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1. HIEPEYEHb IINTAHUPYEMBbIX PE3YJIbTATOB
JUCHUIVIMHE, COOTHECEHHBIX C IINIAHUPYEMbIMH
OCBOEHUA OBPA30OBATEJBHOMN NPOT'PAMMBI

OBYYEHUA o
PE3YJIbTATAMU

1.1. Ileab ocBOEHUS M CIUTNIUHBI

[{enbr0 OCBOSHUS TUCIIUTUTHHBI SIBIISICTCS .

- (QopMmupoBanue y oOydamommxcs o00menpodecCHOHaIbHBIX KOMIIETEHIIMH B 00J1acTH
YIIPaBJICHUS] CEPBUCHOW JESATEIHHOCTHIO M OOECIICYCHHs KauecTBa IPOILIECCOB OKa3aHUs yCIyr B
pamkax nmpoecCHOHATBHOMN JIeITeILHOCTH.

1.2. IlepeyeHb NJIAHUPYEMBIX Pe3yJILTATOB 00yYeHHUsI N0 JHCHHUIIJIMHE

Kon n Koa v HanmMeHOBaHNe MHINKATOPA ILtanupyemblie pe3yJbTaThl 00y4eHHUsI O
HaHMeHOBaHHE AOCTHIKEHHUsI KOMIeTeH NI JAUCHUTIINHE
KOMIEeTEHINI
OIIK-2. Cnocoben | MOIIK-2.1. OmpenenseT Lenu U 3aa4d | 3HaeT: NOHATUHHBIN annapar IpaBOBLIC U
obecrieunBaTh YIpaBJIEHUS CEPBUCHOM JEATEIBHOCTBIO | HOPMATHUBHBIC TOKYMEHTHI CEPBUCHOM J€ATENbHOCTH,
BBINIOJTHEHUE NOIIK-2.2. Vcnionp3yeT OCHOBHBIE MHTErPUPOBAHHOMN C CUCTEMaMH 3KOHOMHKA,
OCHOBHBIX METO/Ibl ¥ IPUEMBI TUIAHUPOBAHUS, rocyIapcTBO, OOIIECTBO, KYJIbTYpa; OCHOBHBIE METObI
byHKIMN OpraHu3aliy, MOTUBALIUH U IpeOoCTaBICHUS YCIyT U (opM 00CITy)KHUBaHUS
YIpaBICHUS KOOPJMHAINH JEATEIBHOCTH YMmeer: 000CHOBATh TEXHOJIOTHHU PEATTH3ALH
MOJIpa3iCCHUAMH | TIPEANPHUATHH (TT0apa3aeIeHIN) CEPBHCHOH JIESITEIbHOCTH; IPUMEHSTh, aIalTHPOBATh U
OpTraHM3aIui HpeAnpusATHi chephl cepBrca pa3BHBATh COBPEMEHHBIE TEXHOJIOTUH 00CITYKHBAHHS
ctepst NOIIK-2.3. [Tpumenser Bnapgeer: MeTomaMu BBISBICHUS MOTpEOHOCTEH
TOCTEIPUMMCTBA M | KIIMEHTOPUCHTHPOBAHHBIE TEXHOJIOTHU B | TIOTPEOUTEINS B IPOIIECCE CEPBUCHON IESATENbHOCTH;
00IIIeCTBEHHOTO npodeccHoHANBHOH NeATeNFHOCTH MeToxamu cOopa HH(OPMALUH ATl OLEHKH CEPBUCHON
TIUTAHUS JIEATEIIbHOCTH B POCCUICKOM NPAaKTUKE
OIIK-3. Cnocoben | MOIIK-3.1. O6ecneunBaeT Tpedyemoe 3HaeT: MOHsATHE "KOHTAKTHOM 30HBI" KaK Cepbl
obecrieunBaTh Ka4ecTBO IIPOIIECCOB OKA3aHUS YCIYT B peau3aIy CepBUCHOMN eATeIbHOCTH; OPTaHU3aIUI0
Tpebyemoe CEpPBHCE B COOTBETCTBUH C 00CITy’)KUBaHHS TOTPEOUTENEH YCIYT; KYJIbTypy
Ka4ecTBO MEXIyHapOIHBIMH ¥ HAIIMOHAIBHBIMHU o0cTy>)KuBaHUS TOTpeOuTeneit
IIPOIIECCOB CTaHJapTaMH ‘YMeet: BBICTpanBaTh NPOCTPAHCTBO KOHTAKTA C
OKa3aHHs yCIYT B HOIIK-3.2. O6ecrieunBaeT OKka3aHue KITUEHTOM (TIOTpeOuTeNeM); COOTI0IaTh B
n30paHHOH chepe YCIYT B COOTBETCTBHH C 3asIBICHHBIM PO eCCHOHANTBHOM JESITEIFHOCTH TIPAaBHIIa
IpoeCCHOHANBHOMN | KaYeCTBOM. 00CITy’KMBaHMS KIINCHTOB
JeATeTbHOCTH Burageer: mpuemamu oOCITy>KUBaHUS B IIpoLiecce
CEpPBHCHOH JICSITENIEHOCTH

2. MECTO JUCHUILJIMHBI B CTPYKTYPE OBPA3OBATEJIbHOM ITPOI'PAMMBbBI

JlucuuniamHa OTHOCHTCS

K oOssarenpHOM 4actu bioka 1.

JucuuniauHel  (MOZYIH)

obpazoBarensHO# nporpamMmbl (O6EnPoheCCHOHANTBHBINA MOTYJIb).




3. CTPYKTYPA U COAEP/)KAHUE JUCHUIIJIMHBI

3.1. O0beM U CTPYKTYpPA IHCHUTITHHBI

OO0mast Tpyao€MKOCTh AWCIMILIUHBI COCTaBIsieT 2 3.e. (72

BUaaM pa60T H CEMECTpaM IMPEACTABIICHO B Ta6J'II/II_[e.

yaca.), UX pacmpe/eiicHHe 0

Buabl yueOHBIX 3aHATHI U pa00THI 00yYaI0OLIUXCS

TpynoeMKkocThb, Yac

O01mas TPyA0EeMKOCTh THCHHMIIHHBI, Yac 72[72
KonrakTHas padoTra o0yuawmuxcs ¢ NpenojaaBarejieM Mo BUaIaM 34/8
Y4eOHbIX 3aHATHH (BCero), B T.4.:
3aHATHA JIEKIMOHHOT0 THTIA (JICKITHH) 16/4
3aHSATHS CEMHHAPCKOI0 TUMNA (CEMUHAPHI, TPAKTUYECKHUE 3aHSITHS, 18/4
MIPaKTUKYMBbI, KOJUIOKBHYMBI U MHBIC aHAJIOTHYHbIE 3aHSATHSI)
JIa60paTOpHBbIE PAGOThI -/
CamocTosiTesIbHAsi padoTa BCEro, B T.4.: 38/60
CaMonoAroToBKa 10 TeMaM (pasziesnam) JUCHHUIUINHBL 38/60
BeinosiHeHHE KypcOBOTO MPOEKTa /KypCOBOH paboThI -/-
KoHTpoJib (4ackl Ha 3a4eT) - 14

HpOMe)KyTO‘lHaﬂ aTrecranus

3a4yer

[Tpumeuanue: -/- 06bEM YaCOB COOTBETCTBEHHO ISl OYHOM, 3a04HON (OPM 00yUEHHSI

JlMcuuIuIMHA peannu3yeTcs MOCPeACTBOM MPOBEIEHHUs] KOHTAaKTHONW paboThl ¢ 00y4arolUMHCS
(BKJIIOYAs IIPOBEICHUE TEKYIIIETO KOHTPOJIS YCIEBAEMOCTH), CAMOCTOSATENILHOI pabOThl 00yJaroIIuXCsI

u HpOMe)i(YTOIIHOfI aTTCCTalluH.

B mponecce OCBOCHHUA JUCHUINIMHBI MOKCET HNPHUMCHATHCA JJICKTPOHHOC O6y‘-I€HI/I€ u

JUCTAaHIIMOHHBIC O6p830BaTeJ'IBHBIe TCXHOJIOTHH.

B nponecce ocBoeHus ITUCHUIUIMHBI OOydaroluecss 00ecreyeHbl JOCTYINOM K 3JIE€KTPOHHOU
nH(}OPMaILIMOHHO-00pa30BaTEILHON Cpejie U NIEKTPOHHO-OUOIMOTEYHBIM CHCTEMaM.

3.1. Conep:xanue AMCUUILINHBI, CTPYKTYPHPOBaHHOE 110 TeMaM

IInannpyemsie Buael yueOHoi padoThl
a
pe3yJbTaThl KonrakTHas padora - DopmbI
OCBOEHHSI: & . = g R
Koz S |28/ 28| 3° Y
. = Sl 5| E g KOHTPOJIst
dhopmupyemoii HaumenoBanue pazgenos, Tem o 27| 2 - | g &
= S Z| ¢8| €5 | (HaumeHoBaHH
KOMIIeTeHIINN = S8 =] 8
= 25| EE| 2 & | eoueHounoro
1 UHANKATOPBI 2 o8| ¥ & 2,
3 |gs| 82| =4 cpeacTBa)
JOCTHKEHUST = ® = é:.. SRl
KOMIIEeTEeHIIN =
OIIK-2: TEMA 1. TEOPETUYECKUE ACITEKTbI 2/05 | -/- Hoxnan,
HOIIK-2.1, CEPBHUCHOU AEATEJIBHOCTHU cooOb11eHne
NOIIK-2.2, CopeprkaHue JEKIHHU: IIpaxTHyeckoe
HOIIK-2.3; 1. TloHsTHe M CYIIHOCTD YCIIyTH KaK 3aganue Nel
OIIK-3: crnenuduIecKoro NpoayKTa
HOIIK-3.1, 2. CymHOCTb ¥ OCHOBHBIE ITOHATHSA
NOIIK-3.2 CEPBUCHOH EATENLHOCTH
3. TlorpeOHOCTH KaK CYNIHOCTHAs
COCTABJISIONIAs] CEPBUCHOM JIESITEIEHOCTH
4. Kiaccupukanuu ycIIyT U CEpBHCHOM
JIeSITeIbHOCTH
Ipaxtrueckoe 3anstue Ne 1. Tema 1. 2/05
TeopeTnueckue acreKThl CEPBUCHOM AEATEIbHOCTH
CamocrosrensHas paboTa 6/10




IInannpyemsie Buael yueoHoi padoThl
pe3yJbTaThI KonrakTHas padora - Dopmbl
OCBOCHHMSI: & ° Z 2 TeKyIero
Kol g |2g/ 28| 35¢° Y
(opmupyemoii HaumeHnoBanue paszjenos, Tem 7 5 = 8 = & é KOHTPOIH
= S % £ 8| 5 | (HaumeHoBaHH
HOMITETCHIUIH = | 25| EE| 82| eonenounoro
M HHIUKATOPBI g =g £ = | g g
JTOCTHIKEH IS =~ |§& g g | &= CpeAcTBa)
N = = Q
KOMIIeTeHIii
OIIK-2: TEMA 2. UICTOPUYECKHUE ACIIEKTbI 4/1 Hoxman,
HOIIK-2.1, CEPBHCHOM JESATEJIBHOCTU cooO0IICHHE
NOIIK-2.2, CopneprkaHue JNeKIUU: IIpaxTuueckoe
HOIIK-2.3; 1. DBomroIus CePBUCHON JEATEILHOCTH 3a 3ananue No2
OIIK-3: pyo6exom CocraBneHue
HOIIK-3.1, 2. Cpemmguka pa3BUTHSI CEPBUCHOM TECTOB TI0
HNOIIK-3.2 IeATEeNLHOCTH B Poccun BBIOpaHHON
3. Hcropus KOOIepaTHBHOTO IBIKCHNUS B TeMe
Poccun
4. ®axTopbl pa3BUTHS CEPBUCHON
JIeATeNILHOCTH 3a pyOexxoM u B Poccun
5. CoBpeMeHHbIE CTPAaTETHH CEPBUCHOM
JIeSITeIbHOCTH
IIpaxktudeckoe 3anarue Ne 2. Tema 2. 4/1
HcTopudeckue aclieKThl CEpBUCHOM EATENbHOCTH
CamocrositensHas paboTa 6/10
OIIK-2: TEMA 3. PABOTA B KOHTAKTHOM 30HE 2/1 Hoxnan,
NOIIK-2.1, ConepxkaHue JISKIHH: coo01eHne
HNOIIK-2.2, 1. TlousTre ¥ BUABI KOHTAKTHOM 30HEI [paxTryeckue
HNOIIK-2.3; 2. DOrtamnbl ¥ 3a1a4u pabOTHl B KOHTAKTHOU 3amanns Ne3, 4
OIIK-3: 30HE
HNOIIK-3.1, 3. Icuxonormueckue aceKTH paboTH B
HOIIK-3.2 KOHTaKTHOW 30HE
4. DTHKeT U KyJIbTypa paboThl B KOHTAaKTHON
30He
5. DOcrernyeckue U SprOHOMHUYECKHE
acrekThl paboThl B KOHTAKTHOI 30HE
6. Pabota c xanobamu ¥ KOHIUKTAMH
[Tpaktuaeckoe 3ansatue Ne 3 Tema 3. Pabora B 2/1
KOHTaKTHOU 30HE
CamocrostensHas paboTa 6/10
OIIK-2: TEMA 4. ITPABOBBIE ACITEKTHI 1 4/0,5 Hoxman,
NOIIK-2.1, CTAHIAPTU3ALIUA CEPBUCHOM coo01menne
HNOIIK-2.2, JAEATEJIbBHOCTHU [pakTryeckoe
HNOIIK-2.3; ConeprxaHue JCKIHU: 3azmanue Nos.
OIIK-3: 1. HcroyHWKH U OCHOBaHUS MPAaBOBBIX
HOIIK-3.1, OTHOIIEHHH B c(epe cepBuca
HOIIK-3.2 2. TocynapcTBeHHbIE CTaHIAPTHI B
pa3nn9HbIX cdepax cepBuca (1o
0TpacisiM)
3. Ceprudukamus B chepe ceppuca
4. JluueHsupoBaHue B chepe cepBuca
5. TlpaBuia okazaHHs YCIIYT B Pa3IMYHBIX
cepe cepBuca (110 0TPaCIIM)
6. IIpaBoBbIE OCHOBBI M paBHJIa OKa3aHUs
ycIyT B c(hepe colnaibHOTOo
o0cITyKMBaHUs
7.  OCHOBHOE COJIep)KaHHe 3aKOHOAATEIbCTBA
IO 3aIUTE TIPaB MOTpeOHUTENs
IIpaxTryeckoe 3anstue Ne 4. Tema 4. [IpaBoBsie 4/0,5
ACIEKThI M CTaHIAPTH3aLUsI CEPBUCHON
JESTeIBHOCTH
CamocrosrensHas paboTa 8/10




IInannpyemsie Buael yueoHoi padoThl
pe3yJbTaThI KonrakTHas padora - Dopmbl
OCBOCHHMSI: & ° Z 2 TeKyIero
Koj1 8 |£g| 28| 5°7 Y
i - = o - KOHTPOJIA
dhopmupyemoii HanmeHoBaHMe pa3jesnoB, TeM . =" | 2| 58
= S % £ 8| 5 | (HaumeHoBaHH
KOMIIeTeHINH = SRl EE| BS
= 26| E = | g & | eoueHOYHOro
U HHANKATOPBI 2 58| ¥ & 2
5 || S| 2 & cpeacTBa)
JA0CTHKEeHUS = sa &8 |
N = = Q
KOMIIeTeHIii
OIIK-2: TEMA 5. OPTAHU3ALMA OBCIIYXXKUBAHUMA 2/0,5
NOIIK-2.1, B YCJIOBUAX ITPEAITPUATUM CEPBUCA Hoxman,
NOIIK-2.2, CopneprxaHue JEeKIHU: coo01enne
HOIIK-2.3; 1. OOGcmyxuBaHHE Kak CUCTEMA IIpakTuueckue
OIIK-3: 2. OcHoBHbIE ()OPMBI OPTaHU3AIMH CUCTEMBI 3ananus Ne6, 7
HNOIIK-3.1, cepBrca
HOIIK-3.2 3.  VYmpamneHue nepcoHaIOM OpraHU3AINN U
MpeaNPUATHH CEpBUCA
IIpaxtrgeckoe 3ansrue Ne 5. Tema 5. Opranmsanus 2/0,5
00CITy)XMBaHHS B YCIOBHUSIX IPEANPHUITHII cepBHUca
CamocrosiTenbHas paboTa 6/10
OIIK-2: TEMA 6. YIIPABJIEHUE KAYECTBOM U 2/0,5 Pedepar,
HNOIIK-2.1, MAPKETUHI YCIIYT [Ipesenranms,
HOIIK-2.2, CopeprkaHue JeKIMHU: IIpaxkTudeckue
NOIIK-2.3; 1. TlonsTHE U CYLITHOCTH Ka4ecTBA yCIyT 3amanus Ne§, 9
OIIK-3: 2. CucteMma mokasaTelsieii KauecTBa yCayr Cocrapienue
NOIIK-3.1, 3. Crpareruu u TakTHKa KaueCTBEHHOTO TECTOB 110
NOIIK-3.2 cepBuca BBIOpaHHOU
4. JXusHeHHBIN UK yciayrd. PazpaboTka u TeMe
MPOJIBIKCHNE HOBBIX BHIOB YCIIYT
5. CoBpemeHHBIE CITOCOOBI MTPOABIKEHHS
YCIIYT Ha pPhIHKE
IIpaxtrdeckoe 3anstue Ne 6. Tema 6. Ypapnenue 4/0,5
Ka4eCTBOM M MapKETHHT yCIyT
CamocrosiTenbHas padoTa 6/10
HUTOro | 16/4 | -/- | 18/4 | 38/60

[Tpumeuanue: -/- 00beM 4aCOB COOTBETCTBEHHO ISl OYHOM, 3209HON GopM 00ydeHH s




4. METOAUYECKHUE YKA3AHUSA JJIs1 OBYYAIOIIUXCA IO OCBOEHUIO
JUCIHUIIVINHBI

41. OOmue MeTOoAMYECKHE  PEKOMEHJANUMH MO  OCBOCHUI0 MCHUILIUHBI,
o0pa3oBaTejibHbIEe TEXHOJIOTHH

JIMCIMITIMHA pealu3yeTcsl MOCPEICTBOM IPOBEICHUSI KOHTAKTHOH pabOThl ¢ 00yYarOIIUMHUCS
(BKJIFOUas TPOBEIEHUE TEKYIIETO0 KOHTPOJII  YCIIEBa€MOCTH), CaMOCTOSTEIBHOH  pabOThI
00YYaIOUIMXCS U IPOMEIKYTOYHOM aTTECTAIHH.

[Ipu npoBeneHWHM y4YEOHBIX 3aHATHH IO JTUCHUIUIMHE OO0ECICYMBACTCS PAa3BUTHE Y
00y4aromuXxcsi HABBIKOB KOMaH/IHOHM pabO0ThI, MEXIIMYHOCTHOM KOMMYHUKAIIUH, IPUHSATHUS PEIICHUH,
JUICPCKUX KauecTB (BKJIIOYAs NPOBEJCHUE HMHTCPAKTUBHBIX JICKIWH, TPYNIOBBIX JTUCKYCCUH,
pPOJIEBBIX WIp, TPEHUHIOB, aHAIN3 CUTyalldd ¥ WMHUTAIIMOHHBIX MOJEJICH, NpenolaBaHue
JMCIUILIMHEL B (OpMe Kypca, COCTAaBICHHOIO Ha OCHOBE PE3yJbTATOB HAYUHBIX HCCIICIOBAaHHI,
NPOBOJIUMBIX ~ YHHUBEPCHUTETOM, B TOM 4YHCIE C Y4YETOM pPETHOHAIBHBIX OCOOCHHOCTEH
npo¢eCCHOHATBLHOMN eATETFHOCTH BBITYCKHUKOB M TOTpeOHOCTEl paboTomareneit).

[IperonaBanrie  AUCHUIUIMHBI ~ BEINCTCSA C  NPUMCHEHHUEM  CICAYIONIMX  BHUJOB
0o0pa3oBaTeIbHBIX TEXHOJIOTHii:

-0aJITbHO-PEUTHHIOBAsI TEXHOJIOTHSI OIICHUBAHUS;

- 9JIEKTPOHHOE O0yUEHUE;

- uadopMmaronnsie Texuonoruu: Miro, Google-nokymentsi, Zoom, BigBlueButton.

JInsi OLlEHKW 3HAHWMW, YMCHHIA, HABBIKOB U YPOBHS C(HOPMHPOBAHHOCTH KOMIIETCHIUH IO
JTUCIUTUTMHE TPUMEHSETCs OaUIbHO-PEHTUHTOBAasl CHCTEMa KOHTPOJII W OILICHKU YCHEBACMOCTH
CTYyZIEHTOB. B OCHOBY Oa/uIbHO-PEHTHHTOBOM CHCTEMBI IMOJIOKCHBI MPUHIIMIIBI, B COOTBETCTBUU C
KOTOPbIMH (DOPMUpPOBAHHE PEHUTHHra CTYJCHTAa OCYHIECTBISIETCS B XOJ€ TEKYIIErOo KOHTPOJIS
ycrieBaeMocTH. MakcumanbHOe KoJmdecTBo 0amuioB B cemectpe — 100.

4.2. Meroanyeckue yKa3aHusi JJsi O0YYalOIIUXCSl MO OCBOEHUI0 JAMCHUIUIMHBI Ha
3aHATHAX JEKIIMOHHOI'0 THIIA
JIeKIMOHHBIM KypC MpEeAnoJiaraéT CUCTEMAaTU3UPOBAHHOE HM3JI0KEHHE OCHOBHBIX BOIIPOCOB
TEMaTUYeCKOro IlaHa. B Xoze JNeKIMOHHBIX 3aHATUI PacKpbIBalOTCS 0a30BBIE BOMPOCHI B paMKax
KKIOW TeMbl NUCHUIUIMHBI. O003HAYAIOTCS KIIIOUEBBIE ACIIEKTHI TEM, a TAKXKe JIETar0TCsl aKLEHTHI
Ha HanboJiee CI0KHBIE M BaYKHBIE TTOJIOKEHUS M3y4aeMOro MaTepuaia.
JIeKIMOHHBIE  3aHATHS  INPOBOAATCS B NOTOYHOM  ayAUTOPUHM C  NPUMEHEHUEM
MYJIbTUMEAMIHOrO MpOoeKTopa B BUJe yueOHoH npe3eHtanuu uiai B DMMOC yHuBepcureTa.
B Xoxe NEeKIMOHHBIX 3aHATHH PEKOMEHIYeTCs KOHCIIEKTHpOBaHHE Y4eOHOro marepuana.
B03MOXKHO BeieHHE KOHCIIEKTa JIEKI[UN B BUJI€ UHTEIUIEKT-KapT.
OTtnenpHBIE TEMBI ITPEIaraloTCs 1l CAaMOCTOSATENBHOIO U3YUYEHUS (KOHCTIEKTUPYIOTCS).
Marepuanbsl JEKIUI SBIAIOTCS OHNOPHOM OCHOBOW Ul TOATOTOBKM OOy4aromuxcs K
MPAKTUYECKUM 3aHATUSAM / J1abopaTOpHBIM padoTaM M BBINOJHEHUS 33JaHUM CaMOCTOSITEILHOU
paboThl, a TakKe K MEpONpPUATHSAM TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH M IPOMEKYTOUHOM
aTTECTalMU 0 TUCLIHILINHE.

4.3. MeToanyeckue yKa3aHusi JJsi O0YYalOLIUXCSl MO OCBOEHUI0 JAMCHUIUIMHBI Ha
JIa00paTOpPHBIX padoTax
Jlabopamopmwsie pabomul no oucyuniure He npedycmMompeHol.

4.4, Meronnueckue YKa3aHMs [Jsi 00y4arolIMXcsl MO OCBOEHUI0O JUCHUILUIMHBI Ha
3aHATHAX CEMHHAPCKOI0 THIIA/ HA NPAKTHYECKHUX 3aHATHAX

[IpakTuueckue (ceMHUHApCKUE) 3aHATHS TMPEACTABISAIOT COOOM JeTanu3aluio JEKIHOHHOTO
TEOPETUYECKOI0 MaTepuaia, IpoOBOJATCS B LENIAX 3aKPEIUIEHUS Kypca U OXBaThIBAalOT BCE OCHOBHBIE
pa3nenbl. OcHOBHOM (opMOH TMpOBENEHUST CEMUHApOB M TMPAKTUYECKUX 3aHATUH SBISETCS
oOcyxnenue Hanbosee MpoOIEMHBIX U CIOKHBIX BOIIPOCOB 10 OTAEIBHBIM TEMaM, a TaKXkKe pelieHue
3a7ia4d ¥ pa3do0p NPUMEPOB U CUTYaALUIl B ayTUTOPHBIX YCIOBUSAX.



[IpakTrueckue (ceMHUHAPCKUE) 3aHATHS 00yUJaIOIMMUXCS 00CCTICUNBAIOT:

- IPOBEPKY U YTOYHEHUE 3HAHUM, [TOJTyYCHHBIX Ha JICKLUAX;

- TOJIyYeHUE YMEHHWH WM HaBBIKOB COCTaBJICHHS [OKJIAZIOB W COOOIICHHA, OOCYXICHUS
BOIIPOCOB I10 Y4eOHOMY MaTepHany JTUCITUTUINHEI,

- TIOJIBE/ICHUE UTOTOB 3aHSATHI MO PEHTHHIOBOM CHUCTEME, COTJIACHO TEXHOJOTHUYECKOU KapTe
JUCIHMIIJINHEL.

[IpakTuyeckue 3aHATHS OPTaHU3YIOTCS, B TOM YHCIE€ B (OpPME MPAKTUYECKOH IMOJITOTOBKH,
KOTOpasi MpeayCMaTpUBACT y4acTHE OOYYalOUIMXCS B BBINOJHEHHH OTICIBHBIX 3JIEMEHTOB paloT,
CBSI3aHHBIX ¢ OyayIei mpodecCHOHANTBHON NesITeTbHOCTBIO.

4.5. MeToanueckne yKa3aHus 10 CaMOCTOSITe/IbHON padoTre o0y4yarommxcst

CamocrtosiTenbHass paboTa oOecneuyrBaeT MOATOTOBKY OOYyYarolerocss K ayAuTOPHBIM
3aHATUSAM U MEPONPHUATHAM TEKYIIEr0 KOHTPOJS M MPOMEKYTOUYHOW aTTeCTallUd 1O H3ydaeMoOi
JUCHUIUIMHE. Pe3ynbTaThl 3TOM MOATOTOBKM MPOSBISIOTCS B AKTUBHOCTH OOYydarollerocs Ha
3aHATHUSAX U B KQUECTBE BBHIMOJHEHHBIX MMPAKTUYECKHUX 33aHUH U APYruX (OPM TEKYIIEro KOHTPOJIS.

CaMocTosiTenbHast paboTa CTyICHTOB BKIIFOUYAET:

1. U3yueHnue yueOHON U HAYYHOU JTUTEPATYPHI IO KYpPCY.

2. [ToaroroBka pedepartos.

3. [loaroroBka mpe3eHTalui.

4. Paboty c pecypcamu MHTepHET, MaTepragaMy MEPUOIUYECKOM MeYaTH.

5. IloAroToBKYy TECTOBBIX BOIIPOCOB IO TeMaM Kypca.

6. [TonroToBKy K MpOMEXYTOYHOM aTTECTALIUU IO KYpPCY.

[Ipy BBITIONIHEHUM 3aJaHUNA JIT CaMOCTOSITEJIBHOW paboThl PEKOMEHIyeTCsl TpopadoTka
MaTepuasoB JEKIUH O KaXKI0U MPOHJCHHON TeMe, a TAKKE U3yUeHHEe PEKOMEHIYeMON JTUTEepaTypHl.

Jnst oOydaromuxcsi 1Mo 3a04HOi ¢Gopme OOydeHHs CaMOCTOsTEeNIbHas padoTa sBISETCS
OCHOBHBIM BHJIOM Y4eOHOI J1eATeIbHOCTH.

st oOecrieyeHHsT CaMOCTOSITETILHONM Pa0OThI OOYYAIOUIMXCS MCIIONB3YETCS SJIEKTPOHHBIN
yueOHbIi Kype, coznannbiil B DMMOC yHuBepcurerta http://sdo.tolgas.ru/

4.6. MeToanvecKue yKa3aHusl JUIsl BHINOJTHEHUSI KYPCOBOT0 MPOeKTa/padoThl

BrinonHeHne KypcoBoro mpoekTa/padboThl M0 TUCIHUIUIMHE HE PEAYCMOTPEHO.
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5. YYEBHO-METOJUYECKOE MW HWH®OPMAIIMOHHOE OBECIIEYEHHUE
JUCIHUIIVIMHBI

5.1. IlepeyeHb OCHOBHOI M JONOJHHUTEILHON Y4eOHOH JUTEPATYPbl, HEOOXOAMMON ISt
OCBOEHHUS TUCUHUILINHBI

Best nutepaTtypa, BKJIFOUYEHHAs B JIaHHBIA TIEpeUeHb, MPEJCTABICHA B BHUJE SJCKTPOHHBIX
pecypcoB B 23neKkTpoHHOU OuOmmoteke yHuBepcurera (ODBC). Jlutepatypa, wucmonb3dyemas B
NIEYaTHOM BHJIE, TPEJCTaBICHA B HAYYHOW OMOIMOTEKEe yHUBepcuTera B oObeme He menee 0,25
HK3EMIUIIPOB HA OHOTO 00YYaOLIETOCH.

OcHoBHas1 JInTepaTypa

1. Kanaues, C. JI. CepBucHas nestenbHOCTH : y4eO. s By3oB / C. JI. Kamaues, M. A.
Hukomnaesa. - JlokymeHnt read. - Mocksa : JlamkoB u K, 2024. - 298 c. - (YueOHbIe M3MaHUS IS
By30B). - [Ipun. - URL: https://znanium.ru/read?id=439577 (nata obpamenus: 21.12.2023). - Pexxum
JIocTyna: sl aBTopu3. noib3oBatenei. - ISBN 978-5-394-05342-9. - Tekcrt : 2IeKTPOHHBIH.

2.  PomanoBuu,)K.A. CepBHCHasi JIEATECIBHOCTh : y4deO. JUIS BY30B IO CICHHAIbHOCTH
"CepBuc" (mo o6x. mpumenenusi) / XK. A. PomanoBuy, C. JI. KamaueB ; mox oOmi. pem. XK. A.
PomanoBuua. - 7-e u3z., crep. - Jokyment read. - Mocksa : [lamkoB u K, 2019. - 284 c. - Ilpui. -
URL: https://znanium.com/read?1d=358379 (mara obpamenus: 21.06.2023). - Pexxum nocryna: ans
aBTOpH3. mosb3oBateneit. - ISBN 978-5-394-03453-4. - Tekct : 2neKTpOHHBIH.

3.  Pesnumk, I'. A. CepBucHasi nesTENBHOCTH : yued. mocoOue Ijsi CTYACHTOB BY30B IO
Hanpasienuto moarot. 43.03.01 "Cepsuc" / I'. A. Pe3nuk, A. . Mackaesa, 1O. C. [lonomapenko. -
Hoxyment read. - Mocksa : UH®PA-M, 2020. - 202 c. - (Beicuiee oOpa3oBanue - bakanaBpuar). -
URL: https://znanium.com/read?id=357472 (nara oOpamenus: 10.12.2020). - Pexxum mocryna: ass
aBTOpM3. oyib3oBaTenei. - ISBN 978-5-16-005710-1. - 978-5-16-10121407. - TekcT : 3IEKTPOHHBIM.

4.  Csupugenko, FO. II. CepBucHas AeATeNbHOCTH : y4e0. mocoOue Ui BY30B II0
HanpasneHusM noarot. 43.03.03 "Toctununy. neno", 43.03.02 "Typusm" (kBanuduxaius (cTeneHs)
"0akamasp") / 0. II. Ceupunenko, B. B. Xwmenes. - 2-e usn., ucnp. u jgon. - Jlokyment read. -
Mockga : UHDOPA-M, 2022. - 173 c. - (Bricuiee obpazoBanue - bakanaspuar). - TecTsl. - Kirouwn. -
URL: https://znanium.com/read?id=400299 (mata ob6pamenus: 07.10.2022). - Pexxum gocrtyma: s
aBTOpH3. nosib3oBareneit. - ISBN 978-5-16-105613-4. - TekcT : 31eKTpOHHBII.

5. CepBuc: opranusanus, ynpaBjieHUe, MApKETUHT : y4eO. /Jis By30B 10 HaIPaBJICHUSAM
noarot. "Cepsuc", "Typusm", "['octuneu. neno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonx, A. W. 3eipsHoB, A. A. JIumnuackas, H. B. Xapurtonosa. - 3-¢ u3z. - JlokymenT read. - MockBa
: HamkoB u K, 2022. - 250 c. - (YueOnble u3mganus s OakanaBpoB). - Tect. 3amanus. - URL:
https://znantum.ru/read?1d=431948 (nara oOpamenus: 27.12.2023). - PexxuMm gocTymna: as aBTOPU3.
nosab3oBarene. - ISBN 978-5-394-04914-9. - Tekct : 31eKTPOHHBIH.

JonotHUTeILHAS JTUTEPaTypa
6. Hparanuyk, JI. C. IloBegeHnme mnotpebuteneit : yded. mocobOue mjis BY30B TIO
HanpasieHuto noarot. 38.03.02 "Menemxment" (kBanudukanus (crenenp) "6Gakxamasp" / JI. C.
Hparanuyk. - JoxymeHt read. - MockBa : UHOPA-M, 2024. - 192 c. - (Breicmiee ob6pa3oBanue -
bakanaBpuar). - URL: https://znanium.ru/read?id=431090 (mara obOpamenus: 28.12.2023). - Pexxum
JOCTyTa: JUIsl aBTopu3. mosib3oBarenei. - ISBN 978-5-16-018917-8. - 978-5-16-111758-3. - Tekcr :

JJIEKTPOHHBIN.

7. Csupunenko, FO. II. CepBucHas AesTeNbHOCTh B 00OCITYKMBAaHWU HAaceJIeHHs : y4eO.
nocobue st By30B 1o Hampasienuto noarot. "Cepsuc" / 0. II. CBupugenko, B. B. Xwmenes. -
Hoxyment HTML. - MockBa : JamxoB u K, 2012. - 219 ¢ - URL:

http://znanium.com/bookread.php?book=415409 (nara obpamenus: 07.10.2022). - Pexum nocryna:
JUTs aBTOpH3. mosik3oBareneid. - ISBN 978-5-394-01503-8. - TekcT : aIeKTpOHHBIH.

8. CkoOkuH, C. C. [IpakTuka cepBuca B MHIYCTPUU TOCTEIPUUMCTBA U Typu3Ma : y4el.
nocobue / C. C. CkobkuH. - JlokymeHnt read. - Mocksa : Maructp [u ap.], 2018. - 493 c. : Tabm. -
[Tpaktukym. - URL: https://znanium.com/read?id=372104 (nata obpamenus: 18.04.2023). - Pexum
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JIOCTYyTIA: JUIsl aBTOpHU3. Tosib3oBateneit. - ISBN 978-5-9776-0018-7. - 978-5-16-004273-2. - Tekcr :
JJIEKTPOHHBIN.

9. Casuu, E. JI. Opranuzaius cepBUCHOTO OOCTY>KMBAHHS JICTKOBBIX aBTOMOOWJICH :
yue0. mocobue A BhICHI. 00pa3oBaHUs MO CHEMUATBLHOCTSIM "TeXH. 3KCIuTyaTtanus aBToMoOuiei",
"ITIpod. o6yuenne u aBTocepBuc” / E. JI. CaBuu, M. M. bonbac, A. C. Caii ; nox pea. E. JI. CaBuua. -
Hoxyment Bookread2. - Munck [u np.] : HoBoe 3Hanue [u np.], 2018. - 159 c. : un., Tadi. - (Beicuiee
obpazoBanmue). - URL: http://znanium.com/bookread2.php?book=920520 (mara oOpareHwus:
15.10.2020). - Pesxxum moctyna: i aBTOpH3. mojb3oBareieii. - ISBN 978-985-475-496-3. - 978-5-
16-005681-4. - 978-5-16-104882-5. - TekcT : 31EeKTPOHHBIH.

10.  TymberaeB, T. A. MapkeTuHr yciayr : y4eOHHMK : yde0. mocoOue ajis BY30B IO
Hanpasnenuto "Mapkerunr ycayr" / T. A. TynbraeB. - Jlokyment read. - Mocksa : UHOPA-M,
2020. - 207 c. - (Beicmiee obpasoBanme). - ['moccapuii. - URL: https://znanium.com/read?id=356219
(mata oopamenus: 15.10.2020). - Pexxum moctymna: ans aBTopus. noib3oBateneid. - ISBN 978-5-16-
005021-8. - TekcT : 27IeKTPOHHBII.

11.  YuebHo-meroamdeckoe mocodue mo mauctumuinHe "CepBUCHAS NEATEIBHOCTH'" : IS
oOyuaromuxcsi HampasieHudd moarot. 15.03.02 "Texnon. mamuubel U obopynosanue", 43.03.01
"CepBuc", 43.03.02 "Typusm", 43.03.03 "l'octuruu. gemo", 51.03.03 "Cou.-KynbTyp.
nesrenbHocTh", 54.03.03 "HckyccTBo kocTioma U Tekctuis" / IloBosk. roc. yH-T cepBuca (PI'bOY
BO "TIBI'YC"), Ka¢. "Com.-kynbryp. aesrensHocth" ; coct. O. B. Kopabnesa. - Jlokyment Adobe
Acrobat. - Tompsrrm : IIBI'YC, 2017. - 873 Kb, 82 ¢ - URL:
http://elib.tolgas.ru/publ/Metod SVDb B 28.12.2017.pdf (mata obpamienus: 21.10.2020). - Pexxum
noctyna: s aBTopu3. nonb3oBateneit. - 0-00. - Tekct : aeKTpOHHBIH.

12.  TloBexenme motpeOuteneii : y4e0. mocoOue i BY30B IO HAIMPABICHHIO IOJTOT.
38.03.02 "Menemxment" (xBanudukanus (crenenn) "Oakamasp') / O. H. Pomanenxoma, H. II.
byrakosa, JI. A. Xunbios [u ap.] ; mox obmr. pea. O. H. PomanenkoBo#t ; ®UHAHCOBBIN YH-T TPH
[TpaButensctBe PO. - JlokymenT read. - Mocksa : By3. yue6. [u ap.], 2020. - 320 c. - [Ipun. -
I'moccapwmii. - URL: https://znanium.com/read?id=356056 (mata obpamenus: 14.01.2021). - Pexum
JIocTyna: Juisi aBTopus. nonb3oBareneit. - ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. - Tekcr :

AJIEKTPOHHBIN.

5.2. IIpodeccmonanbHbie 0a3pl JAHHBIX, HH(POPMANMOHHO-CIIPABOYHbIC CHCTEMBI,
HHTEePHET-pecypcehl
1. eLIBRARY.RU : nayunas snekTpoHHass Oubnumoreka : caift. — Mocksa, 2000 - . - URL:
https://elibrary.ru  (mara oOpamenuns: 13.04.2023). — Pexum jgoctyma: JUIsl  3apeTHCTPHP.
[OJIb30BaTeIEeH. — TEKCT: DJIEKTPOHHBIN.
2.  Koncynwrantllmroc : cipaBounast mpaBoBasi cuCrema : cait / 3A0 «Koncynsrantlnrocy. —

Mocksa, 1992 - . - URL: http://www.consultant.ru (mata ob6pamenus 13.04.2023). - Tekcr :
AIEKTPOHHBIN.
3. DrektpoHHas OuOaMOTEe4YHass cucreMa IIOBOKCKOTO TOCYIAPCTBEHHOIO YHHMBEPCHUTETA

cepBuca : caidt / ®I'BOY BO «[IBI'YCy. — Tompstth, 2010 - . - URL. : http://elib.tolgas.ru (zara
obpamenus 13.04.2023). - PexxuM octyna: Ui aBTOPU3. MOJIb30BaTENeH. - TEKCT : AJIEKTPOHHBIN.

4.  DrexkTpoHHO-OHOIMOTEYHast cucreMa Znanium.com : caiit / OO0 "3HAHUYM". — Mockga,
2011 - . - URL: https://znanium.com/ (zata oopamenus 13.04.2023). - Pesxum noctyna: ajst aBTOpH3.
MIOJIb30BaTeNeM. - TEKCT : IIEKTPOHHBIN.

6. DnexTpoHHO-OMOMMoTeyHast cuctema Jlanp : caiit / OOO "OBC JIAHbB". - Mocksa, 2011 - . -
URL: https://e.lanbook.com/ (mara oOpamienust 13.04.2023). - Pexwum pocryma: ajisi aBTOPH3.
[IOJIB30BATENEH. - TEKCT : JJIEKTPOHHBIN.
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5.3. [IporpammHoe obecnieyenune

Wudopmannonnoe obecriedeHne y4eOHOro mMmpolecca Mo JUCHUIUIMHE OCYILECTBIISETCS C
UCIIOJIb30BAaHUEM  CIIEYIOLIEr0 IPOrpaMMHOr0 obOecnedeHus: (JIMLEH3UOHHOTO U CBOOOAHO
pacnpocTpaHsieMoro), B TOM YHCJI€ OT€YECTBEHHOIO IIPOU3BO/ICTBA!

Ne HaumenoBanue YcaoBus gocryna

n/n

1 Microsoft Windows 13 BHYTPEHHEH ceTH YHUBepcHUTeTa (JIMLIEH3UOHHBIN J0rOBOP)

2 Microsoft Office U3 BHYTPEHHEH CETH YHUBEPCUTETA (JIMLIEH3UOHHBIA JOrOBOP)

3 Koncynprantllintoc 13 BHYTPEHHEH ceTH YHUBepcHUTeTa (JIMLEH3UOHHBIN J0rOBOP)

4 C10 MOODLE u3 110001 TOYKH, B KOTOPOH MMEETCs TOCTYI K ceTn VIHTepHeT
(JIMIIEH3UOHHBIN JTOTOBOP)




12

6. OMMCAHUE MATEPUAJIBHO-TEXHUYECKOM BA3bI, HEOBXOJIUMOM 1151
OCYHIECTBJIEHUA OBPA3OBATEJIBHOI'O ITPOLHECCA IO JUCHUIIJIMHE

[TomernieHust MpeACTaBIAIOT COO0N yueOHbIE ayTUTOPHU JJIsl IPOBEACHUS YUEOHBIX 3aHSATHH,
MPEyCMOTPEHHBIX y4eOHBIM IUIAaHOM U palouell mporpaMmoN AMCHUUIUIMHBI, OCHAIIEHHBIE
000pyIOBaHNEM U TEXHUYECKUMU CPEICTBAMH 00ydEHUSI.

3aHATHSA JIEKHMOHHOIO THUMNA. Y4eOHbIE ayIuTOPUU [UIsl 3aHATUN JIEKIMOHHOIO THIIA
YKOMIUIEKTOBAaHBl MeOeIbl0 M TEXHUYECKHMMH CPEACTBAMU OOyuYeHHs, CIYXKAIUMH  JUISA
npeiacTaBieHuss — ydyeOHoW — uHpopMmanuu  (CTalMOHApHble  WJIM  IEPEHOCHbIE  HabOpHI
JIEMOHCTPAIIMOHHOTO 000pyAOBaHUs (IIPOCKTOP, IKpPaH, KOMITBIOTEP/HOYTOYK), YUeOHO-HATIISTHBIC
nocobust (mpe3eHTaluyd IO TeMaM JIeKIUi), O0eCreuYMBarONINe TEMATUYECKUE WIUTFOCTPAIUH,
COOTBETCTBYIOIIME JAHHON MpOTrpaMMe TUCHUTUTUHBIL.

3aHATUS CEeMHHAPCKOro THNA. Y4yeOHbIE ayauTOPHU JUIA 3aHATUH CEMHHAPCKOrO THUIA
YKOMIUIEKTOBaHbl ~MeOeIbl0 M TEXHUYECKHMMM CpEACTBAMH OOY4YeHHUs, CHYyXKallUM{  JUIS
npelacTaBicHus — ydyeOHOW — wHpOpManuu  (CTallMOHApHBIE  WJIM  TIEPEHOCHBIE  HaOOPBI
JEMOHCTPALIMOHHOTO 000pya0BaHusl (IPOEKTOP, IKPaH, KOMIBLIOTEP/HOYTOYK).

IIpome:xxyToyHnass arrecraums. /{1 mnpoBeacHUS IPOMEXKYTOYHOM aTTECTALlMU IO
JTUCIUIIMHE HCIIOJIb3YIOTCS KOMIIBIOTEPHBIE KIIACChl, OCHAIIEHHBIE KOMIIBIOTEPHON TEXHHUKOW C
BO3MOXXHOCTBIO TOJKIIOYECHHsT K ceTh VIHTepHeT M oOecrmeyeHHeM JOCTyma B JIEKTPOHHYIO
nH(OPMALIMOHHO-00pa30BaTEeIbHYI0  Cpely  YHUBEpcHTEeTa W/Miu  y4deOHbIE  ayIuTOpHH,
YKOMIUIEKTOBAaHHBIE MEOEIBI0 U TEXHUYECKIMH CPEICTBAMHU O0YUICHUSI.

CamocrosiTesibHast pabora. [lomemeHus Ui caMOCTOSTENbHONW pPAaOOTHI OCHAIIEHBI
KOMITBIOTEPHON TEXHUKOH C BO3MOXKHOCTBIO TOAKIIOUEHHsSI K ceTh «MHTepeHeT» M JOCTYIoM K
JNIEKTPOHHOUW  HMH(POPMAIIMOHHO-00pa30BaTeNbHON cpele yHuUBepcuTera. /[l  opraHu3anuu
CaMOCTOSITENIbHOW PadOThI 00YUYAIOIIMXCS HCIIOB3YIOTCS:

KOMITBIOTEPHBIE KJIACChl YHUBEPCUTETA;

oubnmoreka (Meauasai), UMEIoIas MecTa JUIsi 00YJarOIIUXCs, OCHAIIICHHBIC KOMITBIOTepaMu
C IOCTYIIOM K 0a3am JaHHBIX U ceTu MHTepHeT.

DJleKTPpOHHAsi HUHQopMannoHHO-00pa3oBaTejbHass cpeaa yHuBepcutera (DUOC).
Kaxnplii oOydaronuiics B TeueHHEe BCero Inepuoja oOy4deHHMs oOecredeH WHIUBHYaIbHbIM
HEOTPAaHWUYEHHBIM  JIOCTYIIOM K  DJEKTPOHHOH  HWH(OpMarMoHHO-00pa30BaTeNbHOW  cpefe
yauBepcurera (OUOC) http://sdo.tolgas.ru/ u3 nr060i1 TOUKM, B KOTOpPOH HuMeeTcs HOCTYN K
WH()OPMAIMOHHO-TEIEKOMMYHUKAITMOHHONW ceTu "WHTepHeT", Kak Ha TEPPUTOPUU YHUBEPCUTETA,
TaK U BHE ee.

OUOC ynuBepcuteTa 00ecrneynBacT:

JOCTYyNl K y4eOHBIM IIaHaM, paboduM MporpamMmaM TUCIHUIUIMH (MOAYJNei), mporpammam
NPaKTUK, OJJIEKTPOHHBIM Yy4eOHBIM W3JaHHUSIM W DIIEKTPOHHBIM 00pa30BaTeNbHBIM pecypcam,
YKa3aHHBIM B pab04MX MporpaMMax JUCIUIUTHH (MOIyJei), mporpaMMax MpakTuK;

(hopMupoBaHHE IEKTPOHHOTO MOPTHOIHO 00YUAIOMIErocs, B TOM YHCIIe COXPAaHEHHE €T0 padoT
U OLIEHOK 32 3TH palOTHI.

B caywae peanmuzamuu o00pazoBaTeNbHOM MpOTrpaMMbl C TMPUMEHEHUEM 3JIEKTPOHHOTO
00y4yeHHs, AMCTAaHIIMOHHBIX 00pa3oBaTeNbHbIX TexHOoNorui DMOC nonoaHUTEIBHO 00eceunBaeT:

¢bukcayio Xoma 00pa3oBaTEIBHOTO MpOIecca, Pe3yIbTaTOB MPOMEXKYTOUYHOW aTTECTAllUN U
pe3yabTaTOB OCBOEHUS 00pa30BaTeIbHOM MPOrpaMMBbl;

MpOBe/IeHNuEe YYeOHBIX 3aHATHHA, TPOIEAYpP OIEHKH pe3yJIbTaTOB OOYYEHUS, pean3aius
KOTOPBIX  TpEeIyCcMOTpeHa C TNPUMEHEHUEM  DJICKTPOHHOIO  OOYy4YeHHs, JIUCTAHIIMOHHBIX
00pa3oBaTeNbHBIX TEXHOJIOTHH;

B3aMMOJICHCTBHE MEX/ly YIaCTHUKAMH 00pa30BaTebHOTO MPOLECcca, B TOM YUCIIE CHHXPOHHOE
U (UJIM) aCHHXPOHHOE B3aUMOJAENCTBUs mocpeacTBoM cetu "MHrepHer".
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7.  OCOBEHHOCTH OPrAHM3AIIMU OBYYEHUA I JULIO C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

[Ipu HeoOxomumocTu pabouas mporpamMma IJUCHHUIUIMHBI MOXKET OBbITh aJanTHpOBaHa JUIS
oOecrieyeHns 00pa30BaTENLHOTO MpPOIlecCa MHBAIMIOB M JIMIl C OTPAHUYCHHBIMHA BO3MOXXHOCTSIMH
3JI0pOBBS, B TOM YHCIIE AJISl TUCTAaHIIMOHHOTO 00yueHus. [ aToro TpedyeTcs 3asBIeHUE CTYACHTA
(ero 3aKOHHOTO TMPEACTABUTENS) U 3AKIIOUEHHE MCHXOJOT0-MEIUKO-TIEqarorn4eckoil KOMHUCCHH
(IIMIIK).

B cnydyae HeoOX0AMMOCTH, 00YYArOIIUMCS M3 YHUCIIa JIUI] C OTPAaHHYEHHBIMH BO3MOKHOCTSIMU
3M0pOBbs (IO 3asBICHUIO OOyyaromierocs) a Jjs MWHBAIMJIOB Takke B COOTBETCTBHH C
UHIMBUIYAIbHOW TPOTpaMMOil peadWInMTalMu WHBAJIWAA, MOTYT MPEANaraTbCs CIeIyolue
BapHaHThl BOCHPUATUS yueOHOW MH(OpPMALMM C YYETOM UX HHJUBUIYaJbHBIX MCUXO(PU3MUYECKUX
0COOEHHOCTEH, B TOM 4HCIE€ C MPUMEHEHHEM DJJCKTPOHHOTO OOy4YeHHMS M JUCTAHIIMOHHBIX
TEXHOJIOTHIl:

- IS JIAL ¢ HApYLIICHUSAMHU 3pEHUs: B Me4aTHOW (opme yBenmuueHHBIM mIpUPTOM; B Gopme
3JIEKTPOHHOTO JIOKyMEHTa; B ¢opme ayauodaiiia (mepeBoa yaeOHbIX MaTepuajioB B ayauodopMmar);
B TieuyaTHOM ¢opMme Ha s3bike bpaind; WHAMBHIYyanbHbIE KOHCYJIBTAMH C IPHUBICUYCHUEM
TU(dIOCYpIOTIEPEBOIUNKA; HHANBUAYAIbHbIC 331aHUS U KOHCYJIbTAIIUH.

- U JIUI] ¢ HApYIIEHWsIMH CIIyXa: B MeYaTHOW ¢opme; B (popMe 3IEKTPOHHOTO JTIOKYMEHTA;
BUJEOMATEpHaNbl €  CyOTUTpamMH; HHIUBUAYalIbHbIE  KOHCYJNbTAlUU C  [PHUBJICYCHHEM
CYpZIOTIEPEBOJUMKA; WHANBUIYAIbHBIC 3aJJaHNUS U KOHCYJIbTALINH.

- ISl JIML ¢ HApYIICHUSMU OTIOPHO-JBUTATENLHOTO almapaTa: B medaTHoil gopme; B Gpopme
AIIEKTPOHHOTO IOKYMEHTa; B (hopMe ayanodaiisa; HHIMBUIYaIbHBIC 3aJaHUS U KOHCYJIbTAIHH.
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8. OEHOYHBIE MATEPHUAJIBI (POH/l OEHOYHBIX CPEACTB) AJIs1 TEKYLIEI'O
KOHTPO.IS1 YCIEBAEMOCTH U IPOMEXXYTOYHOM ATTECTALIUA

8.1. Onucanme mnoka3zatejedl M KpHUTEepHeB OIeHMBAHUS KOMIETEeHUUH Ha
Pa3JIUYHBIX 3Tanax uX GopMUPOBAHNSI, ONNMCAHUE IIKAJ OLlEHUBAHUS

JIJIs OLICHKW 3HAHWM, YMEHWW, HABBIKOB W YPOBHS C(HOPMHPOBAHHOCTH KOMIIETCHIIUH I10
TUCITUIIMHE TPUMEHSIETCS OaUTbHO-PEUTHUHIOBAsS CUCTEMa KOHTPOJS U OICHKH YCIIEBAEMOCTHU
CTYJICHTOB. B OCHOBY OaJllIbHO-PECHTHHIOBOW CHCTEMBI MOJIOXKEHBI IMPUHIUIIBI, B COOTBETCTBHH C
KOTOPBIMH (DOPMHPOBAHHE PEUTHHra CTYACHTA OCYIIECTBISETCS B XOJE TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KosmdecTBO O0amioB B cemectpe — 100.

HIkaja oueHKH pe3yJibTATOB OCBOEHUS IMCHUIIMHBI, C(POPMHUPOBAHHOCTH Pe3yJIbTATOB

o0yueHust
®dopma npoBeieHuUs IIxaabl OLEHKH YPOBHSA
MPOMEKYTOYHO M chopMHUPOBAHHOCTH IlIxaia OlleHKH YPOBHS OCBOECHUS TUCHUTIINHBI
aTTecTaluu Pe3yJIbTaTOB 00y4eHHsI
YpoBHeBast 100 100 5-0ayutbHas mKana, HenuddepeHn
IIKaJjia OI[eHKH OanbHAs OabHAs muddepeHnpoBaHHas HpOBaHHAS
KOMIIETEHI[UI mkaina, % mkaina, % OILICHKa/0aI OIICHKA
3auer JIOIIOPOrOBBIN HIDKe 61 HIDKe 61 «HEYJOBIICTBOPUTEIBHOY / 2 HE 334TEHO
MOPOTOBBIH 61-85,9 61-69,9 «YIOBJIETBOPUTEIHHOY / 3 3a4YTCHO
70-85,9 «xopomuo» / 4 3a4TEHO
TIOBBIIICHHBIH 86-100 86-100 «OTIHYHOY / 5 3a4TEHO

Ilo wuroram Tekymel yCHeBaeMOCTH CTYAEHTY MOXET ObIThb BBICTAaBJIEHA OLEHKA IO
HNPOMEXKYTOUYHOM aTTeCTallMM B COOTBETCTBMM 3a HAOpaHHBIMH 3a cemecTp Oamiamu (1Mo
HaKOINUTEJIbHOMY peiTuHry). CTyeHTam, HabpaBIIUM B X0J1€ TEKYIIEr0 KOHTPOJIS YCIIEBAEMOCTH 10
quciuminie ot 61 1o 100 6amioB M BHINOIHUBIIMM Bce 00s3aTeIbHbIE BUJbI 3aIlJIAHUPOBAHHBIX
y4eOHBIX 3aHATHUH, 10 PEIICHUIO IpernojaBaTens 0e3 MPOXOXKIACHUS MPOMEKYTOUHONW aTTecTaluu
BBICTABIIIETCS OLIEHKA B COOTBETCTBUH CO LIKAJION OLIEHKH PE3YJIbTaTOB OCBOEHUS TUCLHUIIIMHBI.

Pesyabrar 00ydenuss cumrtaercs cGopMHPOBAHHBIM (IOBBIIIEHHBIH YPOBEHBb), €CIIH
TEOPETUYECKOE COJIEPIKaHUE Kypca OCBOCHO IOJIHOCTBIO; MPU YCTHBIX COOECEIOBAHUSAX CTYJCHT
MCYEPIBIBAOIE, MOCIEA0BATENbHO, YETKO M JIOTMYECKH CTPOWHO H3jaraeT y4eOHbIN Mmarepuan;
CBOOOJTHO CHpaBisieTcs € 3aJadyaMH, BOIPOCAMHM U JPYTUMH BHJIAMHU 33JaHUM, TpeOyromux
IIPUMEHEHUs 3HAHWM, HUCIOIB3YET B OTBETE JONOJHUTEIBHBIM MaTepuan; BCE NMPEAyCMOTPEHHBIE
paboueil y4eOHOW mporpamMMmoil 3adaHusi BBINOJIHEHBl B COOTBETCTBUHM C YCTAHOBJICHHBIMH
TpeOOBaHUSIMHU, CTYIAEHT CHOCOOEH aHaJu3UpOBaTh IIOJYYEHHbBIE PE3YyJbTaTbl; IPOSBIISET
CaMOCTOSITENIbHOCTD MTPH BBIOJHEHUH 3aJIJaHHM, KaueCTBO WX BBIIOJIHEHHS OLIEHEHO YHCIOM 0alljioB
or 86 1o 100, 4TO COOTBETCTBYET MOBBIIIEHHOMY YPOBHIO C(HOPMHUPOBAHHOCTH pPE3YJIbTaTOB
o0OyueHusl.

Pesyabrar o0O0y4yeHust cyuTaercsi c(POpMHPOBAHHBLIM (IOPOrOBBLI YPOBEHb), €CIU
TEOPETUYECKOE COJEPIKaHUE Kypca OCBOCHO IOJIHOCTBIO; MPU YCTHBIX COOECEOBAHUSAX CTYJCHT
MOCJIEI0BATENbHO, YETKO M JIOTUYECKH CTPOMHO H3jaraeT y4eOHbI Marepuall; CHpaBIsieTcsl C
3aJauaMy, BONPOCAMU M JPYTMMH BHJAMH 3aJaHUM, TpeOyIOIIMX NpPUMEHEHUs 3HAHWH; Bce
MpEeayCMOTPEeHHBIE pabouell y4ueOHOW mporpaMMOi 3aJlaHusi BBIIOJTHEHBI B COOTBETCTBHUU C
YCTQHOBJICHHBIMH TPEOOBAaHUSAMH, CTYACHT CIIOCOOCH aHAIU3UPOBATh MOJYYEHHBIE DPE3YJIbTaThl;
MIPOSIBIISIET CAMOCTOSITENIBHOCTh IIPU BBINOJHEHWH 33JaHUM, Ka4eCTBO MX BBIIOJHEHMS OLIEHEHO
yuciaoM OamioB oT 61 nmo 85,9, 4TO COOTBETCTBYeT MOPOrOBOMY YPOBHIO C(HOPMUPOBAHHOCTU
pPE3yNHTATOB O0yUCHHUS.

PesyabraT 00yueHnsi cuuTaercss Hec(pOPMHPOBAHHBIM, €CIU CTYACHT IPU BBINOJIHEHUU
3aJaHUN HE JAEMOHCTPUPYET 3HAHMW y4eOHOro MmaTepuana, JOMYCKaeT OUIMOKH, HEYBEPEHHO, C
OONBIIMMH 3aTPYAHEHUSIMH BBINIOJHIET 3aJaHMs, HE JIEMOHCTPUPYET HEOOXOAMMBIX YMEHHH,
KAayeCTBO BBIMIOJIHEHHBIX 3aJlaHUNl HE COOTBETCTBYET YCTAHOBJICHHBIM TpeOOBaHMSIM, KaueCTBO HX
BBITOJIHEHHS OIIEHEHO YHCIIOM 0ayioB HUXeE 61, 4TO COOTBETCTBYET I0MIOPOrOBOMY YPOBHIO.
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@opMBbI TEKYLIEr0 KOHTPOJIS yCIeBAeMOCTH

DopMBbI TeKYLLIEr0 KOHTPOJIsI Komnnuectso Kommuectso | Makc. Bo3M.
KOHTPOJIBHBIX 6amtoB 3a 1 KOJI-BO
TOYEK KOHTD. TOUYKY 0asioB
Joxman/coobiienue 6 5 30
CocraBJieHHE TECTOB 110 BHIOPAHHOH TeMe 2 10 20
[ToaroroBka u 3amura pedepara 1o BELIOpaHHOH TeMe 1 10 10
[ToaroToBka npe3eHTaluy 0 BHIOPaHHOH TeMe 1 10 10
BeinosiHeHNE NPaKTHYECKUX 3alaHuiH 3 10 30
Hroro no aucuuninge 100 6as110B

Cucrema OLICHMBAHWA TIPCACTABJICHA B  3JICKTPOHHOM qu6HOM Kypcc 1O OUCHUILINHE

http://sdo.tolgas.ru/.

8.2. TumoBble KOHTPOJbHbIE 3aaaHusi ujiu HHble Matepuaabl s TEKYIIEI'O

KOHTPOJIAA YCIIEBAEMOCTHU

arONE

ok wdE

N~ WNE

8.2.1. TunoBble 3aJaHUA K MPAKTHYECKUM (CEMHUHAPCKUM) 3aHATUIM

IpakTuueckoe 3ausitue 1. Tema 1. TeopeTuueckue acneKThbl CEPBUCHOI TeATETLHOCTH
TeMbl TOKJIAI0B/CO00ICHUT

[ToHsATHE U CYIIHOCTD YCIYTH KaK CHEIHU(PHIECKOr0 IPOIYKTa

CyIIHOCTh ¥ OCHOBHBIE TIOHSTHS CEPBUCHOM JIESTEIbHOCTH

IToTpeOHOCTH KaK CYIIHOCTHAs COCTABJISIONIAsi CEPBUCHOM eI TEIbHOCTH

Kitaccugukaium yeiayr 1 CepBUCHOM J€ATEIbHOCTH

JuBepcuduranyuy cCepBUCHOMN JEATEIFHOCTH C YU€TOM HAIlMOHAJIBHBIX, PETHOHABHBIX,
STHUYECKUX, IEMOTPAQUIECKUX U IIPUPOIHO-KIMMATHICCKUX YCIOBUH 0OCITyKMBaHHS

IMpakTnyeckoe 3ansiTue 2. TEMA 2. UcTopuyeckne acneKThbl CEPBUCHOM 1€ATEIbHOCTH
Tembl 10KJ1a10B/CO00IEH U

OBOJTIOLINS CEPBUCHOM JIEATENILHOCTH 32 pyOeKoM

Crnenuduka pa3BUTHS CEPBUCHOM AesTeNbHOCTH B Poccuu

HcTopus koonepaTuBHOrO ABMXEeHU B Poccun

@®akTophl pa3BUTHS CEPBUCHOMN AESITEIBLHOCTHU 3a pyOexoM u B Poccun

CoBpeMeHHbIE CTPAaTETUN CEPBUCHOM EATEIBHOCTH

[Tpumeps! 1u1st moApaxaHus

IpakTuyeckoe 3ansaTue 3. TEMA 3. PaGoTa B KOHTAKTHOI 30He
Tembl 10KJIa10B/CO00IEHI T

IToHsiTHE W BUIBI KOHTAKTHOM 30HBI

Oransl ¥ 3a/1a4i pabOThl B KOHTAKTHOM 30HE

[Icuxonoruueckue acnekTsl paboThl B KOHTAKTHOM 30HE

OTHUKET U KyJIbTypa paboThl B KOHTAKTHO 30He

DcTeTU4eCKe U YPrOHOMUYECKHE aCIIEKThl padOThl B KOHTAKTHON 30HE
Pabora ¢ Bo3paxkeHUIMHU

Pabora c jxano6amu ¥ KOHPIUKTaMU

[Tpodunaktuka xanob

IIpakTnueckoe 3ansaTue 4. TEMA 4. IlpaBoBbie aCeKThI H CTAHIAPTH3ALHA

CePBUCHOM 1eATEIbHOCTH

NS

Tembl 10KI210B/COOOIIEHUI

Wcrounnky 1 OCHOBaHUS TPABOBBIX OTHOIIEHUH B chepe cepBuca
['ocynmapcTBeHHBIE CTaHIAPTHI B pa3NUYHBIX cepax cepBuca (10 OTpacisam)
Cepruduxanus B cepe cepBuca

Jlunen3upoBanue B cepe cepprca
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[TpaBuna okazaHwus ycuyr B cepe Typusma

[TpaBuia oka3aHus ycIayr B chepe rocTenpuuMcTBa
[IpaBuna okazanus ycayr B chepe o01mecTBEeHHOTO MUTaHUS
[TpaBuiia oka3zaHus ycayr B cdepe OBITOBOTO 00CITYKUBAHUS
[IpaBuia okazaHwust yciyr B chepe TOProBiIn

. IlpaBuna oxa3aHus yciyr B cepe HHPOPMAILIMOHHOTO CEPBHCA U CBSI3U

. IIpaBuna oka3aHus yciyr B cdepe JerKol MPOMBIIIIICHHOCTH

. IlpaBua oka3anus ycayr B chepe cepBrca TPAaHCIIOPTHBIX CPEICTB

. IIpaBoBBIEC OCHOBBI M IIPAaBUJIAa OKA3aHHS YCIYT B c(hepe COIManbHOTO 00CTYKUBaHHS
. OcHOBHOE CcOzIepKaHNE 3aKOHOJATEILCTBA IO 3AIIUTE IPaB MOTPEOUTENS

. AKTyanbHbIe TPOOJIEMBI 3aIIUTHI IPAB MOTPEOUTENS M CIOCOOBI UX PELICHHS

IIpakTnueckoe 3ansaTue S. TEMA 5. Opranu3zanus o0c/1y:KMBaHUsI B yCJIOBHSAX

npeAnpUsATHIl cepBUCca

CoNoOA~WNE

[EEN
o

TeMbl 10KJ1210B/COODIIEH U

OO6cnmykuBaHUE KakK cucTeMa

3aauu cepBUCHOM OpraHu3aluu

OcHoBHbIe HOPMBI 00CTYKUBAHUS

[IpuHUMITBI OpraHU3aluy U 33/1a41 CEpBUCA

OcHoBHbIe (OPMBI OpraHU3ALNN CUCTEMBI CEPBUCA

TexHonoruu opraHu3anuy CEpBUCHOMN AEATEIbHOCTH
VYnpaiieHue nepcoHalioM OpraHu3alui U NpeanpusTuil cepBuca
[Tpumeps! 115 mopaxkaHus

Hogsie TexHonoruu B cepe yciayr

. [IporpeccuBHbIC GOPMBI 0OCTYKUBAHUS
. lludposuzanus B chepe cepBrca (110 OTPaCIIsIM)

IIpakTnueckoe 3ansaTue 6. TEMA 6. YnpaspiieHue kKauecTBOM U MAPKETHHI YCJIYyT
Tembl 10K1210B/cO001IEHMIT

IlonsTHE M CYHITHOCTH KayeCTBa YCIYT

Crpareruu 1 TakTHKa KaueCTBEHHOTO CEpBHUCa

ba3zossie cTpareruu cepsuca

Kpurepun kauecTBEHHOT0 cepBHca

MOHMTOpPHHT KayecTBa CEpPBUCA

XKuzHenHbIi nukn yenyru. PazpaboTka U npoiBHKEHHE HOBBIX BUJIOB YCIYT
HccnenoBanus chepbl oTpedIeHNs yeayr

. CoBpeMeHHbIE C1IOCOOBI TPOABUKEHUSI YCIIYT HA PbIHKE
. @paHuaii3uHr B chepe ycuyr.

8.2.2. TunoBbIe NpaKTHYECKHUE 32JaAHUS K CCMUHAPCKHUM 3aHATHSIM

IIpakTnyeckoe 3aganue Ne 1.
Hammmmurte »cce Ha TEMY «Bansane HallMOHAJIBHBIX, PETruOHaJIbHbIX, J3THHUYCCKUX

0CcOOEHHOCTEH Ha pa3BUTHE CEPBHUCAY.

IIpakTnyeckoe 3aganue Ne 2.
OxapakTepu3yiiTe OCHOBHBIE 3Tallbl, YCIOBUA, (PaKkTOpbl U crenuuKy pa3BUTHS CEpBUCA B

Poccun u 3a pyoGexxom.

IIpakTnyeckoe 3aganue Ne 3.
CocraBpTe CXeMy OpraHu3alMi padOThl B KOHTAKTHOW 30HE: JTaIlbl, 33Ja4M, MPOOJIEMbI U
CHOCOOBI UX PELICHHUS.

IpakTuyeckoe 3a1anue Ne 4.
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O3HaKOMBTECH C COJICP’KAHMEM KHUTH U 3aKOHCIEKTUPYHTE OCHOBHBIE MBICIIH. BaliHIBEWT A.
Besynpeunstii ceprc. UToOBI KaXIpIi KJIMEHT 4yBCTBOBAJ ce0s koposieM. M.: JloOpas kuura, 2006.

IIpakTHyeckoe 3aganue NeS.
[Ipoanammsupyiite 3akoH P® «O 3ammre mpaB nmorpeduteneit» ot 07.02.1992 Ne 2300-1.
3anonHUTE TAOIUILY.
3akononareabcTBo P@® 0 3ammTe npaB norpeduTesiei

IIpaBa norpedurenei MexaHu3M HX peajM3aluu
1. [IpocBemenne B 00acTH 3amUTHl  TIpaB o0ecrieurBaeTCs MMOCPEACTBOM BKIIFOUCHHUS BOIPOCOB
HOTpeOHTETCH. [0 OCHOBaM HOTPEOUTENBCKUX 3HAaHHH B HPOrPaMMEI
00111e00pa30BaTeNbHON MIKOJIBI, a TaKXKe IT0CPEICTBOM
OpraHu3alii CHCTEMbI HH(POPMHPOBAHHS MNOTPEOHUTENS
0 ero mpaBax 1 HEOOXOAUMBIX JEUCTBHIA 10 3aIIUTE ITUX
npas.
2. Wudopmanuto o ToBapax (padorax, yciyrax), a
Takoke 00 WX M3TOTOBHUTEISX (MCIOTHUTENAX,
pojaBUax).
3. BeszomacHocTh TOBapoB (padort, yciyr).
4. CB0OOIHBIN BEIOOP TOBapOB (paboT, yciyr).

IIpakTnueckoe 3aganue Ne 6.

OzHakoMbTech ¢ comepxkaHueM kHurn Iloyn JDx. IlepBoknaccHblii cepBUC Kak
KOHKYpeHTHoe npeumyniectBo. M.: Aneniuna busnec byke, 2017.

Hanumure scce no reme «HYemy menst Hayuuit Jxon [loyn?»

IpakTnyeckoe 3axanue Ne 7.
[Ipoananu3upyiiTe TPUYMHBI U TOCICACTBHS MPOOJeM (YHKIMOHUPOBAHUS TPEATPHSITHN
cepBHca. 3aMoIHUTE TaOIUILy.
YupasjieHHe Ka4eCTBOM YCJIYI HA NPeANPUATHIX CepBUCa

IlocnencrBus

IIpobnema

IpuunHbI

Ynpasienue

[Ipobrema
CEIrMCHTAIlMU 110 BBII'OaM —

O6cyxnast
OIHU U TC XKE

Pa3noe nonnmanue
¥ TOJIKOBaHHUE

TmarenpHoe
H3Y4ECHHE IIPENIOUTEHUI

PacxXoXKACHUEC B OKUIAHUAX KOMITOHEHTBI YCIIYyT'H COCTaBJIAOIIINX HOTpe6PITeJ'IeI>i C

noTpedHuTeIel U peakuu CTOPOHBI TOBOPAT Ha ITOJTHOLIEHHOTO BBIJICJICHUEM

IIPOU3BOJUTEILS «Pa3HBIX A3BIKAX» o0CITyKUBaHHA 0COOEHHOCTEH KaX/10T0
nosToMy (upMa uMeeT | oOHapy>KUTCS HO3XKe, U cermenTa. CocraBieHue
JIOXKHBIE KJIMEHT Oy/leT 4yBCTBOBATh MIPOTPaMMBbI
TIPE/CTABIICHUS O ce0st 0OMaHyTBIM. DTO CTUMYJIMPOBAHUS C
MIPEATIOYTEHHUX HEraTHBHO OTPA3MUTCs HA €r0 | y4eTOM TpeOOBaHHH U
moTpeOuTeNeH OTHOIICHUAX ¢ (HUPMOIA - MoXKeJIaHui

IIpobGmema

MO3UIIMIOHNPOBAHUS —

PYKOBOJIUTENH 3HAIOT, YETO
XOTAT UX MMOTPEOUTEIH, HO
HE CITOCOOHBI WK HE
JKEJAIOT YIOBJIETBOPHUTH ATH
NOTPEOHOCTH

OxazaHHas yciyra He
COOTBETCTBYET pabodnm
cnenuGUuKanusam

VYcnyra B peaqbHOM
WCTIOJTHEHUH He
COOTBETCTBYET OOCIIaHUSIM

Oxwumanus moTpeduTeneii B
OTHOILLIEHUH
MpHOOpETaEMO YCITyTH HE
OTIpaB/IaJIHCh
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IIpakTuyeckoe 3axanue Ne 8.

[TpoBeanTe MapKETHHIOBOE KCIIPECC-UCCIEIOBAaHIE COOTHOIICHUS TOTPEOICHHUSI TOBApOB U

CEpPBHCHBIX YCIYT CBOEH CEMBH 3a Hezemo (Mecsl). TeXHOJIOrHus 3TOro UCCiIeJOBaHHUs BKIIIOYACT B
ceOs1 CIIEAYIONIME ATAIIBL: CO3aHUE TaOJIUIBI U3 TPEX KOJIOHOK.
B nepesoii konouke yKaxuTe NaTy MOTpeONeHHs (MTOKYNKH) TOBapa WIH YCIYTH, 60 8MOpOl —
Ha3BaHUE U CTOMMOCTh MPUOOPETEHHOTO TOBapa W, HAKOHEll, 8 mpembeli — Ha3BaHWE U CTOMMOCTD
CEpPBHCHOW YCIYTW; CPAaBHEHHE CBEICHUII B a0OCONIOTHBIX YHCIAaX M IMPOIEHTHBIX OTHOIICHHSX;
HarJsIIHOE  OTOOpaKeHHWE TOJYYCHHBIX JaHHbIX B (opMme rpaduka; aHaIW3 IONTY4YEHHBIX
PE3YJIBTaTOB; MOArOTOBKA aHATMTHYECKOTO MaTepualia K CEMHHAPCKOMY 3aHSATHIO.

IIpakTnyeckoe 3aganue Ne 9.

Hcnonb3ys 3HaHus O (akropax M 3JIEMEHTax JMHAMMKM IOBEIEHUS IOTpeduTelnei,
OTIpENIeNIUTE, YTO SIBJISICTCS JAJIsl BAaC JOMHHAHTHBIM B MOTPEOJICHUU TOBApOB M yciyr. YTo s Bac
HauOoJiee 3HAYMMO B MPUOOPETEHUH TOI'O MM MHOIO TOBapa WM YCIYI'M: CEMbs, pedepeHTHas
IpyIIa, COIMAIBHBIN CTAaTyC, BO3PACT, )KU3HEHHBIN OMbIT. [Ipopamkupyiite hakTopsl.

8.2.3. TunoBsble TeMbl 1715 pedepaToB/mpe3eHTALUIA
Benymue xomnanuun Poccuu B cdepe cepsuca.
Benymme kommannu 3apy0eKHBIX PHIHKOB YCIYT.
@dopmbl 00CTyKUBAHUS U ITI0OKA3aTellb 3aTPaT BPEMEHH.
OTUKO-TICUXOJIOTUYECKAE OCOOCHHOCTH B3aUMOOTHOILICHHH CIEHUAINCTa IO CEPBHUCY U
KJIMEHTA.
KynbeTypa paboTHuKa cdepsl cepBuca.
[Tonsitue o xxanobe. CriocoObl pazpenieHns KOH(INKTA.
Crangaprusanus u ceprudukanus B chepe ycyr.
OcoGennoctu pa3sutusi cepsl yeiayr B CCCP u B coBpemennoi Poccun.
Teopus m mpakTUKa cepBHCAa C YYETOM HAlMOHAIBHO-PETHOHAJIBHBIX OCOOCHHOCTEH
00CTy)KUBaHUS.
10. DBoJTFOIIHS CEPBUCHOM JICSITEILHOCTH 32 PyOEIKOM.
11. Uctopuueckue 3Tamnsl pa3BUTUS cepBUCHON AesTenbHocTH B CIIIA.
12. Cneun¢uka u pa3BUTHE CEPBUCHOMN AeSITETHHOCTH B Poccum.
13. OcobenHocTu cepBuca B MHAYCTPHATIBLHOM OOILECTBE.
14. OcoGeHHOCTH CepBHUCa B TOCTHHAYCTPHAIIBHOM OOIIIECTBE.
15. Pa3Butue cdepsl ceppuca B Poccun.
16. Mecto chepsl cepBrca B CTPYKTYpe COBPEMEHHON POCCUHCKOI SKOHOMHUKH.
17. 3aBUCUMOCTh ~ CEPBUCHOW  JIEATENIBHOCTH OT TreorpaduuecKux, pPETHOHAIBHBIX W
nemorpapuieckux (GpakTopos.
18. Pons rocynapcTBa B peryIMpoBaHuU cepbl cepBHUca.
19. ®opmebl 00cTyKMBaHUS U TIOKA3ATENb 3aTPaT BPEMEHH.
20. Opranu3anust paboThl «KKOHTAKTHOH 30HBI».
21. TlcuXx0oJI0THYECKUE acTIeKThI paOOTHI B KOHTAaKTHOW 30HE.
22. DproHOMHYECKHE U ICTETHUECKHE aCTIeKThl O()OPMIICHHUSI CEPBUCHOTO MPEANPHUSITHUS.
23. Opranu3anoHHasi CTPYKTYypa CEpBUCHOTO MPEIIPUSITHS.
24. KavecTBO 11 6€301aCHOCTH YCIYT KaK MPOOJIEMBbI CTaHIapTH3AIINH.
25. Ionsarue «KavecTBOo yciayr» U ero nokas3aresH.
26. Ctpareruu yrpaBleHHsI KAYECTBOM YCIIYT.
27. AccopTUMEHTHas MOJIMTHKA B chepe cepBuca.
28. TepputopuaibHbIe aCTIEKTHI Pa3BUTHSI PHIHKA YCITYT.
29.T ocTUHUYHBIN CEpBUC: TPATUIMH U MHHOBAIIMOHHbIE TEXHOJIOTHH.
30. TypucTrdeckuii CepBUC: TPAAUIIUN 1 NHHOBAIIOHHBIE TEXHOJIOTHH.
31. PecTopaHHbIif cepBUC: TPAAULIMU U HHHOBAIMOHHBIE TEXHOJIOTHH.
32. AHUMAaIMOHHBIN CepBHC: TPAAUIINN M HHHOBAIMOHHBIC TEXHOJIOTHH.
33. Opranusans pa3BicueHn Kak cepa CEpBUCHOMN eATEILHOCTH.
34.CraHOBJICHHE U pa3BUTHE PECTOPAHHOTO CEPBHCA.

P
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35. TpaHCIIOPTHBIE YCIIYTU: UCTOPUS U MIEPCIEKTUBBI PA3BUTHSL.

36. Ycmyru chepst XKKX: ucropus u COBpeMEHHOCTb.
37.00pazoBarenbHbIE YCIYTH: UCTOPUS U COBPEMEHHOCTb.

38. MemuIMHCKHE YCITYTU: UCTOPUS U COBPEMEHHOCTb.

39. ConnanbHble YCIYTH: UCTOPUS U COBPEMEHHOCTb.

40.PutyanbHbIe YCIYTH: UCTOPHUS U COBPEMEHHOCTb.

41. BbITOBBIE YCIYTH: HCTOPUSI U COBPEMEHHOCTb.

42.Ycnyru B cepe KpacoThl U 3I0POBbsI: HUCTOPHS U COBPEMEHHOCTb.
43.Ycnyru B chepe pu3KyabTyphl U CIIOPTa: UCTOPHSI 1 COBPEMEHHOCTb.
44.TlouToBBIE YCIYTU U YCIYTH TOCTaBKU: UCTOPHS U COBPEMEHHOCTbD.
45. )Ku3HEeHHBIN HUKIT YCIYTH.

46. ®paHvaii3uHT Kak GpopMa mpoBIKeHHs OpeHia B cepe cepBuca.
47.MepuaHaaii3uHT KaK CPEACTBO IPOABMKEHUS TOBAPOB U YCIIYT.
48. MupoBO#l pbIHOK YCIIYT: OCHOBHbBIE XapaKTEPUCTUKH.

49. KoHKypeHTOCITOCOOHOCTh yCIYT.

50. PR, mapketusr ycayr (1o cgepam).

TpeboBanus kK opopmieHuto pedepara
O06bem paboTsl — OT 15 cTpanwuil.
[pudt — TNR, pazmep mpudra — 14, MexxcTpouHblit uHTEpBa) — 1,5.
[Tons: mpaBoe — 1 cMm., 1eBoe -2,5 cM, BepxHee, HIbKHee — 1 cM.
Tekct BhIpaBHMBACM IO NIMPUHE CTPAHUIIBI.
Hywmeparus cTpanull — cepeinHa CTPaHUIIbI, BBEPXY.
KonnuecTBo ucnonb3yeMbIX HCTOYHUKOB — OT 5 HanMeHoBaHUH. Criucok odopmiisieM 1o
I'OCTy.

TpeboBanust kK 0HOPMIICHUIO TIPE3CHTALINN
IIpe3enTalius BBIIOIHIETCS ¢ UCIONIb30BanueM miardopm Canva wiu PowerPoint.
O6bem paboTsl — oT 15 cnaiioB.
[Ipe3enTanus 10KHA BKIIOYATh IPUMEPHI, Pe3yabTaThl UCCIIEJOBAHUM, CTATUCTHUKY,

uHporpapuxy.

8.3. TumoBble KOHTPOJIbHBIE 3aJaHUs WM HHbIE MaTepuHadbl I TPOBedeHHUs
IMPOMEXYTOYHOU ATTECTALIUA

®dopma mpoBe/ieHUs] MPOMEKYTOUYHOM aTTeCTally MO AUCLUUIUIMHE: 3adeT (10 pe3ysibTaTaM
HAKOMHUTEIBHOTO PEUTHHra WK B ()OPME KOMITBIOTEPHOTO TECTHPOBAHUS).

Hepequb BOITPOCOB AJISI MOATOTOBKH K 3a4Y€Ty

OIIK-2. Crnoco0en o0ecrieynBaTh BBINOJHEHHE OCHOBHBIX (PpyHKIMH ynpaB/IeHHUsA
nojpasaejeHus MU opranusanuii cgepobl rocCTeNpPUMMCTBA U 001IECTBEHHOT0 MUTAHUSA

Yro Takoe yHU(]PUKAIUSA B CEPBUCHON 1€ATEIBHOCTH?

Yro Takoe nuLeH3UA?

KTo Takoi moTpeduTe s COrTacHO JEHCTBYIONMEMY POCCHHCKOMY 3aKOHOIATEIhCTBY?

KTo0 Takoi HCIIOJTHUTEINB COTIIACHO IEHCTBYIOIIEMY POCCUIICKOMY 3aKOHOATEIbCTBY?
Kakyio OTBETCTBEHHOCTb MOXKET HECTH MpojaBel] (HMCIOJHUTENb, W3TOTOBUTEID,
YIIOJIHOMOYEHHAs] OpraHM3alys, UMIIOPTEp) 3a HapylleHHe MpaB MOTpeOuTenel, yCTaHOBIEHHBIX
HOPMAaTUBHBIMH IIPaBOBBIMM akTaMu Poccutickonn @enepanun?

agkrownE

6. Ecnu usroroButens (MCIOTHUTENH) HE YCTAHOBWII Ha TOBap (paboTy) CPOK CIyKObI, B
TEYEHHUE KaKOT0 CpoKa OH 00s13aH 00ecTeunTh 0€301acHOCTh ToBapa (padboTer)?
7. C KaKoro MOMEHTa UCYHUCIIAETCS CPOK CITYKObI TOBapa?

8. Yto Takoe CpoK CIIy>KObI TOBapa, pe3ynbTaTa ycayru?
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9. Kak Ha3piBaeTCsi HOpMAaTUBHBIA JIOKYMEHT, pa3paOOTaHHBIH HAa OCHOBE KOHCEHCYCA,
YTBEPKICHHBIA IIPU3HAHHBIM OpPraHOM, HANPABJICHHBI Ha JOCTHKEHUE ONTUMAJIbHOW CTEICHU
YIOPSIOYCHHS B OTIPEICTICHHOM 001acTH?

10. B TedeHue Kakoro Cpoka JIOJDKHO OBITh yIOBJIETBOPEHO TpeOOBaHWE MOTPEOUTENS O
COpa3sMEPHOM YMEHbBIIIEHUH MTOKYIHOM LeHbI?

11.  KakoBBI CpOKH Y/IOBJIETBOpEHUs TpeOOBaHUS OTPEOUTENSI O 3aMEHE ToBapa’?

12. Komy mnorpeburens MOXKET MNpexbsSBUTb TpeOOBaHUE IO IOBOAY COPa3MEPHOro
YMEHBIICHUS TTOKYITHOH 1IeHbI?

13. B kakoif cpok MoOKymareieM MOTyT ObIThb HpeabsBIEHbI TPEOOBAaHUS, CBSI3aHHBIE C
HEJI0CTaTKOM TOBapa, €CJIM He YCTaHOBJIEH rapaHTHIHBIN CPOK WIIN CPOK FOJTHOCTH HA TOBap?

14. B TeueHHMe Kakoro BpeMEHH, MO OOIIeMy IMpaBHIy, HOTPEOUTEIbh BIpaBe OOMEHSTH

HENPOJI0BOJIbCTBEHHBIN TOBAp B MECTE €r0 MOKYINKH HAa aHAJIOTUYHBIM WM MOJYYUTh YIJIAYEHHYO 32
HETo JEHEKHYI0 CyMMY C MOMEHTA IlepeJjauu eMy ToBapa’?

15.  Kem Bo3memniarorcsi yOBITKH, IPUYMHEHHBIC MOTPEOUTENSIM BBIHYK/IEHHBIM OT3BIBOM
napTuu ToBapa’?
16. B kakom pa3mepe 3aKOHOJATEIHCTBOM O 3aIIUTE MPAaB MOTPEOUTENICH ycTaHOBIIEHA

HEYCTOHKa 3a TPOCPOYKY YAOBJIECTBOPEHHUS TpeOOBaHMI MOTPEOUTENs TpPU  IPOAAKE
HEKa4yeCTBEHHOT'0 ToBapa?

17. KakoB CpoK UCKOBOW IaBHOCTH Il OOpamieHuss B CyJI 3a 3allUTOW Ipasa
noTpeouTensn?

18.  C xakoro MOMeHTa HCUHUCISETCS CPOK TOAHOCTH Ha TOBap?

19. B kakoil cpok AOKHO OBITH YIOBJIETBOPEHO TpeOOBaHHE MOTPEOUTENs O 3aMeHe

TOBapa HEHAJJICKAIIEr0 KauecTBa, €CIIM HEOOXOIUMBIN TOBap, OTCYTCTBYET y IPOJaBla HA MOMEHT
oOpareHus?

20.  Bwbr oTkpbutn BKJIan B Oanke. B cioydae, ecnu y 0aHKa OT3BIBAIOT JTUIICH3HIO, BIIPABE JIN
BBI IIPETEHI0BATh Ha BO3MEIIIEHHE 110 BKJIAY, U €CIIH J1a, TO KAKOB €r0 MaKCUMAaJIbHBINA pazMep?
21. BnpaBe nu OaHKk B OJHOCTOPOHHEM IOPSAJKE MEHSATH YCIOBMSI KpPEAUTOBAaHUS

(Hampumep, yBeIUYUBATh MPOIIEHTHYIO CTaBKY)?

22.  Bor norepsin SIM-kapTy W mocie 3TOTO MpOocTo Kymuiu HOByHo. Cryctst 4 mecsia
BaM IPHIUIO YBEAOMIIEHHE O HEOOXOAMMOCTH CPOYHO MOTACUTh 3a/10JKEHHOCTh 3a YCIYTH CBSA3HU B
pasmepe 1500 py6. BeposiTHo, Bamield kapToil BOCIOJB30BAJICA KTO-TO JIPYyroil. J[OMKHBI K BbI
OIUIaYMBaTh JAHHYIO 3a/10JKEHHOCTb?

23.  Bbr npuoOpenu Owmietsl B IMpk. Ha 00OpOTHOH cTOpOHE yKa3aHO, YTO OHU HE
noJyIeXxar BO3Bpary Wik oOMeHy. 3a JiBa JIHS 10 COOBITHS BallM IJIaHbI M3MEHHWIINCH, U TETEePh Bbl HE
CMOJKETE MOUTHU Ha TIpejicTaBiieHne. MiMeere u BbI MpaBo Ha BO3BPAT JieHET?

24.  Bbl kynuiau OOTMHKHM U pEeIIMIM HaJeTh UX NpsMo B Marasuse. [lo nopore nomoii BbI
MOHSUIM, YTO NMpUOOpeTeHHass 00yBb CHJIbHO *MeT. EcTh nu y Bac mpaBo OOMEHSITH B MarasuHe
JTaHHYIO Mapy Ha OoJyiee mOaAXOoIsAIIy0?

25.  Bbl mpuoOpenu sieKTpUYecKnid 4YailHMK. B rapaHTHitHOM TanoHe yka3aH Cpok 12
MECSIEB, OHAKO B TOBAPHOM 4YEKE MPOJABELl OTMETHJI, YTO rapaHTus cocTaBisieT 6 mecsaues. Ha
KaKoOW CPOK Bbl Oy/1€T€ OpUEHTUPOBATHCS?

26.  Bpl npuoGpenu ¢oToanmnapar, HO BCKOpE MOCIe MOKYIKUA OH clioMaics. Bl cianu ero
B Mara3uH Ha TapaHTHIHBINA PEMOHT, HO BpEMsI PEMOHTA KaK pa3 COBIAAAET CO BPEMEHEM IOE3IKH, B
KOTOpPOH BaM YXe XOTeloch Obl HUMEThb BO3MOXHOCTH (hoTorpadupoBarb. MokeTe M BB
noTpedoBaTh NPEIOCTaBUTh BaM JPyroi ¢oTtoanmnapar Ha BpeMs peMOHTa Baliero?

27.  Bpl 3aka3anu JneTanb JUisi aBTOMOOWIIS B MHTEPHET-MarasuHe U MOJIHOCTHIO OIUIATHIIN
MOKYNKY. 3aka3 OyneT mocTtaBiieH depe3 Hemento. OgHaKo Ha CIEAYIOIMHWA JIeHb BbI MPUOOpETH
HEO0XO/IMMYIO JIeTallb B PO3HUYHOM MarasmHe M M03TOMY XOTHTE OTKa3aThCs OT BEIH, 3aKa3aHHOM
yepe3 uHTepHeT. EcTh u y Bac Takoe mpaso?

28.  Bpl oOpaTwiuch B aTelbe M 3aKIIOYWIM JIOTOBOP HAa IMOIIMB KOCTIOMA. TKaHb
IPEeIOCTaBUIIO aTenbe. Uepes 2 Henenau BaM MO3BOHWIM M COOOILIMIIM, YTO MaTepHall MoJopoKal,
MO3TOMY HEOOXOAMMO NMPHUHUTH M 3aKIIIOYUTHh HOBBIM JTIOrOBOp — Ha OoiblIyl0 cymMMy. Ha uyTo BHI
UMeeTe MPaBo B 3TOU cuTyauun?
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29. BbI cianu manbTo B XMMUYKCTKY, HO KOTJIa MPUIIUTH €ro 3a0UpaTh, yBUACIH, YTO BEIlb
UCIIOpYCHA — KPaCHUTENb pacTeKcs, a TKaHb nedopMupoBanack. Ha 4To BBl BIpaBe MpPETEHAOBATH B
JTAaHHOW cuTyanuu?

30.  Kakum nepuosIoM OmpenienseTcsi CPOK BBIIOIHEHUS paOOThI (OKa3aHUs yCIIyru)?

31.  Ilpu kakux oOCTOSTENHCTBAX HA3HAYAIOTCS IPOMEXKYTOUHBIE CPOKH?

32.  Kakwue mpaBa MpeaoCTaBISIOTCS TOTPEOUTENIO B Clydae, €CIIM UCIIOJHUTENb HAP YU
CPOKH BBITIOJHEHHUS PaOOTHI (OKa3aHUs yCIIyTrn)?

33. 3a kakod CpOK B3UMaeTcs HEyCTOWka (TIeHs) 3a HapylIeHHEe CPOKOB M Kak
onpezensercs e€ pazmep?

34.  Korga morpeOuTenb MOXKET OTKa3aTbCs OT HCIOJIHEHHs JIOTOBOpPa O BBIMOJIHEHUU
pabot (oxazaHuM yciyr)?

35.  UYro BmpaBe TpeOOBaTh HCHOJHUTENb INPU COCTABICHUH CMETHl Ha BBIIOJHEHUE
paboThI (OKa3aHUE YCIYTH)?

36. Yto o00s3aH cAenaTh WCHOJIHUTENb, €CIM paboTa BBIMNOJIHSIETCS MOJHOCTBIO WU
YaCTUYHO U3 MaTepuaia (C Bellbio) NoTpeouTes?

37.  Urto o0s3aH caenaTh NOTPEOUTENb MOCIE OKOHYAHUS BBIMOJHEHUS paboT (OKa3aHUs
YCIIYT') UCTIOJTHUTEIEM?

38. Jlaiite ompeneneHue MOHATHIO «KOHTAaKTHas 30HA» B CEPBUCHOM NIEATENBHOCTH H
Pa3HOBUHOCTEN KOHTAKTHOM 30HBI B cepBUce?.
39. Bb1 paboTHHK KOHTAKTHOM 30HBI CEpBHCHOM opranu3anuu. Kakossl Bamm nefictBus B

ciry4ae KOH(DIUKTHON cuTyarun?

40.  Yro takoe ¢paHuaiizunr B cepe yciayr?

41.  Yro takoe pedepeHTHBIC TPYIIIBI TOTPEeOUTENS?

42.  Yro obecrieumsio pa3BUTHE KOONIEPATUBHBIX CEPBUCHBIX OpraHu3anuii B Poccuu:

43. Ha py6exe 60-70-x rogoB XX B., CTald NPOSBIATHCA KadyeCcTBA HOBOTO —
HOCTUH/YCTPUAILHOTO OOLIECTBA.

44.  KaxoBbl ocHOBHBIE 3P PeKThl HHpOopMaTH3aIMK AJIs1 00IIecTBa?

45.  C yeM cBsi3aHa CepBUCH3ALNS YKOHOMHUKH?

46. KakoBa poibp ayTCOpCHHTa B YKPEIUICHHMH CBSI3€ MEXAYy MPOU3BOJICTBOM U
KaIlUTaJIOM, M1y CEPBUCHBIMH U HECEPBUCHBIMU OTpaciIsiMu?

47. KakoBbI OTIM4HTENIbHBIE 0COOEHHOCTH MOCTUHIYCTPUATEHON YIKOHOMUKN?

48.  Yro takoe kacroMu3auus B cepe ceppuca’?

49.  Yro moHMMAaeTCs MOJl CEpBUCH3AIMEN B IIPOMBIIIIEHHOM MTPOU3BOICTBE?

50.  KakoBsl (hakTOphl CEpBUCU3AIIUMH B TPOMBILIIEHHOM IPOU3BOJICTBE?

51.  KakoBo 3Hau€HHE CEpBHUCHU3ALIMH B IPOMBIIIIJIEHHOM IIPOU3BOJICTBE?

OIIK-3. Crnoco0eH o0ecrieunBaTh TpedyemMoe KauecTBO NMPOLECCOB OKa3aHUsl YCJIYyT

B n30paHHoi cdepe npodeccHOHAIBLHOMI e TeJIbHOCTH

52. Uro Ha3wIBaETCS CPOKOM OKA3aHUS yCIYTH?

53. Kak Ha3pIBaeTcs mpolieypa, MOCPEeICTBOM KOTOPOH TPEThsl CTOPOHA J1aeT MUCbMEHHYIO
rapaHTHIO, YTO YCIIyra COOTBETCTBYET 3a/laHHbIM TpeOOBaHUAM?

54. Yro Takoe KauecTBO yciyru?

55.  Yto Takoe cTaHmapTHU3aIMs?

56. YTto Ha3bIBaeTCs MMOKa3aTeneM KauecTa?

57. Yro BkIIOYAeT B ceOsl KOHTPOJb KayecTBa?

58. UYro Takoe mokasareib KayecTBa YCIyru?

59. UYrto moapazymeBaeTcs 1Mo/ MOHATHEM «IKOJOTHUYECKasi 0€301MaCHOCThY YCIyTH?

60. Yto Takoe Moka3aTenu Ha3HAUEHHS YCIyTu?

61. Yto XapaKTepHu3yIOT MOKa3aTeId MPUMEHEHUS?

62. Yo BKIIOYAIOT B ce0sl MOKa3aTeNy NpeanpusTis cepBuca?

63. UYto Takoe pyHKIMOHATIbHAS COBMECTHMOCTh KaK ITOKA3aTellb COBMECTUMOCTH YCITYTH?

64. Uro npeamnonaraeT OUONIOTHUYECKAs COBMECTUMOCTh?

65. Uro mpexamonaraeT METPOJIOTHYECKAs COBMECTHMOCTH?

66. Yto Takoe HHPOPMAITMOHHAS COBMECTUMOCTh?



22

67. UYto Takoe TEXHOJIOrMYeCcKasi COBMECTUMOCTD?

68. Uto mpeamnonaraioT dproHOMUYECKHE TOKA3aTeIN KauyecTBa MPeANPHUSITHS cepBuca?

69. Uro BKIIOYAIOT B CeOSI CAHUTAPHO-TUTUCHUYECKHUE YCIOBUS 00CTyKMBaHUS?

70. Kakue TOHATHS OTHOCATCS K MOKaszaTeiasiM Oe30MacHOCTH I KHU3HH, 3I0POBbS U
UMyIIecTBa rpaxkaan?

71. Kak onpenenstorcs moka3aTesd HaJIeXKHOCTH YCIyTr?

72. Yo npeamnosiaraeT HaAKHOCTb IPEAOCTABICHUS yCIyTr1?

73. Uro Takoe HAJC)KHOCTh Pe3yJIbTaTa YCIyTH?

74. Kakue noka3aTenu OTHOCITCS KOJMYECTBEHHBIM IOKA3aTelNsM OLEHKH 3(PPEeKTUBHOCTU
cepuca?

75. Kakue moxa3aTenu OTHOCSTCS KaueCTBEHHBIM MOKa3aTesiM OLEHKU 3(QeKTHuBHOCTH
cepuca?

76. Urto Takoe MHICKC YAOBIECTBOPEHHOCTH MOTPEOUTENS?

77. Y10 TaKkoe CyIIEeCTBEHHbII HEOCTATOK pabOThl, YCIyru?

78. Kem B Poccum ycranaBiMBalOTCsS IpaBHja OKa3aHHUS OTACIBHBIX BHJOB YCIYT,
BBINOJIHEHUS OT/IEJIbHBIX BUI0B paboT?

79. Uro Takoe CpoOK roHOCTH?

80. Kak Ha3bIBaeTcs MepHOJ, B TE€UEHHE KOTOPOro B cilydyae OOHApyXKEeHHs B TOBape
(pabote) HegoCTaTKa M3TOTOBUTEND (MCIOIHHUTEINb), IPOJABEIl, YIIOJIHOMOYEHHAs OpraHu3alus WiIn
YIOJIHOMOYEHHBIH HMHAMBUAYAJIbHBIA NpeANpUHUMATENb, HUMIOPTEp O0O0s3aHbl YIOBJIETBOPUTH
TpeOoBaHuUs oTpeduTeNs?

81. Ha xakoii u3 nepeunciennslx ToBapoB HE ycranaBnuBaeTcst Cpok FOAHOCTH: CKaTepTh,
ryOHas momaza, keup, ’KaporoHIKAIOIIEe CPEICTBO?

82. U3 kakoil U3 MEpEeyUCICHHBIX TOBAPOB, YCTAHABIMBAETCS CPOK TI'OJHOCTH: I'yOHas
noMaja, CKaTepTh, JIoNara, TyajeTHas Oymara?

83. Ha xakoll u3 mnepedncieHHBIX TOBAPOB, YCTAHABIMBAETCS CPOK TOAHOCTH: Keup,
CKaTepTh, JomaTa, TyanerHas Oymara?

84. Ha xakoil U3 nepeyrcIeHHbIX TOBApOB, YCTAHABIUBAETCS CPOK F'OJHOCTU: aHTUOHOTHK,
dyxep, jomnara, TeTpaab?

85. YTto Takoe rapaHTHIHbII CpoK?

86. Uto moTpebuTens Brpase moTpeOOBaTh MPU OOHAPYKEHUH HETOCTATKOB BHITIOJTHEHHON
paboThl (OKa3aHHOM ycimyru)?

87. KakoBBI CPOKH YIOBJIETBOPEHUS OTACIBHBIX TPEOOBAHMI MOTPEOUTENS?

88. Uro BkIIOYAeT B ce0s KOHIIETIIHS 00CTy>KUBAHUS?

89. UYro mpexamonaraer cBoOOJa pemIeHU Kak KpUTEepHid APPEKTHBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyXHBaHUS KJIMEHTOB B cekTope B2B?

90. Yro mpemamoyaraeT KOMIUIEKCHOCTh Kak KpuTepwuid 3()(eKTHBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyKMBaHUS KIMEHTOB?

91. Yto mpenmoiaraeT SKOHOMHYECKas eIeco00pa3HOCTh Kak KpuTepuil 3QpekTuBHOCTH
BHYTPEHHET0 CTaH/AapTa 00CIIyKUBaHUS KIINEHTOB?

92. UYro mpexamomaraeT W3MEPUMOCTh KakK KpHTEpHid APPEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyKMBaHUS KIMEHTOB?

93. Uro mpexamonaraeT peleBaHTHOCTh KaK KpUTepHid dS((HEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyKMBaHUS KIMEHTOB?

94. UYto mnpenmonaraeT NpPO3PAYHOCTh Kak KpuTepud dS(H(HEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyKMBaHUS KIMEHTOB?

95. UYro mpeamonaraeT akTyadbHOCTh KaK KpUTepUil A(P(EKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CIyKMBaHUS KIMEHTOB?

96. Kakum kpurepusMm 3PQPEKTUBHOCTH JTOJKEH COOTBETCTBOBATH BHYTPEHHHUU CTaHIApPT
00CITy’)KUBaHUSI KIINEHTOB?

97. Uro Ttakoe Lifetime Value (LTV) kak mnokaszarenp 3()(EeKTHBHOCTH BHEIPECHHUS
CTaHJapTOB OOCITYKUBaHUS?

98. UYto rtakoe Customer Satisfaction Score (CSAT) kak mokazaTenb >PPEKTHBHOCTH
BHE/IPEHUS CTaHIAPTOB 00CITY)KUBaHUS?
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99. Yto Takoe Customer Customer Effort Score (CES) xak moxasarenb >ddexkTuBHOCTH
BHE/IPEHUS CTAaHIAPTOB 00CITY)KUBaHUS?

100. Yto takoe Net Promoter Score (NPS) kak mokazatens 3QGEKTHBHOCTH BHEAPCHUS
CTaHJApTOB OOCITYKUBaHUS?



