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Aucm 1

YTBEPXIEHO:
Y4yenbiM coBeToM Bpicuieil mIKoJIbI cepBHrca
IIporokoa Ne 7 ot «17» auBapst 2025 r.

PABOYAS ITPOT'PAMMA
JUCHUIITIMHBI
F1.B.®T/l.1 COBPEMEHHBIH KJINEHTCKHH CEPBHUC
OcHoBHOI1 mpogeccuoOHAIBLHONH 00pa3oBaTe/IbHON MPOrpaMMbl BbIcIIero 00pa3oBaHusi —
npozpammel 6akanaspuama
no HanpagjeHuio noarorosku: 43.03.01 Cepsuc
Ha HanpaBJeHHOCTHh (Mpopuin): I[ugpossie cepsucwvt 011 dusneca
Ksanuduxkanus: daxkanaep
I'00 nauana noozomoexku 2025

Pa3zpaborumnk:

JOJDKHOCTD ydeHas creneHs u 3sanue, DO

Jlo1ieHT, BBICIIIEH IIIKOJIBI CEPBUCA K.2.H., Cokonoea A.II.

Paboyas nporpamma corJyiacoBana u ogodpena nupexkropom OITOII:

JIOJDKHOCTh ydeHas creneHs U 3sanue, PO

Houenm Boicueii wikonwl cepsuca K. m. H., Oouenm Jlemenes A. B.
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@r50¥80 DEIEPAJIBHOE TOCYOAPCTBEHHOE BIOIKETHOE OBPA30OBATEJIbBHOE CMK
2 R YEIP]:DKHEHVIE BBICIILIETO OBPA3OE‘1AHV[51 PIyTHUC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
oy TYPU3MA V1 CEPBUCA»
Aucm 2

1. AHHOTanUs pado4eil MPOrpaMMbl JUCUMILIMHBI (MOTYJIS)

Jucrunuaa b1.B.®T/I.1 «CoBpeMeHHBIN KIMEHTCKUNA CEPBUC» OTHOCUTCS K (haKysIbTa-
TUBHOW JMCIUIUIMHE BapUATUBHOM YaCTH MPOTrpaMMbl OakallaBpuara Mo HaIpaBICHUIO MOJIO-
toBKH 43.03.01 Cepsuc, npoduito «IludpoBsie cepBUCH AJ11 OU3HECAY.

Copep:xanre TUCHUIUIMHBI OXBATHIBAET KPYI BOMPOCOB, CBSA3aHHBIX ¢ 0a30BBIMH TPHUH-
nunamMu (opMHUpOBaHUS y OO0ydaronmxcs 0a30BbIX TEOPETHUECKUX 3HAHUUA B 0OJIACTH COBpe-
MEHHOTO KJIMEHTCKOTO CEpBHCAa M €r0 OCOOECHHOCTEH, pa3BUTHE HEOOXOIUMBIX MPAKTUYCCKHUX
YMEHHI U HaBBIKOB X MPUMEHEHUs B OyAylieil mpodecCuoHaNbHON AESITEIbHOCTH PA3INYHBIX.

JucuunianHa HanpaBieHa Ha popMUpOBaHUE CIEAYIOIUX KOMIIETEHIIUN BBITYCKHUKA!

IIK-1 Cnocoben k pa3pabOTKe U COBEPIICHCTBOBAHHIO CHCTEMbI KIMEHTCKUX OTHOIIIE-
HUH C y9eTOM TpeOOBaHUN MOTPEOUTEINS; B YACTH HHIUKATOPOB JOCTHKCHUS KOMITCTCHITHH

[IK-1.1. (ITpumeHseT KIMEHTOOPUEHTHUPOBAHHBIE TEXHOJOTUU B CEPBUCHOM AESITENBHO-
CTH),

[TK-1.2. (OcymecTBasieT pa3pabOTKy CUCTEMbI KIIMEHTCKUX OTHOILICHUH),

[1K-1.3. (OueHuBaeT BO3MOKHOCTb COBEPIIICHCTBOBAHUSI CUCTEMBI KIIMEHTCKUX OTHOIIIE-
HUHN).

OO6mast TpyI0eMKOCTh OCBOCHHS AUCHUILTUHBI «COBPEMEHHBIN KIIMEHTCKUN CEPBUCY CO-
CTaBJISIET 2 3a4ETHBIX €IMHUL, 72 YacoB, IPOAOIKUTEILHOCTRIO 18 HEeNnb U NpeaycMaTpuBaeT
MPOBEJCHNE yYEOHBIX 3aHATUN CIENYIOIIMX BHJIOB: JIEKIHS C MYJIbTUMEIUMHBIMHU TMpe3eHTa-
[USMH, PAKTUICCKUE 3aHIATHS B ()OPME HHTEPAKTUBHOTO MPAKTUICCKOTO 3aHATHUS C UCIOB30-
BaHHWEM KOMIBIOTEPHOI TEXHUKHU, CAMOCTOATEIbHAs paboTa 00yJaroIuXcsl.

[TporpamMmmMoit AUCIUTUIMHBI MPEYCMOTPEHBI JIEKITMOHHBIC 3aHATUA — 16 4acoB, MpPaKTH-
yeckue paboTel — 16 "yacoB, caMocTosTeNbHas paboTa cTyneHTa — 36 4acoB, KOHCYJIbTAIlUU — 2
yaca ¥ IPOMEXYTOUHas aTTecTalus — 2 Jaca.

[IporpaMMoil TUCHUIIIMHEL, 7S 3a09HON (POpMBI O0YYEHHS MPETyCMOTPEHBI JEKIIMOH-
HbIE 3aHATHA — 4 yaca, MpaKTU4YecKre paboThl — § YacoB, caMOCTOSTENIbHAs padoTa CTyIEeHTa —
56 yacoB, KOHCYJIbTAllMU — 2 Yaca ¥ MPOMEXYTOYHAas aTTecTanus — 2 yaca.

Henpto u3yuenust nucuurinabl «COBPEMEHHBIN KIMEHTCKUN CEpBUCY sBIsieTCs (popmu-
poBaHME y 00y4arommxcsi 6a30BBIX TEOPETUUYECKUX 3HAHUM B 00JACTU COBPEMEHHOTO KJIHEHT-
CKOT'0 CepBHCa M €r0 0COOEHHOCTEH, pa3BUTHE HEOOXOIUMBIX MPAKTUUECKUX YMEHUU U HABBIKOB
UX MpUMEeHEeHus B Oynyiel npodeccuoHANbHON ASSITENFHOCTH PA3TUYHBIX MPEAMETHBIX 00Jac-
TAX.

[Iporpammoii mpeaycMOTPEHBI CIAEAYIOMINE BUABI KOHTPOJS: TEKYIIMM KOHTPOJIb ycCIe-
BaeMOCTH B ()OpME TECTOB W 3aIUTHI MPAKTUIECKUX PAOOT, KOHTPOJb BHITTOJHEHHS] CAaMOCTOS-
TeTbHOU pabOThl HA CEMUHAPCKUX 3aHATHAX B Gopme "Kpyriblii cton" c mpeseHTtanueit, mpo-
MEXYTOYHAas aTTecTalus B opme 3auera BO 2 ceMecTpe Ik OYHOM U 3a09HOM (HOpM 00yUdeHHs.
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Aucm 3

2. IlepevyeHb MIIAHUPYEMBIX Pe3yJIbTATOB 00yUE€HHS MO AUCHHUILUIUHE (MOIYJII0), COOTHECEH-
Hbl€e ¢ IVIAHUPYEMBIMHU Pe3yJIbTATAMH 0CBOEHHS 00pa30BaTeIbHOI NPOrpaMMbl

Ne NHunekc [Tnanupyemble pe3yabTaTbl 00ydeHUs
NI | KOMIETCH- (KOMITeTeHLINHU, UHAMKATOPA JIOCTUKEHNS KOMIIETEHIINH )
L[UU, UH]U-
Karopa J0c-
THKEHUS
KOMIIETEH-
U

1. ITK-1 CrniocobeH K pa3paboTKe M COBEPLICHCTBOBAHUIO CUCTEMbI KJIIMEHTCKUX OT-
HOILLIEHUH C y4eTOM TpeOOBaHUI MOTpEOUTENS B YaCTH:

[IK-1.1. ITpumeHsieT KIMEHTOOPUEHTUPOBAHHbBIE TEXHOJIOTUU B CEPBUCHOMU
JesTeNbHOCTH

[1K-1.2. OcymecTBisieT pa3paboTKy CUCTEMBI KIIMEHTCKAX OTHOIICHUH
[IK-1.3. OueHuBaeT BO3MOYKHOCTh COBEPIICHCTBOBAHUS CUCTEMBbI KIMEHT-
CKMX OTHOILICHHH.

3. Mecro gucuumiunbl (Mmoay.as) B crpykrype OII OII:

Huctunnuna b1.B.OT/.1 «CoBpeMeHHBIN KIUEHTCKUNA CEPBUC» OTHOCUTCS K (haKysIbTa-
TUBHOW TUCHMIUIMHE BapHMAaTUBHOW 4yacTH MporpaMMmbl OakalaBpHara Mo HalpaBJIEHUIO MOJro-
toBKH 43.03.01 Cepsuc, npodumto «IludpoBsie cepBUCH 11 OU3HECAY.

Nzyuenne nucuuruinabl «COBPEMEHHBIM KIMEHTCKUN CEPBHUCY JIOJIKHO CIIOCOOCTBOBAThH
Pa3BUTHUIO OCHOBHBIX NMPO(ECCHOHAIBHBIX KOMIETEHUNH, HEOOXOIUMBIX JUIsl U3y4EHUs Mocle-
JYIOUIMX JUCHUIUIMH OCHOBHOM 0Opa3oBaTelibHOW Mporpammsl OakanaBpuara, 43.03.01. «Cep-
BUCY, poduitto «{udpoBrie cepBUCH 17151 OM3HECaY.

OCHOBHBIE TIOJIOKEHUS JUCLUIUIMHBI JTOJKHBI OBITh MCIOJb30BAaHBl MPU MPOXOXKJIECHUU
VY4eOHOH MpaKkTHUKHU.

4. O0beM AUCHUIIMHBI (MOYJIs1) B 3a4e€THBIX eIHHUIAX ¢ YKA3aHHEM KOJIUYeCTBa aKaje-
MHYECKHX YaCOB, BblJIeJIEHHBIX HA KOHTAKTHYIO padoTy 00y4yaomuxcsi ¢ npenojaBaresieM
(mo BuAaM yueOHBIX 3aHATHII) U HA CAMOCTOAITE/ILHYIO PA00Ty 00y4aroIMXcs

OO01mast TpyA0€MKOCTh AUCHIHUTUIMHBI COCTABISIET 2 3a4eTHBIX eUHUIL / /2 aKaJ.4acos.

Ounas popma o0yueHust

Ne n/mt Bunpl yueOHOM AedaTenbHOCTH
Cemectpsl
Bceero 2

1 KonTtakTHasi pa6oTa 00y4yamoumxcs 36 36
B TOM YHUCIIE: - -

1.1 3aHATHS TEKIIHOHHOTO THIIA 16 16

12, 3aHsTHsI CEMUHAPCKOr0 TUIIA, B TOM YHCJIE: 16 16
CemuHapbl
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P _ VUPEXIEHME BbICIIET'O OBPA3OBAHVI PIYTVC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
pryTHC TYPU3MA V1 CEPBUCA»
Aucm 4
JlaGopaTopHbie pabOThI
[IpakTHyeckue 3aHsATHS 16 16
13. KoncyabTanum 2 2
14. IIpomeskyTouHas aTTecTaUMSA
2. CamocTosiTeIbHAasi PpadoTa 00yYalommXxcst 36 36
3 3auer
DopmMa NPOMEKYTOUHOI aTTecTannu (3a4eT, IK3aMeH) 2 2
4 OO0masi Tpy10€eMKOCTh qac 72 12
3.e. 2 2
3aounas popma o0yueHus
Ne n/m Bujbl yueOHOM AeATeILHOCTH
Cemectpsl
Bcero 2
1 KonTakTHas padoTa o0y4yaomuxcs 16 16
B TOM YHCIIE: - -
11 3aHATUS JEKIIMOHHOTO TUIA 4 4
12, 3aHsATUS] CEMUHAPCKOTO TUTIA, B TOM YHCIIE: 8 8
CeMuHapbl
JlaGopaTopHble paboThI
[pakTHuecKue 3aHsTUS 8 8
13. KoncyabTanun 2 2
1.4. IIpome:kyTouHas aTTecTanus
2. CamocrosnTebHas paboTa 00y4aroUIMXCst 56 56
3 3a4er
dopmMa NPOMeKYTOUYHOM aTTecTanuu (3a4eT, IK3aMeH) 2 2
4 OO0uiasi TPy10€eMKOCTh yac 72 72
3.e. 2 2
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DENEPAJIBHOE TOCYJAPCTBEHHOE BIOJI)KETHOE OGPA30OBATEJIbHOE
YUYPEXIOEHME BbICIIEI'O OBPA30OBAHVIA

«POCCUVICKVV TOCYJAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUCA»

CMK
PIYTUC

Aucm 5

5. Conep:xaHue TMCUUIIMHBI (MOYJIfA), CTPYKTYPHMPOBAHHOE 110 TeMaM (pa3jieiaM) ¢ YKa3aHHEM OTBeJeHHOr0 Ha HUX KOJIMYEeCTBA aKaJleMH-
YeCKHUX YaCOB M BU/JI0B YUeOHBIX 3aHATHI

o4yHas popma 00y4yeHuUs

X HaumenoBanue paszaena HanmenoBanue Bupl yaeOHBIX 3aHATUN 1 HOPMBI UX MTPOBEACHUS
2 TeM JIEKIIHH,
: NPAKTHYECKHX KonTakTHas pabora oOydaromuxcsi ¢ mpernoaaBa- 9 2 E:.?
5 pabotr, mabopa- TeJIeM = | & 2,
c;)( TOpPHBIX  pabor, . . g = =Q
o cemunapos, CPO 23| = . E L0 5l s =231 5| s s 2
S 5| 28 E5EEcs| 2| 288E¢ciT| &l 2L
5 & T X oI gx EE|l 8|l og8=Es90d 3| oK o =
T 5 SE|OERSREE |6 ERERIZ| 6|06 &
1,2 Poab kimenTckoro cepsuca B | 1. CoBpeMeHHBIH | 2 TpanuuuronHas 2 | Cemunap 4 | CamocTosiTeIbHOE
AeATeJbHOCTH KOMIIAHUU KJIMEHTCKUN cep- JEKIHS U3Y4YeHHE  MarTe-
BUC H €ro 0co- puana, MoJIroTOB-
OeHHOCTH Ka K TIpaKTHye-
CKOMY 3aHATHIO C
UCMOJIb30BaHUEM
9BbC
3,4 2. VYmupasnenue | 2 Tpaguimonnas 1 | Cemunap 5 | CamocrosTenbHoe
MIPETEH3UAMU TeKIHS U3yyeHHe  mare-
KITUCHTA puana, MOJIroTOB-
Ka K IpaKTuye-
CKOMY 3aHATHIO C
UCTOJIb30BaHUEM
OBC. [Togroroska
K TECTUPOBAHHUIO.
KonTpoabnas 1 | AyauTopHoe
TOo4Ka 1 TEeCTHPOBaHHE
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DENEPAJIBHOE TOCYOAPCTBEHHOE BIOJI>)KETHOE OBPA3OBATEIIbHOE CMK
R YLIP]:DK):[EHV[E BBICIHETO OBPASO]%AHVISI PTYTUC
«POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
Aucm 6
5,6 Bueapenue cucrembl ynpaB- | 3. BHenpenue ka- Jleknus-nuckyccus Kpyrusiii cron CaMoCTOSTEILHOE
JIEHUSI KaUueCTBEHHBIM Cep- YEeCTBEHHOTO Cep- W3YYCHHE  MarTe-
BHCOM BHCA puaia, MoJIroToB-
Ka K TMpaKkTude-
CKOMY 3aHSTHIO C
HCIIOJIb30BAHUEM
OBC.
7,8 YupasieHue kauectBoM cep- | 4. Dopmbl BHYT- Jlexuusi-gucKyccus Cemunap CamocTosiTenbHOe
BHCHOTI'O MOBEJeHHsI COTPYA- | pEHHEH U BHeUI- W3YYCHHE  MaTe-
HHKOB HEel OIIeHKH Kadye- puaia, MOJIroTOB-
CTBa O0OCTyXHBa- Ka K TpaKTH4e-
HUS KIIUEHTOB CKOMY 3aHSTHIO C
HCIIOJIb30BAHUEM
OBC. IloaroToBka
K YCTHOMY OIIpO-
Cy
KonTpoabHnasn Ycerueiii  on-
TOYKA 2 poc
9,10 | IMorpeduTeabCKAS JOSIb- 5. dakTopsl, Jlexuusi-nucKyccus Cemunap CamocrosiTenbHOe
HOCTh. [IpuBieyenne u BITUSIIOIIUE HA TI0- U3YYCHHE  Mare-
ylep:kaHue KJIHEeHTOB TPEeOUTETBCKYIO puaia, mOJIroTOB-
JIOSTEHOCTH " Ka K TMpakTHde-
yIpaBIeHUE >KU3- CKOMY 3aHSTHIO C
HEHHBIM  ITHKJIOM HCIIOJIb30BaHUEM
KJIMEHTA 9bC
11,12 | KnuenroopuentupoBanHocTh | 6.  HMcnonb3oBa- JIekuMs-quCKycCHs Cemunap CamocrosTensHoe

KaK KOHKYPEeHTHOe NpeumMy-
IeCTBO KOMIIAHUM

HHE COBPEMEHHBIX
TEXHOJIOTUN B

U3y4YeHHE  MarTe-
puasa, IOJAroTOB-
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DEJEPAJIBHOE TOCYOAPCTBEHHOE BHOJI>)KETHOE OBPA3OBATE/IbBHOE CMK
,{,, N YqP}:DK):[EHV[E BBICIIIETO OBPABO]%AHVISI PITYTUC
{ «POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
Aucm 7

KIIMECHTCKM Ccep-

Ka K IIpaKTH4eC-

BHUCE CKOMY 3aHATHUIO C
UCIOJIb30BaHUEM
OBC.
IToaroroska K
YCTHOMY OIIPOCY.
KoHnTtpoJsbHas Ycrueiii  on-
TO4YKa 3 poc
13, 14 | TexHo0THSI CO3TAHUS U 7. Co3manue u |2 JlekuMsi-IuCKyCCHs Cemunap CamocrosTenbHOe
ynpaBiieHHsl KIUEHTCKOM 0a- | ayAUT  KJIMEHT- U3ydeHHe Mmare-
301 CKOW 0a3bl KOM- puana, MoJIroToB-
MaHUH Ka K TpaKTH4e-
CKOMY 3aHATHUIO C
WCTIOJIb30BaHUEM
ObC
15, 16 8.  Texuomoruu | 2 TpagumonHas Cemunap CamocrosTenbHoe
VIIPaBJICHUST KIJIH- TIeKITHST U3ydeHHe  Mmare-

E€HTCKOI1 0a30it

puana, MoJAroToB-
Ka K IpaKkThye-
CKOMY 3aHSTHIO C
HCITOJIb30BaHUEM
OBC.
IToaroroBska K
YCTHOMY OIIPOCY

KoHnTpoJubHasn
TO4KA 4.

YerHBI  Om-
poc

KoncynbTanus cryaeHTOB
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YUYPEXIOEHME BbICIIEI'O OBPA30OBAHVIA

«POCCUVICKVV TOCYJAPCTBEHHBIVI YHUBEPCUTET

TYPU3MA 1 CEPBVICA»

CMK
PTYTVIC

Aucm 8

IIpomeskyTOoUHAs aTTecTAUMS — 3a4eT — 2 yaca

st 3a04HO# popMBI 00yUeHHS:

HanmenoBanue pasnena HaunmenoBanune Buybl yueOHBIX 3aHATHH B (POPMBI UX ITPOBEICHHS
o TEM JICKITUM,
§ MPAKTHUCCKIX KonrakTHas pabora o0y4arommxcs ¢ mpenojana- 5| & =
= pabor,  mabopa- | T¢IM = QE( @ §(
% TOpHBIX ~ pabot, | & . I . E" % § Sg?
53 cemunapos, CPO 52| &0 58 - = I & = | &
5 5= = % = o g F o < S = c%( =
& w = w5 = z 3 ® T 2 =
o E 9| s = < = d s E K Bl 8| & | =
5 E5| 2 E %5 9 3 EEo = =
z TE|SSEE Sig%3sx | E| &8 5E
T S 5|6 R8ES {6 RE8SE |=Z|6|CT|60
1/2 Poab kimenTckoro cepuca B | 1. CoBpemeHnHsiit | 1 TpaguuuonHas 1 CemuHap 7 | CamocrosaTenbHOE
AeSITeTbHOCTH KOMIIAHUHU KITMEHTCKUN ~ cep- JEKIHS U3ydeHHe  Mmare-
BUC M €ro 0co- puana, MoJroToB-
OeHHOCTH Ka K TMpaKkThye-
CKOMY 3aHATHUIO C
WCTIOJIb30BaHUEM
3BC
1/2 2. VYmpasneHue 7 | CamocrosaTenbHOE
MIPETEH3UIMHU U3ydeHHe Mmare-
KJIUEHTa puana, ¢ HUCIOJb-
3oBannemM  OBC.
[ToaroroBka K
TECTUPOBAHUIO.
KonTpoabnas 1 AyauTopHoe
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®EIEPATIBHOE TOCYIAPCTBEHHOE BIO[PKETHOE OBPA30OBATEJIbBHOE CMK
_ VUPEXIIEHVE BbICILIETO OBPA3OBAHVISI PTYTVIC
«POCCUNCKUNTOCYOJAPCTBEHHbBIV1 YHUBEPCUTET
TYPU3MA 1 CEPBVICA»
Aucm 9
TO4YKAa 1 TeCTHPOBaAHME
1/2 Buenpenue cuctems! ynpaB- | 3. Buenpenue ka- | 1 Jlexuus- 1 Kpyraslii cTon CamocrosiTenbHOe
JIEHMSl Ka4eCTBEHHBIM cep- 4ECTBEHHOI'O Cep- JUCKYCCHUS U3ydeHue  Mmare-
BHCOM BHCA puana, MoJIroTOB-
Ka K TpaKTH4e-
CKOMY 3aHATHUIO C
UCIIOJIb30BaHUEM
OBC.
1/2 YnpasieHnue kayecTtBoM cep- | 4. Popmbl BHYT- CamocrosTenbHOe
BHCHOI'O NTOBEJeHUs COTPYA- | pEHHEH M BHEII- U3ydeHue  Mmare-
HHUKOB Hell OLeHKH Kaue- puana, ¢ UCIOJb-
CTBa O0OCTyXHBa- 3oBannem OBC.
HUS KIMEHTOB [TonroroBka K
YCTHOMY OIIPOCY
KoHuTpoJubHasn 1 YcrHblii  on-
TOYKA 2 poc
1/2 IHoTpednTeabcKkas JOAIb- 5. @axkropsl, | 1 Jlexuus- 1 Cemunap CamocrosATensHOE
HocTh. [IpuBieyeHue u BIIMAIOIIUE HA T10- JUCKYCCHUS U3ydeHHe  Mare-
yaepikaHHe KJIUEHTOB TPEOUTEIBCKYIO puana, MOJroTOB-
JOSATIBHOCTb u Ka K IpaKTuye-
YIPaBIECHUE KU3- CKOMY 3aHATHUIO C
HEHHBIM  ITUKJIOM HCII0JIb30BaHNEM
KJINEHTA ObC
1/2 KauentoopuentupoBannocts | 6.  Hcnonb3osa- CamocrosiTenbHOe

KaK KOHKYPEHTHOe Ipeumy- HHE COBPEMEHHBIX
IEeCTBO KOMIIaHUM TEXHOJIOTUN B
KJIMEHTCKOM  Cep-

U3Y4YCHHE  MarTe-
puaiia, ¢ UCIOJb-
soBauueM ObC.
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OEIEPAJIBHOE TOCYJAPCTBEHHOE BIO/I>)KETHOE OBPA3OBATEJIPHOE CMK
_ VUPEXIIEHVE BbICILIETO OBPA3OBAHVISI PTYTVIC
«POCCUNCKNUN TOCYOAPCTBEHHbBIV YHUBEPCUTET
TYPU3SMA "1 CEPBUCA»
Aucm 10
BHICE IToaroroska K
YCTHOMY OIIPOCY
KoHnTtpoJsbHas 1 Ycrublii  on-
TO4YKa 3 poc
1/2 TexHoorus co3aanus u 7. Co3gaHue H Jlexnms- 1 CemuHap CaMOCTOITEIBHOE
ylpaBJieHHs KJIMEHTCKOi 6a- | ayauT KJIUCHT- JIUCKYCCHUS W3y4eHUue Mare-
300 CKOM 0a3bl KOM- puana, MmoJaroToB-
[MaHUH Ka K TMpaKkTude-
CKOMY 3aHSTHIO C
HCII0JIb30BaHUEM
9bC
1/2 8. Texnomorun CamMocTosTeIbHOe
yIpaBJiICHUST KIIU- W3y4eHue Mare-
€HTCKOH 0a3oii puana, ¢ HUCIOJb-
3oBanueM ObC.
IToaroroska K
YCTHOMY OIIPOCY
KonTpoabnas 1 YerHblii  on-
TouKa 4. poc

KOHch'l])TalII/Iﬂ CTYACHTOB

IIpomexyTouHas aTTecTaums — 3a4eT — 2 yaca
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OEJEPAJIbBHOE TOCYOJAPCTBEHHOE BIO/IKETHOE OBPA3OBATE/IBHOE
Y‘H’E)KHEHV[E BBICIIETO OBPA30OBAHI

«POCCUUCKUW TOCYTAPCTBEHHBIVI YHUBEPCUTET
TYPU3MA 1 CEPBVICA»

CMK
PIYTUC

Aucm 11

6. IlepeyeHb y4eOHO-METOAMYECKOT0 00eceYeH sl 1JIs CAMOCTOSITeIbHOI padoThl 00y-
YAKIIUXCSH M0 TUCHUILINHE (MOTYJIIO0)

y4e0HO-METOJHUECKOe 00eCIIeYeHNE:

HJ’I?I CaMOCTOSITeILHOI pa6OTBI IO JUCHOUIIIINHE 06yqa10umec;1 HCIIOJIB3YIOT CICAYIOLICC

Ne Tema, Tpy10eMKOCTH B aKa/1.4. Y4yeoHo-MeToauueckoe odoecrneyeHmue
n/n (ounasi/3aounas popma)

1 CoBpeMeHHbIN KIMEHTCKUM cepBUC | OcHOBHAasI JJUTEepaTypa
u ero ocobennoctu (4/7 yaca(oB) 1. KiIMeHTOOpUEHTUPOBAHHOCTh KAk  KJIIOYeBas

2 VYrpasjieHre NpeTeH3UsIMU KJIMEeHTa | IeHHOCTh COBPEMEHHOIO0 KOHKYPEHTOCIIOCOOHOIO
(5/7 qaco) ousneca : monorpadus / E.E. XXykosa, T.B. Cyso-

3 Buenpenue kauecTBeHHOro cepsu- | poBa, B.B. bypnakos, A.JI. AGaeB. — 2-e u3n.,
ca (4/7 gaca(oB) nepepab. u gon. — Mocksa : THOPA-M, 2025.

4 ®opMbI BHYTPEHHEN M BHEIIHEH — 287 ¢. — (Hayuynas wsicip). — DOI
OLIEHKHU Ka4eCTBa 00CIIy)KUBAHHS 10.12737/2172769. - ISBN 978-5-16-020418-5. -
KareHToB (5/7 4acoB) Texcr : 3JIEKTPOHHBIH. - URL:

https://znanium.ru/catalog/product/2172769 . -

5 @aKTOpBI’ BIIMSAIONIYEC HA HOTpe6I/I- Pexum A0CTYyIIa: 110 ITOAIIUCKE.
TEIBCKYIO JIOSJIBHOCTE U yIIpaBJie- 2.Kanaqu, C. JL CCpBI/ICHaﬂ ACATCIIbHOCTD
HHE KU3HEHHBIM IIUKJIOM Kiinenta | y4eonuk s By3os / C. JI. Kanaues, M. A. Huko-
(4/7 vaca(oB) jmaeBa. - MockBa : M3nareibcko-TOpropas Koprio-

6 Hcronb30BaHne COBPEMEHHBIX pamus «JlamkoB u K°», 2024. - 300 c. - ISBN 978-
TEXHOJIOTHil B KIIMEHTCKOM CEPBUCE 5-394-05342-9. - Tekcr : anextponHbni. - URL:
(5/7 qacoB) https://znanium.ru/catalog/product/2133553

7 Co31aHue U ayIUT KIHEHTCKOM Oa- 3.Pesnuk, I'. A. CepBucHas nesTeTBHOCTD : y4eo-
3b1 KoMmannH (4/7 gaca(oB) Huk / I'.A. Pe3nuk, A.U. Mackaesa, 10.C. Ilono-

8 TexHonoruu yrpasnenus kiuent- | Mapenko. — Mocksa : MTHOPA-M, 2024. — 202

cKkoii 0a3oit (5/7 yacoB)

c. — (Bricmiee oOpazoBanue: bakamaBpuar). —
DOI 10.12737/2680. - ISBN 978-5-16-005710-1. -
Teker 3JIEKTPOHHBIN. - URL:
https://znanium.ru/catalog/product/2102179

JlonoTHUTEIbLHAS JTUTEpPaTypa
1.JIykam, O. A. Bam kIueHT: KTO OH, Kak C HUM
001maTbes M 4ero 0Xuaath? : yaeOHoe mocodbue /
1O. A. Jlykam. - Mocksa : ®@nunra, 2022. - 129 c.
- ISBN 978-5-9765-5170-1. - TekcT : 3JIEKTPOH-
HBIH. URL.:
https://znanium. ru/cataloq/document’7p|d 1905772
2.Pe3nuk, I'. A. CepBucHas IesTeIbHOCTD @ yueo-
muk / I'.A. Pesnuk, A.1. Mackaesa, 10.C. Ilono-
mapenko. — Mocksa : UTHOPA-M, 2021. — 202
¢. — (Cpennee npodeccroHaabHOe 00pa30BaHUE).
- ISBN 978-5-16-016211-9. - Tekct : 3IeKTpOH-
HBIM. URL:
https://znanium. ru/cataloq/document’7p|d 1241803
3.CepBuc Plus : Hayunbiii xypHan. - Mocksa :
PI'YTuC, 2022. - T. 16, Ne 3. - 147 c. - ISSN
1993-7768. - Tekcr : snexkrtpoHHbid. - URL:
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https://znanium.ru/catalog/document?pid=1985778
4 Konomiésa, H. A. CepBuc B CcOBpeMEHHOMH
kynbType / H. A. KonomeBa. - Mocksa : Jlupekt-
Menma, 2020. - 332 c. - ISBN 978-5-4499-0715-8.
- Tekcr AJICKTPOHHBIN. - URL:
https://znanium.ru/catalog/document?pid=1963318

7. ®oHA OLEHOYHBIX CPEICTB /1JIsl MPOBeIeHUs TeKylleil U MPOMEKYTOYHOM aTTecTaluu
00y4YaOIIUXCS 10 JUCHHUILINHE (MOLYJIIO)
7.1. [lepeyeHb KOMIETEHUHH ¢ YKa3aHHEM JITANoOB X (popMupoOBaHHUA B Mpolecce 0CBOe-
HUS 00pa30BaTeIbHOI MPOrpaMMbl

HIEHUH ¢ y4yeToM TpeOoBaHUH NOTpeOUTENs

Ne | Unpekc | Conepxanue | Pazmen awmc- B pesynbrare nzyueHus pasaena JUCIUII-
00 | KOMITe- | KOMIIETEHIIMH | IUIUIAHBI, JHMHBI, 00eCTIeYnBaroIIero OpMUPOBAHUE
TeHUUH, | (MHIUKaTopa | obecreyu- KOMITETEHIIMY (MHANKATOPA TOCTIKEHHUS
UH/U- JOCTIDKEHUS | Baromuid ¢op- KOMIETEHIIMH) 00yUYaIOLIUICS TOJKEH:!
KaTopa | KOMIIETCHLMH) | MHPOBaHUE 3HATh YMETb BJIAJICTh
JOCTH- KOMIIe-TeHIINN
KEHUS (unaMKaToOpa
KOoMIIe- JOCTHKEHUS
TEHIUU KOMIIETEHIINH)
1. [1K-1 Cnoco0eH k pa3paboTKe M COBEPUICHCTBOBAHUIO CUCTEMBI KIMEHTCKHX OTHO-

[K-1.1.  Ilpwm-
MEHSEeT KIJIMCH-
TOOPUEHTHUPO-
BaHHBIE TEXHO-
JOTUM B  Cep-
BHCHOM nesi-
TEILHOCTH
IIK-1.2.  Ocy-

HIECTBIISIET pa3-
paboTKy cucTe-
MBI KIIMEHTCKHX
OTHOLIEHU

Temsr 1-8

Cospe- Ucnons3oBars | HaBeikamu
MCHHEIC OTJCIIbHBIC B3aMMO-
KJIMEHTO- KJIIMEHTOOPUEH- | IEUCTBHS
OpPUEHTH- | TUPOBAHHbBIE C motpe-
pPOBaHHBIE | TEXHOJIOTUH B ourensIMu
TEXHOJIO- COOTBETCTBUU C | U IPYTUMU
TUU B CE€pP- | OCOOEHHOCTSIMU | 3aMHTpE-
BUCHOH CEpPBHUCHOM €S- | COBaHHBI-
JIesITelb- TEITBLHOCTH Op- MU CTOPO-
HOCTH TraHU3aIun HaMH B
X0JI€ TIPH-
MCHCHMUS
KJIUEHTO-
OpUEHTH-
POBaHHBIX
TEXHOJIO-
i
OcHoBuble | [Ipumensts Me- | HaBbikamu
AJIEMEHTBI | TOJIBI pa3paboT- | B3auMO-
U coziep- KU CHCTEMBI nencTBUA
»KaHHe KJIMEHTCKHX OT- | C KOJIIe-
CHCTEMBI HOIIICHUM ramu B
KJIACHT- nporecce
CKUX OT- pa3pabor-
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HOIIICHUH, KU CHCTE-
MIPUHITHAITBI MBI KJIU-
U 1ocJe- EHTCKHUX
JIOBATEIb- OTHOIIIC-
HOCTb €€ HUU
pa3pabot-
KU
ITIK-1.3. Ouenu- ITpunnu- BeisaBiars npo- | HaBeikamu
BacT  BO3MOX- bl ¥ ME- OsieMbl (hyHK- pa3paboT-
HOCTH  COBEp- TOJIBI [IUOHUPOBAHUS | KU PEKO-
[IEHCTBOBAHUS OILICHKH U pecypchl poc- | MeHAalul
CHUCTEMBI  KJIH- apdex- ta 3¢pPexrus- 10 CO-
E€HTCKUX OTHO- TUBHOCTH | HOCTU CUCTEMBI | BEpIICH-
ICHHIA paboThI KIIMEHTCKUX OT- | CTBOBa-
CUCTEMBI HOILICHU I HUIO CHC-
KITMCHT- TEMBI KJIH-
CKHX OT- EHTCKUX
HOLIEHUI OTHOIIIE-
HUU

7.2. Onucanue nokasareJieil 1 KpUTepueB OLCHUBAHUSI KOMIIETEHIMI Ha Pa3HbIX 3Tanax
uX (popMHUPOBAHUSA, ONIMCAHHME LKA OLleHUBAHUS

Pe3yabTaT 00yueHus IMoka3arennb . JTan 0CBOeHUs KOMIIe-
Kputepuii ouennBanus
1O JAUCHUIIMHE OLlCHUBAHMS TeHIUH
3HaTh COBPEMEHHbBIE CTyneHT npoaeMOHCT-
KJINEHTOOPUEHTUPOBAH- pUpOBaj 3HaHUE COBpE-
HbIE TEXHOJIOTHH B CEP- MEHHBIX KJIMEHTOOPHEH-
BHUCHOU JI€ATEIbHOCTH; TUPOBAHHBIX TEXHOJIO-
OCHOBHBIE JIEMEHTHI 1 Ul B CEPBUCHOM Jes-
COJIEpKaHUE CUCTEMBI TEJIbHOCTH; OCHOBHBIX
. 3akpernieHre crnocoOHo-
KJIIMEHTCKUX OTHOIICHHH, 3JIEMEHTOB U COfepXkKa-
CTH IPUMEHSTH KIIUCH-
MPUHIUIIBI U TTOCTIEA0BA- HUSI CUCTEMBI KIIUEHT-
. TOOPUEHTHUPOBAHHBIE
TEITHLHOCTH €€ pa3padoT- CKHMX OTHOIIICHUH, TTPUH-
TEXHOJOTHH B CEPBUC-
KH; MPUHILINAIBI 1 METO/IbI LIUTIOB U MOCJIEI0BA- .
HOM JesTeNbHOCTH;
onieHku dpdextuBHocTn | TecTupona- TEIBLHOCTH €€ pa3padoT-

paboThI CUCTEMBI KITH-
€HTCKUX OTHOIIEHUH.
YMeTh UCTIONIB30BATh
OT/IeNIbHBIE KITMEHTOOPH-
€HTHUPOBAHHBIE TEXHOJIO-
THUH B COOTBETCTBHH C
0COOEHHOCTSIMH CEPBHC-
HOM JI€ATEIbHOCTH Opra-
HU3AILUU; TPUMEHSATh
METO/IbI Pa3paboOTKH
CUCTEMBI KITMEHTCKUX
OTHONICHUI; BBISIBIISTh

HHUE, YCTHBIN
OIpoc

KH; IPUHIIMIIOB U METO-
JIOB OLIEHKU 3P (HEeKTHB-
HOCTH pabOThI CUCTEMBI
KJIUEHTCKUX OTHOIICHUI.
CryaeHT npoJaeMOHCT-
pUpPOBAJI YMEHUE UC-
IIOJI30BaTh OT/ICIIbHEIC
KJIMEHTOOPUEHTHPOBAH-
HbIE TEXHOJIOTHHU B COOT-
BETCTBUH C OCOOEHHO-
CTSMH CEPBUCHOM Jes-
TEIILHOCTH OpraHu3alllu;

OCYIIECTBIISATH pa3pa-
OOTKY CHCTEMBI KJIMEHT-
CKHMX OTHOIICHHI; O11e-
HHUBaTb BO3MOKHOCTD
COBEPIIICHCTBOBAHUS
CHCTEMBI KJIMCHTCKUX
OTHOIIICHUH.
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po0eMbl PYHKITHOHU-
POBaHHUS U PECYPCHI pOC-
Ta 3()(PEeKTUBHOCTHU CHC-
TEMBI KIIMEHTCKUX OT-
HOILICHH.

Bnaners HaBbIKaMu
B3aMMOJICHCTBHUS C TO-
TPEOUTEISIMU U JPYTUMHU
3aUHTPECOBAHHBIMU CTO-
pPOHAMH B X0JI¢ IPUMeE-
HEHUS KIMEeHTOOPUECHTH-
POBAHHBIX TEXHOJIOTHI;
HABbIKAMU B3aWMO/IEH-
CTBUSI C KOJUIETaMU B
nporecce pa3paboTku
CUCTEMBI KITUCHTCKUX
OTHONICHUI; HABBIKAMU
pa3paboTKu peKOMEeH1a-
[[UH IO COBEPIIEHCTBO-
BaHUIO CUCTEMBI KITH-
EHTCKUX OTHOLICHHH.

MIPUMEHSTh METO/IbI pa3-
pabOTKH CUCTEMBI KITH-
EHTCKUX OTHOLICHHIA;
BBISIBIISITH TIPOOJIEMBI
(YHKIIMOHUPOBAHUS U
pecypcsl pocta 3pdek-
TUBHOCTH CHUCTEMBI KITU-
€HTCKUX OTHOILECHUH.
CTyneHT npoaeMOHCT-
pupoBai BilIaJeHUE Ha-
BBIKAMU B3aUMOJCHUCT-
BUS C IOTPEOUTENSIMU U
JIPYTUMHU 3aUHTPECOBAH-
HBIMH CTOPOHAMH B X0J1€
MIPUMEHEHUS KIIMEHTO-
OpPUEHTUPOBAHHBIX TEX-
HOJIOTUM; HAaBBIKAMU
B3aUMOJCHCTBUSA C KOJI-
JIeraMu B TIPOLECCE pa3-
pabOTKH CUCTEMBI KJITH-
€HTCKUX OTHOIICHHIA;
HaBbIKaMU pa3pabdOTKH
PEKOMEHIallui 110 CO-
BEPIICHCTBOBAHUIO CHUC-
TEMBbI KIIMEHTCKUX OT-
HOLICHUM.

KpuTepun n mkajia oneHMBaHNs OCBOCHHS ITANOB KOMIIETCHIIMH HA NPOMEKYTOYHOM aT-

TeCcTAlMH

ITopsinok, KpUTEPHUH U LKA OLICHUBAHUS OCBOCHUS 3TAIOB KOMIIETEHIIUN HA IIPOMEXKY-
TOYHOU aTTECTALMM OIpEACNAeTCd B COOTBETCTBUU € [lon0KeHHEM O NPOBENCHUU TEKYLIETO
KOHTPOJISI YCIIEBAEMOCTH W MPOMEKYTOYHON aTTecTaly O0y4aromuXcsl Mo 00pa30BaTEIbHBIM
nporpaMMaM BbICIIEr0 00pa30BaHUS — MporpaMMam OakajlaBpuara, IporpaMMaM MarucTpary-
pBl, pealu3yeMbIM MO (¢eAepalbHbIM TOCYJAapCTBEHHBIM 00pa30BaTENbHBIM CTaHJapTaM B

OI'bBOY BO «PI'YTUC».

BH}ILI CpeaACTB OLICHUBAHUSA, IPUMCHACMbBIX IIPH NMPOBCACHUU TEKYILIEro KOHTPOJIA
U HIKAJbl OCHKH YPOBHA 3HaHI/[171, yMeHl/lﬁ U HABBIKOB IIPU BBINMOJHECHUH OTACJIbHBIX

(opM TekyLIero KOHTPOJIA

Cpeocmeo oyenusanusi — yCmuwlil omeem (onpoc)

IIIkaja OueHKH YPOBHS 3HAHMI, YMEHUI U HABBIKOB IIPH YCTHOM OTBeETE

oue Kpurepun oueHuBanust

HKa

Iloxa3zaTeu oneHUBAHUSA

MIOJTHO PACKpPBITO COJEpIKa- —

OO0yuaromuiicsi moka-
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«5»

HUE MaTepuana;

- MaTepual M3JI0)KEH TIpaMoT-
HO, B OIIPEJECIICHHON JIOTUYECKOM I10CIIEN0-
BaTEJIbHOCTH;

- MPOAEMOHCTPUPOBAHO  CHC-
TEMHOE U TTTyOOKOe 3HaHHE MPOTrPAMMHOTO
MarepHaa;

- TOYHO HCIONIB3YETCS] TEPMU-
HOJIOTHS;

- [O0Ka3aHO YMEHHE WJUIIOCT-
pUpPOBATh TEOPETHUYECKHUE MOJI0KEHUS KOH-
KPETHBIMH TpPUMEPaMH, NMPHUMEHSITh UX B
HOBOH CHUTYalluy;

- MPOJAEMOHCTPUPOBAHO  YC-
BOCHHE paHee U3yYEHHBIX COIYTCTBYIOLIUX
BOIIPOCOB, CPOPMUPOBAHHOCTh M yCTOWUHU-
BOCTb KOMIIETEHIIMH, YMEHUI U HABBIKOB;

- OTBET MPO3BYyYa] CaMOCTOSI-
TEJBbHO, 03 HaBOAIINX BOIIPOCOB;

- IIPOJAEMOHCTPUPOBAaHA  CIIO-
COOHOCTb TBOPYECKH IPUMEHATh 3HAHUE
TEOPUH K PEIICHHI0 MPOoPEeCCHOHATHHBIX
3ajau;

- MPOJEMOHCTPUPOBAHO  3HA-
HUE COBPEMEHHON y4eOHON M Hay4dyHOU Ju-
TepaTyphl;

- JOTMyIIeHbl OJHAa — JIBE He-
TOYHOCTH TIPU OCBEIIEHHH BTOPOCTETICH-
HBIX BOIPOCOB, KOTOPBIE UCHPABISAIOTCS MO
3aMevaHuI0

3bIBAET BCECTOPOHHUE U TIyOOKHE
3HAHUA IPOTPAMMHOI0 MaTepuana,

- 3HAHUE OCHOBHOH H
JOTIOJIHUTEIBHOM JINTEpaTyphl;

- IIOCJIEI0BATENbHO U
YEeTKO OTBEYAET HA BOMPOCH! Omiera
Y JOTIOJHUTENIbHBIE BOIIPOCHI;

- YBEPEHHO  OpPUEHTH-
pyercs B IpOOJIEMHBIX CUTYalUsX;

- JEMOHCTPHUPYET CIIO-
COOHOCTh MNPHUMEHATH TeopeThye-
CKME€ 3HaHUS I aHajau3a IMpaKTu-
YECKHUX CHUTYalUM, J1eJaTh MPaBUIIb-
HbI€ BBIBOJIbI, MPOSIBISIET TBOpYE-
CKHe CMOCOOHOCTH B TOHHMAaHUW,
U3JI0’)KEHUU U HUCIOJB30BAaHUU IIPO-
rPAMMHOIr0 MaTepuana;

— HNOJTBEPXKIACT  I0JI-
HOE€ OCBOEHHE KOMIIETEHIIUM, Ipe-
JYyCMOTPEHHBIX IPOrpaMMoOii

«4»

- BOIIPOCHI U3J1AraroTCsl CHC-
TEMATU3UPOBAHO U MTOCIEN0BATEIBHO;

- MPOJAEMOHCTPUPOBAHO  yMeE-
HHUE AHAJIM3UPOBATh MaTepual, OJHAKO HE
BCE BBIBOJIBI HOCSIT apryMEHTHPOBAHHBIN U
JIOKA3aTeJIbHBIA XapakTep;

- MPOAEMOHCTPUPOBAHO
BOCHHE OCHOBHOM JIUTEPATYPHI.

- OTBET YIOBJIETBOPSET B OC-
HOBHOM TpeOOBaHUSM Ha OIEHKY «5», HO
MPY 3TOM UMEET OJIMH U3 HEIOCTATKOB:

- a) B M3JI0KEHUH JOIYIICHBI
HeOOJbIINe MPOOENbl, HE MCKA3UBIINE CO-
JIepKaHUE OTBETA;

- 0) IomylieHbl OAWMH — JBa
HEJI0YeTa NPU OCBEUIEHUH OCHOBHOTO CO-
JIEp’)KaHMs OTBETA, NCIPABJICHHBIE TIO 3aMe-

ye-

- oOyJaromuiicss moka-
3bIBACT IIOJIHOC 3HAHUE

- MPOTPAMMHOTO Marte-
puana, OCHOBHOM U

- JIOTIOTHUTEIIFHOU JIH-
TepaTyphl,

- JIacT MOJHBLIC OTBETHI
Ha TEOPETUYECKUE BOIPOCHI OmIiIeTa
W JIOTIOJTHUTENIbHBIE BOMPOCHI, J0-
MyCKasi HEKOTOPbIE HETOYHOCTH;

- MPaBUJILHO TPUMEHS-
€T TEOPETUUYECKUE TIOJIOKEHUS K
OIICHKE MPAKTUYECKUX CUTYyaIUi;

- JEMOHCTPHPYET  XO-
pOIIHii YpOBEHb OCBOCHUSI MaTepHa-
Ja U B LIEJIOM MOJTBEPKIAET OCBOE-
HHUE KOMIICTCHIINM, TPETyCMOTPEH-
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YaHUIO TIPEIOJIaBaTels;

— B) JIOMYIICHBI OIIMOKA WA
0ojee ABYX HEIOYETOB IPU OCBEHICHUH
BTOPOCTEINEHHBIX BOMPOCOB, KOTOPHIE JIET-
KO HCIPABJISIOTCS MO 3aMEYaHUIO Mpernoaa-
BaTems

HBIX MPOTrpamMMon

«3»

- HEIOJIHO MJIM HEIOCIIEN0Ba-
TEJNBHO PACKPBITO COJEP)KaHUE MaTepuala,
HO TI0Ka3aHo oOl1ee MOHMMaHue BOIpoca U
IIPOJIEMOHCTPUPOBAHbl YMEHUs, JOCTATOY-
HbIE Ul JalbHEUILIEro yCBOEHUS MaTepua-
na;

- YCBOEHBI OCHOBHBIE KaTero-
pUM IO pPaccMaTpuBacMOMY M JOIOJIHM-
TEJIHBIM BOIIPOCAM;

- HUMENNCh 3aTpyJHEHUs WIN
JIOTYILEHbI OIIMOKK B ONPEIEIICHUN TOHS-
THUH, HWCIOJB30BAaHUU TEPMHUHOJIOTMH, HC-
IIPABJICHHBIE II0CJIE HECKOJIBKUX HaBOMS-
LIMX BOIPOCOB;

- IIpY HEINOJIHOM 3HAaHUU TEO-
PETHYECKOr0 MaTepraja BbIABJICHA HEHOC-
TaTO4YHas C(OPMUPOBAHHOCTh KOMIIETEH-
LI, YMEHUN M HABBIKOB, CTYJIEHT HE MO-
KET IPUMEHUTb TEOPHUI0 B HOBOM CHUTYya-
o,

- IIPOJIEMOHCTPUPOBAHO
BOEHUE OCHOBHOM JINTEPATYpPBI

ye-

- oOyJaromuiicss moKa-
3bIBAET 3HAHUE OCHOBHOTO

- Matepuana B o0beMme,
HEOOXOJUMOM I TPEACTOSIIEH
po(heCCUOHATILHOM e TeILHOCTH,

- npd OTBETC Ha BO-
IpOChl OWJIeTa W JOMOJIHUTEIHHBIE
BONPOCHI HE JIOMYCKaeT TIpPyObIX
OIMOOK, HO MCTIBITHIBACT 3aTPy/IHE-
HUS B IOCJICIOBATEIBHOCTH HMX W3-
JIOXKEHUS;

- HE B TIOJHOM Mepe
JIEMOHCTPUPYET CIIOCOOHOCTh TPH-
MEHSTh TCOPETHUCCKUC 3HAHUS IS
aHaJM3a MPAKTHYECKUX CUTYAIIHIA;

- NOJTBEPKIAET  OC-
BOCHHE KOMIICTEHITUH, IMPEITyCMOT-
PEHHBIX TpOrpaMMOW Ha MUHH-
MaJIbHO JOIYCTHMOM YPOBHE

«2»

- HE PacKpBITO OCHOBHOE CO-
JepkaHue y4eOHOTO MaTepHana;

- OOHapyKE€HO HE3HAHUE WM
HeroHUMaHue OoJbilell wiM Haubosee
BaYKHOM yacTH yueOHOTo MaTepHana;

- JOMYIIeHbl OIIUOKH B Ompe-
JeNICHUM TIOHATUHM, TPH HCIOJIb30BaHUU
TEPMUHOJIOTHH, KOTOpPhIE HE HCIPABJICHBI
Mocjie HeCKOJIBKUX HABOJISAIIMX BOIIPOCOB.

- HEe c(OopMHUpPOBaHBl KOMIIE-
TEHIMH, YMEHHS U HaBBIKH.

- oOyyJaronuics uMeer
CYLIECTBEHHbIE MPOOENbl B 3HAHUAX
OCHOBHOI'0 y4yeOHOro marepuaia 1o
JVCIIATUTHHE;

- HE CIOCOOEH apry-
MEHTHPOBAHO U IOCIEI0BATEIbHO
€ro wu3jarath, JOIyCKaeT TpyOble
OmMOKM B OTBETaX, HEMPaBUIBHO
OTBEYAET Ha 3a/1aBaeMble BOIIPOCHI
WM 3aTPYIHSAETCS C OTBETOM;

- HE TIOJTBEPXKIAeT OC-
BOCHHE KOMITETCHIIUH, IMPETyCMOT-
PEHHBIX IPOTrPaMMOii

OLCHOYHAasA IIKAJa YCTHOIo OTBETa

IIpoueHTHBINH HHTEPBAJ OLICHKA
OLIEHKH

meHee 50% 2

51% - 70% 3
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Cpedcmeo OYECHUBAHUA — meCmupoeaHue

Illkana oueHKH YPOBHA 3HAHUIA, YMEHMii 1 HABBLIKOB NMPHU pelIeHUH TeCTOBBIX 3a-

JTAHUHI

OICHKA

«5», ecnu (90 —100)% mpaBUIBHBIX OT-

«», eciu (70 — 89)% npaBUIBHBIX OT-

«3», eciu (50 — 69)% npaBUIBHBIX OT-

Kpurepun onenkn
BETOB
BBINOJIHEHO BEPHO 3a/1aHUi
BETOB
BETOB
BETOB

«2», eciu MeHee 50% MpaBUIIBHBIX OT-

Buanl CpeacTB OCHUBAHUSA, IPUMECHACMBIX IIPA MPOBCACHUH l'lpOMe)KyTO‘-IHOﬁ aT-
TECTAllMM H HIKAJbI OIICHKH YPOBHSHA 3HaHHﬁ, yMeHI/Iﬁ N HABBIKOB IIPA UX BBIMOJHCHUH

Cpeocmeo oyenusanus - Ycmuolii onpoc
IIkajia oneHKH YPOBHS 3HAHUI, YMEHHH U HABBIKOB NIPH YCTHOM OTBeTe

one
HKa

Kpurepun onenuBanuns

Tloka3aTequ OLHEeHUBAHUA

«5»

- MOJTHO PAaCKPBITO COJEp*kKa-
HUE MaTepuaa;

- Marepuan H3J0KE€H I'paMoT-
HO, B OIPEJEIICHHON JIOTUYECKOM IOCIIEN0-
BaTEJIbHOCTH;

- MPOJICMOHCTPUPOBAHO  CHC-
TEMHOE U TJIyOOKO€ 3HaHUE MPOrPaMMHOTO
Marepuana;

- TOYHO HMCIOJIb3yeTCS TEPMHU-
HOJIOTHS;

- MOKAa3aHO YMEHHE WJUIIOCT-
pUpOBaTh TEOPETHUUECKHUE TMOJOKEHUS KOH-
KPETHBIMH TIpUMEpPaMH, MPUMEHITh HX B
HOBOW CUTYaIlUU;

- MPOJICMOHCTPUPOBAHO  yC-
BOCHHE PaHEe U3YyUYCHHBIX COMYTCTBYIOIINX
BOIIPOCOB, CPOPMUPOBAHHOCTh M yCTOWUU-
BOCTbh KOMIIETEHIIN, YMEHUI U HaBBIKOB;

- OTBET MPO3BYYaJl CaMOCTOSI-

- OOyuaromumiicst moka-
3BIBA€T BCECTOPOHHHE U TIIYOOKHE
3HaHUS TPOrPaMMHOT0 MaTepHaa,

- 3HAaHHE OCHOBHOH H
JOTIOJTHUTEIBHOM JIUTEpaTyphl;

- MOCJIEIOBATCIRHO U
YETKO OTBEYaeT Ha BOMPOCH! Omiera
U JTOTIOJTHUTEIbHBIE BOIIPOCHI;

- YBEPEHHO  OpPUEHTH-
pyeTcst B IpOOJIEMHBIX CUTYAIUsX;

- JEMOHCTPUPYET CIIO-
COOHOCTh TPHUMEHSATH TeopeThye-
CKHEC 3HAHUA JId aHaJIn3a HpaKTI/I-
YECKHUX CHUTYallUM, JIeJaTh MPaBUIIb-
HBIC BBIBOJBI, HpOSIBJ'ISIeT TBOp‘—Ie-
CKHE CIIOCOOHOCTHM B IIOHHMAHHHU,
W3JI0’)KEHUU W UCIOJb30BaHUU TIPO-
rPaMMHOT0 MaTepuana;

- MOATBEPKIAET  TIOJI-
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TeJIbHO, 6€3 HABOSIINX BOMPOCOB;

— IIPOJIEMOHCTPUPOBAHA  CIIO-
COOHOCTH TBOPYECKHM MPHUMEHSTH 3HAHHE
TEOpUU K PEIICHUI0 MPOo(hecCHOHATBHBIX
3ajay;

- MIPOJIEMOHCTPUPOBAHO  3Ha-
HUE COBPEMEHHOM Y4eOHOW W HAy4IHOU JIH-
TepaTyphl;

- JIOTYILIEHbl OJHAa — JBE He-
TOYHOCTH TPHU OCBELICHUU BTOPOCTEMCH-
HBIX BOIIPOCOB, KOTOPHIE UCIIPABIISIIOTCA TIO
3aMeYaHHI0

HOE OCBOCHUE KOMIIETCHLIHH, IIpe-
JlyCMOTPEHHBIX [TPOrpaMMOi

«4»

- BOTIPOCHI M3JIATalOTCsl  CHC-
TEMaTU3UPOBAHO U IOCIIEJOBATENIBHO;

- MPOJAEMOHCTPUPOBAHO  yMe-
HUE aHAJM3UPOBATh MaTepUall, OJHAKO HE
BCE€ BBIBOJBI HOCAT apryMEHTHPOBAHHBIA U
JIOKa3aTeJIbHbIN XapaKTep;

- IIPOAEMOHCTPUPOBAHO
BOEHHE OCHOBHOI JIUTEPATYPBHI.

- OTBET YAOBJETBOpPSET B OC-
HOBHOM TpeOOBaHUSM Ha OIEHKY «5», HO
IIPU ATOM UMEET OJIMH U3 HEJJOCTaTKOB:

- a) B W3JIOXKEHHUU JIOMYIICHBI
HeOoJbIINe MPOoOeNbl, HE HCKAa3UBLINE CO-
Jiep>KaHue OTBETa;

— 0) IomyiieHbl OJWH — JiBa
He/oueTa NpPU OCBEIIEHHH OCHOBHOTO CO-
Jiep>KaHusl OTBETa, UCIPABICHHBIE IO 3aMe-
YaHUIO TIPETOIaBaTEeIs;

— B) JOMYIICHBl OIIMOKA WU
Oosee JBYX HEIOYETOB IPH OCBELICHUU
BTOPOCTETNICHHBIX BOIPOCOB, KOTOPHIE JIET-
KO HCHPABJISIOTCS 10 3aMEYaHHUIO Mpernoa-
BaTeIIs

ye-

- oOyyJaronuiics IMoka-
3bIBAET MOJHOE 3HAHUE

— IPOrpaMMHOI0 Mate-
puaia, OCHOBHOM 1

- JIOTIOJIHUTEIBHON JH-
TepaTyphl;

- JTa€T TIOJIHBIE OTBETHI
Ha TEOPETUYECKUE BOIIPOCHl OuiieTa
U JIONOJIHUTEIbHBIE BOIPOCHI, J10-
IycKasi HEKOTOpbl€ HETOYHOCTH;

- IIPABWJIBHO IPUMEHSI-
€T TEOPETUYECKUE IIOJOKEHUS K
OLICHKE MPAKTUYECKUX CUTYyallUit;

- JEMOHCTPUPYET  XO-
pOILINI YpOBEHb OCBOCHHS MaTepHa-
Ja U B 1I€JIOM NOATBEPKIAAET OCBOE-
HUE KOMIIETEHINM, MpPeayCMOTpPEH-
HBIX IPOTPaMMON

- HEIOJIHO MJIM HEIOCIIEN0Ba-
TEJIBHO PACKpBITO COJIEpkKaHUE MaTepuana,
HO TIOKa3aHo oOI1iee MOHMMaHue BOIpoca U
MIPOJIEMOHCTPUPOBAaHbl YMEHUSA, NOCTATOY-
HBIE JUIA JaJbHEHIIEr0 YCBOCHUS MaTepua-
na;

- YCBOCHBI OCHOBHBIE KaTero-
pUU 10 pPacCMAaTpUBAEMOMY M JOIIOJIHU-
TEJIbHBIM BOIIPOCAM;

- MMEIIUCh 3aTPYAHCHUS WU
JOMYIICHbI OIIUOKH B ONMpEAEICHUN TMOHS-
THH, WCIOJB30BAHUU TEPMHHOJIOTMH, HC-

- oOyyJaronuiics TMoKa-
3bIBaCT 3HAHUE OCHOBHOTO

- Mmarepuaia B o0beme,
HEOOXOAMMOM Ui  MpEJCTOsIIeH
npodeCcCHOHATBHON IEeATETLHOCTH;

- Opu OTBETe Ha BO-
IpOCHl OuiieTa W JIOTIOJHUTENIbHBIE
BOIIPOCHI HE JIOMYCKaeT TpyObIxX
OIIMOOK, HO MCIIBITHIBAET 3aTPyIHE-
HUSl B IOCJIEAOBATEILHOCTH MX W3-
JIOXKEHHUS;

- HE B TOJHOM Mepe
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«3»

MpaBJCHHBIC TIOCIE HECKOJIBKUX HaBOJS-
IIUX BOIIPOCOB;

- MPU HETIOJIHOM 3HAaHWUU TEO-
PETUYECKOTO MaTepuasa BBISBIIEHA HEIOC-
TaToyHas C(HOPMHPOBAHHOCTH KOMIIETEH-
LM, YMEHUH W HABBIKOB, CTYJIEHT HE MO-
KET MPUMEHUTh TEOPHI0 B HOBOW CHUTYa-
1N,

- MIPOJIEMOHCTPUPOBAHO
BOEHHE OCHOBHOM JINTEPATYpPBI

ye-

JEMOHCTPHUPYET CIOCOOHOCTh MpPH-
MEHSTh TEOPETUUYECKUE 3HAHUS IS
aHaJIM3a MPaKTUYECKUX CUTYalUi;

- MOATBEPKIAET  OC-
BOCHHUE KOMIICTCHIIUM, MPEeayCMOT-
PEHHBIX MpPOrpaMMOd Ha MHHHU-
MaJIbHO JIOITYCTUMOM YPOBHE

«2»

- HE PacKpBITO OCHOBHOE CO-
JepkaHue Y4eOHOTo MaTepHana;

- O0OHApY)KEHO HE3HaHUE WIH
HEeTIOHMMaHue Oosbliel Wi  Hanbonee
BaYKHOM yacTHU yueOHOro Marepuara;

- JONYIIEHbl OIIMOKH B OIpe-
JEJCHUN TIOHATHH, TIPH HCIIOJIL30BaHUH
TEPMUHOJIOTHH, KOTOpPHIE HE HCIPABJICHBI
MI0CJIe HECKOJIBKUX HABOJSIINX BOIIPOCOB.

- He Cc(hOPMHUPOBAHBI KOMIIE-
TEHIMH, YMEHHS U HABBIKH.

- oOyyaroImuicss uMeet
CYIIECTBEHHbIE IIPOOEbl B 3HAHUAX
OCHOBHOI'0 y4yeOHOI0o Marepuala Io
JTUCLUIUIMHE;

— HE CIOCOOEH apry-
MEHTHPOBAaHO M IOCJEI0BATEIbHO
€ro usJyaraTb, JOIYCKaeT TIpyObie
OIMOKM B OTBETaX, HENPaBUIBHO
OTBEUYAET Ha 3aJaBacMbl€ BOIIPOCHI
WIN 3aTPYHSETCS C OTBETOM;

- HE MOJTBEPKIaeT OC-
BOCHME KOMIIETEHIHM, MpPeayCMOT-

PEHHBIX MPOrpaMMoi

OICHOYHAs IIKAJAa YCTHOIO 0OTBETA

IIpoueHTHBIA HHTEPBAJ
OlleHKH

OICHKA

Mmenee 50%

51% - 70%

71% - 85%

86% - 100%

gl wWwiN

7.3. TunoBbie KOHTPOJIbHbIE 32JJaHUSI WJIM UHbIE MATEePHUAJIbl, HEOOX0AUMBbIE /ISl OLEHKHU
3HAHM, yMeHM i, HABBIKOB M (WJIN) ONbITA JeSITeJbHOCTH, XapaKTePU3YIOIIHUX 3TanbI (op-
MHUPOBAHMS KOMIIETEHIIUI B Mpolecce 0CBOEHU 00pa30BaTe/IbHOI MPOrpamMMbl.

Pasnen mucnumiavHEBL, o0Oec-

= = . Bun u conepxa-
5 Q| neumsarommii popmuposa- TpeboBaHMs K BBHITIOJIHEHUIO KOH-
= S HUE KOHTPOJIBHO-
0 5| HHe KOMIETeHIHH (WU ee TPOJIBHOTO 3a/IaHMS M CPOKAM CITau
T o TO 3aJIaHUSA
YacTH)
Ponp xnmuenTckoro cepsuca B | TectupoBanue TectupoBanue cocrout u3 10 Bompo-
NEeATEIbHOCTH KOMIIaHUHU COB C HECKOJIbBKUMU BapHaHTaMH OT-
412 BETOB. | MpaBWIBHBINA OTBET OLICHU-
Baetcd B 1 6ayut. MakcumanbHOe KO-
JIMYECTBO OAIOB 3a TECTUPOBAHUE -
10.
8/2 | Buenpenue cucTeMbl yripaB- | YCTHBIH OMPoC Onpoc coaepxut 10 Bompocos. 1
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JIEHUsI KAaU€CTBEHHBIM CEpPBHU- MIPaBUJIbHBIN OTBET OLIEHUBAETCA B 1
COM. YIIpaBJICHUE KAYE€CTBOM 6amt. MakcuManbHOE KOJIMYECTBO
CEpBHUCHOTO MIOBEJICHUS CO- 6asmoB 3a onpoc - 10.
TPYJIHUKOB
[ToTpeburenbckas JTOsITb- VYcrHblii onpoc Omnpoc coaepxut 10 Bompocos. 1
HOCTb. [IpuBneuenue u MpaBUJIBLHBIN OTBET OLIEHUBAETCS B |
12/, | YACPHKAHUE KIMEHTOB. 6am1. MakcuManbHOE KOJIMYECTBO
KnmeHToopueHTHPOBAHHOCTh 6amtoB 3a omnpoc - 10.
KaK KOHKYPEHTHOE MPEeUMYy-
IIECTBO KOMIIAaHUU
TexHonorus co3ganus u YcTHbIM onpoc Omnpoc coaepxut 10 Borpocos. 1
17/2 | YUPaBICHUs KJIMEHTCKOM Oa- IIPaBUJIBHBIN OTBET OLIEHUBAETCA B 1
301 6am1. MakcuManbHOE KOJIUYECTBO
6atoB 3a onpoc - 10.

TunoBbie KOHTPOJIbLHO-U3MEPHUTEIbHbIE 3aJaHUS TEKYIero KOHTPOJIsI AJIsl OLeHKH 3Ha-
HHUH, YMeHHIi, HABBIKOB H (MJIH) ONBITA AeSTeIbHOCTH, XapaKTepPU3yIIMX 3Tanbl (popMu-
poBaHMs KOMIIETEHIIUI B Mpolecce 0CBOeHHs 00pa30BaTe/IbHOI MPOrpaMMbl

KoHTposbHo-u3MepuTeIbHbIe MAaTEPHAJIBI M0 0JI0KY «P0JIh KIMEHTCKOTO cepBuca B Jesi-
TEJIbHOCTH KOMITAaHUH)» (KontpoJsbHas Touka 1)

Bonpocs! 1151 MOATOTOBKHU K TECTHPOBAHUIO 00y4AIOIINXCH
1. K npodeccroHabHBIM yCIIyraM OTHOCST:
d) HMHXUHHUPHHT, JTU3UHT, 00CTY)KUBAHUE U PEMOHT 000pPY/IOBaHUSL.
b) 6ankoBckue, cTpaxoBbie, PMHAHCOBBIE, KOHCYJIbTAIIMOHHDBIE, PEKJIAMHbBIE YCJIYTH
C) TeneBHICHHUE, paauo, 00pa3oBaHue, KyIbTypa

2. Yenyra rocyqapCTBEHHOTO CEpPBUCA SIBIISIETCS:
a) HeMpOU3BOJCTBEHHOI, KOMMEPYECKOMW, peabHOM, CTaHIapTU3UPOBAHHON
b) mpon3BoACTBEHHOMN, KOMMEPYECKOM, pealbHOM, TETHTUMHOM
C) HeKOMMepYecKoii, 001eCTBEHHOMH, CTAHIAPTH3NPOBAHHOM, CJI0KHOIA.

3. Ycnyru, npuodperaemMsble ISl TMIHOTO MTOTPEOIICHUS 32 CYET JIMYHBIX CPEJICTB — ITO:
a) JeJOBBIC YCIYTH
b) wmHCTHTYHHMOHAIBHBIE YCIYTH
C) moTpedUTEJbCKHE YCIAYTH

4. Cxema OIPCACIICHUA TOBAapa Ha TPEX YPOBHIAX: «3aMbICIIa», «PCAJIBHOI0 HCIIOJIHCHUSA» U
CIIOAKPCIICHU ) OITHUCAIT:

a) T.Jleur
b) ®.Kotxaep
¢) MHyrmac Hopr

5. KoHTtakTHas 30Ha — 3710:
a. JIroboe mecTo, r1ie MPOU3BOAUTHCS yCIyTa
b. Mecro, Tie yciyra MOXeT XpaHHTBCS
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C. OnpenesieHHOE MECTO KOHTAKTA KJIMEHTA H COTPYAHUKA CEPBUCHOM cepbl.

6. KoHTakTHOM 30HON MOKET CUUTATHCS:
a. Croiika aIMMHUCTPATOPA B TOCTHHUIIE
b. Ilex mo pemoHTy 000pYyAOBaHUS
C. CrpourenbHas II0IAAKA
d. ToproBas 1uromaaKa HHTEPHET-Mara3uHa

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

8 Kakoro Tuma JMYHOCTH HE CYIIECTBYET:
a) Kpyr;
b) pomo;
C) 3ursar;
d) xBazpar;
€) TpeyroJbHUK.

9. Mogens «servuctiony oToOpaxaer. ..
a) cTeneHb KOHTAKTA MPOU3BOIUTE/ISI M OTPEOUTEIISI YCIYTH;
b) MaHepy KOHTaKTa IPOU3BOAMUTENS U MOTPEOUTENS YCIYTH;
C) BpeMs KOHTaKTa MPOM3BOAUTENS M TIOTPEOUTENS YCIYTH;
d) mose3HOCTh KOHTAKTA MPOU3BOJUTENS U MTOTPEOUTENS YCITYTH.

10. [TorpeOHOCTB B yciyrax, o0ecrieueHHas HAIMYHBIMU J€HEKHBIMH CPEJICTBAMU HACcEJIeHHUs, -
3TO:

KonbloHkTypa pbiHKa

DNacTUYHOCTH CIIpoca

IlnaTexecnocoOHBII crpoc

Criennanu3upoBaHHBIN CIIpOC.

oo

Ycrubiii onpoc (KoHTpoabHas Touka 2)

Muccusi KOMIIaHHH, OKa3bIBAIOIIEH KITMEHTCKUNA CEPBUC

ITonsiTve "BHYTPEHHETO KJIIMEHTA" B KOMIIAHUH.

CBs13b KauecTBa cepBUCa U YIPABIEHUSI BHYTPEHHUMH KIMEHTCKUMU OTHOIICHUSIMU
Ponp nupexTopa 1o KIMEHTCKOMY CEPBUCY B CTPYKTYPE KOMITAHUU

[TotHOMOYMS, OTBETCTBEHHOCTH M MOKA3aTeNU YCIENIHON AeSITeTbHOCTU AUPEKTOPA MO
KIIMEHTCKOMY CEPBHCY

[TnanupoBaHue NeSTEIBHOCTH CEPBUC-TUPEKTOPA

CucremMa KOHTPOJIA Ul JUPEKTOPA 110 KJIMEHTCKOMY CEPBUCY

JIBa moaxoja K BHEAPEHUIO KaYECTBEHHOT'O CEpBHCA

HeoGxoaumMeble ycaoBusi BHEAPEHHS KaY€CTBEHHOTO CEpBUCA

10. Ymnpasnenue MoTHBaLMEe COTPYAHUKOB KaK KOMIIETEHIIHMS JUPEKTOPA 110 KINEHTCKOMY
CEpBUCY

arLONOE

© oo~
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Ycrublii onpoc (KonTposbHas Touka 3)

1. Tloka3arensb JIOSUIBHOCTH KIIMEHTOB
2. KoadpdummeHT TeKydyecTr KIMEHTOB
3. BoBJIeYeHHOCTH KITUEHTOB
4. TloHatue NoTpeOUTENHCKON JOSIBHOCTH
5. Buapsl nosnbHOCTH. MI3MEpeHne J10SIbHOCTH
6. Hcnonb3oBaHue JOSIIBHOCTHU Ui OMPEIeNICHUs TOTEHIIMANa PhIHKA
7. DMOUMOHAIBHAS U PallMOHAbHAS COCTABIISIONINE JIOSUTBHOCTH. UTO X0YeT MOKYIaTelb
8. Biusinue pakTopoB yAOBIETBOPEHHOCTH U BOBICYEHHOCTH HA MPOJOKUTEILHOCTD OT-
HOIIEeHUH ¢ KimeHToM. OleHKa yPOBHS KIMCHTOOPHUEHTUPOBAHHOCTH KOMIIAHUH
9. KimueHToOprueHTHPOBAHHOCTh KaK KOHKYPEHTHOE MPEUMYIIECTBO KOMITAHUU
10. PerpocniektuBa cucreMsl SP
Ycerubiid onpoc (KonTposbHas Touka 4)

1.  BHeapeHue cUCTEMBI YIIPaBJICHUS CEPBUCOM Ha YPOBHE OTAEIHHOTO OM3HEC-TIpolecca U
Ha YPOBHE CUCTEMBI

DakTOophI, BIUSAIONINE HA IOCTOSTHCTBO KJIMEHTA

YnpasiieHue )KM3HEHHBIM ITUKJIOM KIMEHTa

OcHOBHBIE MOKA3aTENN KaueCTBA YACPKAHUS KIHEHTOB

[lonsATHE MOXNU3HEHHON IEHHOCTH KIUEHTA

Meron pacyeTa mpuObUIBHOCTH KJIIMEHTA

AHanu3 CTATUCTUKYU NPOJAXK ISl ONPEIeTICHUSI IPUOPUTETHBIX HANPABICHUN Pa3BUTHS
KJIMEHTCKOM 0a3bl

8.  Kak co3nate, pa3BUTh U OIIEHUTH KIIMEHTOOPUEHTUPOBAHHOCTD: 15 MpaBUII KIIMEHTO-
OPUEHTHUPOBAHHOCTH.

9. Omnpenenenue KIMEHTOOPUEHTHPOBAHHOTO U KAYECTBEHHOTO CepBHCa

10. Buyrpennwuii PR.

Noakown

TunoBbie KOHTPOJIbHO-U3MeEPHUTEIbHbIE 32JaHUS IIPOMEKYTOYHONM aTTeCTAllMU /sl OlleH-
KM 3HAHW#, YMEHHU#, HABBIKOB H (/M) ONBITA AeATEJIbHOCTH, XaPAKTEPHU3YIOLIHUX 3TANbI
(hopMHpoBaHUsI KOMIIETEHIUI B polecce 0OCBOEHNsI 00pa30BaTeIbHOI NPOrpPaMMblI

Kpamkue MemoouyeckKue YKas3aHus no noozomoeke K I’lpOMe.?iCyMOl{HOIZ ammecmayuu (3aqéTy B
npoyecce oCc60€ruUs 06pa30861m8]le012 npoezpammbvl

N3yuenne ydeOHONH TUCHMIUIMHBI MpeAyCMaTpUBaeT cieayronme GopMbl MPOMEKYTOUHOM
aTTecTallMu: 3a4eT BO 2 ceMecCTpe Ui OUHOM U 3a04HON (opM 00ydeHusI.

3auér sBiseTcst GopMON MPOMEKYTOYHOTO KOHTPOJIS 3HAHUM M YMEHHH CTYJI€HTOB IO JIaH-
HOU TUCIHTUTMHE B 2 CEMECTpPe, MOTYICHHBIX Ha JICKIHAX, PAKTHUYECKUX 3aHITUSAX U B TIPOIIEC-
ce caMocToATeNbHOM padoThl. IloaroToBka K 3a4éTy coCcOOCTBYET 3aKpEIUICHUIO, YTIyOJIeHUIO
1 0000IICHNIO 3HAHM, MTOJTyYaeMbIX, B IIpoliecce 0OydeHus, a TaK)Ke MPUMEHEHUIO UX K pelie-
HUIO TPAKTUYECKUX 3a]ad. ['0TOBSACH K 3a4€Ty, CTYJCHT JMKBUAUPYET UMEIoIIMecs: mpolensbl B
3HaHUSX, YTIYOJIsIeT, CHCTEMaTH3UPYET M YIIOPSI0YMBAET CBOM 3HaHMA. Ha 3auére crymeHT fe-
MOHCTPHUPYET TO, YTO OH MPUOOPEI B IPOIecCe OOYICHHUS 110 y4eOHOH TUCIUTIIIHE.

B mepuoa moAroToBKM K 3a4€Ty CTYACHTHI BHOBH OOpaIarOTCS K y4eOHO-METOIMYECKOMY
MaTepHally U 3aKperIsioT IPOMEXYTOUHbIC 3HAHUS.
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3ananue 1. IIpounraiiTe TEKCT U YCTAaHOBUTE COOTBETCTBHE. CONOCTABHTE METPUKHU KIMEHTCKOU
YJIOBJIETBOPEHHOCTH B JIEBOM rpade ¢ UX CoJAepKaHUEM, IIPEJICTABICHHBIM B IIPaBoii rpade.

1.CSlI

A. B ocHOBe HHJIEKCa JISKUT OJJUH BOIIPOC:
Kaxkosa eeposimnocmu, umo vl nopekomeH-
dyeme HAULy KOMRAHUIO UU NPOOVKM CBOUM
OpY3bAM/OIUBKUM/KOLIe2aM/Nnapmuépam?

2.NPS

B. mpencrasisier co60i MHCTPYMEHT, KOTO-
PBIH HCIIONIB3YETCS ISl K3MEPEHHSI KaueCcTBa
0JIb30BATEIHLCKOTO OMBITA Ha BeO-caliTax U B
MPHUIIOKEHUAX. DTO KOPOTKUH ONMPOCHUK, KO-
TOPBINA TOMOTAET OIIEHUTH OOIIYIO YIOOHOCTD
caiiTa WM TPUIOKEHUS, TOBEPHE MOJIb30Ba-
TEJCH K HEMY, SCTETHYCCKYIO ITPUBIICKATEIb-
HOCTb ¥ JIOSJIBHOCTD 0JIb30BATEIICH.

3.SUPR-Q

B. KonM4ecTBEHHBIN OKa3aTENb, KOTOPBI
OTPa)KaeT ypPOBEHb YAOBJIETBOPEHHOCTH U
JIOSTIbHOCTH KJIMEHTOB K IPOJYKTaM UJIU yC-
JlyraM KOMIIaHUHU. DTOT UHJIEKC U3MEepSAETCs
MMyTEM MPOBEJICHUS OITPOCOB W aHAIN3a OT3bI-
BOB KJIMEHTOB. ONpPOC COCTOUT U3 CEPUU BO-
ripocoB (o1 3 g0 10)

4.LTV

I'. MeTpuKa OKa3bIBaeT, CKOJIBKO JACHET KIIH-
€HT IIPUHEC KOMITAHUU 3a BCE BpEMsI B3aUMO-
JieicTBUs ¢ HEel. DTO MOXKET OBbITh U YUCTas
NpHUOBLIb OT KJIIMEHTA, U JOXOJI OT BCEX €T0
3aKa30B.

3anuimuTe BHIOpaHHBIE OYKBBI MO/
COOTBETCTBYIOIIUMH LUPpPaMHU:

1 2 3

3aganue 2. [IpounTaiiTe TEKCT U yCTaHOBUTE COOTBETCTBUE. COMOCTaBbTE OCHOBHBIE MPaBUIIa
TU3ailH-MBIIUICHUS B JIeBOM rpade ¢ uX coJiep:kaHueM, MPeACcTaBIeHHBIM B MPaBoil rpade..

1 IIpaBuiio 4eTOBEUHOCTH

A UToOBI B3MISSHYTH HA BEIIH IT0-HOBOMY,
HY)KHO 3KCHepI/IMeHTI/IpOBaTI), BBIXO/Js 3a
I'PaHMIIBI COOCTBEHHBIX 3HAHMH M CIIOCOOHO-
CTEN.

2ITpaBuiiO HEONIPEIETEHHOCTH

b OcHoBHBIEC TOTPEOHOCTH YETIOBEKA OCTAIOT-
Cs HCU3MCHHBIMU, ITO3TOMY 110 CYTH MbI HEC
CO3/1a€M HOBOE, a TOJIbKO MOJAEPHUZUPYEM
YK€ CYIIECTBYIOIINE CPEICTBA.
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3 [IpaBusio peauzaitna

B Crnenyer Bomiomars uieu B BUJIE IPOTO-
THUIIOB, YTOOBI HA MPAKTHKE IIIy0XKe MOHU-
MaTh, KaK PEIIUTh MOCTABICHHYIO 339y

s dexTuBHEE.

4 IIpaBuiio 0CsA3a€MOCTH

I' He3aBucuMoO OT KOHTEKCTA, JIF00as nes-
TEJIBHOCTh B HTOT€ HOCUT COIIMAJIbHBIN Xa-
paktep. IHHOBaIUM JOJKHBI OBITH OPUCHTH-
POBaHbI HA JIIOAEH.

3anuiuTe BIOpaHHbIE OYKBBI 110/
COOTBETCTBYIOIMMHU IIHUPpaMu:

1 2 3 4

3ananue 3. [Ipounraiite TEKCT U yCTaHOBUTE COOTBETCTBHE. COMOCTaBbTE HHCTPYMEHTHI CEP-
BHUC-/IM3aliHa B JIeBOM rpade ¢ ux copeprkaHueM, NpeACcTaBIeHHOM B IpaBoil rpage.

1.CIM

A. 3TO UHCTPYMEHT, UCTIOIB3yEeMBIH J1JIs
CHUKEHHS 3aTpaT Ha pa3pabOTKy peuieHus
HaIJISIIHO TIOKA3bIBAET, HACKOJIBKO MPOJIYKT
pernraet npobieMy MOKymnaTens.

2.Kapra smmatun

b. 3T0 BU3yanu3npoBaHHbIE TOYKU KOHTAKTa
KJIMEHTA C KOMIIAHUEN

3.IlpotoTunupoBanue

B. 3T0 MHCTpYMEHT, KOTOPBII IOMOTAET CO-
CTaBUTH JIETAJIbHBIN IIOPTPET LIEIEBON ayIH-
TOpPUH, YUUTHIBAsE NOTPEOHOCTH, CTpaxu, Mpo-
OJ1eMbI M OTHOILIEHUE K TOBApy WM yCIyTe
THIMYHOTO MTOKYNaTeIs.

3anuiuTe BIOpaHHbIE OYKBBI 11O/
COOTBETCTBYIOIIMMH IIHUPpaMu:

1 2 3

3ananue 4. [IpounTaiiTe TEKCT U YCTAHOBUTE MOCIEAOBATEIBHOCTh. Y CTAHOBUTE MOCIEI0BA-
TEJIBbHOCTh MPEBPALIEHUS TOTEHIIMAIBHOIO KJIIMEHTa B ambaccaiopa OpeHia B MpoIecce Co-

craBiaenuss CIM.

1. M3y4yenue ninm pasmplllIeHHE

A. KnneHT npuHuMaeT peleHue 1 MieT uc-
MTOJTHUTETIEN.

2. BriOop pereHus u3 HallIeHHBIX BapyaH-
TOB.

b.ITokynarens MOHUMAET, YTO y HETrO €CTh
npoOsema, HO [oKa He MpeANpPUHUMAET HU-
KaKuX JEHUCTBUN MO €€ PELICHUIO.

3. ®opMHpOBaHUE JOSUIIBHOCTU

B. Pemenue HaliileHO, HCTIOTHUTENb BBIOPAH,
KJIMEHT XOUYeT PEIIUTh BOMPOC 0e3 3a7epiKeK.
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4. IlpeBpaieHue KIMeHTa B ambaccaaopa I'. KinueHT 10BOJIEH COTPYIHUYECTBOM U OY-

Openna. JIeT PEKOMEH0BATh UCIIOJIHUTEIS IPYTUM.
5.0co3HaHN€e UM OCBEJOMIIEHHOCTh J. KnueHT umer penienue npoodiieMsl, mpo-

cMaTpuBaeT HH(POPMAIUIO B OTKPBITHIX HC-
TOYHUKAX, U3y4aeT MHEHUS 3HAKOMBIX.

6. Cnenka E. Eciu kiiMeHT J0BOJIEH MOKYIIKOM WUIIH Ka-
YECTBOM YCJIYTH, OH OyAET MOKYIaTh €IIle.

3anuiuTe BIOpaHHbIE OYKBBI 110/
COOTBETCTBYIOIMMHU IIHUPpaMu:

1 2 3 4 5 6

3ananue 5. [IpounTaiiTe TEKCT U yCTAHOBUTE M1OCIIEI0BATEIBLHOCTh. Pacmnonoxure B paBuib-
HOM nopsJike stansl cocraBiaeHust CJM cepBuc-au3aiiHepoM.

1 A. et Oapbepsbl, KOTOPbIE OCTAHABINBAIOT OKYMATEIS.

2 b. IlpuaymbiBaeT, Kak peo0aeTh 0apbephl.

3 B. AHanu3upyeT nyTh KJIMEHTAa U BHOCUT U3MEHEHMUS.

4 I'. Cobupaet nundopmManuio o KIMEHTE U MPOYKTE, MPOBOIUT UCCIIETOBAHMUS.
5 . OTmeuaet Ha rpaduKe TOYKH COMPUKOCHOBEHUS.

3anuumTe BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIUMH LUPpPaMHU:

1 2 3 4 5

3az(aHI/1e 6. HquHTaﬁTC TCKCT U YCTAHOBUTC IOCJICA0OBATCIbHOCTD. Pacnionoxure B IMpaBUJIb-
HOM IOPAAKE OTAIlbl I[HS&ﬁH-MBIHIJ'[GHHH.

1 A ®okycupoBKa

2 b IlpoToTunupoBanue
3 B I'enepanus nuei

4 I' Omnatus

5 J1 TectupoBanue

3anummTe BHIOpaHHBIE OYKBBI MO
COOTBETCTBYIOIIUMH LUPpaMHU:

1 2 3 4 5
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3ananue 7. [IpounraiiTe TEKCT U ycTaHOBUTE cooTBeTcTBHE. ComocTaBbTe IPOo(eccuu B JIEBOI
KOJIOHKE C MX XapaKTEPUCTUKOM, IPEICTABICHHON B IIPABON KOJIOHKE.

1Python-paspaborunk A. oTBeuaeT 3a KOMMYHHUKAIMIO OU3HEca ¢
JEHCTBYIOIIMMU U TIOTEHITUAIBHBIMY KJINCH-
tamu. PazpabaThIiBaeT CTpaTerno KOMMYHH-
Kalli¥ C TIOJIb30BATEISIMU, TUNIAHUPYET U CO3-
AT KOHTEHT JUIsl He€ M aHAITM3UPYeET pe-
3YJBTATHI.

2 CepBuc-au3aiinep b. 3anuMaercs 63KeH10M — YacThIO cailTa
WIM NIPWIOKEHUS, KOTOpas YIPaBIISIET €ro
norukoi. [Inmer nmporpammel 1t TECTUPO-
BaHUs KOJa U JUIs1 aBTOMAaTH3al1H [IPOLIECCOB
npu pa3paboTKe IpOorpaMMHOro odecreye-
HUSL.

3 UX/Ul-auzaitaep B. oTBedaer 3a co3manue u pa3ButHe HUdpo-
BBIX MPOJIYKTOB. HajenseT ux nmeHHoCThIO,
IIPUIYMBIBAET, KAaK OHU OyJyT YJIy4IlaTh
JKU3Hb MOJIb30BaTelneil. PazpabaTeiBaeT crio-
cOOBI MOHETH3AIINH, POCTA BHIPYUKHU H pac-
HIUPCHUS AyJJUTOPUU. PYKOBOIUT KOMaH 10
JM3aiiHEepOB, Pa3pabOTUYUKOB U IPYTUX CO-
TPYIHHUKOB, KOTOPBIE TOXKE TPUHUMAIOT y4a-
CTHUC B 3aI1YCKC W PA3BUTUU IPOAYKTA.

4 CRM-mapkeTtosor I'. coznaer nmonb3oBaTenbCKU HHTEpPDEIic.
Pa3zpabarbiBaeT BHEITHUN OOJIUK CATOB U
MOOUITBHBIX MPUIIOKEHHUH, TPOESKTUPYET
I0JIE30BATEILCKUH OITBIT, TPOBOJUT UCCIIC-
JIOBAHUS U aHATM3UPYET LIETEBYIO ayAUTO-
puto. O0seryaer B3auMoIeHCTBUE TOJIb30Ba-
Tens ¢ UU(POBBIMU MTPOTYKTAMHU.

5 IIponakT-MeHemKeED J. IpOeKTUPOBIIKK, KOTOPBIA HA OCHOBE
M10JIb30BATEILCKOTO OMBITA, IPeIaraet
KOHKPETHBIE PEIICHUs, TECTUPYET THIOTE3bI
1 OTCJICKUBACT BHEJPEHUE PEIICHUsS Ha

IIPaKTHUKE.
3anuumTe BHIOpaHHBIE OYKBBI MO

COOTBETCTBYIOIIMMU I pamu:

1 2 3 4 5

3a;[aHHe 8. HpquTaﬁTe TCKCT U YCTAaHOBUTEC COOTBCTCTBHUC. ConocTaBbTE KOMIIOHEHTEI CCPBUC-
}1H3aﬁHa B JICBOI KOJIOHKE C UX XapaKTCPHUCTUKAMM, ITPEACTABIICHHBIMU B npaBoﬁ KOJIOHKC.

1 JTronu A nr00bIe IPON3BOACTBEHHBIE AITOPUTMBI,
POLEAYPHI, OCIEI0BATEIBHOCTh 3TAIIOB
pa3pabOTKH M OKa3aHMsl YCIYTH, TIPaBHIIa
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B3aMMOJICHCTBUS C KIIMEHTAMH M JIPYTHE
HOPMBI U TIPEAITMCAaHMS, KOTOPBIE 00s3aTeb-
HBI K IPUMEHCHHIO Ha MPOTSHKEHUHU BCCH pa-
OOTEI.

2 Undpactpykrypa b 5T0 BakHelIasg yacTh CEpBUC-M3aliHA, HA
y/epKaHUE U COBEPILICHCTBOBAHUE OIIbITA
KOTOPOM 1 HampaBJieH BECh MPOIIeCC.

3 Iporecchl B Bce nomnonHUTENBHBIE peCypChl, HEOOX0TH-
MblI€ /Ui (QYHKIIMOHUPOBAHUS cepBUCa. ITO
MOTYT OBITh (hU3UYECKHE OOBEKTHI, TAKHE KaK
TOPTrOBbIE, CKJIAJICKUE U MHBIE TTOMEIICHHUS,
000pyl0BaHUE, MaTEpUaJIbl U TaK JAJIEe.

3anuimuTe BHIOpaHHbIE OYKBBI 11O/
COOTBETCTBYIOIIMMH LUPpaMHU:

1 2 3

3apanue 9. [IpounTaiiTe TEKCT U yCTAaHOBUTE COOTBETCTBUE. COOTHECUTE CTYNEHH KIMEHTCKOIO
onbITa (MCXO/I U3 MUpaMUJIbl ["apTHEpa) B JIEBOM KOJIOHKE C UX CYIIHOCTBIO, IPEJICTABICHHON B
MPaBOM KOJIOHKE.

1 UudopmupoBanue A Tlonumaiite mOTpeOHOCTH KIHEHTOB U
npeiaraiiTe HeCTaHJapTHBIC PEIICHUS, YTO-
Obl OHU YYBCTBOBAJIH ce0s1 0COOCHHBIMU B
BaIlINX IJIa3ax.

2 D deKTUBHBII OTKIINK b CBoeBpeMeHHO NPeAOCTaBISHTE KIIMEHTaM
MOJIE3HYIO HH(MOPMAIUIO YAOOHBIM /JIsI HUX
croco0oM.

3 [IpuBepkeHHOCTH B Ilpennaraiite KJIMEHTaM pelIeHUE UX M0-
TpeGHOCTEH 10 TOro, KaKk OHU 00 3TOM MO-
IIPOCHIT.

4 IIpoakTUBHOCTb I" beictpo u 3¢ ekTuBHO peraiite mpoodaeMbl
knueHTa. [Ipu aTom Oanancupyite Mex1y
0’KMIAHMSIMU KIIMEHTA U LEJISIMU KOMITAHUH.

5 Topnepxka AabHEUIIIETO Pa3BUTHUS JI J1aliTe BO3MOXHOCTb KJIMEHTY 4YyBCTBOBATh
cebst komopTHee, 6e3omacHee, yCIelHee.

3anuiuTe BoIOpaHHbIE OYKBBI 11O/
COOTBETCTBYIOIIMMH IIHUPpaMu:

1 2 3 4 5

3ananue 10. [Ipounraiite TekcT u yctaHoBUTE cooTBeTcTBHE. CooTHecute Tanbl HADI-1iukia
B JIEBOM KOJIOHKE C UX XapaKTEPUCTHKAMH, MPEJICTABICHHBIMU B MPABOM KOJOHKE.

1H A naHHBIE, TO3BOJISIOIINE TPOAHAIU3HPO-
BaTh PaHee BBIJIBUHYTOE MPEIIOJI0KEHUE
2A b BBIBOIBI, IpecTaBIIsAONINE COOOM 3aKITIO-

YeHHE, MOITBEPANIACH JI TUIOTE3a MIIH OKa-
3aJ1aCh OIMOOYHOU

3D B runoress! (BBIABHIKEHUE TPEATOT0KECHUN
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I' nelicTBue, HANIPABIEHHOE HEMTOCPEICTBEH-
HO Ha MPOBEPKY I'MIOTE3I

3anummTe BHIOpaHHBIE OYKBBI O
COOTBETCTBYIOIUMU IIU(PPAMHU:

OTIIpaBKa COO6H_ICHI/IH nepea AHEM pOKACHUA KIIMCHTA O IIPEAOCTABJIICHUHN EMY CKUJKU B

1 2 3 4
11.  Korzaa npou30muio 3apoKaeHUE JISKTPOHHOTO On3Heca?
a) konerr 90-x rogoB
06) konen 80-x TO10B
B) Havayo 90-x rogos
12.  Yro sBiseTcs nmepcoHaTM3auei KineHTa?
a)
3TOT JCHb
0) usMmeHenue unrepdeca Web-caiita Marazuna moj| Balid HHTEPECHI
B) TIOYTOBAs PACCHUIKA O BHIITYCKE HOBOW MPOTYKITUU
13.

Kakoit naopmanmonHsiii noTok Haubosee yacto orcyrcrByeT B CRM-cucteme kommna-

HUH, TPUBOIAIINNA K yCTapeBaHUIO HH(OpMAIUK O KIIMeHTe?

a)
0)
B)

14.
a)

0)
B)

15.

BHECEHHE MH(DOPMALIUK O KIMEHTE MEHEeKEpOM B 06a3y KIMEHTOB MEHeKepa
MOJIyYE€HUE MEHEKEPOM UH(POpMAIUH U3 €TMHON 0a3bl KIMEHTOB
BHECEHHE MH(DOPMAIIUH O KJIIMEHTE MEHEKEPOM B eIMHYI0 0a3y KJIMEHTOB KOMIaHUU

[IpaBaa nu, yro:

AJIEKTPOHHBINA OM3HEC JOJKEH UCIOJIb30BATh TOJLKO MHTEPHET KaK KaHaJl B3aUMOJICHUCT-
BHUS C KIIMEHTOM

OCHOBOM BHEJPEHUS CUCTEMBI JIEKTPOHOTO OM3HECa SBIISETCS CO3/IaHKe OU3HEC-
IIPOLIECCOB

WHTEPHET SBJISETCS KaHAJIIOM B3aUMOJICUCTBUS C KIIMEHTOM B DJIEKTPOHHOM OHM3HECe

Kem 00BbIYHO BBITIOJIHSIETCSI TOUCK CKPBITHIX BO3MOKHOCTEH 1pu omoiu cpeacts CRM

—CUCTEMBI?:

a)
a)

0)

16.

JOO0BIM COTPYIHUKOM KOMIIaHUH

MOYKET BBIIOJHATHCS MPOrPaMMHBIMH CpPEJICTBAMHM aBTOMAaTHYECKH, HE TpeOys BMella-
TENbCTBA CIIEUAINCTA

CIIELUAJIUCTOM I10 CTATUCTUKE C XOPOLIUM 3HAaHUEM IIPOAYKTOB U YCIIyT

Kakwue coObITHS 110 B3aUMOJICHCTBHIO C KJIMEHTOM HGOGXO)II/IMO 3aHocuTh B CRM-

cucremy?

a)
0)

B)
17.

T00bBIE CO6LITI/ISI, CBA3aHHBIC C KIMCHTOM
N3MCHCHUEC PCKBHU3UTOB UJIA KOHTAKTHOM I/IH(l)OpMaI_II/II/I KJIMCHTAa
TOJBKO TC CO6I>ITI/I$I, KOTOPBIC ITPUBCIIN K IIPOJAKE ITPOAYKTA

Kakoii kputepuii Bbeioopa CRM-crcTeMbl HCTIONB3YeTCsl KOMIaHUSIMHU HanOoliee 4acto?
(G YHKIIMOHATILHOCTh

[[eHa PeIICHUS

00I11ast CTOUMOCTb BIIAJICHUS
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18.

19.

20.

Kakwue ¢akTopsl HO3BOJISIOT CHU3UTH 3aTPaThl HA 00CTYKHUBaHUE KIMEHTOB?
aBTOMAaTU3alsA OTBETOB HA IIOBTOPSAIOLLUECS BOIIPOCHI

IepeBO KJIMEHTOB Ha CaMOOOCITy)KUBaHHE

COKpallleHUE BPEMEHHU 00CITyKUBAaHUS 3BOHKA

DddextuBHoe BHeApeHHe cTpaTerni CRM Bo3MOXHO:
TOJIbKO B KOMITAHUHU C OTPEJICTICHHBIM 00heMOM Ou3Heca
TOJIBKO B KOMIIAHHMH ¢ OOJBIINM 00hEMOM OH3HECA

B JIFO0OH KOMITAHHU

Kem MoryT ObITh BBIIIOJIHEHBI ITEPBBIE ATaMnbl 3aUThl Ipoekta CRM — onpenenenue u

JeTanu3anus Ou3Hec-mpooIIeM U 1ejieii KoMITaHuu?

a)
0)

B)
21.

a)
0)

B)
22.

COTPYIHHUKOM KOMITAaHUM — WUHUIUATOPOM ITPOEKTA
KOMIaHUe-KoHCynIpTaHTOM B 06nactu CRM-cuctem
koMmnauueii-mocraBmkoMm CRM-cucreMbl

Kakoe rnaBHoe oTiinune nepcoHanu3aluy Mo MpaBuiiaM OT aJanTUBHON?

JUISL OLIPEIEJIEHUS ITpaBuJl TpeOyeTcsl yuacTHE YeIoBeKa

HCIIONIB3YET MpaBuiIa MPeI0CTaBIeHUs HH(OPMALIUK KIMEHTY B COOTBETCTBHH C 33Jja4eH,
KOTOPYIO OH IBITACTCS BHITIOJHUTD

M3MEHEHUE PaBUJI 110 MEPE B3aUMOJIEHCTBUSI C KIMEHTOM

Kakoit MCETO/ paCIIpCACIICHHA 3BOHKOB ITOAPA3YMEBACT MOCICAOBATCIIbEHYIO JOCTYITHOCTD

CITY>KOBI TTOJICPHKKH JIJISl BCEX BPEMEHHBIX 30H 110 MEPE HACTYIUICHUS Pa00YMX YaCOB B KPYITHOM
KoMOauuu?

a)
0)

B)
23

24.

25.
a)
6)
B)

Merton »0anaHcupoOBaHUs HArPY3KH»
KOHIIETILIUS CIIEAYH 3a COTHIIEM»
IO PACIOIOKEHUIO PETHOHAIBHBIX O(PHCOB KOMIIAHUHU

[Touck ckpbITEIX Bo3MOkHOCTEW B CRM-cucreme:

Jdy4ie OyaeT BBIIOJIHEH CIEeLUAIUCTOM IO CTAaTUCTHKE
npeJoiaraeT Haluuus B KOMIIAHUH CIIeHUaINCcTa Mo MpoJaxkam
MOYET OBITh BBIIIOJIHEH JIOOBIM COTPYAHUKOM KOMITAHUHU

[IpaBaa nu, yro:

6ombmas qois crouMocty BHeapeHuss CRM/KoHTakT-1ieHTpa NIpUX0oJuTCs Ha 3aKYIKY
000py10BaHUs pabOYHUX MECT ONEPaTOPOB

apeH/1a BO3MOKHOCTEN KOHTAKT-I[EHTPA Y ayTCOPCUHTOBOM KOMITAHUM COITPOBOKIAETCS
peleHreM npo0IeMbl COBMECTUMOCTH TexHonoruit CRM KOMIIaHUM U ayTCOPCUHTOBOTO
LEHTpa

co3/1aHie COOCTBEHHOTO aBTOMATU3UPOBAHHOIO KOHTAKT-IIEHTPa COMPOBOXK/IAETCS BbI-
COKHMM MHBECTULMOHHBIM PUCKOM JUIsI KOMIIAHUU

Moayns ynpasnenus npoueccamu CRM-cucteMsl

MO3BOJISIET YBEIUYHUThH BIUSHUE Y€TIOBEUECKOTO (aKTOpa B MPOIECCE MPOIAK
MO3BOJIIET UCKIIIOYHUTD BIUSHUE YEJIOBEUECKOTO (haKTopa B MPOILECcCce MPOIaxK
MO3BOJISIET YMEHBIIUTH BIUSHUE YEJIOBEUYECKOT0 (DakTopa B Mporiecce mpoIax

© PI'YTHUC




STEOYBO

¢

PTYTHC

DEIEPAJIBHOE TOCYIAPCTBEHHOE BIOJI’)KETHOE OBPA30OBATEJIbBHOE CMK
R YEIP]:DKHEHVIE BBICIILIETO OBPA3O].’1AHV[51 PIyTHUC
«POCCNUNCKUN TOCYOJAPCTBEHHbBIVI YHUBEPCUTET
TYPU3MA V1 CEPBUCA»
Aucm 30

26.

217.

28.
eccam

a)
0)

B)

Kaxkoit ananu3s no3BossieT onpenenuTs Oyayiee NoBeAeHUE KiueHTa?
aHaJIMU3 MOCJIEe10BATEIbHOCTH

aCCOLMATUBHbBINA aHAIIN3

aHaJIu3 MpeAcKa3aHus

[IpaBunbHBI 1M BbICKa3bIBaHUA?

COOBITUIMHBIN MApKETUHT HE TpeOyeT BHICOKOI'O YPOBHS aBTOMATH3allMK pabo4ynX Mpo-
LIECCOB

LEHHOCTb KJIMEHTA JIy4llle PaCCUMUTHIBATh HA UHTETPAllMM HECKOJIbKUX [TOKa3aTeslel o
KJIMEHTE

NepCOHAIN3ALIMS T03BOJISIET YA€ KaTh KIIMEHTA

Uto noapa3zymMeBaeT BBINOJIHEHUE KaXA0r0 dTara Mpouecca B MOAyJIe yIpaBiIeHUs IPo-
n CRM-cucrems1?

BBITIOJIHEHHE ONPEICIICHHON MOCJIEI0BATEIbHOCTU JEUCTBUM, KOTOPBIE BBITIOJIHSIIOTCS
COTPYAHUKAMHU

BBIIIOJIHEHHE OIPEACIICHHON NOCIIEI0BATEIbHOCTH IEUCTBHM, KOTOPbIE MOTYT BBIIOJI-
HATBCSA KaK COTPYJAHUKAMU, TaK U IPOTPaMMHBIM MOIYJIEM

BBIIIOJIHEHHE OIPEACIIEHHOTO JEHCTBUS COTPYIHUKOM

29. Yro sBisieTcs LEIbI0 aHaiIu3a TpeOOBaHUM?

a)

6)

B)
30.

a)
0)
B)
r)

31.

32.

33.

34.

TpeOOBaHUs, KOTOPBIE OMPEEISAIOT, YTO JOJKHA MTPEACTABIATH cO00M cucTeMa mnocie
OKOHYAHUS MPOEKTa BHEAPEHUS

JeTajbHbIe CleU(pUKAINY, KOTOPbIE OJJHO3HAYHO ONPEEISAIOT, YTO JOJKHA MTPEICTaB-
JSATh COOOM cUCTEMa MOCJIe OKOHYAHUS IIPOEKTa BHEAPEHUS

o0rmue TpeboBaHMsl, KOTOPbIE ONPEAEISIOT, YTO TOJKHA MPEACTaBIATh COOOH crcTeMa

Kakue ocHoBHbIe 11esM BHeApeHus ctparerni CRM npu kpu3ncHoM cuieHapuu?
KOHTPOJIb 3 (PEeKTUBHOCTU

peanu3anys yclloBUH, HaJlaraéMbIX PYKOBOJICTBOM

KOHTPOJIb 3a UH(opmanuen

CUCTEMATH3aLMs 1EATEIbHOCTH COTPYAHUKOB

TecroBoe 3aganue OTKpeIToro tuna. HazoBute ompeneneHue: « ... — 3TO MapKETHHT,
KOTOpPBIN 3aKJII0YaeTCs B KOHTAKTe OpeHJia ¢ IeJIEBOM ayJuTOpuel yepe3 BIUATENbHbBIX
JUJIEPOB MHEHUH — HH(IIIOCHCEPOB.

TecToBOE 3amaHue OTKPHITOro THIa. Ha30BUTE ompeneneHue: « ...— HHTErpaIus pas-
JIMYHBIX KAHAJIOB KOMMYHHKAIMH C KIIMEHTOM B €IMHYIO CUCTEMY.
TecToBoe 3amanue OTKphITOro TUna. Ha3zoBuTe onpeneneHue: « ...— 3TO COcoO Bejie-

HUs OW3Heca B WHTEpHETE, MPU KOTOPOM MPOAABEIl pealiu3yeT TOBaphl B WHTEPHET-
Mara3muHe, HpI/I 3TOM HC UMCECS CO6CTBGHHOFO CKJIaga u CJ'IY)K6BI JOCTaBKH, a XpaHeHI/IeM nu
JIOTHCTHKOM 3aHMMAIOTCS KOMIIAaHUH-IIOCTABIIHKH.

TecToBoe 3amanue OTKPHITOTO TUMA. Ha3zoBuTe ompeaeneHue: « ...— 3TO MOTCHIHATb-
HBII KJIMEHT, KOTOPBII 3aUHTEPECOBAH B TOBAPE WIM YCIYre U OCTaBUJI CBOU KOHTAKTHBIC
JIaHHBIEC HA CaliTe WU JPYTroil MIOMIAIKE.
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35.

36.

37.

38.

TecroBoe 3amanue OTKphITOro THna. Ha3zoBuTe ompeaeneHue: « ...— 3TO aJarTanus
IPOJYKTa, YCIYT'H, KOHTCHTA IOJ ONPE/CICHHYIO ayJAMTOPHIO HA OCHOBAaHHUHU JIAHHBIX O
Hel (zemorpadusi, KICTOPUS MOKYIIOK, HHTEPECH! U APYTUE IEPCOHANBHBIC JaHHbIC).
TecroBoe 3amanme oTKpeITOro TUMa. HaszoBure omnpeneneHue: « ... — 3TO amnapaTHO-
IPOrPaMMHBIN KOMIUIEKC, MPEIHA3HAYCHHBIH JUIsl TOUCKA B MHTEPHETE M Peardpyromiii
Ha I10JIb30BATENILCKUI 3aMPOC, KOTOPBIH 0OBIYHO 33J1al0T B BHJIE TEKCTOBOW (pa3bl (v,
TOYHEE, MIOMCKOBOTO 3arpoca), Bblaueii CCHUIOYHOrO CIUCKA Ha MH(OPMAIMOHHbIC HC-
touHuku. Hanpumep, nouckonas cucrema Sunexc, Google, Yahoo.

TecroBoe 3amanue oTKpbITOro TUMa. HasoBute ompezeneHue: « ...— 3TO CEPBHC, KOTO-
pBIf IpezcTaBiiieT CO00 BUPTYalIbHOIO OHJIAHH-KOHCYJIbTAHTA, BEIYIIErO IHAJOr C
KJIMEHTOM C TIOMOII[bIO TEKCTOBBIX HIIH T'OJOCOBBIX COOOLICHH.

TecroBoe 3amanme OTKpbITOro THma. HasoBure ompeneneHue: « ... -—— MPOrPaMMHOE
obecrieyeHue, NpeHa3HaYCHHOE /Ul aBTOMATU3AIMU CTPATErHil B3aUMOACHCTBYS C KITH-
CHTaMH, B 4YaCTHOCTH, IJIA MOBBIIICHHA YPOBHA IMPOAAX, ONITHUMH3AllUU MAPKETUHIA U

yIIydliCeHus 06CJIy>KI/IBaHI/I$I KIIMCHTOB.

3ananue 39. Conocmagvme ghopmul obcayscusanus c ux cooepricanuem (yugpa-oykea):

1. AGoHemMeHTHOE

a)He IpenroyiaraeT HEMOCPEJCTBEHHOIO BH-
3yalIbHOTO OOIEHUsI MOTPEeOUTENs U HCHOJ-
HUTEJIS YCIyTU

2. beckoHTakTHOE

b) 3akmovaercss B NpeOCTaBICHHU YCIYT IO
MECTy paboOThl WJIM MECTY >KUTENbCTBA CIIe-
UaJIbHON OpHUrafioi npennpusTus cepBuca.

3. CrammmonapHoe

C)3aKa3uyuK, 3aKJIIOYUB JOTOBOP C MPEANpPHU-
ATHEM CEpBHCA, TOJIy4aeT MpaBO Ha omepa-
TUBHOE OOCIy)XHMBaHUE, NMPOBEACHUE IUIaHO-
BBIX MPO(HUIAKTUYECKUX MPOLIETYP B TEUCHUE
CpOKa JICWCTBHUS I0rOBOpa

4.IlepenBuxHoe

d) mozmpazymeBaeT 0OCIy)KHBaHHE B CIClHA-
JU3UPOBAHHOM MECT€ C NPUMEHEHHEM Mpo-
(deccroHambHOrO O0OPYJOBAaHUS M IpUBIIE-
YEHUEM MOATOTOBIEHHOIO MIEPCOHAJIA

3aganue 40. Pacnonoxcume konmaxmusle 30ubl (om 0 00 3) 6 nopsaoke yseauueHus 30Hbl

HenoCcpeoOCmeeHH020 8U3yailbH0O20 KOHMAKMA ¢ Kiuenmom (0ykea-yugpa):

A. cxaTtast KOHTAKTHas 30Ha 3
b. ckpbITas KOHTaKTHas 30Ha 1
B. xoHTakTHas 30Ha, pa3JeleHHas NpPOCTpaH- | 2
CTBOM

I'. KOHTaKTHAas 30HA, pa3feICHHas: CTOUKOMN 0

3ananue 41. B oduc Bomen kiueHT. OH O0IIUTENEH, Pa3BA3EH, UCTIONB3YET «ThI»-00IICHHUE.
Omnpenenure TUN KIMEHTA IO TeoMeTpuuecKkomy npusHaky. CocraBbTe paBuiia paboThl C HUM.
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3amanue 42. B oduc Bomen kiment. CkoBaHHas!, HaNpsHKeHHas 1mo3a (“3akaTocTh”’), pacCUnTaH-
HBIC JIBIDKEHUS, TOUHBIC, CKYIIBIC JKE€CThI, MEJUICHHAS “‘COJMIHAS’ MOXO/Ka, OeCCTPacTHOE JIHIIO.
Omnpenenure TUN KIMEHTA IO FeoMeTpuuecKkomy npu3Haky. CocraBbTe paBuiia pabOThl C HUM.

3amanne 43. B oduc Bomen kimeHT. CIOKOWHBIC, IJIaBHBIC, YBEPEHHBIC TBMKCHUS, BBIpa3H-
TEJIbHBIE )KECThI, HETOPOIUIUBEI, HO BCEM BUJIOM MOKAa3bIBAIOT, YTO UX BPEMs IOPOrO CTOUT, MPO-
HUIATENbHBIN, BCe MOMEYAIONINI B3IJIsA], OBICTPbII KOHTAKT, MOMEHTAIbHASI OLIEHKA CUTYaIlHH
Y MTHOBEHHAasl peakius (MHOTJa JOBOJBHO “‘spoBuTas’). OnpenennTe THM KIHUEHTa 10 T€OMEeT-
pudeckoMy npusHaky. CoctaBbTe MpaBuiia pabOThl C HUM.

3ananue 44. B oduc Bomen kiaueHT. B oxexne u BHemHEM 00iHKe: HEOPEIKHOCTh U HEPSIILIHU-
BOCTb, TaKX€ BO3MOXHA M OPUEHTALUsl HA CylepMoAay. bbICTpble IBMKEHUS, O’KUBIICHHAS JKeC-
TUKYJISILAS, )KUBasi MUMUKA, “BCEBUISIINI B3I

B nuanorax yacro nepeOuBaeT: MEHEKep HE yCIlieBaeT OTBETUTh Ha OJMH BOIPOC, KaK OT HETO
y>Ke JKIyT OTBETa Ha APYrou. BeICTpo M OTKpPOBEHHO, O€3 BCSIKOTO CTECHEHMs OLICHMBAIOT Balll
MPOJIYKT U COCTOSIHUE Jie] KoMnaHuu. OnpeaenuTe TUIl KJIMEHTa 0 T€OMETPUYECKOMY ITPU3HA-
Ky. CocTaBbTe npaBuiia paboThI C HUM.

3ananue 45. CooTHecUTE OMpeneieHre KIMEHTa [0 TeOMETPUIECKOMY MPU3HAKY C €ro MmoTpe-
OMTEeNLCKUM TTOBeICHHEM (Tirdpa — OykBa):

1. 3urzar A.CoOpaH, cOCpeIOTOYEH, CEphe3eH, IIpe-
KpPacHO OCBEIOMJICH

2. Kpyr b.Camomo6uB, camoyBepeH, MPUIUPUUB,
MOTYEPKHYTO MOJICH

3. Ksagpar B.JIro6o3Hatenen, cmen, He yBepeH B cebe,
TOTOB K OTKPBITUSIM U HOBMHKAaM, UMIYJIbCH-
BCH

4. TpeyronbHUK I".OGmuTeneH, >MOIMOHANICH, HaBSI34YMB, J10-
BEPYMB, ITOTATINB

3ananue 46. YpaBHenue nieHHoctu yciyru K. JlaBinoka 3By4uT Kak...:

Ortger: lleHHOCTB, BOCIpUHUMAaeMasi KJIMEHTOM — 3TO CyMMa BCEX BOCIPHUHHUMAEMBIX MOTpPeOU-
TeJIeEM NMPEUMYIIECTB 3a BBIYETOM CYMMBI BCEX U3/IEPXKEK, CBSI3aHHBIX C IPHOOPETEHNUEM YCIIYTH.

3ananue 47. Menemkepy He0OX0IMMO ONHUCATh LIEHHOCTh YCIIYTH 1O JocTaBke efbl. Kakyro mo-
JIEJIb MO’KHO €MY ITOPEKOMEHA0BATH?

OtBet: Mogens ieHHoCcTH yeiyru B. 3eritamis.

3ananue 48. B coorBercTBUU ¢ ypaBHeHHeM K. JlaBioka 3anoiaHuTe CBOOOIHBIE MOJIS:

Ilennocts, BocmpuHuMaemas | OOmias MEHHOCTH Il KineH- | OOmue u3epKKu IS KITMEeH-
KJINEHTOM Ta Ta

A. 1.

b. 2.

B. 3.

T. 4,

3amanne 49.CormacHo MoJienu IieHHOCTH yeiyru B. 3efitamns 610k «BocnpuHIMaeMoe KadecT-
BO)» COJICPIKHUT B cebe...:

OtBer:1. Baemnane kommynukanuu, 2. Ctuiab obmieHust, 3. Jlnuneli onsiT nepconana, 4. Jlny-
HbIE OTPEOHOCTH KIIMEHTA
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3ananue 50. Pacnonoxure B MpaBUIILHOM MOPSIKE 3TAIbI IPUHATUS PELICHUS O TOKYIKe (-
pa — OykBa):

1. A .Peakuyst a HOKyIIKy

b.ITouck nadopmarm

B.Bo3HMKHOBEHHE TOTPEOHOCTH

I".HenocpeacTBEHHO MOKYyMKa

gl

J1. PamxupoBanue

ITpu moaroroBke K 3a4€Ty CTYAEHTaM LIE€I€COOOpPa3HO HCIOJIb30BaTh MaTepUalIbl JIEKIUH,
y4e0HO-METOINYECKHE KOMIUIEKChI, PEKOMEH/I0BAaHHBIE MPABOBbIE aKThl, OCHOBHYIO U JOIOJIHU-
TEJIbHYIO JIUTEPATypy.

Ha 3auér BeIHOCHTCS MaTepuan B 00bEMe, IPETyCMOTPEHHOM pabodeil mporpamMmoi y4eo-
HOW JUCLUIUIMHBI 32 CEMEeCTp. 3a4€T MPOBOJAUTCSA B YCTHOM GopMme.

Benymuii naHHyro TUCHUIUIMHY IPENOAaBaTelb COCTAaBIISIET OUJIETHI, KOTOPHIE YTBEpXkAa-
forcst pykooaurteneM OITOII u BkimrouaroT B ces JBa BONpOCa BKIHOYAIOLUIMX CUTYallMOHHbIE
3agaun. DopMyIHpPOBKA BOMPOCOB COBMAAACT C (DOPMYTUPOBKON MEPEUHS PEKOMEHIOBAaHHBIX
JUIsL TIOATOTOBKU BOIPOCOB 3auéTa, IOBEAEHHOIO JI0 CBEJIEHUS CTYJCHTOB HAaKaHyHE 3K3aMEHa-
MoHHOU ceccun. CozepkaHue BOMPOCOB OAHOTO OmiieTa OTHOCUTCS K Pa3iMuYHBbIM pazjeliam
IPOTPaMMBI ¢ TEM, 4TOOBI O0JIee TIOJTHO OXBATHTh MaTepHal Y4eOHOH TUCIUILINHEI.

B aynuropuu, riae npoBOIUTCS YCTHBIA 3a4€T, JOJKHO OJHOBPEMEHHO HaXOAUTHCS HE 00-
Jiee ECTH CTYIEHTOB Ha OJAHOTO IIPENoAaBaTess, IPUHUMAIOLIETO 3a4ET.

Ha noaroroBky k oTBeTy Ha Ouiier Ha 3auére oTBoAUTCS 20 MUHYT.

s npoxokJieHus: 3a4é€ra CTyIEHTY HEOOXOAMMO MMETh IpU cebe 3a4eTHYI0 KHUXKKY U
NUCbMEHHBIE IPUHAUICKHOCTU. 3auéT NPUHUMAET MPErNoiaBaTellb, YUTABUIMHA YUeOHYIO TUCIIHU-
IUIMHY B JaHHOM Y4eOHOM IOTOKe (TpyImie). 3a HapylIeHUe NUCHUIUIMHBI U TOPSAKA CTYIEHTHI
MOTYT OBITh yJaJIEHBI C 3a4éTa.

Bomnpocsl 111 mpoMe:KyTOYHOI aTTecTauuu B popme 3a4era (YCTHO), IPOBOAUMOIO BO 2
cemecrTpe

VYcenyra u cepBuc.

OCHOBBI BBICOKOKJIACCHOT'O CEpBHUCA

YpoBHU ycimyru: S5KoHOM, 6u3Hec, VIP

Muccus KOMIIaHNH, OKa3bIBaIOIIEH KIMEHTCKUM cepBUC

ITonsiTe "BHYTpEHHErO KIMEHTA" B KOMIIAHUH.

CBsI3b KauecTBa CEpBHCA U YIPABJICHUS BHYTPEHHUMH KIIMEHTCKUMHU OTHOIICHUSMHU

Ponb nupexTopa 1o KIMEeHTCKOMY CEPBUCY B CTPYKTYpE KOMITaHUU

[TotHOMOYMS, OTBETCTBEHHOCTD U MIOKA3aTENIN YCHEIIHON AeITEeIbHOCTU AUPEKTOPA MO

KIIMEHTCKOMY CEpBUCY

9. IInanupoBaHHe JESITEIBHOCTH CEPBUC-IUPEKTOPA

10. Cucrema KOHTPOIIS TSl UPEKTOPA 110 KIMEHTCKOMY CEPBUCY

11. YnpaBnenue MoTHBaLIME COTPYTHUKOB KaK KOMIIETEHILIUS TUPEKTOPA IO KIMEHTCKOMY
CEpBUCY

12. JTemoHcTpatus "MOJIEIBHOTO MOBEIEHH" C KIIMEHTaMHU KaK yIpaBJIeHHE KadyeCTBOM Cep-
BHUCA

13. MogenupoBaHue CIIy>KObI KIIMEHTCKOTO CepBUCa

14. TlpuurHBI BOBHUKHOBEHUS MTPETECH3NHA KITMCHTA

N~ WNE
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15.
16.
17.
18.
19.

20.
21.
22.

23.
24,
25.
26.

27.
28.
29.
30.
31.
32.
33.
34.

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

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

48.
49.
50.
51.
52.
53.

54.
55.

[IpeTen3ust: BUJ CO CTOPOHBI KIIMEHTa U KOMIIAHUU

busHec-npouecc ynpasieHus IPETEH3UEH B KOMIIAHUU

YpapieHue KauecTBOM paboThI C IPETEH3UEH KIIMEHTa

@opMbl BHYTPEHHEW U BHEITHEH OLIEHKH Ka4eCTBA 00CTYKUBAaHHUS KIIMCHTOB
@DakTOpHbI, BIUSIOLUIUE HA TOTPEOUTENHCKYIO JIOSUIBHOCT U YIIPaBIIEHUE )KU3HEHHBIM
LIUKJIOM KJIMEHTa

JIBa moaxoza K BHEIPEHUIO KaU€CTBEHHOT'O CepBHCa

HeoOxonnMble yciioBusl BHEAPEHUS KAUECTBEHHOI'O CEpBHUCA

Kak co3nate, pa3BUTh U OLIEHUTh KIIMEHTOOPUEHTUPOBAHHOCTB: 15 paBuil KIMEHTOOPH-
E€HTUPOBAaHHOCTH

Ornpenenenne KIMEHTOOPUEHTUPOBAHHOIO U KAU€CTBEHHOT'O CepBHCa

Bnyrtpennnii PR

OueHka ypoBHS KIIMEHTOOPUEHTUPOBAHHOCTH KOMITAHUU

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

IToka3zaTens JIOAIBHOCTH KIMEHTOB

KoadduimeHT TekydecT KINEHTOB

BoBi1e4eHHOCTH KJIMEHTOB

[TonsiTve MOTPEOUTENBCKOM JIOSIIBHOCTH

Buns! nosnmeHOoCcTH. 3MepeHune n0suibHOCTH

Mcrionbs30BaHue JOSUIBHOCTH JUISl ONIPEICIICHNS IOTEHIIMAIIA PhIHKA

OMOIMOHANIbHAS U pallMOHaIbHAas COCTABIISIOIINE JOAIBHOCTU. YTO XOUET OKyNaTelb
Bnusinue ¢pakTopoB y10BIETBOPEHHOCTH U BOBJIEUEHHOCTH Ha MPOJI0JIKUTEIBHOCTh OT-
HOIIEHUH C KIMEHTOM

@DakTOpPBI, BAUSAIOIIME HA TIOCTOSIHCTBO KIMEHTA

VYrnpaBneHue KU3HEHHBIM [IUKIOM KIIMEHTa

OcHoOBHbIE TIOKa3aTeNIN KayecTBa yJAepKaHUs KJIMEHTOB

[TonsiTve MO’KU3HEHHOM LIEHHOCTH KJIIMEHTA

Merton pacueTta npuObUIBHOCTH KIIMEHTA

AHanM3 CTaTUCTHKYU NPOJAXK ISl ONPEIeTI€HUsI IPUOPUTETHBIX HANPABICHUN Pa3BUTH
KJIMEHTCKOM 0a3bl

Matpuiibl MUKpOCETMEHTAIIUU: TPUOBLIL / TOTEHIINAN, BBIPYYKa / pa3mep U T.1I.
Omnpenenenne NpUOPUTETOB B KJIMEHTCKON MOJTUTHKE

OnTuMu3anus pacxo/10B Ha CIIy>K0y MPOJIaX U cepBUCca

KJImeHTOOpHEeHTHPOBAHHOCTh KaK KOHKYPEHTHOE ITPEUMYIIIECTBO KOMIIaHUU
PerpocnextuBa cucremsl SP

TpeboBanus K IepcoHAy OT/AeJa MPOIaxK

OnTtumuszanus npoaykra npu nomouu moaenu Hopuaku Kano. Orpannuenus npuMeHe-
Hua moaenu Hopuaku Kano

Cucrema peryiasipHOro ynpaBJeHHs HaJUIEKAIMM CEPBUCOM

Buael mporpaMM nooupeHus, uX NpeuMyIiecTBa u HeI0CTaTKU

[ToompeHre KOHEYHBIX OTPEOUTENEH

[Toonipenne TOProBONpPOBOIAIIECH LIETH

[IpaBuna npoBeieHUs MPOrPaMMBbl TOOLIPEHUS

KnroueBbie ommbKky mpy MpoBeIeHUH MPOTPaMM MOOIIPEHHS TOCTOSIHHBIX KIIMEHTOB.
Ycrpanenue ommbok

[InanupoBaHue NporpaMmMsl MOOLIPEHUS

Hcnonp30BaHnEe COBPEMEHHBIX TEXHOJIOTUI IIPU Pa3BUTUH JIOSUIBHOCTH KIMEHTOB
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7.4. Conep:xanue 3aHATHI CEMMHAPCKOIr0 THIIA
[TpakTuyeckoe 3aHsATHE — 3TO OLEHOYHOE cpelcTBO (nanee OC), KOTOpoe CTaBUT mepes cooon
[eNb YriyOIeHHOro OOCYXIEHUS CIOXKHOW TeMbl y4eOHOW MpPOTrpaMMbl, a TaK e BBICTYNAET
CHoco0OM IPOBEPKH 3HAHUH MOJYYEHHBIX CTYAEHTaMM IPU CAMOCTOSITEIbHOM H3YyYEHUU TEMbI
U IIyTE€M Pa3BUTHS y HET'O OPATOPCKUX CIIOCOOHOCTEW B XO/€ 00CYXKICHHS BOIPOCOB MPaKTHYE-
CKOro 3aHATUA. B mponecce NoAroToBKM K NPaKTUYECKOMY 3aHSATHIO CTYJEHT depHaer u 0600-
IIaeT 3HAaHUS U3 MaTepHajia ydeOHUKOB, MOHOTpaduii, HOPMAaTHUBHBIX aKTOB, HAYYHBIX CTAaTEH U
T.J1., PEKOMEHYeMbIX KadeIpoil JuIsl MOATOTOBKH K IPAKTUYECKOMY 3aHATHIO.

B mpornecce opranuzanuu 1 mpoBeACHUS TaHHON GOPMBI 3aHATHS (HOPMUPYIOTCS 3HAHUS,
YMEHUS, HaBBIKU U (WIM) ONBIT AEATEIBHOCTH, XapaKTEPU3YIOLIUI ClieAyIOLI1e 3Tanbl KoMIIe-
TEHLUU:

IIpakTnyeckoe 3ansaTue 1.

Bun npaktuueckoro 3ansatus: CemuHap

Tema u coneprkanue 3aHsaTUs: CoBpeMeHHbI KJIMEHTCKUH cepBHC Kak ¢opma yaoB-
JIETBOPEHUSA NMOTPeOHOCTEH YesoBeKa.

[IpakTuyeckoe 3aHATHE, MIpelycMaTpuBaloliee 00CyKIAEHUE CTYACHTaMH UCTOPUYECKUX
BOIIPOCOB BOSHUKHOBEHMSI U IBOJIIOLIMY CEPBUCHOM AESTEIbHOCTH.

Lenp 3anatus: B npouecce u3ydeHHs TeMbl CIEyeT COCPEAOTOUYMTHCS HAa TEPMUHAX U
MNOHSTUSIX, UCHOJIb3YEMBIX B COBPEMEHHOH CEPBUCHON NEATEIbHOCTU — «CEPBHUC», «YCIyran,
«chepa 00CITy)KUBaHUM», «KYJIBTYypa CEpBUCA» U JP.

[IpakTnueckue HaBbIkU: CTyaeHTaM HEOOXOIUMO YSICHUTh OTIMYUTEIbHBIE OCOOEHHOCTH
YCIyT B CPaBHEHHMH, HAllpUMEpP, C TOBAPOM — UX HEOCA3AEMOCTb, U3MEHUMBOCTH 10 KAa4ECTBY,
HEBO3MOXKHOCTh MX XpaHeHHs. Takke BaXXHO YCBOWUTH IMPHUHILMIIBI U OTJIIMYUTEIbHBIE TPU3HAKU
CEPBHCHOM IE€ATEIBHOCTH.

Bonpocel, BeIHOCHMBIE Ha 00CYKIEHUE:

1. ITonsTHE 00 yCayre U CEpBUCHOM 1EATETbHOCTH.

2. Cdepa ycnyr B 00IIECTBEHHOM pa3/IeIeHUH TPyAa.

3. ®yHK1MM chepsl YCIyT.

4 Ilonsitue "ycmyra".

5.0cO00eHHOCTH PBIHKA YCIIYT.

6.CocraB oTpacieit chepbl yCiyr.

7.Cepa ycnyr u hopMupoBaHHe MOCTUHAYCTPHAIBHOTO OOIIECTBA.

8. daxTopsl pa3BUTHUS CHEPHI YCITYT.

[TpoomKUTENTLHOCTD 3aHATHUS — 2 Yaca.

Juis1 3a04HOi GopMBbI 00ydYeHHs

IIpoaomKUTENPHOCTh PAKTHUUECKOTO 3aHATHSA 1 mo TemMe COBpPEMEHHBIN KIMEHTCKUN
cepBuC Kak ¢popma yIOBIETBOPEHHUS MOTPeOHOCTEH YemoBeka — 1 Jac.

TectupoBanue — 1 yac.

IIpakTnyeckoe 3ansaTHe 2.

Bun npaktuueckoro 3anatus: CeMHHap, KOHTPOJIbHASA TOYKaA |

Tema u conepkaHue 3aHATUA: Y IPAaBJIEHUE NPETEH3UAMU KIMEHTA

ITpakTyeckoe 3aHsATHE, IpeaycMaTpUBarollee 00CYkKIEHUE B BUE KPYIJIOTO CTOJIA IPH-
YMH BOSHUKHOBEHHUS IIPETEH3UI KIIMEHTA U METO0B UX YCTPAHEHHUS.

IIpencraBuTh NIPE3CHTALNIO JOKIAIA!

1. [TokynarenbCckue MpeTeH3uu B chepe 0TeYeCTBEHHBIX YCIYT.
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2. OcobeHHocTH PEUICHUA BOIIPOCOB ¢ BO3PaAXKCHUAMUA HOTpe6I/ITeJ'IeI71

Lenp 3aHATHSA: U3YyYUTh OCOOCHHOCTH pa3BUTHS cepBUca B Poccu u 3a pydexom, npea-
CTaBUTh OTYET O MpOJIeTaHHON padoTe.

[IpakTrueckue HaBBIKK: TOHUMATh U aHAIM3UPOBATH MUPOBO33PEHUECKHUE, COLUATIBHO U
JMYHOCTHO 3HauUMMbIe (usocodckre mpodaeMbl, MPOSBIATh NATPUOTH3M, TPYAOIIOO0HE U rpax-
JTAHCKYIO OTBETCTBEHHOCTD

[IpoaomKUTEeNnpHOCTD 3aHITHS — 2 Yaca.

IIpakTuyeckoe 3ansTue 3.

Bupg npaktuueckoro 3anarusi: Kpyrislii cTos

Tema u conepxkanue 3aHatus: BHepeHue KaueCTBEHHOIO CEpBUCa.

Lenb 3aHATHS: U3YYUTh Pa3INYHbIE OJXObI K OLIEHKE YCIIYT.

[IpakTuueckre HaBBIKU: 3HATH O MOBEACHHM MOTpPeOUTENel, KPUTEpUSX KadecTBa HH-
(dopMaruu B pa3BUTHH TOCTUHIYCTPHAILHOTO O0IIECTBA

[IponomKUTENBHOCTD 3aHATHS — 2 Yaca.

st 3a04HOM popmbI 00yUeHUsI

[IponomKUTENBHOCTD MPAKTUUECKOro 3aHATUA | mo TeMe BHenpeHue kauecTBEHHOrO
cepBuca — 1 yac.

YcTHbii onpoc — 1 yac.

IIpakTnyeckoe 3ansTue 4.

By npakTHueckoro 3aHATUA: CEMUHAP, KOHTPOJIbHAS TOUKA 2-Y CTHBIM OMIpOC

Tema u conepxanue 3aHsaTHs: PopMbl BHYTPEHHEN U BHELIHEH OLIEHKH KadecTBa 00Ciy-
JKUBAHUS KIMEHTOB

Bonpocel, BeIHOCHMBIE Ha 00CYKIEHUE:

1.ComnocTaBpTe JKU3HEHHBIN LIUKJI ycayry U ToBapa. [loscHuTe paznuuus.

2. [lonOepute TOBaphl U yCIAYTH, UK KOTOPHIX OJIMHAKOB.

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

Lenb 3aHATHS: U3YYUTh OCOOEHHOCTH XKH3HEHHOTO LIUKJIa YCIYT U TOBApOB.

[IpakTHueckue HaBBIKM: IMOHMMATh M AHAJIU3UPOBATh dKOHOMHUYECKHE ITPOLIECCHI, CBS-
3aHHBIE C PA3BUTUEM YCIYT.

[IpoaomKUTENEHOCTD 3aHATHS — 2 Yaca.

IIpakTH4eckoe 3aHsATHE S.

Bun npakTueckoro 3aHATUSA: CEMUHAP

Tema u conepxanue 3aHsATHSA: DaKTOpHI, BIUSAIOIIUE HA MOTPEOUTENBCKYIO JOAIBHOCTD
Y YIIPaBJIEHNE )KU3HEHHBIM IIUKJIOM KJIMEHTa

3aaHue A1 CeMHUHAPCKOTO 3aHATHUS:

CocraButh npe3eHTann0 Ta TeMy «COBPEMEHHBIN CEpPBHC B KOMMEPLMMY». 3aJaHUE
IpeJroiaraeT aHaJIu3 OJAHOW M3 COBPEMEHHBIX KOMITAHUN C PAacKpBITUEM BCEX OCOOEHHOCTEH
oOciy>)kuBaHUs IOTpeOUTENe B mpolecce mpoaaxu ToBapay. [Ipesenranus cocrout u3 10-15
CJIAaIOB.

[enb 3aHATHSA: U3yUYUTh CEPBUCHBIE TEXHOJIOTUH B MPOLIECCE IPOAAKN TOBAPOB.

[IpakTHueckre HaBBIKHM: BIIAJI€Th CIOCOOHOCTHIO MOHMUMATh M aHAJIU3UPOBATH B3aUMO-
CBS13b O0CITY’)KHBAaHUS M TOPTOBJIU.

[IponoKUTENBHOCTD 3aHATHS — 2 Yaca.

st 3a049HOM popMBbI 00yUeHUsI
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[IpoaomKUTEN HOCTh MPAKTUYECKOTO 3aHATUA 1 1o Teme DakToOpbl, BIMSIONIME Ha MO-
TPEOUTENIBCKYIO JIOSIILHOCTD U YIPABICHUE KU3HEHHBIM IIMKJIOM KJIMEHTA — | yac.
VYernsiii onpoc — 1 ygac.

IIpakTuyeckoe 3ausiTue 6.

Bua npaktudeckoro 3aHATHS: CEMUHAP

Tema u coneprxanue 3ausatus: Vcrnonb3oBaHle COBPEMEHHBIX TEXHOJIOTUI B KIIMEHTCKOM
cepBuce

[lepconuduumpoBaHHOE MPEATOKEHNE CEPBUCHOTO MPOAYKTa MO3BOJISET BBIICIUTh Hal-
0oJiee BaKHBIC, C TOUKH 3PEHHUSI CEPBUCOJIOTHH, aCTIEKTHI PAaCKPHIBAIOIINE OCOOCHHOCTH TOTPEO-
JICHHUS:

- HepCOHI/I(bI/IKaIII/Iﬂ OCYHICCTBIIACTCA 3a CHET UBMCHCHUS OTACIIbHBIX MAaTCPUAJIbHBIX U
HeMaTepUaTbHBIX KOMIIOHEHTOB MIPOYKTa, HO HE MPEe/IoiaraeT MU3MEHEeHUs 0a30BOr0 MPOIyKTa
nin €ro uJacu,

- aJanTUPOBAHHBIC XapAKTEPUCTUKH (POPMUPYIOTCS TOJIBKO C yUaCTUEM MOTPEOUTENS;

- mepcoHU(UKAIHS MOXKET OCYIIECTBIIATHCS TOJIBKO 33 CUET CEPBHCA.

Llenb 3aHATHA: 3aKPENUTH MOTy4YEHHBIE B X0/ MIPAKTUYECKOTO 3aHATHUS 3HAHUS, TIPUOO-
pectu GyHIaMEHTAIbHBIE 3HAHUS O TTOBEIEHUU MOTPEOUTENS, MOTPEOHOCTSIX B Pa3HBIX UCTOPH-
YCCKHUX 3I10Xax

[IpakTHyeckre HaBBIKU: U3YYUTh KOHIENTYalbHbIE OCHOBBI CEPBUCOJOTHU M PACCMOT-
peTh acreKThl COBPEMEHHOTO TOTPEOICHUS

[IponomKUTENBHOCTD 3aHATHS — 2 Yaca.

IIpakTH4yeckoe 3ansaTHe 7.
Bun npakTrueckoro 3aHATUSA: CEMUHAp
Tema u coneprkanue 3anatus: Co3laHue U ayAUT KIMEHTCKOW 6a3bl KOMITAHUH
1. [Tponecc oOcmyxuBaHusl MOTPeOUTENEH CEPBUCHBIX KOMILJIEKCOB, €r0 OC-
HOBHbIE (DOPMBI, METO/IbI U IIPaBUIIA OOCITY)KHBaHUSI.
2. CoBpemenHble (popmbl 00ciyxuBaHusl norpedurteneil yciayr. OCHOBHBIE
THUIIBI CEPBUCHBIX MIOCPEIHUKOB, IOCPEAHUYECKNE U TIOCYTOBbIE YCIYTH.
3. [TpaBoBoe obecnieuenue cdepsl 00cayxkuBanus. JKamoObl U MPETEH3UH T10-
TpeOuTenei, 3almmra ux mnpas.
[enb 3aHATHS: U3y4UTh GOPMBI U METO/IbI 0OCTYKUBAaHUS B COBPEMEHHBIX XO3SIMCTBAX.
[IpakTHyeckre HaBBIKU: BJaJIeTh HaBbIKaMU (DOPMUPOBAHMSI CEPBUCHOTO MPOJYKTA U OT-
HOILIEHUH C MOTPEeOUTENIMU
[TpoomKUTENTLHOCTD 3aHATHUS — 2 Yaca.
Juis1 3a04HOi GopMBbI 00ydYeHHs
[TpoomKUTETLHOCTD MpakTHUecKoro 3ausaTus 1 mo teme Co3zaHue U ayJUT KIMEHTCKOM
6a3pl KOMIaHuu — 1 yac.
YcrHbli onpoc — 1 gac.

IIpakTnyeckoe 3ansitue 8.

Bun npaktrdeckoro 3aHATHs: CEMUHAP, KOHTPOJIbHAS TOUKA 4-Y CTHBIN OIpocC.

Tema u coneprkanue 3anaTus: TeXHONOTUU yIpaBieHNs KIMEHTCKOW 6a3oi

Lenb 3aHATHS: U3yYUTH Tallbl YIPaBIEeHUE KIMEHTCKON 6a30i KOMIIaHUU

[IpakTHyeckre HaBBIKH: BIIAJeTh HaBbIKaMH pabOThI C KIMEHTCKOM 6a30ii Kak CpeacTBOM
yrpaBieHus HHGOpMaIuei.

IIpoaomKUTENBHOCTD 3aHATHS — 2 Yaca.
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[IpakTuueckue 3aHATHS NPOBOAATCA C MCIIOJIB30BAHUEM AKTHUBHBIX M MHTEPAKTHBHBIX
dbopm oOyueHus:

1. Juckyccusi. Kpyraslii croa. [Ipaktudeckoe 3ansaTue B popMe TUCKYCCHH MPEICTAB-
JsieT coO00M KOJUIEKTUBHOE OOCYXIEHHE KaKOro-IuO0 BOMpoca, MPOOIeMbl HIIM COMOCTAaBICHUE
uH(popManuu, uaen, MHeHHH, pemioxenunii. [IpenogaBaTens 3apaHee 03BYyYHMBAET TEMY JIHC-
KYCCHHM U BOIPOCHI, Ha KOTOpbIe OyAeT HE0OXOJUMO OTBETUTh. B X0/e AMCKYCCHUU CTYAEHTHI
BbIPA0ATHIBAIOT MPUHIIMIIBI U TOAXO/bI K PEIICHUIO TTOCTABJICHHON ITpo0sieMbl (Bompoca), JoKa-
3aTe’bCTBa, 00OCHOBAHMSI CBOESH MO3HUIIMH, MAKCUMAIbHO UCIOJIB3YS CBOM JIMYHBIHN OIBIT.

Xapakrepuctuka OC. Kpyrislii cToJ1, IMCKYCCHS SIBIISIOTCS OLICHOYHBIMHU CpECTBa-
MU, TIO3BOJIAIOIIMMU BKIIFOUUTH 00y4aromuxcs B mpoiecc 00CyKIeHusl CIIOPHOTO BOMPOCa, Mpo-
OJIeMBI M OLIEHUTHh WX YMEHHE apTyMEHTHUPOBATh COOCTBEHHYIO TOUKY 3peHUs. [IMCKyCCHOHHBIE
IPOLEAYPHl MOTYT OBITH UCIIONB30BAHBI JJISI TOTO, YTOOBI CTYICHTHI:

— JIy4IIe MOHSUT yCBOsIEMBIN MaTepuai Ha (poHe pa3HOOOpa3HBIX MO3UIUI 1 MHEHUI, HE
00s3aTeNbHO TOCTUTasi OOIIETO MHEHUS;

— CMOIJIM TIOCTUYb CMBICI M3y4aeMOro Marepuasna, KOTOpbIii MHOIIa YyBCTBYIOT UHTYH-
THUBHO, HO HE MOT'YT BBICKa3aTh BepOAbHO, YETKO U SCHO, UM KOHCTPYHPOBATh HOBBII CMBICI,
HOBYIO IO3ULIUIO;

— CMOTJIM COIJIacOBaTh CBOIO MO3UIIMIO UM AEHCTBUS OTHOCUTENIBHO 00CYKIaeMON Ipo-
OJIeMBlI.

Ora dopma oTpakaeT OCOOCHHOCTH COBPEMEHHOTO MPO(EeCCHOHAIBLHOTO OOIICHUS B
npodeccuoHanbHoi cdepe. CeMuHap-AUCKyCcCHUs — TUATIOTHYECKOE OOIIeHHE YJYaCTHUKOB, B
IPOLIECCE KOTOPOTO Yepe3 COBMECTHOE y4yacTHe OOCYKIAIOTCS M PEIIaloTCsl TEOPETUYECKUE U
pakTHYecKre nNpobaeMbl Kypea.

Metoauka npumenennss OC u B3auMocBsA3b ¢ GOPMHPYyeMbIMH KOMIIETEHIIUSIMU.

Ha TakoM npakTU4ecKOM 3aHSATUU OCYIIECTBIISIOTCS COTPYAHUYECTBO U B3aUMOIIOMOILb,
KB CTYAEHT MUMEET MPaBO Ha MHTEJUIEKTYaIbHYIO aKTUBHOCTb, 3AMHTEPECOBAH B JOCTHXKeE-
HUU 00IIEeH 1eNnH MPaKTUYeCKUX 3aHATUH, IPUHUMAET y4acTUE B KOJUIEKTUBHOM BBIPAOOTKE BHI-
BOJIOB U peuieHuil. B ycioBusix coBMecTHON pabOThl CTYJAEHT 3aHUMAET aKTUBHYIO TO3UIIHIO.

Ha o6cyxaeHne BBIHOCATCS Hambosiee akTyallbHble MPOOJIEMHBIE BOIMPOCH M3y4aeMoil
JUCHUIUIMHBL. Kaxaplii U3 y4acTHUKOB JMCKYCCHHM JOJDKEH HAyYUTHCS TOUHO BBIPAXKaTh CBOU
MBICIIY B JTOKJIAJI€ WM BBICTYIUIEHUU I10 BONPOCY; aKTUBHO OTCTauBaTh CBOKO TOUKY 3pEHMS, ap-
TYMEHTUPOBAHO BO3paXkaTbh, ONMPOBEPraTh OIIMOOYHYIO MO3UIIMIO, YTO (POPMHUPYET CIIOCOOHOCTh
JIOTUYECKH BEPHO U FOPUIUYECKH TPAMOTHO CTPOUTH YCTHYIO U IMMCBMEHHYIO PEUb, I10JIb30BaTh-
CSl MHOCTPAHHBIMU SI3bIKAMH B LEJSIX U3YUEHUS 3apYOEKHOTO OIbITa YIpaBiICHUs KaAPOBBIM I10-
TEHI[MAJIOM OpPTaHOB BJIACTH.

Kpowme Toro, nuckyccust npuMeHseTcs U Kak MeToJ o0yueHus, U Kak popma oOyueHus u
3aKJIF0YAETCsl B KOJJIEKTUBHOM OOCYX/IEHUHM KaKOro-a1ubo Borpoca, MpoOieMbl WM COMOCTaBIIe-
HUU HDOpMAIUH, UaeH, MHCHUH, MPETI0KESHUMN.

2. Onpoc. Ompoc — 3TO CpeACTBO KOHTPOJISI, OpraHN30BaHHOE KaK cIieluaibHas Oecena
npenojaBaresiss ¢ 00yJarouMMcsl Ha TEMbI, CBSI3aHHBIE C M3y4aeMOil AUCIHUIUIMHOM, U paccdu-
TaHHOE Ha BBIICHEHHE 00beMa 3HaHUH, 00YJaroIIerocs Mo ONnpeieIeHHOMY pa3Jieny, TeMe, Mpo-
6ineme u T.1. [y MOBBILIEHUS OOBEKTUBHOCTH OLIEHKU OMPOC MOXKET MPOBOJUTHCS TPYIIION
npenojiaBaTeneit/sxkcrneproB. Kpurepun ouneHkH pe3ysabTaToOB OMpOca 3aBUCAT OT TOTO, KAKOBBI
LIEJIM [TOCTABJIEHBI NT€PE]l HUM U, COOTBETCTBEHHO, OBIBAIOT Pa3HbIX BUJIOB:

— UHJUBUYaTbHBIN ONpOC (IPOBOAUT MPENOAaBaTENb);

— TPYNIIOBO# OMpoC (MMPOBOJUT TPYIITIa SKCIIEPTOB);

— OIIPOC, OPUEHTUPOBAHHBIN HA OLIEHKY 3HAHUM;
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— CUTYaI[MOHHBII OIPOC, MOCTPOSHHBIN MO MPUHIIMITY PEIICHHS CUTYaIHid.

3. TecrupoBanme. TecT — 3TO cucTeMa CTaHAAPTU3UPOBAHHBIX 3aJaHUM, TO3BOJISIOIIAs
aBTOMATHU3UPOBATH MPOIEIyPy U3MEPEHHUS YPOBHS 3HAHUN U YMEHHUI 00y4aroerocs.

Ouenka padoThl CTyIeHTa HA MPAKTHYECKUX 3aHATHAX OCYIIECTBIISIETCS 1O CIIEYIO-
UM KPUTEPUSIM:

OTJMYHO - aKTUBHOE Y4acTHE B OOCYXKICHUU MPOOJIEM KaKIOTO MPAKTUYECKOTO 3aHs-
THUsia, CAMOCTOSITENILHOCTh OTBETOB, CBOOOTHOE BIIaJICHHE MAaTEPHAIIOM, ITOJHbIE U apTyMEHTHUPO-
BAaHHBIC OTBCTHI HA BOIPOCHI IIPAKTHUYCCKOI'0 3aHATHUAd, YHACTUC B JUCKYCCUAX, TBCPAOC 3HAHUC
JICKIIMOHHOTO MaTrepHaia, 00sf3aTelbHOW M PEeKOMEHJOBAHHOM JOIMOIHUTENIBHON JHUTEPaTyphI,
peryisipHasi HOCEaeMOCThb 3aHATUH.

Xopouio - HeJOCTATOUYHO MOJHOE PACKPHITHE HEKOTOPHIX BOIIPOCOB TEMBbI, HE3HAUNUTEIb-
HbIe OIIMOKU B (hOPMYITUPOBKE KATETOPHIA U MOHATUH, MEHbINIAasl aKTHBHOCTh HA MPAKTHYECKOM
3aHATHUH, HETIOJTHOE 3HAHUE JIOMOTHUTENBHOM TUTepaTyphl, XOpOoIas MOCEIaeMOCTb.

Y10BJ1€TBOPUTEJIBHO - OTBETHI OTPAXKAIOT B IIEJIOM MOHUMAHUE TEMbI, 3HAHUE COJICpPIKa-
HUSl OCHOBHBIX KAaTE€rOpHUil M MOHSATHI, 3HAKOMCTBO C JICKIIMOHHBIM MaT€pUAIIOM M PEKOMEH10-
BaHHOW OCHOBHOM JIPITGpElTypOfI, HEOAOCTaTOYHAas1s aKTHBHOCTH Ha 3aHATUAX, OCTABJIAIOIIAA XKEC-
JaTh JYYIIETO MOCEIAaeMOCTb.

HeynoBiieTBOPUTEIBbHO - MACCUBHOCTh HAa MPAKTHUYECKOM 3aHSATHH, YacTas HEroTOB-
HOCTbB IIPU OTBCTAX HAa BOMPOCHI, I1JI0Xasd MOCCacMOCTb, OTCYTCTBUC KaYCCTB, YKA3aHHBIX BBIIIC
JUTSI TIOJTY4eHUs 00Jiee BBICOKUX OIEHOK.

8. IlepeyeHb OCHOBHOM M [IONOJHHUTEJIbHOH Yy4eOHOW JIMTEPAaTypbl; NepevYeHb PecypcoB
HH(POPMALMOHHO-TEJeKOMMYHHKAIIMOHHOH ceT «HHTepHeT», mepeyeHb WH(OPMALMOH-
HBIX TEXHOJIOTHH, HCIOJb3yEeMBbIX NPH OCYIIECTBJICHHH 00pPa30BaTeIbLHOIO Npouecca Io
AUCHUILINHE (MOAYJII0), BKJIYAs NepedyeHb MPOrpPaMMHOro obdecrieyeHusi 1 MHQpopmanu-
OHHBIX CIIPABOYHBIX CHCTEM ( IPH HEOOXOAUMOCTH)

8.1. OcHoBHas quTEpaTypa

1. KnueHTOoOprueHTUPOBAaHHOCTh KaK KIF0UeBasi EHHOCTh COBPEMEHHOTO KOHKYPEHTOCIIOCOOHO-
ro 6uzneca : MoHorpadus / E.E. XKykosa, T.B. CyBopoBa, B.B. Bypnakos, A.JI. AGaeB. — 2-¢
u31., nepepad. u gon. — Mocksa : UTHOPA-M, 2025. — 287 c. — (Hayunas msicnp). — DOI
10.12737/2172769. - ISBN 978-5-16-020418-5. - Tekct : oamektponubii. - URL:
https://znanium.ru/catalog/product/2172769 . — Pexxum J0OCTyMa: O MOAITUCKE.

2.Kanaues, C. JI. CepBucHas aestenbHOCTh : yueOHUK 1ist By3oB / C. JI. Kanages, M. A. Huko-
naeBa. - Mocksa : M3natenbcko-Toprosas kopropanus «/lamkor u K°», 2024. - 300 c. - ISBN
978-5-394-05342-9. - Tekcr : anextponnbiit. - URL: https://znanium.ru/catalog/product/2133553
3.Pesnuk, I'. A. CepBucHas nestenbHOCTH : yueOHuk / [.A. Pe3nnk, A.U. Mackaesa, 10.C. Ilo-
HOMapeHko. — Mocksa : UHOPA-M, 2024. — 202 c¢. — (Bsicmiee oOpa3oBanue: bakanaBpuar).
— DOI 10.12737/2680. - ISBN 978-5-16-005710-1. - Tekct : snektponHbii. - URL:
https://znanium.ru/catalog/product/2102179

8.2. lonotHuTEIBHAS IUTEPATYPA

1.JIykam, FO. A. Bam kKIHeHT: KTO OH, KaK ¢ HUM OOIIAThCSA M Yero OXKHAATh? : yueOHOE MOCOo-
oue / 0. A. Jlykam. - Mocksa : ®nunta, 2022. - 129 c. - ISBN 978-5-9765-5170-1. - Tekcr :
snexkTpouHbIi. - URL: https://znanium.ru/catalog/document?pid=1905772

2.Pe3nuk, I'. A. CepBucHas aearenbHOCTb : yueOHuk / I'.A. Pesnuk, A.W. Mackaesa, 10.C. Ilo-
HOoMapeHko. — Mocksa : UHOPA-M, 2021. — 202 ¢. — (Cpennee npodeccuoHanbHOE 00pa3o-
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Banme). - ISBN  978-5-16-016211-9. -  Tekcer : oamekrponnsid. -  URL:

https://znanium.ru/catalog/document?pid=1241803

3.Cepsuc Plus : Hayunslii xypHai. - Mocksa : PI'YTuC, 2022. - T. 16, Ne 3. - 147 c. - ISSN
1993-7768. - Tekcer : anexTponnsiit. - URL: https://znanium.ru/catalog/document?pid=1985778
4. Konoméra, H. A. Cepsuc B coBpemenHol kynbrype / H. A. Konornesa. - Mocksa : Jlupekt-
Menua, 2020. - 332 c. - ISBN 978-5-4499-0715-8. - Tekcr : snekrtponnsni. - URL:
https://znanium.ru/catalog/document?pid=1963318

8.3. Ilepeyennb pecypcoB HH(OPMAIMOHHO-TEJIEKOMMYHUKAIIMOHHOW ceTn «UHTep-
HET»
1. Hayunas 6ubnuoteka elibrary- URL: http://www.elibrary.ru/
2. Hayuno-texnonoruueckas nadpactpykrypa Poccuiickoit ®eneparu - URL:https://ckp-
rf.ru/ntirf/objects/istc/

8.4. IlepeyeHb MPOrpaMMHOr0 odecrnevyeHHsi, COBPeMeHHbIX NMPodecCHOHAIBHBIX 0a3 1aH-
HbIX U HH(OPMAIMOHHBIX CIPABOYHBIX CHCTEM
1. Microsoft Windows
2. Microsoft Office
3. ba3za maHHBIX cepBHUCHBIX HEHTPOB «CepBHCOOKCY [mpodeccruonanbHas 6a3a NaHHBIX]:
https://www.servicebox.ru/
4. CnpaBounas npaBosas cuctema KoncynprantlLitoc https://www.consultant.ru/
5. HWurepner-Bepcus cucremsl ['apaHT - mHpOpManMOHHO-TIpaBOBOM mnoptan ['apaHT.py
https://www.garant.ru/

9. MeToauyeckne yKazaHus AJsl 00y4AIOLIUXCS M0 OCBOEHHUIO JUCIUIJIMHBI (MOIYJIs1)

1. TpaagnuMoHHAas JIEKIHUsI, KOTOpas MPEAIOoJIaraeT HaydyHOe BBICTYIUIEHHE JIEKTOpa ¢ 000CHO-
BaHHEM MPOIECCOB U SBJICHHM, MPETYCMOTPEHHBIX 00JIACTHIO JIEKIIMOHHOTO MaTepHaa.
Teopernueckue 3aHATUS (JEKLUWU) OpraHU3ylOTCS MO moTokaMm. Ha nekuusax uznararorcs
TE€Mbl JUCUHUILIINHBI, MPEAYCMOTPEHHBIE pabodeil MporpamMMoii, akIEHTHPYeTCs BHUMaHHUE Ha
Hanoboiee MPUHIUIIAAIBHBIX W CJIIOKHBIX BOIIPOCaX AWCHUILIMHBI, YCTAHABJIMBAIOTCA BOIIPOCHI
JUTSL CAMOCTOSATEbHOM npopaboTku. KoHcnekT jekiuil sBiseTcst 6a30i Mpu MOArOTOBKE K Mpak-
THUYCCKUM 3aHATHUAM, K OK3aME€HaM, a TaK¥XKE CaMOCTOSITEIILHOU HaquOﬁ ACATCIIBHOCTH.
W3noxkeHre IEKIMOHHOTO MaTepuaia PEeKOMEHAYEeTCS MPOBOAUTH B MYIbTUMEIUHHON
dbopme (mpezeHTaruii). CMbBICIOBast Harpy3Ka JIEKIIMH CMEIIAETCS B CTOPOHY OT M3JIOKEHUS TE€O-
PETHUYECKOTO MaTepuaia K (GOopMHUPOBAHUIO MOTHBAIIUU CAMOCTOSTEIIHLHOTO O0yUYEeHHs Yepe3 Mo-
CTaHOBKY TIpO0JIeM 00ydYeHHUs ¥ MOKa3 MyTel perieHus MpodecCHOHAIBHBIX TPOOJIeM B paMKax
TOM uinu WHOW TeMbl. [IpU 3TOM OCHOBHBIM METOJOM BEACHUS JIEKIIUU SBISIETCS METOJ Mpo-
OJIEMHOTO M3JI0KEHUSI MaTepHaa.
2. Jlekuuu — JUCKYyCCHSl, B KOTOPOW CoJep)KaHUE TMOJAeTCsl Yepe3 CepHI0 BOMPOCOB, HA KOTO-
pBIe CIymIaTenb JOKEH OTBEYaTh HEITOCPEJICTBEHHO B XO/I€ JICKIIHH;

- IPaKTUYECKHUE 3aHATH
IIpakTnueckue 3aHATHSA MO JUCHUILUINHE «COBPEMEHHBIM KIMEHTCKUN CEPBHUC» IPOBO-
JATCS € LENbI0 MPHUOOPETEHUs MPAKTUYECKMX HABBIKOB B 00J1aCTH MAapKETHUHIa, OCHOBHBIX CTpa-
TErnui ¥ TaKTUK, KOMIUIEKCAa MAPKETUHIa U MApPKETUHIOBBIX MCCIIET0BaHUM.
[TpakTnyeckas paboTa 3aKIH04aeTCsl B BBIIOJIHEHUH CTYAEHTaMH, 110/l pyKOBOJACTBOM Ipe-
noJaBaTessi, KOMIUIEKCa yueOHbIX 3aJaHHi HAalPaBJICHHBIX HA YCBOCHUE HAYYHO-TEOPETHUECKUX
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OCHOB MAapKeTHHTa, MPUOOpPETeHHE MPAKTUYECKUX HABBIKOB OBIJIAJICHHS METOJAaMH IpaKTH4e-
CKOM paboOThI C MPUMEHEHHEM COBPEMEHHBIX MH()OPMAIIMOHHBIX U KOMMYHUKAIIMOHHBIX TEXHO-
joruii. BelnojaHeHus: NpaKTU4YecKOH padoThl CTYJEHTHI IPOU3BOJAAT B MIUCbMEHHOM BH/JIE, B BU-
Jie TIpe3eHTALUH 1 TOKJIAZ0B, a TaKkXKe 3cce U pedepaToB. OTUET MPeAOCTABISETCS MTPENo1aBaTe-
JI10, BEAYLIEMY JaHHBIHM MPeAMET, B 3JIEKTPOHHOM U II€4aTHOM BHU/IE.

[TpakTudeckue 3aHATUSI CIOCOOCTBYIOT OoJiee TITyOOKOMY MOHUMAHHUIO TEOPETUIECKOTO
MaTepuaia y4eOHOro Kypca, a TakKe pa3BUTHIO, (OPMHUPOBAHHUIO U CTAHOBJICHUIO PA3TMYHBIX
YPOBHEW COCTABJISIOMUX MPO(HECCHOHAIBHOW KOMIETEHTHOCTH CTYIEHTOB. OCHOBOW IMpakTH-
KyMa BBICTYNAIOT THIIOBBIE 331a4, KOTOPbIE JOHKEH YMETh pellaTh CleHUaIucT B 00JacTH cep-
BHCA Ha MPEANPHUATHAX TEXHUIECKOTO CEPBUCA aBTOMOOUIICH.

[Tpu n3ydenun aucuuminHbl «COBpEeMEHHBIH KIIMEHTCKUN CEPBUCY» UCIIOJIB3YIOTCA Cile-
JYIOIIKE BUJbI IPAKTUUYECKUX 3aHATUM!

1.Cemunap npeanonaraer 6osee riyOOKUil aHaau3 TeM U BONPOCOB, 3aTPOHYTHIX Ha
nekuuu. CTyeHTaM npejyiaraeTcs NoJArOTOBUTHCS K CEMUHApPY B paMKaX CaMOCTOATEIbHOU pa-
OOTHI.

2. «Kpyruslii cTos»

"Kpyrublii cTon" npoBOAUTCS € LENbIO:

- KOMILJIEKCHOTO O0CYX/I€HHUSI COBPEMEHHBIX aKTyaJIbHBIX MPOOJIEM Kypca;

- PaCCMOTPEHMIO TUCKYCCUOHHBIX BOIIPOCOB U3 KypcCa;

- OCMBICTIEHHE U 000O0IIEHHE OTEUYEeCTBEHHOr0 M 3apyOeKHOro ombita 1no kypey. "Kpyr-
JbIA CcTON" XapaKTepU3yeTCsl BBIHECEHUEM Ha OOCYXAEHHME IIUPOKUX TEOPETUKO-NPAKTUYECKUX
TEM, a TaK’K€ aKTUBHOCTBIO CTY/IEHTOB, KaK B IIOCTAaHOBKE BOIIPOCOB, TaKk M B 00IIeM 00CyX[e-
HUU C MIPENoJaBaTeNIIMU.

JU1s KOHCTPYKTUBHOTO OOCYX/IE€HHUsI TE€Mbl NpErnojaBarelb OINpeeisieT y3JI0Bble Mpo-
0J1eMbl, TOTOBUT U MPOBOJUT METOJINYECKOE COBELIAHHE, B X0JI€ KOTOPOTo 00CYX)AAaeTCs MPOEKT
JMCKYCCHH U ONpeAessieTcss MeToiuKa npoBeneHus "kpyrioro crona". Ierecoobpazno mposec-
TH KOHCYJIbTAIIMIO JJIsl CTY/IEHTOB, Ha KOTOPOM NMOPEKOMEHI0BATh UM COOTBETCTBYIOIILYIO JIUTE-
paTypy IO TeMeE.

- CamocrosrenbHas paboTa 00y4aronmxcs
[lenbto camocTOATENbHON (BHEAYAMTOPHON) pabOThl 00YyHaIOIIUXCS SIBISIETCS 00yde-
HHUE HaBbIKaM pabOoThI ¢ HAYYHO-TEOPETUYECKOH, MepHOJUUECKOM, HayYHO-TEXHUUECKOM JuTe-
paTypoi U TEXHUYECKOW JOKyMEHTalue, He0OXOAUMBIMU I YIITyOJIE€HHOrOo U3yYeHUs AUCIIU-
wnHbl «COBpEMEHHBIN KIMEHTCKUN CEPBHUCY, a TAK)XKE PA3BUTHE Y HUX YCTOMUUBBIX CIOCOOHO-
CTeH K CAaMOCTOATEIbHOMY HU3YUEHHUIO U U3JI0KEHUIO TIOJTy4YeHHOU HH(pOpMalnu.
OCHOBHBIMH 33/1a4aMH CaMOCTOSITEIIbHOW pabOoThl 00YUYaIOIIMXCS SBIISIOTCS:
— oBJyaJieHHe PyHIaMEHTaIbHBIMU 3HAHUSIMU;
— HapaboTka mpodeccuOHaTbHBIX HaBBIKOB;
— TNpUOOpPETEHHE OIbITa TBOPUECKOM U MCCIeI0BATEIbCKON AEATEIbHOCTH;
— pPa3BUTHE TBOPYECKOW HMHUIMATHBBI, CAMOCTOSITEIIBHOCTH M OTBETCTBEHHOCTH CTY-
JIEHTOB.
CamocrosiTennbHass paboTa CTYAEHTOB MO AWCHUIUINHE «COBPEMEHHBIM KIUEHTCKHUMA
CEPBHCY» 00ECIIEUYNBACT:
— 3aKpeIUvleHHe 3HaHWH, MOJYyYEHHBIX CTYJEHTaMH B Ipoliecce JEKIUOHHBIX M MpaKTHye-
CKUX 3aHSITHUH;
— (opmHpoBaHHE HABBIKOB pabOTHI ¢ MEPHOAMUYECKON, HAYYHO-TEXHUUYECKOH JIUTepaTypon
Y TEXHUYECKON JOKYMEHTALIUH;
— INpUOOpPETEHHE OIbITa TBOPUECKON U HCCIIEI0BATEIbCKON AEATEIBHOCTH;
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— pa3BUTHE TBOPYECCKOW MHUIIMATUBBI, CAMOCTOSTEIILHOCTU U OTBETCTBCHHOCTHU CTY/ICHTOB.
CamocrosTenbHas padoTa sIBISETCS 0043aTeIbHOM ISl KAKIOT0 00YJaromerocs.

®opMBI CAMOCTOATEJIBHOH PadoTHI

IlepeyeHb TeM caMOCTOSATENIBHOM PabOThl CTYAECHTOB IO MOJATOTOBKE K JIEKIIMOHHBIM U
NPAaKTUYECKUM 3aHATUSM COOTBETCTBYET TEMAaTHUECKOMY ILIaHy pabodeil mporpamMmbl JAUCIHUI-
JIHBI.

CamocrosiTenbHas paboTa CTyAEHTa IPEeAyCMaTPUBAET CIIEYIOLINE BHIbI PaOOT:

- [IOJIFOTOBKA pedepaToB U JIOKJIAJI0B Ha 3a/laHHYIO TEMY,

- IOJArOTOBKA MPE3EHTAUI 110 OIIPEAEICHHBIM BOIIPOCAM;

- U3y4eHHUE HayYyHOU ¥ Hay4yHO-METOAMYECKON 6a3bl M0 MOCTaBICHHOM Mpo0iieMaTHKe;

- HOATOTOBKA IpaUIecKoro MaTepuaa 1o 3aJaHHON TeMe.

10. MaTepuajbHO-TeXHUYECKasi §a3a, He0OX0TUMAas 1JIsl OCYLIEeCTBJIEHUS 00pa30BaTeIbLHO-
ro nmpouecca 1no JUCHUIIMHE (MOAYJII0):

Y4eOHble 3aHATHS 10 AUCHHUILTHHE «COBPEMEHHBIM KIMCHTCKUA CEPBUC» TPOBOISITCS B
CJIEYIOIUX 000pYIOBaHHBIX Y4eOHBIX KaOMHETAX:
HanmeHnoBanue 000py0BaHHBIX YI€OHBIX KAOMHETOB, OOBEKTOB
JUTSL TIPOBEJICHUS MMPAKTHUECKUX 3aHATHH C TIEPEUHEM OCHOBHOTO

000py1I0BaHUS

3aHATHS JIEKIIMOHHOTO yueOHas ayJUTOpHs, ClielluaTn3upoBanHas yuyeOHas Mebenb
tumna, rpynmnoBsie 1 uHAK-| TCO: BUACONPOEKIIMOHHOE 00OPYAOBaHUE/TIEPEHOCHOE BUJIEOTIPO-
BU/yaJibHbIE KOHCYJbTA- |€EKIIMOHHOE 000PYJIOBaHHE
UM, TEKYIIUI KOHTPOJIb, | JOCKA
MIPOMEXKYTOUHAs aTTecTa-

Bun yueOHbIX 3aHATHIA 110
MUCLUAILINHE

s

3aHATHS CEMUHAPCKOTO | ydeOHasi ayTuTOpus, CleIMaIn3upOBaHHas yueOHast MeOenb

THTIA TCO: BumeonpoekIMOHHOE 000pYAOBaHUE/TIEPEHOCHOE BUIEOTIPO-
eKI[HOHHOE 000py0BaHHE
JI0CKa

CamocrosrenbHas padoTa | IOMEIIEHUE JUIsl CAMOCTOATENBHOM padoThl,

00yyaromuxcst crienuanu3upoBanHas ydeOHas Mebens, TCO: BUACONPOESKIIMOHHOE]
000pyI0BaHUE, aBTOMATU3UPOBAHHBIE Pa00OYHe MECTa CTYIEHTOB C
BO3MO>KHOCTBIO BBIX0/1a B MH(POPMAIMOHHO-
TEJIEKOMMYHUKALIMOHHYIO ceTh "MHTepHeT", JoCKa;

[Tomerienue JuIst cCaMOCTOATENBbHOM paboThl B yMTanbHOM 3ane Ha-
YUHO-TEXHUYECKOW OMOIMOTEKH YHHUBEPCHUTETA, CIIEHUATN3UPOBAH-
Has yyeOHas Me0Oenb aBTOMAaTU3UPOBaHHBIE paboyre MecTa CTY/AEH-
TOB  C BO3MO>KHOCTBIO BbIXOIa  HMH(OPMAIMOHHO-
TEJIEKOMMYHUKALMOHHYIO ceTh «/HTEpHET», MHTEpaKTUBHAsI TOCKA
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