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1. MacnopT $oHaa oLeHOUHbIX cpeacTs (panee — POC)

1.1. MnaHupyeMble pe3ynbTaTbl 06y4eHUs Mo AUCUUMIUHE

Kog Ko 1 HanMeHoBaHMe MHOMKATOPOB
HanmMeHoBaHWe KoMneTeHuumn
KOMMNeTEeHLUMU OOCTMKEHUS KOMMNETEHLNMN

Orl1K-2. CnocobeH ocywecTBnsaTb OCHOBHbIE | MOTMK-2.1. OnpegensaeT uenu n 3afaym
GYHKLMM yNpaBNeHUs TyPUCTCKOW yNpaBneHus CEPBUCHON AEATENbHOCTbHIO
ACATENIBHOCTHIO MOMK-2.2. icnonb3yeT 0OCHOBHbIE METOfbl U
NPUEMbI MTAHNPOBAHMS, OPraHM3aLUK,
MOTWBALMM U KOOPAMHALMW OEATENBHOCTH
npeanpuaTuin (NogpasaeneHunin) NpeanpusaTImn
cohepbl cepBUca

NOTK-2.3. MpuMeHsaeT

KIMEHTOPUEHTUPOBAHHbIE TEXHOOTUN B
NpPodEeCCHOHANbHON AeATENbHOCTM

OllK-3. CnocobeH obecneymBaTb NOTK-3.1. ObecneunBaeT Tpebyemoe
TpebyeMoe KayecTBO NPOLLECCOB Ka4ecTBO MPOLLECCOB OKa3aHWa yCnyr B
OKaszaHus yCnyr B U3bpaHHOM chepe | cepBUCE B COOTBETCTBUM C MEXAYHAPOAHbBIMA
NpodeCcCcroHanbHOM AesTeNbHOCTH 1 HALMOHANbHbIMK CTaHAapPTaMu

NOTK-3.2. ObecneunBaeT okasaHue ycnyr B
COOTBETCTBUM C 3a9B/IEHHBIM KAYECTBOM,

B pesynbTate usydeHus gucumnavHbl 06y4aloWwmncs JOMKEH:
B/1al€Tb HABbIKaMM:
- BbIIBNEHWs NOTPEBHOCTEN NOTPEBUTENS B NPOLLECCE CEPBUCHOM AEATENbHOCTY,
- cbopa MHPopMaLMK /19 OLEHKM CEPBUCHOM AEATENbHOCTN B POCCUMCKOW NPaKTUKE;
- 06CNYXMBaHWS B NPOLLECCe CEPBUCHOWN AEATENbHOCTU

yMETb:
- 060CHOBaTb TEXHONIOMMIN peanm3aLmm CEPBUCHOM AEATENbHOCTY;
- MPUMEHSNTb, aJanTUPOBaTb 1 Pa3BMBATb COBPEMEHHbIE TEXHOIOTMM OBCTY>KMBAHWS,
- BbICTPanBaTb MPOCTPAHCTBO KOHTAKTa C KIMEHTOM (noTpebutenem);
- cobnogaTh B NpodecCMoHaibHOW AeSTENbHOCTM NpaBuia 06CyXXMBaHNUS KIIMEHTOB.
3HaTb:

- MOHATUNHbBIM annapaT CEPBUCHOW AEATENBHOCTH;

- MpaBoOBble M HOPMATMBHbIE LOKYMEHTbl CEPBUCHOW AEATENbHOCTU, MHTErPUPOBAHHOW C
CUCTEMaMM 3KOHOMMKA, FTOCYAaPCTBO, O6LWECTBO, KY/IbTYPA;

- OCHOBHblE METOAbI NMPEAOCTABNEHNS YCNYT N GOPM OOC/TYXKMBAHNS

- MOHSATUE "KOHTAKTHOW 30HbI" KaK chepbl peanmsaumm CEPBUCHON AEATENbHOCTH;

- CNOCO6bl OpraHM3aLmm 06CNyXMBaHUA NOTPEOUTENEN YCNYT;

- KyNbTYpY O6CNYXMBaHUs NoTpebutenen.

1.2. CofiepkaHme AUCLMNINHBI

Tema (pasgen AMCUMNANHDI)
o
X (B cooTBeTCTBMM C PI/1) N Rl
1 TeMma 1. TeopeTu4yeckne acnekTbl CEPBUCHOM AeATENbHOCTH OlK-2, OlNK-3
2 TeMma 2. VIcTopryeckme acnekTbl CEPBUCHOW AeATENBHOCTHU OlK-2, OlNK-3
3 Tema 3. PaboTa B KOHTAKTHOW 30HE Orl1K-2, OrK-3
4 | Tema 4. NpaBoBble acneKkThl M CTaHAAPTU3AUNS CEPBUCHON AEATEIbHOCTH OlK-2, OlNK-3
5 TeMa 5. OpraHunsauns 06CyXXMBaHUS B YCNOBUSAX NPELANPUATUN CepBMCa OlK-2, OlK-3
6 | Tema 6. YnpaBneHne Ka4eCTBOM WU MAPKETUHT YCIyT OlK-2, OlNK-3




1.3. CucTeMa oueHMBaHMA NO AUCUUMNINHE

AvcumnnarHa n3yyaeTcsa B TeYeHne ofHOro ceMecTpa.
DopMa NPOMEXXYTOYHOM aTTeCTaLMM NO AUCUUNINHE — 3a4ET.

LlIkanbl OLEeHKN YPOBHS

LLIkana oueHK1 YPOBHS OCBOEHUS AUCLMMINHDI

CHOPMUPOBAHHOCTY PE3Y/ILTATOB
obyyeHus
100 100 5-6annbHas LWKana,
YpoBHEBas LWKana HeanddbepeHLmpo
. 6anbHas 6anbHas avddepeHumpoBaHHas
OLEHKM KOMMNETEHLNM o o BaHHAsA OLEHKa
wKana, % WwKana, % oueHka/6ann
LOMOpPOroBbin HMKE 61 HMKE 61 «HEeY[OBNETBOPUTENBHO>» / 2 HE 3a4TEeHO
NOPOroBbIN 61-85,9 61-69,9 «<Y[OBNETBOPUTENBHO> / 3 3a4TEeHO
70-85,9 «xopowo» / 4 3a4TEeHO
MOBbILLEHHbIN 86-100 86-100 «OTNINYHO>» / § 3a4TEHO




2. MNepeyeHb OLEeHOYHbIX MaTEPUANIOB /151 MPOBEAEHWS MPOMEXXYTOYHOM aTTeCTaLlum
Bonpochl ans nogrotoBku K 3a4eTy

OlNK-2.CnocobeH oCyLecTBASATL OCHOBHbIE GYHKLIMM YNPABIEHNS TYPUCTCKON

AeATEeIbHOCTbIO

1 Y10 Takoe yHudmKaums B CEPBUCHOWN AeSATENbHOCTU?

2. YTO Takoe nnueHsna?

3. KTo Takomn noTpebuTtens CoriacHo AencTayloweMmy POCCUNCKOMY
3aKOHOLATEeNbCTBY?

4. KTo Takou WUCMOMHUTENb COrnacHo LEeNCTBYyOWEMY POCCUNCKOMY
3aKOHOLATEeNbCTBY?

5. Kakylo OTBETCTBEHHOCTb MOXeT HeCTW npofasel, (MCMOMHUTENb, U3rOTOBUTEND,

YNOMHOMOYEHHAs OpraHmM3aums, UMMNopTep) 3a HapyweHne npaB NnoTpebuTenen, yCTaHOBNIEHHbIX
HOPMAaTMBHbIMK MPABOBbIMM akTamm Poccuitckorn Genepaunn?

6. Ecnu nsrorosutesb (MCNOMHUTENb) HE YCTAaHOBW/T Ha TOBap (PaboTy) CPOK CyXbbl, B
TEYEeHMEe KaKoro cpoka oH ob43aH obecneymtb 6e€30nacHOCTb ToBapa (paboTbl)?

7. C Kakoro MOMeHTa UCYUCSETCS CPOK CNYy»bbl TOBapa?

8. YTO Takoe CpoK Cny»6bl TOBapa, pesynbtata yCcnyrm?

Q. Kak Ha3biBaeTCsd HOPMATUBHbINM LOKYMEHT, pa3paboTaHHbI HA OCHOBE KOHCEHCYCa,

YTBEPXKAEHHbIN MPU3HAHHBIM OPraHOM, HaMpPaB/IEHHbIM HA OOCTUXKEHUE OMTUMAIbHOM CTEMEeHU
yNnopsigoYeHnst B onpeaeneHHon obnactmn?

10. B TeyeHme kakoro cpoka fO/MKHO 6bITb YAOBNETBOPEHO TpeboBaHMe NoTpebutens o
COPAa3MEPHOM YMEHbLLIEHWM MOKYMHOM LLEHbI?

11. KakoBbl CPOKM yAOBNETBOPEHMS TPEOOBaHWS NOTPEOUTENS O 3aMeHe ToBapa?

12. KoMy noTpebuTtenb MOXeT npefbsBuTb TpeboBaHMEe MO MNOBOAY COPa3MEPHOro
YMEHbLUEHNS MOKYMHOM LLEHbI?

13. B kakowm cpok nokynatenieM MOoryT 6biTb NMpenbsBieHbl TpeboBaHUs, CBA3aHHbIe C
HeJOCTaTKOM TOBapa, €C/IM HE YCTAHOB/EH MAPAHTUMHbBIN CPOK UM CPOK FOAHOCTM Ha TOBap?

14. B TeuyeHne kakoro BpemMeHu, no obleMy npaBuiy, NOTpebuTenb BNpaBe O0OMeHsTb

HEenpPoOAOBONBbCTBEHHbIV TOBAP B MECTE €ro NMokKyrkuM Ha aHaIorMYHBbIN UM NONYUYUTL YNAYeHHYo 3a
HEro AEHEXHYI0 CYMMY C MOMEHTa Nnepeaayn emy ToBapa?

15, KeM Bo3MeLaloTcs yObITKM, NPUYUHEHHBIE MOTPEOUTENAM BbIHYXAEHHBIM OT3bIBOM
napTum ToBapa?
16. B kakoM pasMepe 3aKoHOAATe/NIbCTBOM O 3alpMTe Nnpas noTpebutenen yctaHoBneHa

HeyCTOMKa 3a MPOCPOYKY YAOBNETBOPEHUS TPebOBaHUW MNOTpebuTens npu  Npofarke
HekayeCcTBEeHHOro ToBapa?

17. KakoB CpOK WCKOBOM [aBHOCTM [Ans obpaleHus B Cyh 3a 3aWwuTon npasa
notpebutens?

18. C Kakoro MOMeHTa UCUYUCIAETCS CPOK MOAHOCTM Ha TOBap?

10. B kakom CpOK JO/MKHO 6biTb YAOBNETBOPEHO TpeboBaHWe NOTpebuTens O 3ameHe

TOBapa HEHa[NeXallero KayecTBa, €CM HeobXxOoAMMbIM TOoBap, OTCYTCTBYeT Yy MpofaBua Ha
MOMEHT ObpalLeHns?

20. Bbl OTKpbIV BKIaA B 6aHKe. B cnyvae, ecnn y 6aHka OT3bIBAIOT NIMLEH3MIO, BNpase Nn
Bbl MPETEHAO0BAaTb HAa BO3MELLEHME MO BKAa4Y, M €C/iv [ia, TO KAaKOB €ro MakCHMasibHbI pasMep?

21, BnpaBe 5 6aHK B OOHOCTOPOHHEM MOPSAAKE MEHATb YCNOBUS KPeaUTOBaHUS
(HanpuMep, yBeNn4MBaThb NMPOLEHTHYIO CTaBKY)?

22. Bbl notepanu SIM-kapTy 1 nocne 3Toro NpocTo Kynuam HoBYylo. CnycTa 4 MecsLa BaM
NpULWIO YBEAOM/IEHNE O HEOBXOAMMOCTW CPOYHO MOracuUTb 33[0/DKEHHOCTb 3@ YC/yr CBS3N B
pasMepe 1500 pyb. BeposTHO, Bawen KapToW BOCMOMb30BA/ICA KTO-TO APYrown. JomkHbl nn Bbl
onnavMBaTh AaHHYIO 3a00/MKEHHOCTb?

23. Bbl nprobpenu 6unetbl B UMpPK. Ha OBOPOTHOM CTOPOHE YKa3aHO, YTO OHU He
noa/iexxaT BO3BpaTy UK obMeHy. 3a ABa AHS 4O COObITUS BaLlK MaaHbl U3MEHWUINCH, U TENEPD Bbl HE
CMOXETE NOUTU Ha NpefcTaBneHune. MiMeeTe nu Bbl MPaBo Ha BO3BPAT AeHer?

24. Bbl Kynunav 60TUHKK U peLnIn HALETb UX NPSMO B MarasuHe. 1o gopore 4OMOW Bbl
MOHANN, YTO NPUOBPETEHHas ObYBb CUIBHO YXMeT. ECTb M y Bac NpaBO OBMeHsTb B MarasuHe
[aHHY0 Napy Ha 6onee NoaxoaaLLyo?



25. Bbl npuobpenn anekTpu4yecku HYamHWK. B rapaHTUMHOM TanloHe yKasaH CpPoK 12
MecsLeB, OHAKO B TOBAPHOM Yeke npofaBeL, OTMETWU/I, YTO rapaHTus cocTasnseT 6 Mecsues. Ha
KaKoW CPOK Bbl byieTe OPUEHTUPOBATLCH?

20. Bbl nprobpenn poToannapaT, HO BCKOPE NOCne NOKYMNKK OH cnoMancs. Bel cganv ero
B MarasmH Ha rapaHTUMHbIA PEMOHT, HO BPEMSA PEMOHTA Kak pa3 COBMaZaeT CO BPEMEHEM MOE3aKH,
B KOTOPOM BaM Y)XXe XOTeNOCb Obl MMETb BO3MOXHOCTb doTorpadupoBatb. Moxete nu Bbl
noTpeboBaTtb NPeOCTaBUTb BaM Apyron ¢oToannapaT Ha BpeEMS peMOHTa Bawero?

27. Bbl 3akaszanu getanb 419 aBTOMOOUA B MHTEPHET-MarasmHe 1 nNoJIHOCTbIO OniaTuIn
NoKynky. 3akas byaeTt focTaeneH yepes Hepeno. OQHAKo Ha cnefylowmn OeHb Bbl npuobpenm
HeobXOAMMYIO AeTallb B PO3HUYHOM MarasmHe 1 NoaToOMy XOTUTE OTKA3aTbCs OT BellM, 3aKa3zaHHOM
Yyepes MHTepHeT. ECTb I y BaC Takoe npaBo?

28. Bbl obpatunnce B aTenbe W 3aKAYUAM JOrOBOP HAa MOWMB KOCTIOMA. TKaHb
npefocTaBuno atense. Yepes 2 Hefenm BaM No3BOHWUIU M COOBLLMIN, YTO MaTepuas NOLOPOXa,
NO3TOMY HEOBXOAUMO MPUNTU U 3aKMIOYUTb HOBbLIM LOMOBOP — Ha OOMblyld CyMMYy. Ha 4TO Bbl
MMeeTe MNpaBo B 3TOMN CUTyauUnmn?

29. Bbl coann nanbto B XMMYUCTKY, HO KOrZa NpuwWav ero 3abupatb, YBUAENN, YTO Bellb
McnopyeHa — KpacuTesb pacTekcs, a TkaHb AedbopMumpoBanach. Ha YTo Bbl BNpase npeTeH4oBaTh B
JaHHOW cUTyaumm?

30. Kaknm nepmnonoM onpenensietcs CPOK BbiMONHEHWS PaboTbl (OkazaHus yCnyrin)?

31 Mpr Kaknx 06CTOATENbCTBAX HA3HAYAIOTCSH MPOMEXYTOYHbIE CPOKMN?

32. Kakne npaBa npefoCTaBngoTCs MNOTPebuTento B Cayvyae, €CAnm  UCMHOHUTEND
HapYyLWWA CPOKK BbINOHEHUS PABOThI (OKazaHus ycnyri)?

33. 3a KakoW CpOK B3MMaeTcs HeycToMka (neHs) 3a HapyweHue CPOKOB W Kak
onpefenseTcs eé pasmep?

34. Korga notpebutens MOXeT OTKasaTbCA OT UCMOMHEHWS LOroBopa O BbINMOJAHEHUN
paboT (okasaHum ycnyr)?

35. YTo BnpaBe TpeboBaTb WMCMOMHUTENb MPW COCTABMEHUW CMETbl Ha BbINOJNHEHWE

paboThbl (OKkaszaHWe ycnyrm)?
36. YTto o0b643aH chenatb WUCMOMHUTENb, €CiM PaboTa BbINOMHAETCH MOHOCTLIO UK
4aCTUYHO M3 MaTepmana (C Belwpto) NoTpebuTtens?
37. YTo obsizaH caenatb NOTPebUTENb NOCIE OKOHYAHUS BbIMOMHEHUS PAbOoT (OKasaHMs
YCAyr) UCNONHUTENEeM?
38. ante onpegeneHne MOHATUIO «KOHTAKTHas 30Ha» B CEPBUCHOM [OeATEIbHOCTU U
Pa3HOBUMOHOCTEN KOHTAKTHOM 30HbI B CEPBUCE?.
39. Bbl pabOTHMK KOHTaAKTHOM 30HbI CEPBUCHOW OpraHm3saumm. Kakosbl Bawm oencTemsa B Ciyyae
KOHGNNKTHOW CUTyauUnn?
40. YT1o Takoe PppaHyamsnHr B chepe ycnyr?
41. Y10 Takoe pedepeHTHbIe rpynnbl NoTpebutens?
42. Y10 obecneymno pasBmuTme KOoNepaTUBHbBIX CEPBMUCHbIX OpraHmnsaumm B Poccuu:
43. Ha pyb6exe 60-70-x rogoB XX B, CTaAM MPOSBASTbLCS KavyecTBa HOBOrO —
NOCTUHAYCTPWANbHOro obLWwecTBa.

44. KakoBbl OCHOBHble addekTbl HGOopMaTU3aLmMM Ans O6LWeCcTBa?

45. C 4yeM cBs3aHacepBMCH3aLUA SKOHOMUKN?

46. KakoBa pofb ayTCOPCUMHra B YKPEnIeHWW CBs3en Mexay MpPOM3BOLCTBOM MU
KanuTanoMm, Mexay CepBUCHBIMU N HECEPBUCHBIMU OTPACISIMU?

47. KakoBbl OTIM4UTENbHBIE OCOBEHHOCTU MOCTUHAYCTPUANBHOM SKOHOMUKIN?

48. Y70 Takoe kacTomm3aums B chepe cepBmca?

49. Y70 NOHMMaeTCH Noj cepBrcU3aLmelt B MPOMbILLIEHHOM NMPOU3BOACTBE?
50.  KakoBbl $aKTOpPbI CEPBUCH3ALMM B MPOMBIWIEHHOM MPOU3BOACTBE?

51, KakoBo 3HayeHVe cepBrCH3aLMM B MPOMBILLIEHHOM MPOU3BOACTBE?

OrNK-3.CnocobeH obecneymBaTth TpebyeMoe kayeCTBO NPOLECCOB OKasaHWUs YCNyr B
n3bpaHHoOM chepe NpoPeCcCUoHaIbHOMN AEATENBHOCTH

52.  YTO Ha3bIBaeTCH CPOKOM OKa3aHUs YyCnyrmn?

53. Kak HasbiBaeTcd npouenypa, MNOCPeAcTBOM KOTOPOW TPeTbs CTOPOHA  [AaeT
MUCbMEHHYIO FapPaHTUIO, YTO YC/lyra COOTBETCTBYET 3aiaHHbIM TPEebOBaHUAM?

54. YTO Takoe KavyecCTBO YyCnyrmn?



55. Y70 Takoe cTaHgapT13auma?

56. YTO Ha3biBAETCH NokasaTe/ieM KayecTBa?

57. YTO BK/IIOYAET B cebs KOHTPO/b KayecTBa?

58. 4YT0 Takoe nokasaTtesnb KayecTsa yCcnyru?

59. YTO nogpasymMeBaeTCs Nof4 NOHATUEM «3KOoNormyeckas 6€30nacHOCTb» YCIyrn?

60. YTO Takoe nokasartenv HasHa4YeHus yCnyru?

61. YTO XapaKTepusytoT nokasatenu NPUMeHeHns?

62. Y70 BKAOYAIOT B CebS NokasaTenn Nnpeanpusitus cepemnca’?

63. 470 Takoe dyHKLMOHA/IbHAasi COBMECTUMOCTb Kak MokasaTe/lb COBMECTUMOCTW YCyrn?

64. Y70 NpegnonaraeT 6Guonornyeckas CoBMECTUMOCTbL?

65. YTO NpepnonaraeT MeTPoOornyeckas COBMeCTMMOCTb?

66. Y70 Takoe MHOOPMALMOHHAsE COBMECTUMOCTbL?

67. 4YTO Takoe TexHonormyeckas CoBMECTMMOCTb?

68. Y70 NpeanonaralT 3proHOMMYECKME NOKA3aTEeM KadecTBa NpeanpusatTms cepemca?

69. YTO BK/IOYAIOT B 68 CAHUTAPHO-TUTMEHUYECKME YCNOBUA OBCNYXKMBAHUSA?

70.  Kakue noHATUS OTHOCATCH K MokasaTensam 6e30MacHOCTU AN XKU3HW, 340POBbS U
NMYLLECTBA MpaxaaH?

71 Kak onpefenaoTcs nokasatenm HaLAEXXHOCTN YCyr?

72.  YTO NpepgnonaraeT HAAEXHOCTb NPeLOCTaBNEHUS YCYyTn?

73.  YTO Takoe HafeXXHOCTb pesybTaTta yCnyru?

74. Kakuve nokasatesnin OTHOCATCSH KOMMYECTBEHHBIM MOKa3aTeNaM OLEHKN 3GPEKTUBHOCTH
cepsuca?

75. Kakune nokasaTenn OTHOCATCS Ka4eCTBEHHbIM MokasaTeNsaM OueHKM 3EKTUBHOCTH
cepsuca?

76.  YTO Takoe MHAOEKC yAOBNETBOPEHHOCTN NOTpebuTens?

77. YTO Takoe CyleCTBEHHbIN HEAOCTATOK PaboThl, yCyrmn?

78. Kem B Poccum ycTaHaBnMBalOTCS MpaBuia OKasaHUA OTAE/IbHbIX BWOOB YCIYT,
BbINO/THEHMS OTAEMNbHbBIX BUAOB paboT?

79. YTO Takoe CpOK rogHOCTU?

80. Kak HasbiBaeTCs nepumog, B TEYEeHWe KOTOPOro B Cllyvae ObHapyXeHus B ToBape
(paboTe) HepfocTaTKa NU3roTOBUTEND (MCNOMHUTEND), NPOAABELL, YNOIHOMOYEHHAs OpraHn3aLma 1am
YNOMHOMOYEHHbBIK  MHAMBUAYA/bHBIM  NPeAnPUHUMATENb, UMMNOPTEp 0b6s3aHbl  YAOBNETBOPUTb
TpeboBaHus NoTpebuTens?

81. Ha kakon 13 nepeyvncneHHblx ToBapoB HE ycTaHaBIMBaeTCs CPOK rOAHOCTU: CKaTepPTb,
rybHas noMaza, kedup, XaponoHmKarullee CpeacTBo?

82. M3 Kakou W3 NepeyuncrieHHbIX TOBAPOB, YCTaHABIMBAETCS CPOK FOAHOCTM: rybHas
nomafa, ckatepTb, onaTta, TyaneTHas bymara?

83. Ha kakon 13 nepeyvncnieHHbiX TOBApPOB, YCTAHABIMBAETCS CPOK FOAHOCTU: Kedup,
cKaTepTb, lonarta, TyaneTtHas bymara?

84. Ha kakomn 13 nepeyncieHHbiX TOBapOB, YCTaHABIMBAETCH CPOK rO4HOCTU: aHTUOUOTUIK,
dyXkep, nonarta, TeTpanb?

85.  YTO Takoe rapaHTUMHbIN CPOK?

86. YtO noTpebutens BnpaBe NoOTpPeboBaTb NPU  OOHAPYXEHUWM  HEeOOCTAaTKOB
BbINOSIHEHHOW PabOoTbl (OKa3aHHOW yCyr)?

87. KakoBbl CPOKM YOOBNETBOPEHMS OTAE/bHBIX TPEOOBaHWIM NOTpebuTens?

88. YTO BK/IOYAET B Cebs KOHLENLMS OBCNY>KUBAHNA?

89. YTO npennonaraeT CcBOb6OAA peleHUn Kak KpuTepuin aGGEKTUBHOCTU BHYTPEHHErO
CTaHAapTa OO6CNYXMBAHWNS KITMEHTOB B cekTope B2B?

Q0. YTO npepgnonaraeT KOMMIEKCHOCTb Kak Kputepun 3GGEKTUBHOCTU BHYTPEHHETO
CTaHZapTa 06CNY>KMBaAHWS KITMEHTOB?

91. Y70 NpegnonaraeT 3KOHOMMYECKas LenecoobpasHOCTb Kak Kputepuin adGEKTUBHOCTH
BHYTPEHHEro ctaHaapTa 06CnyXMBaHWUA KITMEHTOB?

Q2. Y710 npepnonaraet M3IMEPUMOCTb Kak Kputepun 3PGEKTUBHOCTU BHYTPEHHENO
CTaHZapTa 06CNY>KMBaAHWS KITMEHTOB?

93. YTO npepgnonaraeT PENEBAHTHOCTb Kak KpuTepun 3GGEKTUBHOCTU BHYTPEHHErO
CTaHZapTa 06CNY>KMBaAHUS KITMEHTOB?

94. Y710 npegnonaraeT MNPO3PAYHOCTb Kak Kputepun 3GGEKTUBHOCTU BHYTPEHHErO
CTaHA4apTa OO6CNYXMBAHUS KIIMEHTOB?
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95. YTO npepnonaraeT akTyaNbHOCTb KakK Kputepun 3QPeKTUBHOCTM BHYTPEHHETO
CTaHAapTa OOCNYXXNBAHUS KIIMEHTOB?

96. Kakum kputepusM abdekKTUBHOCTU AO/MKEH COOTBETCTBOBATb BHYTPEHHUIM CTaHAAPT
06CNy>KMBaHUS KNEHTOB?

97. Y710 Takoe LifetimeValue (LTV) kak nokasatenb 3bbGEeKTUBHOCTU BHeLPEHUS
CTaHOAPTOB OO6CNYXMBAHNSA?

98. 4t10 Takoe CustomerSatisfactionScore (CSAT) kak nokasatesib 3bGEKTUBHOCTH
BHEAPEHWNS CTaHAAPTOB O6CYXXMBAHUA?

99. YT10 Takoe CustomerCustomerEffortScore (CES) kak nokasatenb 20QeKTUBHOCTU
BHELPEHWNS CTaHAAPTOB OOCNYXMBaHUA?

100. Y710 Takoe NetPromoterScore (NPS) kak nokasaTtenb 3¢QEeKTMBHOCTU BHEOPEHUS
CTaHLAPTOB OOCNY)KMBAHUA?



