norpedouTe/] b CTPEMHUTCS
MaKCUMH3HPOBATH:
Ko.1-Bo npaBHJIbHBIX OTBETOB - 1
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pasHUIly MeXAy OOIIeH U MpeeabHON MOJIEe3HOCTHIO

0O0IIYIO MTOJIE3HOCTh

peiebHYI0 MMOJIE3HOCTh

KQKIYIO U3 IEPEUNCICHHBIX BEINYUH

IloBenenue morpeduTeIel — 3T0:

Ko.s1-Bo npaBH/IbHBIX OTBETOB - 1

HAOOp JEHCTBUH, MpeANpPUHUMAEMbIX JIOAbMH IPHU IMOKYIKE M MOTPeOJICeHUH TOBApOB
(yemyr)

NEeNCTBUS, IPEALIECTBYIOIINE MTPOLECCY MOKYIIKU

ocobast popma ICUX0JIOTUH, CBOMCTBEHHAS JIIOASIM, YaCTO COBEPIIAIOIINUM MOKYIIKU

Hu onun 13 BapuaHTOB HE ABISETCS BEPHBIM

Tun kauenra «Kpyr» cooTBeTCTBYET CileyI0LeMy ONMCAHUIO:

Ko.1-Bo npaBHJIbHBIX OTBETOB - 1

Cobpan, cocpeoToUYeH, Cephe3eH, MPEKPACHO OCBEIOMIICH

OO61muTeNneH, YMOLIMOHAICH, HABSI3YUB, I0BEPUUB, TIOJIATIINB

JIrobo3HareneH, cMe, He yBepeH B cebe, TOTOB K OTKPBITUSM W HOBHHKAM

CamonobuB, caMOoyBepeH, MPUAUPYHB, TOAUYEPKHYTO MOJICH

K xoMnoHeHTaM 1IeHHOCTH YCJIYTd He OTHOCSITCS:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

OcHOBHasl U JOTIOJTHUTEJIbHBIE YCIYTH

CeHCopHBIE pa3IpaKUTEIH

[leHa B CTOMMOCTHOM BBIpa)KEHUU

HoBu3zna npoaykra

IlenHOCTH yCiIyIrH, NEepcoOHaJIa, MMH/IKA KOMIIAHUH M CEPBHCA OTHOCAT K:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

[lenHoCTH, BOCIPpUHUMAEMON KIIMEHTOM

OO61muM u3nepxKam

OO0ImUM 1IEHHOCTAM

BuyTpeHnHue npucymye npu3Haky yciayru

BocnpuauMaemblii pUCK M 0€CIIOKOHCTBO OTHOCHAT K:

KoJ1-Bo npaBu/ILHBIX 0TBETOB - 1

CeHCOpHBIM pa3IpaKUTENIM

PU3NYECKUM YCHIIHSIM

[Icuxomornyeckum Tparam

OKOHOMUU BPEMEHHU MPU MOTPEOICHUU YCIYTH

MaiinaceTsl B cepBUC-AU3aiiHe — ITO:

Ko.1-Bo npaBH/IbHBIX OTBETOB - 1

nporiecc  ¢dopmMHpoBaHHsS ~ o0Opa3a  LEJIOCTHOTO  IpeaMeTa,  HelMoCpeACTBEHHO
BO3/ICIICTBYIOIIErO Ha aHATTU3aTOPbI

noOyX/aeHue K JIeHCTBHIO M HeOoTheMJIeMass 4YacTh JII000ro NpoQecCHOHATBHOTO U
JMYHOCTHOTO POCTa

HaOop mpaBui, YOEXKAECHUH, MOIXOJOB, KOTOPHIMH YEJIOBEK PYKOBOJACTBYETCS MpHU
MIPUHATUYN PEIICHUN

ycrosiBiasicss (opma ObITHS 4YelIOBEKa B MHpE, HaxoJsfllas CBOE BBIPAKEHHE B €ro
JeSITEIbHOCTH, HHTEpEcax, YO AeHUIX

HNudpacTpykTypa KaKk KOMIIOHEHT CepBHC-AH3aiiHA BKJII0OYaeT B ce0s:

Ko.1-Bo npaBHJIbHBIX OTBETOB - 1

CoTpyAHUKHN KOMITAHUU
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O h~WwWN

10

11

B~ w

12

Beb-cTpanuna caiita KoMnaHuu

[Ipouenypa okazanusi yciayru

Pemenue Bonpoca yepes ciyk0y NoAIepKKH KOMITaHUH

IIyTh KJMeHTa B cepBHUC-AU3aliHe — ITO:

KoJ1-Bo IpaBUJILHBIX 0TBETOB - 1

3TO mporiecc (HopMUPOBaHMS HMMHUIKA OpPeHJa B TEUCHUE JJIMTEIBHOTO IMEepHoa uepes
oOpa3oBaHue J100aBOYHOW LIEHHOCTH, SMOLIMOHAIBHOIO JMOO  palMOHAIBHOIO
«obemanus» TOProBoi MapKu

KOHKpETHast HKOHOMMUECKast CUTyalus Ha JAHHBIN MOMEHT Ha
OnpeIeIEHHOM PbIHKE TOBApOB (YCIYT) WU B OTAEIBHON OTPACIU IKOHOMHUKHU.

coop, KimaccupukanMs U aHanM3 HMHPOPMALMU O CUTyallud Ha pBIHKE: IIeHaX,
KOHKYPEHTaX, OJIb30BATENAX U JPYTUX.

AKTUBHBI MCCIIEOBATENBbCKUNA MPOLIECC, KOTOPbI NMPOXOAMUT MOKYyMNareldb Ha MyTH OT
BO3HUKHOBEHUS 33/1a4M, KOTOPYIO HYKHO PEUIMTH A0 TOKYIKH, KOTOpas €My B 3TOM
HIOMOJKET.

IMOIMOHAIbHBINA HHTEJIEKT — 3TO:

KoJ1-Bo NpaBUJILHBIX 0TBETOB - 1

Cucrema cyXJeHHH, KOTOpasi UCHOJIb3YETCs Ul aHaju3a Belled ¢ KPUTUYECKOH TOUKU
3peHust U COOBITHH ¢ (hOPMYITMPOBaHNEM OOOCHOBAHHBIX BBHIBOJIOB M MTO3BOJISIET BHIHOCUTH
000CHOBaHHbIE OLEHKH, MHTEPIPETALUHU, a TAKKE€ KOPPEKTHO NMPUMEHATh MOJy4YEHHBIE
pe3yJIbTaThl

CHOCOOHOCTh paclio3HaBaTh 3MOIMH, HAMEPEHUs, MOTHBAILIMIO, JKEIaHUS CBOM U JPYTHX
JIIOJIEH U yIIPABIIATH 3TUM

KagyecTBO mMCHXMKH, COCTOsIIIEE U3 CIIOCOOHOCTH OCO3HaBaTh HOBBIE CHUTYalluH,
CIIOCOOHOCTM K OOYYEHHI0O U 3allOMUHAaHUI0O HAa OCHOBE OIBITA, I[OHUMAHUIO U
OPUMEHEHHI0 aOCTPAaKTHBIX KOHIEMIUI, M MCIOJb30BaHUIO CBOMX 3HAHUU Ui
YIIPABJICHUS OKPYXKAIOIIEH YEJIOBEKa CPEION.

CocTosiHME TICUXMYECKOM JKM3HM OpraHu3Ma, BbIpaxarwlieecs B CYObEKTHBHOM
NEepEeKUBaHUU COOBITUH BHELIHEr0 MHUpa U, a TakkKe B OTYETE 00 3TUX COOBITUSAX U
OTBETHOW PeaKLMu Ha 3TU COOBITUS

B cepBuc-gu3aiine Customer Journey Map —3to:

KoJ1-Bo NpaBUJILHBIX 0TBETOB - 1

BCE€ TOYKM KOHTaKTa MOTPEOUTENs] ¢ MPOAYKTOM WM OpPEeHIOM C MOMEHTa IEpPBOro
CONPUKOCHOBEHHUS

9TO TOPTPETHI MOJb30BaTeNeH, KaKAbIA M3 KOTOPBIX INPEACTABISIET ONPEAETIEHHYIO MOETb
HOBEJICHUS

MaKeT, KOTOPBIIi HMUTHPYET B3aUMOJICHCTBHUE TTOJIb30BaTeNs C HHTEp(EHCcoM MpoeKTa
['eneprpoBaHue UeH MPEJOCTaBIEHUS YCIYyTH, IPOTHO3UPOBAHUE €€ OCHOBHBIX
pecypcoB, pa3paboTKa cTpaTeruu MapKeTHHTa

IIporoTHNHpPOBaHUE B CepBUC-AN3aiiHe — ITO:

Ko.1-Bo npaBH/ILHBIX OTBETOB - 1

AKTUBHOE COZICHWCTBUE YIOBIETBOPEHUIO MHIUBHIya bHBIX U KOJUIEKTUBHBIX
noTpeOHOCTEH Nto/Iell B pa3iuyHbIX cpepax MOBCETHEBHOM )KU3HH Yepe3 MPOU3BOICTBO
MaTepHaJIbHBIX U JYXOBHBIX OJyiar

KapTa, oToOpakarolas A1eMcTBUs KIMEHTA, €r0 MBICIIH, SMOLIUU U MPOOJIEMBI, C KOTOPBIMU
OH CTaJIKUBaeTCA

ps ACUCTBU, KOTOPBIE SBISAIOTCS MHCTPYMEHTaMHU Ul IPOM3BOJICTBA LIEHHOCTH, OHU
MOTYT CO3JaTh LIEHHOCTh, HO CAaMH HE SIBJIIIOTCSI CAMOCTOSITEIILHON [IEHHOCTBIO
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4 MAakKerT, KOTOpI:IfI HMUTUPYET BSaHMOHefICTBI/Ie I10JIB30BATECJIA C HHTep(beﬁCOM IIPOCKTa

13 Oco3HaBaemasi 4eJIOBEKOM HEO00XOAMMOCTh HMETh YTO-JIU00 /IS MOJAep:KAHUS
JKH3HeIeATeJIbHOCTH U Pa3BUTHSA - ITO:
Ko/1-Bo npaBHJIbHBIX OTBETOB - 1
JKeTaHue
CO3HaHHE
MOTPeOHOCTh
MOTHBAIIHS
14  BHyTpeHHe COCTOsIHHE 4eJIOBeKa, KOTOpOe CBSI3aHO € €ro HacTpoeHHeM B
KOHKPETHBIIl MOMEHT - 3TO:
KoJ1-B0o npaBHJILHBIX OTBETOB - 1
1 SMOIHUI
2 MOTPEeOHOCTh
3 YYBCTBO
4 MBICJIb
15 CoraacHo mnupamuae mnorpedHocreii A.Macjioy, uejioBedeckHe TOTPeOHOCTH,
OTHOCSIIHECS] K MOTPEeOHOCTAM BbICLIEr0 YPOBHSI, HA3bIBAIOTCS:
KoJ1-B0o npaBHJILHBIX OTBETOB - 1
(U3HOTOTUYECKUMHU
JTyXOBHBIMU
9K3UCTEHIIUAIbHBIMHU
COITHATBHBIMH

A~ WDN B

B wWwDN B

KoHTpo/ibHO-U3MepHuTeIbHbIe MaTEePHAJIbI 0 010Ky «PoJIb KIIMEHTCKOro cepBuca B
nesrenpHOCTH Komnanun»  (KoHTposbHasi Touka 1)

Bonpocs! 1151 NOATOTOBKY K TECTUPOBAHUIO 00y4AIOIIUXCSH
1. K npoeccroHabHBIM yCIyraM OTHOCHAT:
d) WHXUHHUPHHT, JIN3UHT, 00CITY)KHBAHUE U PEMOHT 000PY/I0BaHUSI.
b) 6ankoBckue, cTpaxoBble, PUHAHCOBBIE, KOHCYIbTAIMOHHbIE, PEKJIAMHbIE YCIYTH
C) TeneBHICHUE, PaHo, 00pa3oBaHue, KyJIbTypa

2. Ycnyra rocy1apcTBEHHOTO CepBHCa SBIISETCS:
a) HeNpOM3BOJCTBEHHOI, KOMMEPYECKOMH, peallbHOM, CTaH1apTU3NPOBAHHON
b) mnpowusBoaCTBEHHOM, KOMMEPUYECKOH, peabHOM, IETUTUMHOM
C) HEKOMMepYecKOii, 001eCTBEHHOH, CTAHIAPTH3NPOBAHHOM, CJI0KHOIA.

3. Yenyru, npuoOpeTaemMble [UIs JIMYHOTO MOTPEOICHUS 3a CUET JIMYHBIX CPENICTB — ITO:
a) JeNOBBIC YCIYyTH
b) WHCTHTYIHOHANBHBIE YCIYTH
C) NOTpedUTENbCKHUE YCIYTH

4. Cxema ompelesieHHs] TOBapa Ha TPEX YPOBHSX: «3aMBbICIa», «PEAJbHOrO HCIOIHEHUS» U
«MOJIKPETICHHUSD OTHCAT:

a) T.JleBut
b) ®.Kortaep
c) Hyrmac Hopt
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5. KonrakTHas 30Ha — 3710:
a. JIroboe mecTo, rie npou3BOAUTHCS yCIyra
b. MecTo, rae yciayra MOKeT XpaHUThCSI
C. OnpeneseHHOE MeCTO KOHTAKTA KJIMEHTA U COTPYAHUKA CEePBUCHOM cdepbl.

6. KoHTaKkTHOM 30HOM MOXKET CUUTATHC:
a. Croiika aiIMMHUCTPATOPA B TOCTHHUIIE
b. Ilex mo pemoHTy 000pYAOBaHUS
€. CrpourenbHas IJI0IAAKA
d. ToproBas 1uromaaKa HHTEPHET-Mara3uHa

7. KOHTaKTHOM 30HOM HE SIBJISETC:
a. 3oHa peMOHTa OBITOBOI TEXHUKHU
b. PaGouee mecTo mapukmaxepa
c. PabGouee mecTo cTtomarosora
d. PadoTa mH:KeHepa Mo HaJaJKe 000PyI0BAHUS.

8 Kakoro Tuma JIHYHOCTH HE CYIIECTBYET:
a) Kpyr;
b) pomo;
C) 3ur3ar;
d) xBazpar;
€) TpeyrojbHHUK.

9. Mopens «servuction» otobpakaer. ..
a) cTeneHb KOHTAKTA MPOU3BOAUTEISI U MOTPEeOUTEIs YCIYIH;
b) mMaHepy KOHTaKTa MPOU3BOUTEINS M MOTPEOUTENS YCIYTH;
C) BpeMs KOHTaKTa MPOU3BOIUTENS U IOTPEOUTENS YCIIyTH;
d) mose3HOCTh KOHTAKTa MPOU3BOAUTENS U IOTPEOUTENS YCIYTH.

10. ITorpe6GHOCTH B yciyrax, o0ecredeHHass HATMYHBIMU JIEHE)KHBIMU CPEICTBAMU HACEJIEHHUS, -
3TO:

KonbloHKTYpa phIiHKa

DJIACTUYHOCTH CIIpoca

InaTexecnocoOHbII cripoc

Crnenunann3supoBaHHbIN CIIPOC.

oo op

Ycrubiii onpoc (KoHTposibHAsA TOYKA 2)

Muccusi KOMIIaHHH, OKa3bIBAIOIIEH KITMEHTCKUNA CEPBUC
ITonsiTe "BHYTpEHHErO KIMEHTa" B KOMIIAHUH.
CBs13b Ka4eCTBa CEPBUCA U YIPABIICHHUS] BHYTPEHHUMH KJIMEHTCKHMH OTHOIIECHUSIMHU

Ponp nupekTopa no KIMEHTCKOMY CEPBUCY B CTPYKTYpE KOMITAHUH

o bk w0

[TotHOMOYMS, OTBETCTBEHHOCTh U MOKA3aTeNN YCIEUTHON AeSITENbHOCTU JUPEKTOPA IO
KIIMEHTCKOMY CEpBUCY
6. IlmanupoBaHue AEATEIBLHOCTU CEPBHUC-TUPEKTOPA
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CucreMa KOHTPOJIS JUIsl TUPEKTOPA M0 KJIMEHTCKOMY CEPBUCY
JIBa moaxoja K BHEJIPEHUIO Ka4€CTBEHHOTO CepBHCa

© o N

HeoOxonnMble yciioBusl BHEAPEHNS KAUECTBEHHOI'O CEpBUCA
10. VYnpasneHue MOTUBaLMEH COTPYIHUKOB KaK KOMIIETEHIIUS TUPEKTOPA MO KIIUEHTCKOMY
CEpBUCY

Ycrubiid onpoc (KonTposbHas Touka 3)

ITokazarens JOSUIBHOCTH KIIMEHTOB
KoadduimeHT TekydecT KIMEHTOB
BoBJIEYEHHOCTD KIIMCHTOB

[ToHsATHE TOTPEOUTENHCKOM JOSITBHOCTH
Bugpl nosuibHOCTH. MI3MEpeHue JIOSUIbHOCTH

o s wWwhE

Hcnonp3oBaHue NOSITBHOCTH [T OTIPEICICHUS TIOTEHIINANA PHIHKA

7. DMoUMOHaNbHAs U PAllMOHAIBHASL COCTABIISAIONINE JOSIIBHOCTH. YTO XOUET MOKYyIaTelb
8. BiustHue ¢paxTopoB yJOBIETBOPEHHOCTH M BOBJICYEHHOCTH Ha MPOJIOKUTEIEHOCTh
OTHOIIEHHH ¢ KIHeHTOM. OlLeHKa YPOBHS KIMEHTOOPHUEHTUPOBAHHOCTH KOMIIAHUN

9. KitneHTOOpHEeHTHPOBaHHOCTh KaK KOHKYPEHTHOE IPEUMYIIIECTBO KOMIAHUH

10. PetpocniexktuBa cuctemsl SP

Yecrublii onpoc (KonTpoabHast Touka 4)

1. BHeapeHue CUCTEMBI YIIPaBJICHUS CEPBUCOM Ha YPOBHE OTAEIHHOTO OM3HEC-TIpoIecca u
Ha YPOBHE CUCTEMBI

®DakTOpBI, BIUSIIONINE HA TOCTOSHCTBO KJIIMEHTA

YrpaBiieHue )KU3HCHHBIM ITHKJIOM KITUSHTA

OcHOBHBIE TIOKA3aTEJIA KAYeCTBA YACPKAHUS KIMCHTOB

[NonsATHE OKU3HEHHOM IEHHOCTH KJIMEHTA

MeTton pacdera mprObUIBHOCTH KJIMEHTA

AHanu3 CTaTUCTUKH MPOJAX ISl ONIPEICTICHUS IPUOPUTETHRIX HAMIPABICHUN Pa3BUTHS
KJIIMEHTCKOM 0a3bl

No abkowd

8.  Kak co3nmaTh, pa3BUTh U OIEHUTH KJIMEHTOOPUEHTHPOBAHHOCTE: 15 mpaBmi
KJINEHTOOPUEHTHPOBAHHOCTH.

9. OmnpeneneHne KINEHTOOPUEHTUPOBAHHOTO M KAYECTBEHHOTO CEPBHCA

10. Buyrpennwuii PR.

7.3.2. TunoBble KOHTPOJIbHO-U3MEPUTEJIbHbIE 33JaHUA NIPOMEXYTOYHOM aTTeCTalUuK JJI9
OLleHKU 3HAaHUM, YMEeHUH, HaBbIKOB U (WJIM) ONbITA AeATeJbHOCTH, XapaKTePU3yLIUX
sTanbl OPMUPOBAHMA KOMIIETEHIIMU B IIpOLiecce 0CBOEHUS 00pa30oBaTeIbHOM
NpOrpaMMbl

Kpamkue memoouueckue ykazanus no no020mogke K npoMediCymounol ammecmayuu (3a4€ty) B
npoyecce 0c80enUs 00paz08amenbHOl NPOSPAMMbL
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N3ydenne ydeOHOW IUCUUIUIMHBI NpPEAyCMaTpUBAeT cleayionire (opMbl MPOMEKYTOUHON
aTTeCTalUu: 3a4eT BO 2 CEMECTpeE JJIsi OYHOU U 3a04HOU (hopM 00yueHusl.

3auét sBusgercs GopMOI MPOMEKYTOUYHOTO KOHTPOJISI 3HAHUNA U YMEHHUH CTYJEHTOB IO JTaHHOU
JUCLIUIIIIMHE B 2 CEMECTPC, MOJYUCHHBIX Ha JICKHUAX, IMNPAKTUYCCKHUX 3aHATUAX U B IPOLECCE
camocrosTenbHO pabothl. [loaroroBka k 3auéTy cHocoOCTBYET 3aKpEIUICHHIO, YIIyOJIEHHIO U
00001IeHNI0 3HAHMIA, TTOTYYaeMbIX, B MPOIECCe OOYYCHHUs, a TaKKe NMPUMEHEHHIO WX K PEIICHHUIO
NpPaKTUYECKUX 3a7ad. ['0TOBACH K 3a4€Ty, CTYIEHT JHKBUAUPYET UMEIOIIUECs MpoOessl B 3HAHUSAX,
yrIIyOJsieT, CUCTEMaTH3UPYeT U yNOpsAA0YMBaeT CBOM 3HaHUSA. Ha 3auére CTyneHT neMOHCTpUpyer
TO, 9YTO OH MIPHOOPEI B Mporiecce 00ydeHHs 110 YICOHOM TUCITUTUINHE.

B mepuon moAarotoBkM K 3a4€Ty CTYAEHTHI BHOBb O0OpamaroTcs K y4eOHO-METOAMYECKOMY
MaTepHaly U 3aKpEeIUIIOT IPOMEXKYTOUHbIE 3HAHUS.

[Ipu moaroroBke K 3a4€Ty CTYAEHTaM LE€JIeCOOOpa3sHO MCIOIb30BaTh MaTepUabl JIEKIMH,
y‘~IC6HO-MeTOIII/I‘IeCKI/IC KOMIIJICKCHI, PECKOMCHAOBAHHLBIC IIPaBOBLIC aKThI, OCHOBHYHO n
JIONIOJTHUTENBHYIO JTUTEPATYPY.

Ha 3auér BeIHOCHUTCS MaTepHuan B 00bEME, IPeAyCMOTPEHHOM pabodel mporpamMMmoil yueGHoM
JUCHUIUIMHBI 32 CeMeCTp. 3au€T MPOBOIUTCS B YCTHOH (opme.

Benymmii janHy0 AUCHUILIMHY TPENOAaBaTelb COCTABISET OMIIETHI, KOTOPHIE YTBEP)KIAIOTCS
pykoBomutenem OIIOII u BkmowaroT B ceOsi Ba BOMPOCA BKIIOYAIOIINX CUTYAIlMOHHBIE 33]ayu.
dopMyTupoBKa BOIPOCOB COBMAAaeT C (HOpPMyITHMPOBKOW TEpeUHs PEKOMEHJOBAHHBIX JUIS
MOJTrOTOBKH BOTPOCOB 3a4€Ta, JTOBEIECHHOTO J0 CBEICHUS CTYIEHTOB HAaKaHYHE IK3aMEHAIIMOHHOM
ceccun. ConeprkaHue BOIPOCOB OJHOIO OmyleTa OTHOCUTCSA K PA3JIMYHBIM paszfesiaM MporpaMmbl ¢
TeM, 4YTOObI O0JIee OJIHO OXBATUTH MaTepuall y4eOHON TUCIUIIIMHBL.

B aymuropumn, rae mpoBOAMTCS YCTHBIA 3a4€T, TOJKHO OJHOBPEMEHHO HAXOIUTHCS HE Ooiee
IIECTH CTYJEHTOB Ha OJJHOTO MPEIoAaBaTelis, IPUHUMAIOIIETO 3a4ET.

Ha nmoarotoBky k orBety Ha Omiter Ha 3auéte orBoAUTCS 20 MUHYT.

Jns mpoxoxaeHust 3au€ra CTYACHTY HEOOXOIMMO HMMETh INpH ceOe 3a4eTHYI KHIDKKY H
NUCbMEHHBIE TPUHAUIKHOCTH. 3a4éT MNPUHAMAET IMPernojaBaTeNlb, UUTABIIMA  Y4eOHYIO
JUCLUIUIMHY B JIAaHHOM Yy4eOHOM moToke (rpynme). 3a HapylmleHWe IUCUUIUIMHBI W TOpsIKa
CTY/IGHTBI MOT'YT OBITh Y/IaJICHBI C 3a4éTa.

3aganus A1 MPOMEKYTOYHOH aTTeCcTAIINU

3ananue 1. Bamm HemocpeaCcTBEHHBIE TOJYMHEHHBIE MEXKIY C000i1 00CYKIAI0T U
BBICMEMBAIOT KJIMEHTA, KOTOPBIN OCTaBWII HAa HUX kaslo0y. KakoBwl Bamm neidcTBUs?

3aganue 2. 3BoHUT KiMEHT M OuUeHb pa3/ipaK€HHO KPUYUT HA Bac, MPUMEHSS Haxe
HEYMECTHYIO0 OpaHb, W3-3a OIIMOKH BAIIETO KOJIJIETH.

Bamu neiictBus?

3amanne 3. TypucTckas KOMIIaHWUSI TPUHSIM Ha pabOTy MOJIOAOTO M CIIOCOOHOTO
MeHekepa Mo mnpoaaxke (Tonbko 4Tto okoHuuBIIero PI'YTuC), KOTOpblii MHpeBOCXOAHO
cipasisieTcs: ¢ pabotoil. OH MpoBeN yKe HECKOJbKO MpPEe3eHTalMil TYpOB, U KJIMEHThI UM OYEHb
JIOBOJILHBL. BMecTe ¢ TeM OH Pe30K U 3aHOCYMB B OOIIEHUH C APYTHUMH paOOTHUKAMU, OCOOCHHO
¢ o0CITyKMBAIOUINM TepcoHaioM. PykoBoauTeNb KaX/Iblil 1€Hb MMOJIy4aeT TaKOTo poja CUTHAJbI,
a CerojiHs MOCTYMWJIO MUCbMEHHOE 3asBIIEHUE OT CEKpeTaps Mo MoBoay ero rpyoocru. Kakue
3aMeyaHus U KakuM o0pa3oM HEOOXOAUMO ClejaTh MOJOJOMY CHEIHAJIUCTY, YTOObl U3BMEHUTH
ero CTuiIb oOIIeHus B KoJutekTHBe? Kakue ycTaHOBKH HE0OXOUMO BHEIPUTDH B KOJJIEKTUB?

3aganue 4. Ha meperoBopax O clieIKE€ HOBBIM YYaCTHUK 3aMETHJI, YTO MEHEIKEp IO
mpojaxkaM oOpamraercss K y4JacTHHKaM He(POpMalbHO W HCIOJIB3YET «ThI»-O0palieHue.
[IpoKOMMEHTUPYHUTE JAHHYIO CUTYALMIO. Y KAKUTE, B KAKUX CIIy4asiX 3TO JAOMYCTHUMO.

3aganue 5. [lepeunciaure npuemsbl, KOTOPbIE TIOMOTYT 3aBOE€BATh IOBEPUE KIUEHTA.

3anmanue 6. IlepednicniuTe OCHOBHBIC MOBEIECHYECKHE OIMMOKUA COTPYAHHKOB PECTOpaHa,
KOHTAaKTUPYIOIUX C KJIUEHTOM.
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3amanue 7. OnummMTe OTKPBITYIO MO3y IMPHU JACIOBOM OOIIEHUU «COTPYAHHUK-KIUEHT.
OO0bsicHUTe, TOYEMY UMEHHO OHa Y eKkTHBHA.

3amanue 8. Ilepen MeHemkepoM KIMEHTCKOrO OTAeNa CTOUT 3a/Jada H3MEpeHus
KJINEHTOOPUEHTUPOBAHHOCTH COTPYIHUKOB oThena. Kakue MHCTpyMEHThl cepBHC-Au3aiiHa OH
MO>KET MPUMEHUTH?

3aganre 9. OAHUM U3 NPUHIMUIOB KJIMEHTOOPUEHTUPOBAHHOCTH SIBISICTCS SMIMATHS U
r1y0oKkoe MmoHMMaHue KiueHTa. Kakoil MHCTpYMEHT cepBUC-IU3ailHa COOTBETCTBYET aHHOMY
MIPUHIIAITY.

3amanue 10. YnpaBieHue KIMEHTCKUM OMBITOM WM customer experience — 3To. ...

3amanne 11. ChopmynupyiTe TpH KIFOUEBBIX KOMIETEHIIMH COTPYAHUKA KIMEHTCKOTO
cepBuca:

3amanue 12. Jlng kakux Iefedl COCTaBIISIOTCS CTaHJApThl KIMEHTCKOTO CEpBUCA B
KOMITAaHUH?

3ananue 13. Kakue pa3zensl BKIIOUEHBI B CTaHAAPThl 00CTYKUBAaHUS KJIMEHTOB?

3ananue 14. [lepeuncnuTe STanbl COCTaBIECHUS KIMEHTCKUX CTaHAAPTOB 00CTYKUBAHUS.

3amanue 15. MoXeT 1 COTPYAHHUK CEPBHCHOM CITY>KOBI OTKJIOHATHCS OT KOPIOPATHBHBIX
CTaHAapTOB?

3amanue 16. HazoBuTe mpu4MHBI, KOTOPBHIE HA Ball B3IV, 3aTOPMaKUBAIOT Pa3BUTHE
Ka4yeCTBEHHOro cepBuca B Poccun.

3amanne 17. CoTpyAHUKY KIHMEHTCKOTO CEpBHCAa MOCTABWIM 3a7ady OOy4deHUs KOJUIer
JUTS TIOBBIIIICHUS KauecTBa cepBrca. Kakne MHCTPYMEHTHI MOKHO €My ITOPEKOMEHIOBATh?

3ananue 18. Jlna xoHTposst pabOThl KOMIAHUHM HCHOJIB3YIOT OMpEeTIeHHbIE METPUKH.
Ilepeunciaute OCHOBHBIE U3 HUX.

3ananue 19. CoTpyaHUKY cIy>KObI KITUEHTCKOTO CepBHUCa MOCTaBJICHA 33a/laya PacCCUUTaTh
OCHOBHbIE METpUKH oTaena. [Ipemioxure kaHasbl, 10 KOTOPIM HEOOX0IUMO
B3aMMOJICHICTBOBATH JJI pacueTa METPHK.

3ananue 20. [lepeuncianTe OCHOBHBIE ACUCTBUS ISl BHEAPEHUSI CUCTEMBI KIIMEHTCKOTO
cepBHca.

3ananwue 21. [Iponaser obemaer OecruiaTHyro 10cTaBKy mpu 3akase oT 4 000 p., B
MPUIIOKEHUU 00 3TOM cooOIaeT KpynHbiid 6anHep. KineHt HabupaeT B KOP3UHY MPOITYKTHI —
4acTh U3 HUX BECOBbIE — U Jenaet 3aka3 Ha 4 100 p. [I[pumeuanue Ha CTpaHMIIE 3aKa3a:
«Baumanue. Bec HEKOTOPBIX TOBAPOB MOXKET OTKIOHATHCS B OOJBIIYIO MIIH MEHBIITYIO CTOPOHY.
OxkoHuaTenbHasi CTOMMOCTb TOBapoOB OyZAET ykazaHa B ueke». Kypbep 1ocTaBisieT mpoayKThl Ha
cymmy 3 987 p. (BecoBble MPOAYKTHI BHIILIHU JICHIEBIIE, YeM MIPH 3aKa3e), U B UeKe KIIMEHT BUIAUT
+ 200 p. 3a gocraBky. Oxkumanusi 0OMaHyThI, CEpBUC cpaboTan oTpuratenbHo. Kak MoxHO
WCIIPABUTH ATy OIINOKY.

3aganue 22. Knuent 10 net noapsn 3aka3blBall KO THIO POKICHUS TOPT B KOHJIUTEPCKOM
Ha yriy. ['otoBuum ero 3a Tpu qus. KoHIuTepCkas 3akpbliach, U KIIMEHT 00paliaeTcs K BaMm.
Bamr cpok u3roroiieHus — nATh JHeH. KnueHT HepoBoseH: «MHe paHble Jennainy 3a TpH,
MoYeMy BBI TaK HE MOXKETE, BbI IJI0Xas KoMmaHus». Kak MOXKHO UCTIPaBUTh ATY CUTYAIHIO.

3anmanue 23. KakoBa craHapTHas CTpyKTypa KJIMEHTCKOIO CEpBHUCA OHJIAMH.

3ananue 24. Kakue HTHCTpYMEHTHI aHATUTHKU MOYKHO HCIIOJIB30BaTh I pabOTHI C CAiTOM
KOMITaHUH.

3ananue 25. Kakue ciocoObl OIIaThl 1e1ecoo0pa3Ho MPeIoKUTh KIMEHTaM.

3amanwne 26. Kakue kanaiabl 00s13aTeIbHBI 17151 XOPOIIIETO KIMEHTCKOTO cepBuca’?

3ananue 27. [lepeuricnuTe BUABI CBSI3U, KOTOPBIE MOTYT OBITH YJJOOHBI KIIMEHTaM

3ananue 28. MarasuH TOBapoOB JIJid )KMBOTHBIX, B KOTOPOM 3a JeHb U3 S50 mokynarenei
35 3aka3bIBalOT 1O TeIeOHy (BXOAAIINE 3BOHKH KIMEHTOB U3 Tpymibl «BKonTakrey), a
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cpennuit yek nokynku — 800 p. Eciiu He 103BoHATCS Beero 10 KIMeHTOB, Bilajiesel] Mara3uHa
exenneBHo Oyzaet TepsaTh 8 000 p. B mecsu norepu coctassat 240 000 p. Ha paszroBop ¢ ogHuM
KJIMEHTOM 110 TeJe(oHy MpoaaBel] TPAaTUT MUHUMYM 5—7 MUHYT, TO ecTh 4 yaca pabodero
BpeMeHU B JIeHb. O4eBUIHO, YTO MPEATPUHUMATEI0 HE0OOX0IUMO Pa3BUBATh KaHAI TPOJAXK
1o tenedoHy, UHaue OH TepsAeT NPUOBLIL. UTO MOKHO MPEATIOKUTD JJISl PeLIEHUS ITOU
3anaun’?

3aganue 29. KakoBbl IperMMyIleCTBa OTAEIBHOIO KaHaja /sl 3BOHKOB OT KJIMEHTOB?

3ananue 30. Ceifuac B KOMIIAaHUM MOKHO YBUJETH cleaytoimue ¢ppassl: «oOpblil 1eHb.
ITo BTOpHUKaM MBI pabotaem ¢ 9 o 18. Celiuac yxe mo3H0, 1 Hac HeT B ouce. Mbl OTBETUM
BaM Ha o4ty 3aBTpa 10 12.00». Nnu tak: «Cnenuanuct 4ara orpedaeT 1mo oyaasm ¢ 9 o 18.
Mps1 06paboTaem Barie coobiieHre B Omkaimuii pabounii g1eup 10 odena. Oteer Oyxaer
OTTIPABJICH Ha e-mail, KOTOpkIi BBl yKa3anmy. KakuM 00pa3oM MOKHO UCIIPABUTH ATOT
HEOOCTATOK?

3aganue 31. Kakyro moibs3y HECYT JJIsl CEpBUCHOM KOMITAaHUU 4aT-O0O0THI.

3ananue 32. [{ns 607IbIMIMHCTBA TOTPEOUTENCH OMPENETSIONIYIO POJIb B TOKYIIKE UTPAeT
CKOpOCTBH nojydeHust ToBapa. 31 % mpeanoynTaeT rnojaydarh 3aKa3aHHOE B TOT XKe JACHb, 26 %
COTJIaCHBI MOJI0KIaTh HECKOJIbKO AHEH. [lepeuncnute KiroueBble KPUTEPUU KauecTBa
JIOCTaBKH.

3ananue 33. [laiiTe onpeneneHne TEpPMUHY «IIPOTpaMMa JOsIIbHOCTU»

3ananue 34. Kakue npo6ieMbl MOKHO PELIUTh C TOMOIIBIO IPOTPAMMBI JIOSIIBHOCTH?

3ananue 35. Kakue KOMIOHEHTBI COJIEPKUT IMOCTOSIHHAS IPOTPaMMBl JIOSUIBHOCTH ?

3amanne 36. Teopus mMOTpeOUTENBCKOTO TOBEACHMS MpeaiaraeT, 4ro MOTpeOUTens
CTPEMUTCSI MAKCUMU3UPOBATH

3amanue 37. HabGop neiicTBU, NpeANpUHUMAEMBIX IIOJbMHU TPH TOKYIKE H
MOTpeOJICHUU TOBAPOB (YCIyT) — 3TO

3ananue 38. LleHHOCTDH yCIYyTH, epCcoOHaNa, UMHIKAa KOMIIAHUU U CEPBUCA OTHOCAT K:

3anmanue 39. BocripuHMaeMblil pUCK U 0€CITOKOWCTBO OTHOCST K:

3ananne 40. CrocoOHOCTH pacmo3HaBaTh AMOIIMH, HAMEPEHHS, MOTHBAIMIO, >KEeNaHUS
CBOU M JIPYTHX JIFOJICH U YIPABISITH 3TUM — 3TO

Bonpocsl 1J11 mpoMe:KyTOUHOI aTTecTauuu B popMme 3auera (YCTHO) , IPOBOAUMOTIO BO 2
cemecTpe, 1o 010Ky

VYceayra u cepBuc.

OCHOBBI BBICOKOKJIACCHOTO CEPBHCA

YpoBHH ycryru: 5KOHOM, Ou3Hec, VIP

Muccus KoMIaHuH, OKa3bIBaIOLIEH KIIMEHTCKUN CEPBUC

ITonsiTve "BHYTPEHHETO KJIIMEHTA" B KOMIIAHUHU.

CBs13b KauecTBa CEpBUCA U YIPABIIEHUS BHYTPEHHUMH KIMEHTCKUMH OTHOIIEHUSMHU
Ponp nupexTopa o KIMEHTCKOMY CEPBUCY B CTPYKTYPE KOMITAHUU

Nk~ wWDd R

[TostHOMOYMS, OTBETCTBEHHOCTD U IMOKA3aTENN YCIEUTHON AESITENIbHOCTH JUPEKTOPA 110
KIIMEHTCKOMY CEPBUCY

9. IInanupoBaHHe JESITEIBHOCTH CEPBUC-IUPEKTOPA

10. Cuctema KOHTPOJIS VIS JUPEKTOPA 110 KIMEHTCKOMY CEPBUCY

11. YopasneHne MoTHBaLMEN COTPYJHUKOB KaK KOMIIETEHIUS TUPEKTOPA IO KIIMEHTCKOMY
CEpBUCY
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12. JlemoHcTparus "MOJIeIbHOTO TTOBEACHUS" ¢ KIIMEHTaMH KaK yIIpaBjIeHUE KaueCTBOM
cepBuca

13. MonenupoBaHue ciTy>KObl KIIMEHTCKOTO CEpBHCA

14. IlpnunHbBI BOSHUKHOBEHUSI IPETEH3UHN KIMEHTA

15. [Ipetensus: Buj coO CTOPOHBI KIIMEHTA U KOMITAHUU

16. busHec-nipoliecc ynpaBieHus IpeTeH3Hel B KOMITAaHUU

17. YupaBnenue kauecTBOM pabOTHI C IPETEH3UEH KIMEHTa

18. ®opMbl BHYTpEHHEH U BHEIIHEH OIICHKH KauecTBa 00CTyKUBAHUS KIIUECHTOB

19. ®axkropsl, BIUAIONINE HA MTOTPEOUTENHCKYIO JOSIBHOCT U YIIPaBIEHUE )KU3HEHHBIM
IIUKIIOM KJIMEHTa

20. /IBa moxoa K BHEAPEHUIO KAYECTBEHHOT'O CEPBHCA

21. HeoOxouMble YCIIOBUSI BHEPECHUS KAUECTBEHHOTO CEPBHUCA

22. Kaxk co31ath, pa3BUTh U OIEHUTH KIIMEHTOOPHUCHTUPOBAHHOCTE: 15 mpaBui
KIIMEHTOOPUEHTHPOBAHHOCTH

23. OnpeneneHne KIMEHTOOPUEHTUPOBAHHOTO U KAY€CTBEHHOTO CEPBHCA

24. Buytpennuii PR

25. OteHKa ypOBHS KIIMEHTOOPUEHTUPOBAHHOCTH KOMITAHUU

26. BHenpeHnue cucTeMbl yIpaBIeHUSI CEPBUCOM Ha YPOBHE OTJEIBHOTO OM3HEC-TIpoliecca U
Ha YPOBHE CUCTEMBI

27. TlokazaTens JOSILHOCTH KIMEHTOB

28. KoapummeHT TeKydecTH KIMEHTOB

29. BOBIICYCHHOCTH KIIMCHTOB

30. IToHsATHE TOTPEOUTETHCKON JTOSITHHOCTH

31. Buasl nosutbHOCTH. VI3MepeHue JIosTbHOCTH

32. Vcnionp30BaHUE OSUTBHOCTH s ONIPEIeICHHS TOTEHIINAala PhIHKA

33. DOMonMoHaNbHAS U PAllMOHANBbHAS COCTABISIONINE JIOSUTBHOCTH. UTO X0YeT MOKyIaTeb

34. Bnusiaue (pakTopoB yAOBIETBOPEHHOCTH U BOBICYEHHOCTH HA MPOJOIKUTEILHOCTD
OTHONICHUI C KITUEHTOM

35. @akTopHl, BIUSIONINE HA TOCTOSHCTBO KIMEHTA

36. YrpaBieHue )KU3HSHHBIM IIUKJIOM KJIHCHTA

37. OcHOBHBIE MTOKA3aTENN KAueCTBA yIEPyKAHHsI KIIMEHTOB

38. TloHsATHE OKU3HEHHOMW IEHHOCTH KIIMEHTA

39. Metoz pacuetra npuOBUIBHOCTH KIIMEHTA

40. AHanmu3 CTaTUCTHKH MPOJIaX JIJIS ONpeIeTICHIs IPUOPUTETHBIX HAIIPABICHUN Pa3BUTHS
KITUEHTCKOM 0a3bl

41. Matpuisl MUKpOCETMEHTAIINH: TPUOBLTH / TOTEHIIUAT, BRIPYYKa / pa3Mep U T.1I.

42. OmnpeneneHue MPHOPUTETOB B KIIMEHTCKON TIOJTUTHKE

43. OnTuMH3aIys pacxo0B Ha CIIyKOy MpoJIax U cepBUca

44. KIMeHTOOPUEHTHPOBAHHOCTh KaK KOHKYPEHTHOE TIPEUMYIIECTBO KOMITAHUU

45. PerpocniekTrBa cuctemsl SP

46. TpeOoBaHMsI K IEPCOHATY OTEIA MPOIAXK
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47. Ontumusanus npoaykra npu nomouu moaenu Hopuaku Kano. Orpannuenus
npumeHenus Mmoaenu Hopuaku Kano

48. Cucrtema peryisipHOTO YIIPABJICHUS HAJICKAIIUM CEPBHCOM

49. Bunsl mporpamMM NOOIIPEHHUS, UX MPEUMYIIECTBA U HEAOCTATKU

50. [Toompenne KOHEYHBIX MOTpeOUTEICH

51. [loomuipeHre TOProBoIpoOBOAALIEH LENH

52. [IpaBuia npoBeJeHUs IPOrpaMMBbl TOOLIPEHUS

53. KiroueBble omMOKY MpyU NPOBEAEHUN POTrPAMM MOOLIPEHUS OCTOSHHBIX KIMEHTOB.
YcrpaneHue ommook

54. IlnanupoBaHue NporpaMmbl NOOLIPEHUS

55. Mcnonb3oBaHue COBPEMEHHBIX TEXHOIOTMM MTPH pa3BUTUH JIOSIBHOCTU KIMEHTOB

7.4. MeToauyeckue MaTepUajibl, omnpeaessiioliue NPoUeAyPbl OLEHUBAHUS 3HAHMIA,
YMeHHI, HaBBIKOB M (MJIH) ONBITA JAeATEJbHOCTH, XaPaKTePU3YKOIIMX 3TANbI
(¢popMupoBanus KoMneTeHI .

[IpakTuueckoe 3aHaTHE — 3TO oLleHO4YHOE cpeAcTBo (manee OC), KOTOpOE CTaBUT MEpes
co00il 1enp yriyOJIEHHOrO OOCYXJEHHS CJIOXKHOM TeMbl Y4eOHOM mporpamMmbl, a TaK e
BBICTYNAeT crocoOOM MPOBEPKHU 3HAHHWM MOJIYYEHHBIX CTYACHTAMU IPH CaMOCTOSITEIbHOM
M3yYEHUU TEMbl U IyTEM Pa3BUTUS y HErO0 OPATOPCKUX CIIOCOOHOCTEW B XOAE€ OOCYXKICHUS
BOIIPOCOB MPAKTUYECKOro 3aHATUsA. B mpoliecce MOATOTOBKM K MPAKTHUECKOMY 3aHSITHUIO
CTYJICHT 4YepriaeT U 0000IIaeT 3HaHUSI M3 MaTepuaia Y4eOHMKOB, MOHOTpaduii, HOPMATHBHBIX
aKTOB, HAYYHBIX CTaTe€d U T.JA., PEKOMEHIYyEeMbIX Kadeapoil sl MOArOTOBKU K MPaKTUYECKOMY
3aHSTHIO.

B nporuiecce opranuszanum u npoBeaeHus JaHHON (GOpMBI 3aHATHS GOPMUPYIOTCS 3HAHUS,
YMEHHMsI, HaBBIKM W (WJIH) OMBIT JAEATEIbHOCTH, XapaKTEpU3YIOUIUN CIEIYyIOoIIUe dTarbl
KOMITETCHIINH

IIpakTnueckoe 3ansaTue 1.

Bun npaktuueckoro 3anatus: CeMuHap

Tema u copepxanue 3aHATHsA: CoBpeMeHHbINl KJIMEHTCKHH cepBHC Kak ¢opMma
YAOBJICTBOPECHHS NMOTPEOHOCTEH YeI0BeKa.

[IpakTueckoe 3aHsTHE, NMpEAycMaTpUBaroliee 00CyXIeHNE CTYJIEHTaMH HUCTOPHUYECKHUX
BOIIPOCOB BO3HUKHOBEHMSI U IBOJIIOLIMY CEPBUCHOM AESATEIbHOCTH.

Henb 3anatus: B mpolecce n3ydeHUs TEMbI CIEAyeT COCPEIOTOYUTHCS HAa TEPMHHAX U
MOHSTHUSX, UCIOJIB3YEMBIX B COBPEMEHHOH CEPBUCHOW AEATEIBHOCTU — «CEPBUC», «YCIyTran,
«cdepa 00CITy)KUBAHUSY», «KYJIbTypa CEPBUCA» U JIP.

[TpakTryeckue HaBblkM: CTyIeHTaM HEOOXOAUMO YSICHUTh OTIMYUTEIbHBIE OCOOCHHOCTH
yCIIyT B CpaBHEHHH, HAllpuMep, C TOBAPOM — UX HEOCA3aEMOCTh, MU3BMEHYHUBOCTh IO Ka4yeCTBY,
HEBO3MOXKHOCTb MX XpaHEHMs. Takke BaXHO YCBOWUTH IIPUHLMIBI U OTJIIMYUTEIbHBIE TPU3HAKU
CEpPBHUCHOM JESATEIbHOCTH.

Bomnpocsl, BBIHOCHMBIE Ha 00CYXKJIEHHE:

1. [TonsiTre 06 yciyre u CepBUCHOM 1€ATEIbHOCTH.

2. Ciepa ycayr B 001LIECTBEHHOM Pa3/IeIICHUH TPYAA.

3. OyHKIAHA cPEpPBI YCIYT.

4.Ilonstue "ycmyra".

5.0c00eHHOCTH PhIHKA YCIIYT.
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6.CocTaB otpacieit chepsl yCIIyr.

7.Cdepa ycnyr u popMupoBaHUE OCTUHAYCTPUATHLHOTO OOIIIECTRA.

8. @akTopsl pa3BUTHS ChEphl YCITYT.

st 3a04HOM popMbI 00yUeHUsI

[IpogomxuTensHOCTh MpakTHUecKoro 3aHsATus 1 mo Tteme CoBpeMEHHBIH KIMEHTCKHI
CepBUC Kak ¢opma yI0BIETBOPEHHs MOTpeOHOCTEH uenoBeka — 1 vac.

TectupoBanue — 1 yac.

IIpakTHyeckoe 3ansaTHE 3.

Bupn npaktuueckoro 3anartusi: Kpyrislil cTou

Tema u conepxkanue 3aHatus: BHepeHue KaueCTBEHHOIO CEpBUCa.

Lenp 3aHATHSA: U3YUUTH PA3TMYHbBIC TTOJXOBI K OIEHKE YCIYT.

[IpakTuueckre HaBBIKM: 3HATh O TMOBEACHUM TMOTpPeOUTENeH, KpUTEpHSIX KadyecTBa
nH(pOpMaIK B pa3BUTHH MOCTUHIYCTPUATLHOTO 00I1IeCTBa

Juis1 3a04HOM popMBbI 00yUeHHs

[IponomkuTeNnbHOCTh TIpaKTUYeCKoro 3aHsATus 1 mo teme BHeapeHune kauecTBEHHOTO
cepBuca — 1 yac.

VYerHblit onpoc — 1 yac.

IIpakTn4yeckoe 3ansTHe 5.

BI/I[[ IMPAKTUYCCKOI'0O 3aHATHA: CCMUHAP

Tema u conepskanue 3aHsATHSA: DakTOPHI, BIUAIONINE HA TOTPEOUTENHCKYIO JOSIHHOCTh
" YIIPABJICHUEC )KU3HCHHBIM TUKJIOM KJIMCHTA

3ananue A CeMHHAPCKOTO 3aHATHS:

CocraButh npe3eHTannto Ta TeMy «COBPEMEHHBIN CEpBHC B KOMMEpPLMHY». 3aJaHUE
MpeJroiaraeT aHaJu3 OAHOW M3 COBPEMEHHBIX KOMITAHUW C PACKPBITUEM BCEX OCOOEHHOCTEH
0o0cIy>)KMBaHUsI TIOTPEOUTENICH B TMpoIecce Mpoaaku ToBapay. [Ipesentanus cocrout u3 10-15
CIIalI0B.

]_IGJ'IB 3aHATUA: U3YYUTDb CCPBUCHBIC TCXHOJIOTWH B IIPOLECCE MPOaaK1 TOBAPOB.

[IpakTHdeckrie HaBBIKM: BIAJETh CHOCOOHOCTHIO TMOHMUMAaTh H  aHAJIU3UPOBATH
B3aMMOCBS3b O0CITY>)KHUBaHHSI U TOPTOBIIH.

st 3a09H0M popmbI 00yUeHHUsE

HpOI[OJ'DKI/ITeJ'IBHOCTI) MPAKTUYCCKOI'0 3aHATUA 1 mo teme q)aKTopI)I, BIIUSAOIIINUEC Ha
MOTPEOUTETHCKYIO JIOSUTPHOCTh M YIIPaBIEHUE JKU3HEHHBIM IIUKJIOM KIUeHTa — | gac.

YerHb1i onpoc — 1 yac.

IIpakTHyeckoe 3aHsATHE 7.
Bu npakTHuecKoro 3aHATHS: CEMUHAP
Tema u conepkanue 3anatus: Co3laHue U ayIuT KIMEHTCKOM 0a3bl KOMITAaHUU

1. [Iporniecc oOcmykuBaHHsT MOTpeOUTENEH CEePBUCHBIX KOMIUIEKCOB, €ro
OCHOBHbBIE (DOPMBI, METOIbI U TIPAaBUJIA OOCITYKUBAHHUSL.

2. CoBpemennble (opMbl 00CTyX HUBaHUs MoTpedurenei ycnyr. OCHOBHBIE
TUIIBI CEPBUCHBIX TTOCPETHUKOB, TOCPETHIUYECKUE U JOCYTOBBIE YCIYTH.

3. IIpaBoBoe oOecneuenue chepbl oOcmyxuBaHus. KamnoObl M MpeTeH3un
noTpeduTeneil, 3aluTa ux npas.
Lenpb 3aHATHS: U3YIUTH GOPMBI K METOJIbI OOCITY>KUBAHHSI B COBPEMEHHBIX X03HCTBAX.
IIpakTHyeckre HaBBIKM: BIAJETh HaBbIKAMU (OPMHPOBAHUS CEPBUCHOIO MNPOAYKTA U

OTHOILIEHHH C MOTPEOUTENIMU
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st 3a0uHOi (popMbI 00yUEeHUSA

[IponomxkutenbHOCTh MpakTHueckoro 3ansaTus 1 mo teme Co3aaHue U ayIuT KIMEHTCKON
0a3pl KOMIaHuu — 1 yac.

Ycerabiit onpoc — 1 yac.

[IpakTuueckue 3aHATHA NPOBOAATCA C MCIIOJIB30BAHUEM AKTHUBHBIX M MHTEPAKTHBHBIX
dopm oOyueHus:

1. Kpyraslii croa (muckyccems). [Ipaktuueckoe 3aHsaTHEe B (opMe JTHCKYCCHH
npeicTaBisieT co00i KOJUIGKTHBHOE OOCYKIEHHME KaKoro-nubo BOmpoca, MpoOIeMbl WU
COMOCTaBlIeHHEe HMHpoOpManuu, WJeH, MHEHu#, npeanoxeHuid. IlpenonaBarens 3apaHee
03BYYHMBAET TEMY JIMCKYCCHU M BOIPOCHI, HA KOTOpBIE OyneT HeoOXOOMMO OTBETHTh. B Xxoxe
JUCKYCCUM CTYIEHTHl BbIpaOaThIBAIOT MPUHIMIBI U TOAXOAbl K PEIICHHUIO IOCTAaBICHHOU
npoOJeMbl (BOpoca), T0Ka3aTesIbcTBa, 00OCHOBAHUS CBOEH MO3UIIMU, MAKCUMAIBHO UCIIONIb3YS
CBOM JINYHBIN OIIBIT.

Xapakrepuctuka OC. Kpyriablii cT0J, JHCKYCCHUSI SBJISIOTCS  OLIGHOYHBIMH
CPEICTBAMH, TMO3BOJSIOUIMMHU BKIIOYUTH OOYYAIOMIUXCS B MPOLECC OOCYXKICHUS CIIOPHOTO
BONpPOCa, MPOOJIEMbl U OIIEHUTh UX YMEHHE apryMEHTUPOBAaTh COOCTBEHHYIO TOYKY 3pEHUS.
JluckyccruoHHbIEe TPOLEAYPBI MOTYT OBITH UCIIOIB30BAHBI JJISl TOTO, YUTOOBI CTYIEHTHI:

— JydIlle TIOHSUIA YCBOSIEMbI MaTepual Ha (hoHe pa3HOOOpa3HBIX MO3UIIUN U MHEHUIL, HE
00s13aTeNIbHO JOCTUTrasi OOIEro MHEHUS;

— CMOINIM TOCTUYb CMBICI M3y4aeMOro MaTepuaia, KOTOpPBbI HMHOIZA YYyBCTBYIOT
UHTYUTHBHO, HO HE MOTYT BbICKa3aTh BepOaJbHO, YETKO U SICHO, WJIM KOHCTPYMPOBATH HOBBIN
CMBICJI, HOBYIO TIO3UIIMIO;

— CMOIJIM COIJIacOBaTh CBOK MO3MUIMIO HJIM JAECUCTBUS OTHOCHUTENIBHO OO0CYXIaeMOi
npoOIeMBI.

Ota ¢opma OTpaxkaeT OCOOEHHOCTH COBPEMEHHOrO MNpO(ecCHOHAIBHOIO OOLIEHHS B
npodeccuoHanbHol cdepe. CeMuHap-AUCKyCCHUS — TUATOTHYECKOE OOIIeHHE YJYaCTHUKOB, B
npoliecce KOTOPOro Yepe3 COBMECTHOE ydacTHe OOCYXKIAIOTCS U PEIIaloTCs TEOPETHUYECKHE U
pakTU4YecKre nmpobaeMbl Kypea.

Metoauka npumenennss OC 1 B3auMOCBA3b ¢ POPMHPYEMbIMH KOMIIETCHIIUSIMH.

Ha TakoM npakTU4ecKOM 3aHSATUHU OCYIIECTBISIOTCS COTPYAHUYECTBO U B3aUMOIIOMOIIb,
KOKIBIH CTYAEHT MMEET IPaBO HAa HWHTEIUIEKTYaJbHYI0 aKTUBHOCTb, 3aMHTEPECOBAH B
JOCTMDKEHUHM OOIIeH IeNu MPaKTUYeCKUX 3aHATHH, NPUHUMAaeT ydacThe B KOJUIEKTUBHOU
BbIpaOOTKE BBIBOJIOB M pELICHUWH. B yclIOBUSAX COBMECTHOM pabOThl CTYAEHT 3aHUMAeT
AKTUBHYIO TIO3UIIMIO.

Ha o0cyxaeHne BBIHOCSATCS Hambosee akTyalbHble NMPOOJIEMHBbIE BOMPOCHI M3ydyaeMOM
JUCHUIUINHBL. KaXaplil U3 y4acTHUKOB TUCKYCCUM JOJDKEH HAYyYUTHCS TOUHO BBIpaXKaTb CBOU
MBICIIM B JIOKJAJ€ WIH BBICTYIUIEHHMH IO BOIPOCY; aKTMBHO OTCTaMBaThb CBOIO TOYKY 3pEHUS,
apryMEHTHPOBAHO BO3pa)kaTh, OMNPOBEpPrarh OIIMOOYHYIO TO3UILHUIO, YTO (opMupyer
CHOCOOHOCTH JIOTHYECKH BEPHO U IOPUANYECKH IPAMOTHO CTPOHUTDH YCTHYIO U MUCHBMEHHYIO Peub,
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MOJIb30BATHCS MHOCTPAHHBIMU SI3BIKAMHM B LEISIX M3Y4YEHHS 3apyO€KHOTO OIbITA YIpPaBICHUS
KaJIpOBBIM INOTEHLIMAJIOM OPI'aHOB BJIACTH.

Kpowme Toro, nuckyccust mpuMeHseTcs U Kak MeToj] oOyueHus, U kak Gpopma oOyueHus u
3aKJIIOYAeTCs B KOJUIGKTMBHOM OOCYXICHHHM Kakoro-mmbo BoImpoca, MpoOIeMbl WU
COIOCTaBJICHUU H(POPMALIUU, UJIeH, MHEHUN, TPEI0KECHHH.

2. Ompoc. Omnpoc — 3TO CpeACTBO KOHTPOJIS, OPraHU30BAHHOE KaK CIelualibHas Oecena
npenojaBareniss ¢ OO0y4aromMMCS Ha TEMbl, CBSI3aHHBIE C M3y4yaeMOW JUCHUILUIMHOW, U
paccuuTaHHOE Ha BbISICHEHHE 00beMa 3HaHUM, 00ydarollerocs MO OINpeAeNICHHOMY pa3felry,
TeMme, npobsieme U T.m. JlJis MOBBIIIEHUS OOBbEKTHUBHOCTU OLEHKHU OMPOC MOKET MPOBOJUTHCS
rpynmnoi mpernojaaBareneit/sxcneproB. Kpurepun olieHKH pe3yabTaToB OMpPOca 3aBUCAT OT TOTO,
KaKOBBI 11€JIM TOCTABIIEHBI NIEPE]] HUM U, COOTBETCTBEHHO, OBIBAIOT Pa3HBIX BUIOB:

— UHIMBUTyaJIbHBINA OMpOC (IPOBOAUT MPENOABATEND);

— TPYIIIOBOI 0npoc (MMPOBOJUT IPyIIa SKCIEPTOB);

— ONPOC, OPUEHTUPOBAHHBIN HA OLIEHKY 3HAHUI;

— CUTYallMOHHBIN ONPOC, NOCTPOCHHBIN 110 IPUHLMILY PEIICHUS CUTYalH.

3. TecrupoBanue. TecT — 3TO cUCTEeMa CTaHAAPTU3NPOBAHHBIX 3aJ[aHHH, TTO3BOJISIOIIAS
aBTOMATHU3UPOBATh MPOLEYPY U3MEPEHUS YPOBHS 3HAHUN U YMEHUI 00y4aroerocs.

Onenka paldoThbl CTyIeHTa Ha NPAKTHYECKMX 3aHATHUAX OCYLIECTBISETCA IO
CJIELYIOIIUM KPUTEPHUSM:

OTaMYHO - aKTUBHOE y4yacTHEe B OOCYXIEHUH MpPOOJIEeM KaXIOro IPaKTHUYECKOIO
3aHATHSIA, CAMOCTOSITEIbHOCTh OTBETOB, CBOOOJHOE BIIAJEHHUE MaTepHalioM, IOJIHbIE U
apryMEHTHPOBAHHbIE OTBETHl Ha BOIPOCHI MPAKTHUUYECKOIO 3aHATHsA, y4acTHE B JUCKYCCHSX,
TBEPJI0€ 3HAHUE JIEKIIMOHHOTO MaTepuaia, 00s3aTeIbHON U PEKOMEHIOBAHHOM JOMOTHUTEIbHON
JUTEPATYPBIL, PETYISIPHAS TIOCEIAEMOCTD 3aHITHIM.

Xopomo - HEIOCTaTOYHO TIOJIHOE PACKPBITUE HEKOTOPBIX BOIPOCOB  TEMBI,
HE3HaYUTeNbHbIe OMMOKU B (POPMYIMPOBKE KaTeropuil M MOHATHUN, MEHbIIAs aKTUBHOCTh Ha
IIPAaKTUYECKOM  3aHSTHM, HEINOJHOE 3HAaHHWE JOIOJHUTENBHOW JIMTEPATyphl, XOpomas
IIOCEIIAEMOCTb.

Y10BJIETBOPUTEJIBHO - OTBETHl OTPAXKalOT B I1€JIOM I[OHMMAaHUE TEMBI, 3HAHUE
COJIep’)KaHUsl OCHOBHBIX KaTerOpuil W MOHSTHHA, 3HAKOMCTBO C JIEKIIMOHHBIM MaTepHalioM M
PEKOMEHJIOBAHHOM OCHOBHOM JIMTEpaTypoOH, HEAOCTAaTO4YHAas aKTHMBHOCTb Ha 3aHATHAX,
OCTAaBJISIIOIIAS HKENATh JIYYIIEro MOCENaeMOCTb.

HeynoBiieTBOPpUTEJIBHO - [ACCUBHOCTh HAa IPAaKTHYECKOM  3aHATHM, 4YacTas
HErOTOBHOCTh IIPM OTBETaX HA BOIPOCHI, IUIOXas ITOCEIIAEMOCTb, OTCYTCTBHE KayecTB,
YKa3aHHBIX BBIIIE I MTOJTy4eHus: 60jiee BHICOKMX OIIEHOK.

8. IlepeyeHb OCHOBHOW H JONOJIHUTEIbHOI Yy4eOHOW JMTEpaTypbl; NepevyeHb PecypcoB
HH(OPMANMOHHO-TEJIEKOMMYHUKALMOHHOM ceTH «HHTEepHETY, nepeYeHb
HH(OPMALMOHHBIX TEXHOJIOTHI, UCNOJIb3yeMbIX IIPH OCYHIIECTBJICHHH 00pa30BaTeJbHOIO
npouecca no JUCHUIVINHE (MOAYJII0), BKJIKYAs NepedyeHb MPOrpaMMHOI0 odecrnevyeHus U
HH(OPMALMOHHBIX CIPABOYHBIX cHcTeM ( IPH HEOOXO0AUMOCTH)
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8.1. OcHoBHas 1uTEpaTypa

1.Konomnéra, H. A. Cepsuc B coBpemenHoi kynbType / H. A. KonoruieBa. - Mocksa : JIupekr-
Menua, 2020. - 332 c. - ISBN 978-5-4499-0715-8. - Tekcr : snekrtponnsni. - URL:
https://znanium.ru/catalog/document?pid=1963318

2.CepBHUC: TEpMUHBI M TIOHATHSA : cioBapb / moa ped. O.5. I'olixmana. — Mocksa : UTHOPA-M,
2021. — 239 ¢. — (bubmuoteka cnoBapeit «<MHDPA-My). - ISBN 978-5-16-014474-0. - Texkcr :
anekTpoHHbIA. - URL: https://znanium.ru/catalog/document?pid=1167070

3.CtuknopH, M. CepBuc-au3aiiH Ha npaktuke: [I[poekTupoBaHue JTy4IIero KIMEHTCKOTO OIbITA :
npakTuaeckoe pykoBojactBo / M. CruknopH, A. Jloypenc, M. Xopmec, S. [lInaiinep. - Mocksa :
Aunprinaa [Ta6mumep, 2023. - 560 c. - ISBN 978-5-9614-8146-4. - Tekcr : anexkTponHsiid. - URL:
https://znanium.ru/catalog/product/2141007

4.CepBuc: opranu3zaniys, yrpanienue, MmapkeTunr : yueOHuk / E. H. Bonk, A. U. 3sipsiHoB, A. A.
Jlmmmuackas, H. B. XaputonoBa. — 3-¢ m3a. - Mocksa : JlamkoB u K, 2022. - 248 c. - ISBN
978-5-394-04914-9. - Teker : AJICKTPOHHBIH. - URL:
https://znanium.ru/catalog/document?pid=2141007

5.oyn, JI. IlepBokiacCcHBIM CEepBUC KakKk KOHKypeHTHoe mpeumymecrso / Illoyn I.,
EBcrurneesa U., - 8-e uza., non. u nepepad - Mocksa :AnpnuHa [1a6m., 2016. - 342 ¢. ISBN
978-5-9614-5692-9. - Tekcr : AJIEKTPOHHBIH. - URL:
https://znanium.ru/catalog/document?pid=610283

8.2. JlonoiHUTe IbHAS JIUTEpaTypa

1. Pesnuk, I'. A. CepBucHas nesrenbHOCTh : yueOHuK / [.A. Pe3nuk, A.M. Mackaesa,
0.C. Tlomomapenko. — MockBa : HNHOPA-M, 2021. — 202 c¢. — (Cpennee
npodeccuonansHoe oopazosanme). - ISBN 978-5-16-016211-9. - Tekcr : anmekrponssri. - URL:
https://znanium.ru/catalog/document?pid=1241803

2. Cepsuc Plus : nayunsrit )xypHai. - Mocksa : PI'YTuC, 2023.-T. 17, Ne 1 u 2. - 191 c.
- ISSN 1993-7768. - Teker : AJIEKTPOHHBIN. - URL:
https://znanium.ru/catalog/document?pid=2135408

8.3. IlepeueHb pecypcoB HH(OPMALMOHHO-TEJIEKOMMYHHUKALMOHHOM ceTn «AHTepHeT»

DneKTPOHHO-OMOMIMOTeYHas cucTeMa «Znanium.comy»:http://znanium.com/
Wudopmarmonnas cucrema «EarHoe OKHO JOCTyMa K 00pa30BaTeIbHBIM
pecypcam»:http://window.edu.ru/

Cayx0a TeMaTHYECKUX TOJKOBBIX cioBapeit «I moccapuii.py»:http://www.glossary.ru/
Hayunas snexrponnas 6udianoreka «KubdepJlenunka»:https://cyberleninka.ru/

8.4. Ilepeyenr mnporpaMMHOro oo0ecnmeyeHHsi, COBPEMEHHBIX NPO(ecCHOHAJBLHBIX 0a3
JAHHBIX U I/IH(l)OpMaIII/IOHHI)IX ClIpaBO4YHBIX CHCTEMaM

1. Microsoft Windows

2. Microsoft Office

3. baza nmamnbix «Poccwmiickuii Om3Hec-moptran «BazaRF.ruy» [mpodeccrnonanbhas 0asa
naHHbIX |: http://www.baza-r.ru/enterprises

4. Cnpapounas npaBoBas cuctema Koncynsrantlmoc

5. Hndopmannonnas cmpaBouHas cuctema «HTepHEeT-BepcHus CIPaBOYHO-TIPABOBOM
cucreMbl “I'apant”» (uH(OpM™ManmoHHO-IpaBOBOM mopTas «['apanT.py»). Pexum
nocryma: http://www.garant.ru
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6. DnexrpoHHO-OMONMHMoTeuHas cuctema ZNANIUM. Pexxum noctyna: https://znanium.com/
7. DnextpoHHO-OnOMMOoTeuHas cuctema BOOK.ru. Pexxum nocryna: https://book.ru/

8. HayuHo-TexHOJIOTHYECKAS nH(ppacTpykTypa Poccuiickoit denepanun

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

9. baza manneix MHcTHTyTAa HaydyHoW MH(pOpManuM Mo OOIIeCTBEHHHIM Haykam PAH
(MHUOH), npodeccuonanbHas 06a3a naHHbIX. bubmmorexka um. B.I'. bemmuckoro.
[TyreBoauTens 1Mo TmOMCKY Oubnuorpaduueckoir wuHpopmanuu. Pexum mocryna:
http://book.uraic.ru/project/poisk_katalogi/inion.htm

10. baza maHHBIX cepBUCHBIX HEHTPOB «CepBuCOOKC» (TMpodeccronanbHas 0a3a JaHHBIX).
Pexxum mocryma: https://www.servicebox.ru/

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

1. TpaguuuoHHasi JieKHUsi, KOTOpas TMPEIINOJIaraeT HAy4yHOE BBICTYIJIEHHE JIEKTOpa C
000CHOBaHHEM MPOLIECCOB U SBIECHUH, IPEAYCMOTPEHHBIX 00JIACTHIO JEKIIMOHHOTO MaTepHuaia.
Teopernueckue 3aHATUS (JEKLUMU) OpraHU3yrOTCs M0 mnoTokaMm. Ha nexuusax usnararorcs
TE€MBbl JUCLUHUILUINHBI, MPEAYCMOTPEHHBIE pabodeil MporpamMMmoii, akIEHTHpPYeTCs BHUMaHHE Ha
Haubosee MPUHIMIUATIBHBIX U CIOXKHBIX BOMPOCaX AUCIMILIAHBI, YCTAHABIMBAIOTCS BOIPOCHI
JUISL CAaMOCTOSITeTTLHOM TpopaboTku. KOHCIEKT JieKmuii sBiseTcss 0a30i MpU MOATOTOBKE K
MIPaKTUYECKHUM 3aHATUSAM, K 3K3aMEHaM, a TAK)K€ CAMOCTOSTEIbHON HAYYHOU 1€ATEIbHOCTH.
N3noxeHue JNEKIMOHHOTO Marepuajia PEKOMEHIYETCS IMPOBOJAWUTh B MYJIbTUMEIUMHON
dopme (mpesenTaruii). CMbIcioBasi Harpy3ka JEKIMH CMEIIAETCSI B CTOPOHY OT H3JIOKCHHS
TEOPETHUECKOro MaTepuasia K (OpMHUPOBAHUIO MOTHBAIIMN CAMOCTOSITEIBHOTO OOyUEHHUS uepes
MOCTaHOBKY TMpoOieM oOydeHus M TOKa3 MyTeill pemieHus MpodecCHOHATBHBIX MPOoOJIeM B
paMKax TOM WM WHOM TEMBEL. HpI/I 3TOM OCHOBHBIM MECTOJOM BCACHHSA JICKIIUHU SBJISICTCA MCETO/
POOJIEMHOTO U3JI0KEHHS MaTepHana.
2. Jlekuum — JMCKYCCHSl, B KOTOPOH CcoOJlep)KaHHWE TOAAETCS Yepe3 CEpPHI0 BOIPOCOB, Ha
KOTOPBIE CIIYIIATEIb TOJHKEH OTBEYATh HEMOCPEACTBEHHO B XO/I€ JIEKIUH;

- IPAKTUYECKUE 3aAHITHUS

[Ipaktrueckue 3aHsaTHs 10 AucHUIUIMHE «COBPEMEHHBIM KIMEHTCKUM CEPBHCH
MPOBOSTCS C IENbI0 MPUOOPETEHHs MPAKTUYECKUX HABBIKOB B 00JaCTH MapKETUHTa, OCHOBHBIX
CTpaTeruii U TaKTHK, KOMIUJIEKCa MaPKETUHTAa U MAPKETUHTOBBIX UCCIIEOBAaHUM.

[TpakTideckass paboTa 3aKiIrO4aeTcs B BBINOJIHEHUU CTYACHTAMHU, TOJ] PYKOBOJCTBOM
MpernojaBarenisa, KOMIUIEKCa YYEOHBIX 3aJaHui HANpaBJICHHBIX Ha YCBOGHHWE HAyYHO-
TEOPETUYECKNX OCHOB MAapKETHHTa, NPUOOPETeHHE TMPAKTUYECKUX HABBIKOB OBJAJICHUS
METOJaMH TPAKTHYECKOW paboOThl ¢ TPUMEHEHHWEM COBPEMEHHBIX HWH(GOPMAIIMOHHBIX U
KOMMYHHKAITIOHHBIX TEXHOJOTHA. BBIONTHEHUS mpakTH4ecKkoii pabOThl CTYEHTHI IPOU3BOJISAT
B MUCHBMEHHOM BHJE, B BHJC MPE3CHTAMA M JOKJIAJ0B, a Takxke dcce u pedeparoB. Otuer
MPEAOCTABIISACTCSA MPENOAABATENI0, BEAYIIEMY JaHHBIA MPEAMET, B DJIEKTPOHHOM M IE€YaTHOM
BHUJIC.

[IpakTudeckue 3aHATUSL CIOCOOCTBYIOT OoJiee TITyOOKOMY MOHUMAHHUIO TEOPETHUECKOTO
MaTepuaia ydeOHOTO Kypca, a TakKe pPa3BUTHIO, (OPMUPOBAHUIO W CTAHOBIICHUIO Pa3IMYHBIX
YPOBHEH  COCTABIAIOIIUX MPO(ecCHOHAIBHON  KOMIETEHTHOCTH  CTyJAeHTOB. (OCHOBOM
MpaKTUKyMa BBICTYMAIOT TUIIOBBIE 3aJa4d, KOTOPBIE JOHKEH YMETh peliaTh CICIHAIUCT B
obnacTu cepBUca Ha MPEANPHUATHIX TEXHUUECKOTO CEPBHUCA.

[Ipu wu3ydyenun mucuuranHbl «COBPEMEHHBIM KIMEHTCKUM CEPBUCY HCHOJIb3YIOTCS
CJIeIYIOIIME BUJIbI IPAKTUYECKUX 3aHSITHIM:
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1.Cemunap npennonaraer Oojee rIyOOKMH aHaIU3 TEM M BOIPOCOB, 3aTPOHYTHIX HA
nexuuu. CTyIAeHTaM Ipeagaraercsl MOArOTOBUTHCS K CEMUHApy B paMKax CaMOCTOSATEIbHON
paboTHI.

2. «Kpyramlii cTon»

"Kpyrasiii cton" npoBOAUTCS C LENbIO:

- KOMIUIEKCHOT'O 00CY/I€HUS1 COBPEMEHHBIX aKTyalIbHBIX IIPO0JIEM KypCa;

- PACCMOTPEHHUIO JUCKYCCHOHHBIX BOIIPOCOB U3 Kypca;

- OCMBICIICHHE W OO0OOIIEHHE OTEYECTBEHHOTO0 M 3apy0eXHOTO OmbITa IO KypCy.
"Kpyrnelii cron" xapakTepu3yeTcs BBIHECEHHEM Ha OOCYXICHHE IIUPOKUX TEOPETHKO-
IPAKTUYECKUX TEM, a TaKXKE€ aKTHMBHOCTBIO CTYJEHTOB, KaK B IOCTAHOBKE BOIIPOCOB, TaK U B
o011emM 00CYXAEHHUHU C TIPEoAaBaTEIIMU.

JUisi KOHCTPYKTHUBHOIO OOCYXJEHHMs TeMbl IpenojaBaTeib ONpEeIeNsieT Y3JI0Bble
po0JeMbl, TOTOBUT M MPOBOJUT METOJUYECKOE COBEIIAHUE, B XOJA€ KOTOpPOro obcykaaercs
IPOEKT JUCKYCCHUU M OIpefenseTcs MeToauKa nposeneHus "kpyrioro crona". LlenecooOpa3Ho
IPOBECTU KOHCYJIBTALMIO JIJIsl CTY/IE€HTOB, HA KOTOPOH MOPEKOMEH/J0BATh UM COOTBETCTBYIOIILYIO
JUTEpATypy MO TEME.

- CamocrosrenbHas padoTa 00yJaromuxcs
[lenpto caMoCTOSTENBHONW (BHEAyIUTOPHOH) paboThl OO0ydaromuxcs SBISETCS
oOydeHre HaBblkaM pabOThl ¢ HAyYHO-TEOPETUYECKOW, MEePUOANYECKOM, HayYHO-TEXHUYECKON
JUTEPATypod U TEXHUYECKOH JOKyMeHTaluued, HEOOXOTUMBIMHU sl YIiyOJIEHHOTO H3Yy4eHUs
JUCIUIUIMHBL «COBpEMEHHBINH KIMEHTCKUI CEpBUC», a TaKXK€ PAa3BUTHE Y HUX YCTOWUYMBBIX
CHOCOOHOCTEH K CaMOCTOATEIbHOMY M3YUEHHIO U M3JI0KEHHUIO MOTy4eHHOH HHPOpMALIUK.
OCHOBHBIMU 33JJa4aMi CaMOCTOSITEJIbHON padOThI 00yYarOIMXCs SABISIOTCA:
— OBJaJieHHe (PyHIaMEHTAIbHBIMU 3HAaHUSMM;
— HapaloTka mpo¢eCCHOHATbHBIX HABBIKOB;
— NpUOOpPETEHHE OIbITa TBOPUECKOM U MCCIe10BATENbCKON AEATEIbHOCTH;
— Ppa3BUTHE TBOPYECKONM WHHUIMATHUBBI, CAMOCTOATEIBHOCTH M OTBETCTBEHHOCTHU
CTYJEHTOB.
CamocrosaTrenbHass padoTa CTYyIEHTOB MO AucCHUILUIMHE «COBPEMEHHBIM KIMEHTCKUN
CEPBHCY» 00ECIIEUNBACT:
— 3aKpeIUleHHe 3HaHUM, I[IOJIYYEHHBIX CTYAEHTaMH B TpoOIecce JIEKIHOHHBIX H
MIPaKTUYECKHUX 3aAHATHUH;
— (opmHpOoBaHHE HABBIKOB pabOTHI ¢ MEPHOAMYECKON, HAYUHO-TEXHUYECKOH UTepaTypon
Y TEXHUYECKON JOKYMEHTAINH;
— TNpUOOpPETEHHE OIbITa TBOPUECKOM U MCCIeI0BATEIbCKON AEATEIbHOCTH;
— pa3BUTHE TBOPYECKON MHUIMATHUBBI, CAMOCTOSATEIBHOCTU U OTBETCTBEHHOCTH CTYZACHTOB.

CamocrosiTenpHas paboTa SBISIETCS 0053aTeIbHON JUTsl KaXKI0TO 00 Y4JaroIIerocs..

DopMBbI CAMOCTOATEIBHON Pad0ThI
[lepedyeHb TeM caMOCTOSATEIBHOW PabOTHI CTYACHTOB IO MOJATOTOBKE K JEKIIMOHHBIM U
NPAaKTUYECKMM 3aHATHSM COOTBETCTBYET TEMAaTHYECKOMY IUIaHy pabodeidl mporpamMmbl
JUCLIUATIIINHBI.
CamocrodrenbHas padoTa CTyIeHTa IPeJyCMaTPUBAET CIIEYIOIUE BUIbI PAOOT:
- IOJITOTOBKA pedepaToB U JIOKJIAI0B Ha 3alaHHYIO TEMY,
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- IOJITOTOBKA MPE3EHTALUI 110 ONPeAEICHHBIM BOIIPOCAM;
- U3y4eHHUE HayYHO! M HayYHO-METOAMYECKON 0a3bl MO MOCTaBICHHOM MPOOIeMaTHKeE;
- IOJIrOTOBKA I'payMuecKoro MaTepuaa 1o 3a1aHHoN TeMe.

10. MarepuajbHO-TeXHHYECKAas 0a3a, HEOOX0AMMAas JIJIsl OCYLIECTBJIEHHUS
00pa3oBaTeILHOIO MPOIEcca MO0 AUCHUILINHE (MOIYJII0):

VY4eOHble 3aHATHS N0 AUCHUIUIMHE «COBPEMEHHBIM KIIMEHTCKHN CEPBUC» TPOBOASTCS B
CJIETYIOIINUX 000PYTIOBAaHHBIX Y4eOHBIX KAOMHETAX:

Bun yueOHBIX 3aHATHIT 110
TUCIUIIIINHE

HaunmenoBanue 000pya0BaHHBIX y4eOHBIX KAOMHETOB, 0OBEKTOB
JUTSI IPOBEICHUST IPAKTHYECKUX 3aHATUH C ITIEPeUYHEM OCHOBHOTO

KOHTPOJIb,
IPOMEKYTOUHAs
aTTecTanus

0o0opynoBaHus
3aHsTHS JIEKLUOHHOTO yueOHast ayJUTOpHUs, CIIEHUAIN3UPOBaHHAs yaeOHas MeOenb
THUIIA, TPYNIIOBBIE U TCO: BHJICONIPOCKIIUOHHOE 000py10BaHNE/TIEPEHOCHOE
MHUBUAYaJIbHbIE BUJICONIPOEKIIMOHHOE 000PYA0BaHNE
KOHCYJIbTAllMM, TEKYIIUNA | JOCKa

3aHATHuA CCMHHApPCKOIo
THIIA

yt{e6Ha$1 ayJuTopusd, CliICHuaJIN3UPpOBAHHAs yqe6Ha;I MeOen

TCO: BHJICOMTPOCKIITMOHHOE 000pyI0BaHNE/TIEPCHOCHOE
BUJICONPOCKIIMOHHOE 000PYI0OBaHHE
JI0CKa

CamocTosrenbHas pabora
o0yyaromuxcs

MOMEILEHUE /ISl CAMOCTOSITENIbHON paboThlI,

crenyanu3npoBaHHas ydeOHas Mebens, TCO: BUACONPOESKIIMOHHOE,
o0opysoBaHue, aBTOMAaTU3UpPOBaHHbIE paboune MecTa CTYIEHTOB C
BO3MO>KHOCTBIO BBIXO0/1a B MH(POPMAaIMOHHO-
TEJIEeKOMMYHHUKallMOHHYIO ceTh "MHTepHeT", nocka;

[ToMemienne A CaMOCTOSTENBbHOW paOOThl B UYUTAIBHOM 3ajie
HayuHo-TexHnueckoit OnbIMOoTEKH YHUBEPCHUTETA,
crenuaiu3upoBaHHas y4yeOHas MeOenb aBTOMATHU3UPOBAHHbIE
paboune MecTra CTYJEHTOB C BO3MOXHOCTBIO  BBIXOJQ
UH(POPMALIMOHHO-TEIEKOMMYHUKAIIMOHHYI0O  ceTb «VHTepHeT»,
MHTEPAaKTUBHAS JIOCKa
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