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1. lean u 3agaun AUCHUATIHMHBI
1.1 Henp qucuuruivHel — GopMUpOBaHUE KOMIIETEHIIHIA:

IIK-5 CrnocobeH wucmonb30BaTh W pa3pabaThiBaTh HOPMATHBHBIE JTOKYMEHTHI B OOJIACTH YIIPABICHUS
MepcoHaNoM (PU3KYIBTYPHO-CIIOPTUBHOM OpPraHU3alliy BKIIIOYAsl PACTIOPSIAUTEIbHBIE aKThl BBIIIECTOALICH

OpraHu3aINH

1.2 Tumel 3aga4 TpogecCHOHANBHOU NeATeNbHOCTH, K KOTOPBIM TOTOBSTCS OOydYaroluecss B paMKax

OCBOCHHUA NUCHUIIIIUHBI:

1.3 JIucuumniauHa OpHEHTHPOBAaHA HA MOATOTOBKY OOydYaromuxcs K MpodeCCHOHAIBLHON IesATEIhHOCTH B

ctepe:

1.4 B pe3ynbrare 0CBOCHHMSI TUCIUILUIUHBI Y 00YYaroIMXCsl TOJIKHBI ObITH CHOPMUPOBAHBI:

O00011IeHHBIC TPYIOBBIE Kox u HanmeHoBaHME
($yHKUIUY / TPYyAOBBIC komriereHu @I'OC BO,
(ysKILiH / TPYROBbIC itk HEOOXOIMOH A WnankaTopsl JOCTHKEHUS KOMIIETEHIIMN
npodeccroHaIbHbIE (hopMHPOBaHUS TPYAOBOTO
JeicTBus (Ipy HaTU9UU WK IpoecCHOHATBHOTO
npodcranaapra) JnefcTBUS
- A/02.6 YnpaBieHue [TIK-5 Cnocoben Hcnonp3yer HOpMaTWBHBIC OKYMEHTBI B 00JacTH
MIEPCOHANIOM, WCIIONIB30BaTh U ynpaBieHus (U3KYIBTYPHO-CIIOPTUBHON OpTraHHU3aINH,

3a/1eiCTBOBAHHBIM B
(bU3KYIBTYPHO-CITIOPTUBHOM
pabore 1Mo MecTy paboThI,
MECTY KUTEIbCTBA H MECTY
OTIBIXA, a TAKXKE B
00pa3oBaTeIbHBIX
OpTraHMU3AIHIX

- C/02.6 YnpasieHue
MIEPCOHANIOM,
3a/1eiCTBOBAHHBIM B
paboTax 1Mo TEXHUIECKOU
9KCIUTyaTalliy, PEMOHTY U
MOJIEpHU3AIAN
CIIOPTHBHOTO H
TEXHOJIOTHYECKOTO
obopymoBaHUs

- D/03.6 Yupagnenue
MIEPCOHANIOM,
3a/1eiCTBOBAHHBIM B
MIPOBEJICHUH TECTUPOBAHUS
Y KOHCYJIBTHPOBAHUS

pa3pabaTsIiBaTh
HOpPMAaTHBHEIE IOKYMEHTHI B
00acTH yIpaBICHHS
MIEPCOHATIOM
(bU3KYIBTYPHO-CITIOPTUBHOMN
OpTraHM3alNY BKIIOYAs
paciopsiANTEIbHBIE aKTHI
BBILIECTOALLECH
OpraHM3alnn

JUTSL

IIPOABMIKCHUS )41 IIpEaOCTaBICHUSA

yCIyT

(PMBKYIBTYPHO-CIIOPTUBHON HANIPaBIEHHOCTH

1.5 CormacoBanue MCKIUCHTUIITIMHAPHBIX CBs3eH JAUCIMIIINH, OGCCHG‘-II/IBEIIOH_II/IX OCBOCHHC KOMHGTGHHHﬁ:

[TIK-5 CnocobeH ucnonb3oBaTh U pa3padarbiBaTh HOPMATUBHBIC JOKYMEHTHI B 00JIACTH

yIpaBlIeHUS

MIEPCOHAIIOM

pacniopAIUTCIbHBIC aKThI BBIHICCTOSIH.ICﬁ opraHu3ann

(UBKYIBTYPHO-CIIOPTUBHOM

Ne HaumenoBanue
/o JHCIUATLINH,
OTIPEICTISIONINX
MEXTUCITUTUTMHAPHBIS
CBSI3U

dopma oOyyeHus

Ounas
(cemectp)

3aouHas
(cemectp)

S16[T7[8[5](6

7

9

opraHmusanvun BKJIro4yas




1 [AmanTanmonHas + +
JUCIIUILITAHA TSI
WHBAJIUJIOB H JIHII C
OB3 "MapkeTuHr B
(husnueckoit
KyasType"

2 |MapkeTuHT B + +
(hU3HUCCKON KYJIBType

3 (MeHemKMEHT + +
CIIOPTUBHBIX
COPEBHOBAHUI

4 |IIpegnumnomuas + +
MPaKTHKA

5|CropTuBHBIC + | + + | +
COOpYXKCHHUS,
WHHOBAIIMOHHBIC U
nH()OPMAITOHHEIE
TEXHOJIOTHHU B
(huznueCcKOM
BOCIIUTAaHUH

2. MecTo nucuuiuiaabl B cTpykrype OIl 0akanaBpuara:

JucuumuinHa «CepBHUCHAs JESATEIBHOCTh B (DU3NYECKOM KYIBTYpe» OTHOCHTCS K YacTH, (OpMUPYyEeMOM
yYaCTHHKaMU 00pa30BaTeIbHbIX OTHOWIEHHH, yueOHoro miuana OIl mo nanpasienuto noarorosku 49.03.01
- Gusnyeckas KynbTypa.

Jucrunnmaa «CepBUCHAS NEATETLHOCTh B (PHU3NYECKOM KYIbType» U3ydaeTcsl B 5 cemecTpe.

3.00beM U coep:kaHMe TUCHHUILTHHBI
3.1.00beM IUCHHMILIUHEL 3 3.€.

Oumnas: 3 3.¢.

3aouHas: 3 3.e.

. Ounas 3aoyHas
Bun yue6HO# paboThI
(Bcero yacoB) | (Bcero 4yacon)
OO0mas Tpyn0éMKOCTb 1M CHUILTTHHBI 108 108
KonTaktHas pabora 28 8
Jlexuuu (Jlexummn) 14 4
[Tpaktuueckue (IIpaxr. pab.) 14 4
CamocrositenbHas pabota (CP) 44 91
DK3aMeH 36 9
3.2.ConepxaHue Kypca:
Ne HazBanue Bun yuebHoM paboThI, yac. DopMBbI TEKYIIIETO
TEMBbI pa31[ena/ TEMBI Jleknun Hp aKT. CP KOHTPOJIA
pao.
o|3]o]3]0]3
5 cemecTp
1 CepBucHas Onpoc

NeSITeNIbHOCTh KaK

dopma 21 |2]-|2]12

YIOBJIETBOPEHUS

noTpeOHOCTEH

YeloBeKa




2 Bunst 1 popmer Omnpoc
CEpPBUCHOU 2 1 2 - 4 |16
JeSITeTbHOCTH

3 «KoHTakTHast 30Ha» Ompoc;
Kak cdepa TecTupoBanue
peanuzanuu 2 1 2 1 6 |14
CEpPBHUCHOI
NeSITeIbHOCTH

4 Knaccudukanus Ompoc
NPEaNPUATHI
CEPBHUCHOTO
o0cITy)KUBaHUS

5 KauectBo ycnyru Onpoc
KaK O0BEKT 2 10,5 2 1 4 112
yIpaBlIeHUS

6 Tunonorus Ompoc;
norpeduTeneit u TectupoBanue
PUEMBI
00CTyKUBaHUS

7 Cucrema kauecTBa Ormpoc
00CITyKUBaHUS
KJIUCHTOB:
OCHOBHEBIE
COCTaBJISIFOIIIUE U UX
B3aMIMOCBSI3b

8 CoBpemMeHHbIE Onpoc
TEXHOJIOTHH B
CEpPBHUCHOI

NeSITeIbHOCTH

Tema 1. CepBuCHas 1eATEJBHOCTDH KaK opma ynoBi1eTBOpeHHs noTpedHocTeil yeaoBeka (ITK-5)
Jlexknus.

Ilenu u 3amaum mpeaMeTa «CEpBHCHAs NEATEIbHOCTb». TeopeTndecKue Moaxo/bl K MOHATHIO «CEPBHCHAs
nesTenbHOCThY. lloHsaTus yciyra. CBoiicTBa ycilyrd. DTambl pa3BUTHS CEPBUCHOM JesATenbHOCTU. Poib
CEPBUCHOM JI€ATEIbHOCTH B YIOBIETBOPEHUH MOTpeOHOCTEN uenoBeka. CepBUC Kak MOTPEOHOCTD.
OObexkTHBHasT M CyOBEKTHBHas CTOpoHa B ToTpeOHOCTsAX. OrmpenerneHne 3HAUYEHUS CEPBHCHOM
JEeSATELHOCTH B 00JacTH (hU3MUECKOM KYIBTYPBI U CIIOPTA.

IIpakTH4Yeckoe 3aHATHE.
Teopernyeckne NOAXOAbI K MOHIATHIO «CEPBUCHAS IEATEIBHOCTDY.

Onpenenenne 3Ha4eHUs] CEPBUCHON JATEIBHOCTH B HHPPACTPYKTYpEe TYPUCTHUECKON HHIYCTPHH. 3
CepBuc Kak MOTPeOHOCTb.

OObexTHBHAs M CyObEKTUBHAS CTOPOHA B MOTPEOHOCTIXPOJIb CEpBUCHOM NESTETLHOCTH B YOBICTBOPEHUH
norpeOHocTel yenoBeka. OCHOBHBIE OAXO/AbI ¥ PUHIIUIIBI OCYIIECTBICHHS YCIIYT.

OObexTuBHBIE (HaKTOPHI, ONMPEACIAIONINE PA3BUTHE CPEephl YCIYT B COBPEMEHHOM POCCUHCKOM OOIIECTBE.
3aganus AJ151 CAaMOCTOSITEJIbHOM PadoThI.
1. I/I3y‘I€HI/I€ " CUCTEMaTU3alluAa CIIpaBOYHBIX MAaTCPUAJIOB € UCITIOJIB30BAHHUECM DI00AILHOM CETH

«HTepHeT?, yueOHOM, HAyYHON U METOIUYECCKOM JIUTEpPaTyphl, MAaTEPHUAIIOB IEPHUOUICCKUX U3TAHUN C
MIPUBJICUCHUEM DJICKTPOHHBIX CPEJCTB OUIINATILHOMN, CTATUCTUYECKON, IEPHOANIECCKON U HAYYHOU
nH(pOpMAIUH 10 AUCLHUIIINHE.

2. lloaroroBbsTe apryMEHTHPOBAHHBIE OTBETHI HA BOIIPOCHI:
. [ToHsiTHE M CYIIIHOCTH CEPBUCHOM JEATEIBHOCTH.
. CounanbHO-KyIbTypHas cdepa: 37eMEHTH, CTPYKTYpa U (yHKIIUH.



. IlonsTHe yciyra.

. CBOICTBO yCIIyTH.
. [TonsaTne MOTpeOHOCTD.
. ®DaxTopbl, ONpenestone pa3BuTue chepbl YCIyr.

Tema 2. Buabl u popmbl cepBucHoii neareabHocT (ITIK-5)
Jlekumus.

[TonsitTue BUIBI W (OPMBI CEPBUCHOM NEATEIBHOCTU. [pPyNmUpoBKa CEPBUCHON ACATEIBHOCTH 10
KPUTEPUSM «HAMPaBICHHOCTh CEPBHUCA» U «CTENEHb 0CA3aEMOCTHU MpoLecca 00CTyKIUBAHUS.

Bubl cepBUCHOM IEITENBHOCTH:

1) COGCTBGHHO CCpBUCHAA ACATCIIbHOCTD, HalTpaBJICHHAA Ha YAOBJICTBOPCHUC HWHIAWBUAYAJIbHBIX
MOTPeOHOCTEH;

2) HpOU3BOACTBEHHO-TEXHOJOTMYECKAsi CEPBUCHAS JEATENBbHOCTh, HAIIPABJIEHHAs HAa OPraHU3ALMIO U
yIpaBJIEHUE MPOLIECCOM CO3aHus (OKa3aHus) HeMaTepruaibHOTo Onara (yciyrn);

3) opraHu3allMOHHO-YNpPaBJICHYECKasi CEepBHCHAasl [E€ATENbHOCTb, HANpaBlICHHAas Ha CO3[aHHE U
PETyIUpPOBaHUE CEPBUCHBIX MPEINPUITHI U B3aUMOOTHOIIICHUH C MTOTpEeOUTENEM;

4) Hay4HO-UCCIIE[IOBATENIbCKAsl CEpPBUCHAs JESATEIBHOCTh, HANpPABJIEHHAs Ha aHAIU3 U HCCIIEOBaHHE
XapaKTePUCTUK CEPBUCHOTO MPOU3BOACTBA, PHIHKA, TOTPEOUTEIIS.

BI/I[[bI CepBHCHOﬁ ACATCIIBHOCTH B OCHOBHOM MPCANOJaratoT HCKOTOPbIC HOPMEI, 4 UMCHHO!

- ynoOcTBO cepBuca (yCIyrH IOJDKHBI TNPENOCTABIATHCS BO BpEMs, YCTpauBaloliee MOTPEeOUTENs, B
HY>KHOM MECTeE);

- TapaHTHPOBaHUE COOTBETCTBUS MPOM3BOJICTBA CEPBUCY (T. €. IOCETUTENh HE JOKECH OBITh ITOCTABIICH B
YCIIOBHS «OOCITYX U ceOsi cam»);

- uHopMaIMOHHAas OT/a4a cepBuca (K cepBUCHONM MH(DOPMALIUK JTOKHBI BHUMATEIIbHO MPUCTYIIUBATHCS
PYKOBOJMTENN OPTaHU3alMi, MEHEIKEPhI MOApa3IeIeHU, MApKETOIOTH).

IIpakTnyeckoe 3ansATHE.
[TonsaTHe BUIBI U POPMBI CEPBUCHOM NESTETHLHOCTH.
Bunsl cepBuca o BpeMeHH OCYIIECTBICHHUS, 110 COAEPKaHHUIO padoT.
[TonsTue "dupmeHHsIit cepBuc”.

b S

dopMbI 00CTY)KUBAHHUS.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1. TlpoBeaute cpaBHUTEIbHBIA aHHAIN3 OPraHU3ALIMN CEPBUCHOTO OOCITY)KMBaHUS Ha BbICTaBKaX U
sspMapkax (KoH(pepeHIHsIX ).
2. Packpoiite crienuduky cepsucHoro oocmyxuBanus KKC.
3. PackpoiiTe 0COOCHHOCTH yNpaBIEHUS] CEPBUCHBIMH MEPOIPUATHIMH.

Tema 3. «KoHTakTHas 30Ha» KaK cdepa peaan3anuu cepBucHoil nesitenbHocTH (ITK-5)

Jlexknus.
[ToHsiTHE W CYIIHOCTH «KOHTakTHas 30Ha». OCHOBHAs XapaKTEPUCTHKA, OCOOCHHOCTH OpTaHU3aIIUU.
XapakTepucTuka MOHSITHS «C)KaTash KOHTAaKTHas 30Ha». BIusSHUE BHEIIHUX M BHYTPEHHUX (PAKTOPOB Ha
OpraHM3alMil0 KOHTAKTHOW 30HBI. BHIBI MEXKIMYHOCTHBIX pacCTOSHHM. B3anMOCBA3aHHBIE CTOPOHBI
obmenust. Buabl oOmiennst. TUTIBI COOTHOIIEHUI MEXTy PEYE€BBIM U HEPEUCBBIM COOOIICHUSIMH. DTHUECKHE
U TICUXOJIOTUYECKHE AaCMeKThl OOIIeHMs. YHHBEpcalbHbIC TMpaBuia OOMICHHS. OJTambl Ipolecca
00CITy)KHBaHHUS.

IIpakTnyeckoe 3ansATHE.
1 [ToHsiTHE M CYIIHOCTD «KOHTAKTHAsl 30HaY.
2 OcHOBHas XapaKTEPHUCTHKA, OCOOCHHOCTH OpraHU3aluK. 3 XapaKkTePUCTHKA MOHITHS «CKaTas
KOHTAKTHAasl 30Ha».
3 Bnusinue BHEMIHUX ¥ BHYTPEHHHUX (PaKTOPOB HA OPraHU3alUI0 KOHTAKTHOM 30HBI.
4 Buapl MEXITMYHOCTHBIX PACCTOSHUM.



5 EnuHCTBO 3TUKM U IICUXOJIOTMH B CEPBUCHOM N€ATEIBHOCTH. 7 [IoHATHE KOMMYHUKAaTUBHOU
KOMIIETCHIUH.

6 DTHKa B3aMMOOTHOUIEHUH B TPY1OBOM KoJuleKTHBe.CeMuHapckoe 3aHsaTHe. [IoHsaTHE 1 CYIITHOCTD
«KOHTaKTHas 30Ha». OCHOBHAsl XapaKTEepUCTHUKA, 0COOCHHOCTH OpPraHU3alMH. XapaKTepUCTUKA TOHATHUS

«cKaTasi KOHTaKTHAs 30Ha». BiusHUe BHENTHUX U BHYTPEHHUX (DAKTOPOB HA OPTaHU3AIUI0 KOHTAKTHOU
30HBL. BUIBI MEXKITMYHOCTHBIX PACCTOSHUM.

3anaHus AJ51 CAMOCTOSITEILHOI padoThI.
1. Packpoiite monsiTue «mpodecCuoHabHAsK 3TUKAY, €€ CYIITHOCTD sl pA0OTHUKOB 0OCITYKMBAHUSI.

2 [TpoBenuTe cpaBHUTENBHBIN aHAIN3 TPO(ECCHOHATLHOTO TTOBEICHUS, COIIMATIBHON POJIH
paboTHHKA cepBHUCa; KOAEKC MPO(heCCHOHATBHOM STUKH, OCHOBHBIE TIOJIOKEHHUS.

3 Nzyuute «TpeboBanus, mpeabsaBiasieMble K HCIIOTHEHUIO COLIMATBHOM PO B paMKax
po¢eCCHOHAIBHOTO OBEACHUS Ha MPEAIPUSTHH CEPBHCA».

4 TemnepaMeHT Kak XapaKTepUCTUKA HHIUBUIYaIbHO-TICUXOJIOTHYECKIX 0COOEHHOCTEH YesioBeKa.
5 Boienure HE0OXOAMMbIE CITIOCOOHOCTH CIIEIMAINCTa C(Eephbl CEpBHCA, BBICTYIIAIONIETO B POJIH pabOTHUKA
KOHTaKTHOM 30HBI.

Tema 4. Knaccnpukanus npexnpusituii ceppucHoro oocay:xupanus (IIK-5)
Jlexknus.
Knaccudukamuu npennpusatuii cdepsl cepBuca, B 3aBUCUMOCTH OT HCIIOIb3yEMBIX OCHOBaHUMU: 10 popmam
COOCTBEHHOCTH; TO OPTraHM3ALMOHHO-TIPABOBOU (opMe; MO 00beMy IESITEIbHOCTH; MO0 HA3HAYCHUIO U
cocTaBy npenocTaBisieMblx ycuyr. [To ¢oopmam cOOCTBEHHOCTH CEpBUCHBIE OpraHU3aIMK MOAPA3ACISIOTCS
Ha: YacTHBIE, TOCYAapCTBEHHbIC, MyHULIUTIAJIbHBIC, PUHAAJICKAIIUMU OOIIECTBEHHBIM OpPraHU3alUsAM U
cMmemanHbiX Gopm coOcTBeHHOCTH. [0 OpraHW3alMOHHO-TIPAaBOBOW (GopMe TpeanpusiTus cepbl cepBrca
JENATCSl Ha: TOCYAapCTBEHHBIE WJIM MYHHULMIAJIBHBIE YHUTApHbIC MNPEINpPUATHS; HMPOU3BOACTBEHHBIC U
NOTPEOUTENBCKUE KOOTIEPATHBBI; XO35iCTBEHHBIE TOBAPHILIECTBA U OOIIECTBA.
IIpakTH4eckoe 3aHATHE.
Opranu3anmoHHO-TIpaBoBas (popma npeanpusTus chepsl ceppuca
Knaccugukarys no Ha3HauE€HUIO U COCTABY yCIYT.
OcobeHHOCTH TPeANPUITHI chepbl 00CTyKHBAHUSI.
Bunps! u TUnBI ipeAnpus Tl chepbl 00CTYKUBAHHUSL.

Nk v -

OYHKIIUY TIpeAnpuATUid chepbl 00CTyKUBaHHUS.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.

1. M3yuute u mpoBeaUTE aHAIM3 OTPACIIEBOM KiacCupUKaK chephl YCIyT AEHCTBYIOMIECH BO MHOTHX
CTpaHax, B TOM uucie B Poccun.

2. Belaenute psa BaKHBIX 0COOCHHOCTEN OpraHU3allK MPOU3BOCTBA U MIPEIOCTABICHUS YCIIYT.

3. Uzyuute u npoBenute aHau3 ycayr «Oomiepoccuiickuit knaccudukarop yciyr Hacenenuo» OK 002-93
(OKVYH), BBenennslii ¢ 1 ssuBapsa 1994 rona.

4. KakoBa cTpykTypa KOJOBOrO 00O3HAa4YeHHS OO0BEKTa KiIacCU(UKALUU TI0
Oo6mepoccuiickomy kinaccudukaropy ycryr Hacenenuo OK 002-93 (OKYH)?

Tema 5. KauecTBo yciayru kak o0bekT ynpasienusi (IIK-5)

Jlekumus.
XapakTepucTuKa  YCIyr: HaAEKHOCTb, NPEIyNPEIUTEIbHOCTh, JOBEPHUTEIBHOCTh, JIOCTYIHOCTD,
KOMMYHHUKaTUBHOCTb, BHUMaTeJIbHOE OTHOIIEeHHEe. KauecTBO yciyru ¢ Touku 3peHus norpedutens. basosoe
kagecTBO. TpebOyemoe kadecTBo. JKemaemoe kauecTBO. OTHOCHUTETBRHOE KadeCTBO. XapaKTEPUCTHKA
OCHOBHBIX BHJIOB CEPBUCHBIX YCIYT

IIpakTnyeckoe 3ansATHE.
1 XapaKkTepuUCTUKA YCIYT: HaJEKHOCTh, IPEAYIPEAUTEINBLHOCTD, JOBEPUTEIBHOCTD, 10CTYITHOCTD,
KOMMYHHKATUBHOCTb, BHUMATCIIbHOC OTHOIICHUC. KauectBo YCIYyTu C TOYKH 3pCHUA HOTpGGI/ITeHH.

2 bazoBoe kauectBo. TpeGyemoe kauecTBo. XKenaemoe kauecTBo. OTHOCUTEIBHOE Ka4eCTBO.
3 XapakTepucTHKa OCHOBHBIX BHJIOB CEPBUCHBIX YCIYT.



4 Monens kauectBa ycnyr K. I'ponpysa.
5 Mopenb KauecTBa yCIyru, OCHOBaHHAs Ha pa3phIBE.
6 TexHHYECKOE KAYECTBO.
4. DOyHKUMOHAIBHOE Ka4€CTBO.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.

1 N3yunte u mpoBeAUTE CPAaBHUTENBHBIN aHaM3 METOIUKY n3mMepeHus kauectBa SERVQUAL,
MeTton « TanHCTBEHHOTO (TalHOTO, CKPBITOTO) MoKymaress» (Mystery Shopping).
2 O06o0CHYWTE KOHIIETIIIUIO KHEUTPATTLHON 30HBIY.

Tema 6. Tunosnorust norpedureseit u npuembl oocayxupanus (IIK-5)

Jlekumus.
[Tonsitne m kmaccudukanys THUMIOJOTUNA KIMEHTA W MX OCOOCHHOCTh B OOCITYXHMBAaHWUU TOTPEOUTEIIS.
Kputepuu THMONOrHM KIMEHTAa: OPUEHTUPYSICh HAa MX MOBEIEHYECKYIO0 aKTUBHOCTh M 3MOILIMOHAIBHYIO
o13bIBUMBOCTh (T. Mynamxkanosa): 1) «AHaTUTHK» — €My MPUCYIIU TACCUBHOCTH MOBEACHUS U OTCYTCTBHE
SMOLIMOHAIBHOMN OT3BIBUMBOCTH. 2) «Jl0OpsiK» — eMy IpHUCYyIIHd MacCCUBHOCTDH MOBEACHUS U 3MOIMOHAIbHAs
OT3BIBYMBOCTD. 3) «AKTUBHUCT» - €My MPHUCYIIH aKTUBHOCTh B MOBEJACHUU U OTCYTCTBHE OT3BIBYMBOCTHU. 4)
«OHTYy3HacCT» - €My MPUCYIIHM aKTUBHOCTh MOBEACHUS M AMOLMOHANIbHAS OT3bIBYMBOCTH. KIMEHTAMHU.
[{BeTHast TUMONOT U, FeOMETpUYECKas U JAp.
PaGora ¢ pa3nuyHbIMU KaTeropUsiIMU KJIUEHTOB: «OOBIYHBIE)» KIMEHTHI, KJIIOUeBble KIUEHTHI, VIP-KIueHTs.
[ToHsiTHE MOATBLHOCTD KJIIMEHTOB. DTaIlbl CO3/JaHUE MPOTPAMMBI JIOSUIBHOCTH.

IIpakTnyeckoe 3aHsATHE.
[TonsiTre 1 KIaCCU(PUKAIUS THITOJIOTHIA KIIMEHTA K UX OCOOCHHOCTh B OOCITY)KHBAHUH TTOTPEOUTETIS.
2 Kpurepuu TUIIOJIOTUN KJIMEHTA

3 [IBeTHast TUMONIOTHSA, TEOMETPUYECKAS U JIP.

4 Pabota ¢ pa3nMuHbIMU KaTETOPHUsIMHU KIIMEHTOB: «OOBIYHBIC)» KIUEHTHI, KIIFOUEBHIE KITUEHTHI,
VIP-xmeHTEI.

5 IloHsTHE NOSTBHOCTH KIUEHTOB.

6 Oransl CO34aHUE IPOrPAMMBI JIOSIIBHOCTH.

3aganus AJ151 CAMOCTOSITEIbHOM PadoThI.
1. Amnanus u cocTaBlieHHE KOHCIIEKTa TPEHUHTOBBIX MTPOTPaMM, UCTIONB3yEeMbIX B chepe 00CTyKUBaHUS
(o cdepam IeATENBHOCTH): padoTa C BO3PAXKCHHUSIMI; AKTHBHBIC TIPOJIaXKH; XOJIOAHBIE 3BOHKU;
3¢ (heKTUBHOE PyKOBOJICTBO H T...
2. PazpabGoraiiTe mporpamMmy Ui HMCCIEAOBAHHUS «OXKWJAHWUW KJIMEHTOB» KOHKPETHOM
chephl 1eITETbHOCTH.
3. VYryOneHHOe N3ydeHHE MaTepruaioB TEMBI.

Tema 7. Cucrema KayecTBa 00CJAY:KMBAHUS KIHEHTOB: OCHOBHbIE COCTABJIAIOLINE U UX B3AUMOCBA3b
(ITK-5)

Jlexknus.
@dunocodpus cepBUca U €€ BIUSHUE Ha OOCITYXMBAHHWE KIMEHTOB. YCIIOBHUS IIOBBIIICHUS KayecTBa
oOciry>)kuBaHMs KJIMEHTOB. CHCTEMHBIH TOAXOA B IMpOIlecCe IOBBIMIEHUS KadyecTBa OOCTyKMBaHUS
norpeOuTeneil: oroop mepcoHana, COOTBETCTBYIONIETO TPEOOBAHUAM KIMEHTOPHEHTUPOBAHHOTO MOAX0/A K
00CITy’)KUBaHMIO; HAJIMYME YETKHX W TMOHATHBIX COTPYJHHMKAM IpaBWJl pabOThl C KIMEHTAMH, OIUCAHHE
OCHOBHBIX pabounx npoueayp («CranaapToB 00CTyKHUBaHUS KJIMEHTOBY); HAJIMYHE CUCTEMbI 00yUYeHHUS, KaK
BBOJHOTO, TaK W PpEryJspHOro; HaJIW4YMe MOTHBAIMM (KaK MOHETapHOW, TaKk W HEPHUHAHCOBOII),
noOyXJaroIeld COTPYIHUKOB COOMIONATh YCTAHOBJIEHHBIC CTAaHAAPTHI OOCIYKWBAHHS, DPETYISPHBIA U
CHCTEMaTUYEeCKHI KOHTPOJIb 33 COOIOICHHEM CTaHJApTOB U MPEIOCTABICHUE COTPYAHUKAM OObEKTUBHON
00OpaTHOM CBS3M 10 UTOT'aM OIICHKH.

IIpakTnyeckoe 3ansATHE.
1 ®unocodus cepBuca 1 ee BIUSHUE HAa 00CTYKHBAHUE KIUEHTOB.

2 VYcioBus TOBEIIIEHHS KaueCcTBa O6CJ'Iy}KI/IBaHI/I5I KJIIMCHTOB.



3 CucTteMHbII MOIX0A B MpOIiecce MOBBIIICHUS KauyecTBa 00CIyKuBaHMs moTpeduTeneit. 4 MOHUTOpPUHT
00CITy>)KUBaHHS KITUEHTOB.

3ananus 1J151 CAMOCTOSITEILHOI padoThI.

1. 3yuenue u cucTeMaTU3alys MaTepHajIoB C HCTIOIb30BaHUEM IIOOAIbHOU ceT «IHTEepHET» MaTepraioB
MEePUOANYECKUX U3AAHUN U Hay4YHOM MH(OPMALIUK PACCMOTPUTE CIICAYIONINE HAPABICHUS:

. HoBbie BubI yeiyr ¢ npuMEeHEeHUEM TexHOoIoruid HTepHeT.
. CoBepiieHCTBOBaHHUE Mpoliecca MpreMa-BblJ1aul 3aKa30B.
NunuBuyansHbie HOPMBI 00CITYKMBAHUS.

Tema 8. CoBpeMeHHbIE TeXHOJIOTMHU B cepBUCHOM AesiTeqabHocTH (ITK-5)
Jlekumus.

TenneHIMM COBPEMEHHOIO CEpBHCA: TMOBBbIIIEHWE TpeOOBaHWM K KBaJU(UKAUMU CHENHaTucTa IO
00CITy’KMBaHHIO; HEOOXOAMMOCTh MOJIEPHHU3AIMH MPOU3BOJICTBEHHOTO amapara; MOBbILICHUE TPeOOBaHUN
K KauecTBY OOCITyXKMBaHUsI BCJIEICTBUE U3MEHEHUS OTHOLLICHUIN MEXAy NMPOU3BOJUTENIEM U MOTPeOUTENIEM;
UCTOLICHNE MCTOYHUKOB E€CTECTBEHHBIX PECYpCOB M BO3pacTaHHE pOJM BTOPUYHBIX; TEHACHLUS K
caMOOOCITy’)KMBaHUIO;  TPOIECC  aKTUBHOTO  HMHBECTHPOBaHMS B  HHQPACTPYKTypHBIE  OTpacCiu
(oOcnykHBaOIIME OCHOBHOE MPOM3BOJICTBO M KH3Hb JIIONEH), KOTOPBIM Ha3bIBae€TCsA CEpBUCH3ALIUEH
HSKOHOMHUKH.

Cdepa ObITOroBOr0 00CITy)KMBaHUS KIUEHTOB.
KunuiHo-koMMyHalTbHOE XO35IICTBO KaK OTpaciib Chephl yCIyT.
Crenunduka GopMUpOBaHUS PhIHKa KOMMYHAJIBHBIX YCIIYT. XapakTep MOTpeOieHus yCIyT.
IIpakTH4Yeckoe 3aHATHE.
TenneHnyy pa3BUTHS COBPEMEHHOTO CEPBUCHOTO 00CTYKUBAHUS KIHEHTOB.
Cdepa Ob1TOrOoBOr0 006CTY)KUBAHUS KIHECHTOB.
KunuiHo-koMMyHaIbHOE X03UCTBO KaK OTpaciib chephl yCIyT.
Crenuduka GopMUpoBaHUS PHIHKA KOMMYHAIBHBIX YCITYT
3ajanus AJ151 CAMOCTOSITEJIbHOM PadoThlI.
PackpoiiTe MOHATHE U COCTABIISIOIINE «CTAaHIAPThHI 00CITYKUBAaHUD KIHEHTOB.
Kontpons 3a cobmofenreM cranaapToB oocinykuBanusi. OCHOBHBIE 3a/1a41 CTaHAAPTOB.
O6ocHyliTe KpUTEpUH CTaHAAPTOB 00cTyx)uBanus notpedurenent XKKC.

b S

Cnenuduka GopMupoBaHHs pIHKA YCITYT.

4. KoHTpO/Ib 3HAHUI 00yYAKOIIMXCS U THIIOBbIE OLIEHOYHbIE CPeACTBA
4.1. Pactipenenenue 6amios:

5 cemecTp
*  TEKyImUHd KOHTPOJIb — 40 OamioB
*  KOHTPOIBHBIEC CpPe3bl — 2 cpe3a Mo 15 6amnoB KaxabIi
* OTBeT Ha ’Kk3aMeHe: He Ooinee 30 OamioB

Pacrnipenenenue 6aioB 1mo 3aaHUsIM:

No  [HaszBanue Ttembl | DopMbl Max. Meroauka npoBeneHUs 3aHATUS U OLICHKU
Te | /BHI y4eOHOH |TEKyIIero | KOJI-BO
MBI paboThI KOHTpoIsi | OamsoB

/ cpe3sl




CepBucHast
IeSATEIBbHOCTh
Kak (opma
YIOBJIETBOPCHUS
MOTPEOHOCTEH
YeJI0BeKa

Omnpoc

5 O6amIoB — CTYIEHT YMEET COMOCTABUTh TMOMYUYCHHYIO TPH
MOJITOTOBKE K TPAKTHUYECKOMY 3aHATHIO WH()OPMAIIMIO, CPaBHUBAThH
pasHble TOYKH 3PEHHS HA aHAIU3UPYEMYIO MPOOJEMY, YMETh UYETKO
(OopMyTHPOBAaTH CBOM BOMPOCHI M OTBEUaTh Ha 3a/JaBacMbIC EMy
BOMPOCHI, BECTH JUCKYCCHIO C HCIOJb30BAHUEM CICIUATBHOM
TEPMUHOJIOTHH

4 Ganna - CTYJCHT yMEET MPUMEHSITh MOJYUYCHHYIO TIPH MOJTOTOBKE K
MPAKTHYCCKOMY 3aHSITHIO MH(OpPMAIHIO, OTBEYaTh HA OONBITHHCTBO
BOMPOCOB, BECTH MAHWCKYCCHIO C HCIOJNB30BAHUEM CIICIMATBHOM
TEPMHUHOJIOTHH

3 Oamnma — CTYACHT BIaJCeT TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHUECKOTO 3aHATHS, WHOTAA 3aTpydHSeTCS TPU OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBaTh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpoonemy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAaKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTHIBACT OTBET TI0
HAIEeYaTaHHOMY TEKCTY — OTBET OaJylaMH HEe OI[CHUBACTCA.

Bunst u hopmbl
CEpBUCHOI
JeSITeTbHOCTH

Omnpoc

5 0amioB — CTYyAGHT YyMEeT CONOCTaBUTh IMOJIYYCHHYIO IpU
MO/TOTOBKE K TMPAKTHYECKOMY 3aHATHIO MH(POPMAILUIO, CPaBHUBATH
pa3HbIe TOYKH 3PCHUS HAa aHAJIM3HPYEMYIO NPOOJIEMy, YMETh YETKO
(GopMyITMpOBaTE CBOM BOINPOCHI M OTBEYATh Ha 3aJaBacMbIc €My
BOIIPOCHI, BECTU JHUCKYCCHIO C HCIOJIb30BaHHEM CIHECIUATBHOM
TEePMHHOJIOTUH

4 Gajuta - CTyAGHT yMEeT IPHUMEHSTh MOIYyYSHHYIO MPU MOATOTOBKE K
NPaKTHYECKOMY 3aHSATHIO MH(POPMALHUIO, OTBEYaTh Ha OOJBIIMHCTBO
BOIIPOCOB,  BECTH MAHMCKYCCHIO C WCIIOJIb30BAHUEM CIICIIMATBEHON
TEPMHHOJIOTUH

3 Oamia — CTYACHT BIaJCeT TCOPETUYECKUM MaTEpPHUaOM MO TeMe
NPaKTHYECKOTO 3aHATHUS, HMHOTJA 3aTpyAHSCTCS IpH OTBETE Ha
BOIIPOCHI, HE yMeeT C(OpMyIHpOBaThH CBOK TOYKY 3pEHHs Ha
o0cyxaaeMyto npodaemy

Ecnu cryneHT He BiajmeeT mpoOieMaTHKON MPaKTHYECKOTO 3aHSTHS,
HE MOXCET OTBeYaTh Ha BONPOCHI, 3aYUTHIBAET OTBET IO
HareyaTaHHOMY TEKCTY — OTBET 0aJllaMU HE OI[CHUBACTCH.

«KoHTakTHasg
30Ha» Kak
cthepa
peanuzanuu
CEpBUCHOI
JIeSITeIbHOCTH

Omnpoc

5 O6amIoB — CTYIEHT YMEET COMOCTABUTh TMOMYUYCHHYIO TMPH
MOJITOTOBKE K TPAKTHUYECKOMY 3aHATHIO WH()OPMAIIMIO, CPaBHUBAThH
pasHble TOYKH 3PEHHS HA aHAIU3UPYEMYIO MPOOJEMY, YMETh UYETKO
(GOpMyTHPOBAaTH CBOM BOMPOCHI M OTBEUaTh Ha 3a/JaBacMbICc eMy
BOMPOCHI, BECTH JUCKYCCHIO C HCIOJb30BAHUEM CICIUATBHOM
TEPMUHOJIIOTHH

4 Ganna - CTYJCHT yMEET MPUMEHSTh MOJYUYCHHYIO TIPH MOJATOTOBKE K
MPAKTHYCCKOMY 3aHATHIO HH(OpPMAIIHIO, OTBEYaTh HA OONBITHHCTBO
BOMPOCOB, BECTH MAHWCKYCCHIO C HCIOJNB30BAHUEM CIICIMATBHOM
TEPMHUHOJIIOTHH

3 Oamnma — CTYACHT BIaJCET TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHYECKOTO 3aHATHS, WHOTAA 3aTPydHSeTCS TPH OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBATh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpoonemy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTBIBACT OTBET TI0
HAIEeYaTaHHOMY TEKCTY — OTBET OaJylaMH HEe OI[CHUBACTCA.

TecTupon

aHue(KOoH

TPOJIBLHBI
i cpe3)

15

15 6annoB — CTyOeHT HpaBWIIbHO oTBeuaeT Ha 75-100% BompocoB B
TecTe

10 GamnoB — CTygeHT HpaBWIIbHO oTBeuaeT Ha 50-74% BompocoB B
TecTe

5 Oamma — CTyIeHT MpaBWIBHO OTBedaeT Ha 25-50% BompocoB B
TecTe.

Menee 25% mpaBHIIEHBIX OTBETOB 0aJIOB HE JaeT

11



Knaccupukanus
MpEeaIpUATHI
CEPBUCHOTO
o0CITy)KHBaHUS

Omnpoc

5 O6amIoB — CTYIEHT YMEET COMOCTABUTh TMOMYUYCHHYIO TPH
MOJITOTOBKE K TPAKTHUYECKOMY 3aHATHIO WH()OPMAIIMIO, CPaBHUBAThH
pasHble TOYKH 3PEHHS HA aHAIU3UPYEMYIO MPOOJEMY, YMETh UYETKO
(OopMyTHPOBAaTH CBOM BOMPOCHI M OTBEUaTh Ha 3a/JaBacMbIC EMy
BOMPOCHI, BECTH JUCKYCCHIO C HCIOJb30BAHUEM CICIUATBHOM
TEPMUHOJIOTHH

4 Ganna - CTYJCHT yMEET MPUMEHSITh MOJYUYCHHYIO TIPH MOJTOTOBKE K
MPAKTHYCCKOMY 3aHSITHIO MH(OpPMAIHIO, OTBEYaTh HA OONBITHHCTBO
BOMPOCOB, BECTH MAHWCKYCCHIO C HCIOJNB30BAHUEM CIICIMATBHOM
TEPMHUHOJIOTHH

3 Oamnma — CTYACHT BIaJCeT TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHUECKOTO 3aHATHS, WHOTAA 3aTpydHSeTCS TPU OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBaTh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpoonemy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAaKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTHIBACT OTBET TI0
HAIEeYaTaHHOMY TEKCTY — OTBET OaJylaMH HEe OI[CHUBACTCA.

KauecTtBo
YCITyTH KaK
00BEKT
yIpaBICHUS

Omnpoc

5 0amioB — CTYyAGHT YyMEeT CONOCTaBUTh IMOJIYYCHHYIO IpU
MO/TOTOBKE K TMPAKTHYECKOMY 3aHATHIO MH(POPMAILUIO, CPaBHUBATH
pa3HbIe TOYKH 3PCHUS HAa aHAJIM3HPYEMYIO NPOOJIEMy, YMETh YETKO
(GopMyITMpOBaTE CBOM BOINPOCHI M OTBEYATh Ha 3aJaBacMbIc €My
BOIIPOCHI, BECTU JHUCKYCCHIO C HCIOJIb30BaHHEM CIHECIUATBHOM
TEePMHHOJIOTUH

4 Gajuta - CTyAGHT yMEeT IPHUMEHSTh MOIYyYSHHYIO MPU MOATOTOBKE K
NPaKTHYECKOMY 3aHSATHIO MH(POPMALHUIO, OTBEYaTh Ha OOJBIIMHCTBO
BOIIPOCOB,  BECTH MAHMCKYCCHIO C WCIIOJIb30BAHUEM CIICIIMATBEHON
TEPMHHOJIOTUH

3 Oamia — CTYACHT BIaJCeT TCOPETUYECKUM MaTEpPHUaOM MO TeMe
NPaKTHYECKOTO 3aHATHUS, HMHOTJA 3aTpyAHSCTCS IpH OTBETE Ha
BOIIPOCHI, HE yMeeT C(OpMyIHpOBaThH CBOK TOYKY 3pEHHs Ha
o0cyxaaeMyto npodaemy

Ecnu cryneHT He BiajmeeT mpoOieMaTHKON MPaKTHYECKOTO 3aHSTHS,
HE MOXCET OTBeYaTh Ha BONPOCHI, 3aYUTHIBAET OTBET IO
HareyaTaHHOMY TEKCTY — OTBET 0aJllaMU HE OI[CHUBACTCH.

Tunonorus
noTpeduTenei n
MIPUEMEI
o0CITy)KMBaHUS

Omnpoc

5 O6amIoB — CTYIEHT YMEET COMOCTABUTh TMOMYUYCHHYIO TMPH
MOJITOTOBKE K TPAKTHUYECKOMY 3aHATHIO WH()OPMAIIMIO, CPaBHUBAThH
pasHble TOYKH 3PEHHS HA aHAIU3UPYEMYIO MPOOJEMY, YMETh UYETKO
(GOpMyTHPOBAaTH CBOM BOMPOCHI M OTBEUaTh Ha 3a/JaBacMbICc eMy
BOMPOCHI, BECTH JUCKYCCHIO C HCIOJb30BAHUEM CICIUATBHOM
TEPMUHOJIIOTHH

4 Ganna - CTYJCHT yMEET MPUMEHSTh MOJYUYCHHYIO TIPH MOJATOTOBKE K
MPAKTHYCCKOMY 3aHATHIO HH(OpPMAIIHIO, OTBEYaTh HA OONBITHHCTBO
BOMPOCOB, BECTH MAHWCKYCCHIO C HCIOJNB30BAHUEM CIICIMATBHOM
TEPMHUHOJIIOTHH

3 Oamnma — CTYACHT BIaJCET TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHYECKOTO 3aHATHS, WHOTAA 3aTPydHSeTCS TPH OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBATh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpoonemy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTBIBACT OTBET TI0
HAIEeYaTaHHOMY TEKCTY — OTBET OaJylaMH HEe OI[CHUBACTCA.

TecTupon

aHue(KOoH

TPOJIBLHBI
i cpe3)

15

15 6annoB — CTyOeHT HpaBWIIbHO oTBeuaeT Ha 75-100% BompocoB B
TecTe

10 GamnoB — CTygeHT HpaBWIIbHO oTBeuaeT Ha 50-74% BompocoB B
TecTe

5 Oamma — CTyIeHT MpaBWIBHO OTBedaeT Ha 25-50% BompocoB B
TecTe.

Menee 25% mpaBHIIEHBIX OTBETOB 0aJIOB HE JaeT

12



7. Cucrema Ompoc 5 5 OaIoB — CTYIEHT YMEET COINOCTAaBUTh TMOMYyYCHHYIO TIpH

KadyecTBa MOATOTOBKE K TPAKTHYECKOMY 3aHSATHIO MH(OPMAIHMIO, CPaBHUBATH
00CITyKUBaHUS pasHble TOYKH 3pEHHsI Ha aHAIM3UPYEMYIO MpOOJeMy, YMETh UYETKO
KJIUEHTOB: (opMynHpOBaTh CBOM BOIPOCH M OTBEUaTh Ha 3a/aBacMblec EMy
OCHOBHBIE BOIPOCHI, BECTU JHCKYCCHUIO C HCIONb30BAHUEM CIENHUAIBHON

COCTABIIAIOLIUE TEPMHUHOJIOTUN
17870:4 4 Ganna - CTYOEHT yMeeT IPUMEHSTh MOJYyYEHHYIO IPU MOATOTOBKE K
B3aMMOCBS3b MPaKTUIECKOMY 3aHATHIO MH(OpMAIHIO, OTBEYaTh HA OOJNBIIMHCTBO
BOIIPOCOB,  BECTU MAMCKYCCHIO C HCIIOJB30BaHUEM CIICHUAIBHON

TEPMHUHOJIOTUN

3 Oamnma — CTYACHT BIaJCeT TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHUECKOTO 3aHATHS, WHOTAA 3aTpydHSeTCS TPU OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBaTh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpoonemy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAaKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTHIBACT OTBET TI0
HAIEeYaTaHHOMY TEKCTY — OTBET OaJylaMH HEe OI[CHUBACTCA.

8. | CoBpeMeHHEBIE Ompoc 5 5 OaIoB — CTYIEHT YMEET COINOCTAaBUTh TMOMYyYCHHYIO TIpH
TEXHOJIOTHHU B MOATOTOBKE K TPAKTHYECKOMY 3aHSATHIO MH(OpMAIHMIO, CPaBHUBATH
CEpBUCHOM pasHble TOYKH 3pEHHs Ha aHAIM3UPYEMYIO MPOOJeMy, YMETh UYETKO
JeSITeTbHOCTH (opMynHpoBaTh CBOM BOIPOCH M OTBEUaTh Ha 3a/JaBacMblec EMy
BOMPOCHI, BECTH JUCKYCCHIO C HCIIOJb30BaHUEM CIHEIHATBHON

TEPMUHOJIOTUHT

4 Ganna - CTYJCHT yMEET MPUMEHSITh MOJYUYCHHYIO TIPH MOJATOTOBKE K
MPAKTHYCCKOMY 3aHATHIO MH(OpPMAIIHIO, OTBEYaTh HA OONBITHHCTBO
BOMPOCOB, BECTH MAWCKYCCHIO C HCIOJNB30BAHUEM CIICIMATBHOM
TEPMUHOJIIOTHH

3 Oamnma — CTYACHT BIAaJCET TCOPETHUCCKUM MATEPHAIIOM IO TEME
MPAKTHYECKOTO 3aHATHS, WHOTAA 3aTPyIHSCTCS TPH OTBETE Ha
BOMPOCHI, HE yMeeT CHOPMYIMPOBaTh CBOKO TOYKY 3PCHHUS Ha
o0cyxmaeMyto mpooneMy

Ecnmu cTyaeHT He BhajaeeT MpoOIeMaTHKON MPAKTHUECKOTO 3aHSATHS,
HE MOXET OTBEYaTh Ha BOMPOCHI, 3aYUTHIBACT OTBET IO
HAIEeYaTaHHOMY TEKCTY — OTBET OaJlaMH HE OI[CHUBACTCA.

9. OTBeT Ha ’K3aMeHe 30 10-17 GanmoB — CTYOGHT pacKpbll OCHOBHBIE BONPOCHI M 3aJaHUS
OusieTa Ha OLICHKY «YIOBJICTBOPUTEILHO»

18-24 GannmoB — CTYOGHT pacKpbll OCHOBHBIE BONPOCHI M 3aJaHUS
OusieTa Ha OLIEHKY «XOPOLIOY,

25-30 6amioB — CTYOEHT pPacKpbUl OCHOBHBIE BOIIPOCHI M 3aJaHUs
Ousera Ha OLIEHKY «OTIMYHO».

10. Hroro 3a cemectp 100

HrtoroBass omeHka 1o »dk3aMeHy BbicTaBisiercs B 100-OammpHON 1IKajge W B TPATUIIMOHHOMN
yeThipexOamuibHOU mikase. [lepeBon 100-0amnpHOM peHTUHTOBOW OIIEHKH 10 AUCITUIUIMHE B TPATUIIUOHHYIO
YETHIPEX0AUTBHYIO OCYIICCTBIISETCS CIASAYIOMNUM 00pa3oM:

100-6ayuipHasA cucTeMa TpanuimonHas cucteMa
85 - 100 6anmoB OTnugyHO
70 - 84 6annoB Xoporto
50 - 69 Gannos YIOBIETBOPUTEIBEHO
Menee 50 HeynosnerBopurenbHo

4.2 TunoBsie OLIEHOYHBIE CPEACTBA TEKYIIIETO KOHTPOJIS

Omnpoc




Tema 1. CepBucHas AeSITENLHOCTH Kak (hopMa YIOBIETBOPEHHUS MTOTPEOHOCTEH YeToBeKa
1 CepBucHas IeATeIbHOCTD B mporiecce GopMupoBaHusi MOTPEOHOCTEH.
2 ®opMBl YIOBIETBOPEHUS TOTPEOHOCTH YEIIOBEKA.
3 CpaBuute noHsaTue "Hyxaa" u "moTpeOHOCTD".

Tewma 2. Bunsl u popmbl CEpBUCHOM IEATETLHOCTH
1 Bwuasl norpedHOCTEH.
2 Pa3ymHbIe TOTPEOHOCTH.
3 Kiaccuduxanus norpeGHOCTEH yenoBeka.

Tema 3. «KoHTakTHas 30Ha» Kak chepa peaan3aluu CEpBUCHOMN eATEeIbHOCTH
HayuHbie Teopun 0 mOTpeOHOCTSX YETOBEKA.
CymHOCTbh CEpBUCHOM JIEATETLHOCTH.

Tema 4. Knaccuduxanus npeanpusaTuii CEpBUCHOTO 00CTy)KUBaHUS
OcoOeHHOCTH pa3BUTHS CEPBUCHON AEATEILHOCTH B IOMHAYCTPHAIBHOM OOIIECTBE.
OCOoOEHHOCTH Pa3BUTHUSI CEPBUCHOM JEATEILHOCTH B MHyCTPHAIHLHOM OOIIECTBE.
OcoOeHHOCTH pa3BUTHS CEPBUCHON AEATEIFHOCTH B TIOCTHHAYCTPHAIHLHOM OOIIECTBE.

Tema 5. KauecTBO yciyru kKak 0ObEKT yIpaBiIeHHUS
1 1. TlonsaTue u kIaccu(pUKAIMs TUTIOIOTUNA KIMEHTA U UX OCOOCHHOCTH B 00CITYKHBaHUH
nOTpeOUTEIIS.
2 2. Kputepuu TUIOJIOTUH KIMEHTA.
3 3.Tunonoruu 3. Pomxepca.

Tema 6. Tunonorus nmorpeduTeneHt U MpUEMBbl 00CITY>KHBaAHUS
JIOSITBHOCTS. YcaoBust  JOCTMIKEHUS  JIOSIBHOCTH. BHIBI  JOSJIHBHOCTH.
[ToBenenveckass ¥ BOCIPUHUMAaEMast JIOSJIbHOCTD.
TUnbl TOSITBHOCTU: UCTUHHASL, JIOXKHASL, TATEHTHAs!, OTCYTCTBYIOIIAs.

Tema 7. Cucrema kauecTBa 0OCITYKUBAHUS KJIMEHTOB: OCHOBHBIE COCTABIISIIOIINE U UX B3aUMOCBSI3b
1 Cratyc JOSIBHOCTH U €€ U3BMEPEHUE.
2. [TporpamMMsbl JOSIIBHOCTH U UX 3PPEKTUBHOCTD

Tema 8. CoBpeMEHHBIE TEXHOJIOTUU B CEPBUCHOM 1€ATENBHOCTU
1. ®unocodus cepBuca U ee BIUIHNAE HA 00CITy)KUBaHHE KIIUEHTOB.
2 YcnoBus MOBBIICHHUS KaueCTBa 00CTYKMBAaHUS KIIMEHTOB.

TecrupoBanue

Tema 3. «KoHTakTHas 30Ha» Kak chepa peaan3aluu CEpBUCHOMN IeATEeIbHOCTH
1 1. VYKaxuTe MpueMbl MPEeBpaIeHUs TOTPEOHOCTH B CTIPOC B CEPBUCHOM JEATEIHLHOCTH: Q)
CHIDKEHHUE IIEHBI Ha YCIYTY

0) opraHu3aIus peKaaMbl
B) KOPPEKTUPOBKA XapaAKTEPUCTUKHU YCIYTH ') BCE BBIIICTIEPEUUCICHHbIE TO3ULIUN

1 2. B IlepBoObITHOM 0011I€CTBE TPHOPUTETHBIMH SIBIISUTHCH:
a) UHIUBUAYaTbHBIE TOTPEOHOCTH 0) OOIIECTBEHHBIE MTOTPEOHOCTH
B) MOTPEOHOCTH B TOCYIaPCTBE U IIPaBE
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1 3. B Hayke nosmyuuna pacipoCTpaHEHUE TEOPHS, YTO YEIOBEK — 3TO IIPEKE BCETO: A)
OMOJIOTHYECKOE CYIIECTBO, MOTYMHEHHOE 3aKOHAM IPUPO/IBI

0) couuanbHOE CYIIECTBO, MOAYMHEHHOE OOIIECTBEHHOMY BIMSHHUIO B) OHOCOLMAIBHOE CYIIECTBO,
MOAYMHEHHOE U IPUPOJIE U OOILIECTBY I') UMEIOT MECTO BCE BBILIECTIEPEUHCICHHbBIE TEOPUH

1 4. CepBucHas 1e4TE€IbHOCTD HAIIPABJIEHA HA YOBJIETBOPEHUE:
a) TOJIBKO PYTUHHBIX MOTPEOHOCTEH 0) TOIBKO TBOPUECKUX MOTPEOHOCTEH
B) KOMIUIEKC PYTUHHBIX U TBOPYECKHUX IOTPEOHOCTEN

1 5. CepBucHas AeATEIbHOCTD — 3TO:
a) (hopMBI M METOABI MHIUBHIyaJIbHOTO 00CTYKHBAaHUS YEIOBEKa

0) BUJI IeATEILHOCTH, HAPABIICHHBIN Ha YIOBJIECTBOPEHHE MMOTPEOHOCTEH JIt0fIeH, X035 HCTBEHHBIN
MEXaHU3M YIOBJIETBOPEHUS OOIIECTBEHHBIX U MHANBUAYAIbHBIX OTPEOHOCTEN

B) LHEHHOCTHBIC OPUCHTAIUH, 3AITPOCHI, IICUXOJIOTHYCCKOC CBOGO6paSI/Ie W KU3HEHHBIN CTHJIb JIMYHOCTH

Tema 6. Tunonorus nmorpeduTenet U MpUEeMbl 00CITy)KHBaAHUS
1 1. B pamkax ryMaHUCTHYECKOTO rcuxoaHanmmn3a D.DpoMM BEIBEN Ba MOAyca: a) O0NadaHus
0) OBbITHS B) 1IE/IH
1 2. Ha pa3Burtue notpebiaeHus ¢ coBpeMeHHol Poccun BIUSIOT:
a) mepexoj K ppIHOYHOMY MEXaHU3MY B HAlIMOHAJIBHON SKOHOMHUKE U MOCTUHIYCTPHAIBHOMY OOLIECTBY

6) MepexoJ K ppIHOYHOMY MCXaHU3MY B HaL[I/IOHaHBHOﬁ 9KOHOMMKC U 3HAYUTCIIbHAA OIOpa Ha TpaaAulun
AOUHAYCTPHUAJIBHOI'O THUIIA HOTpe6JIeHI/IH

B) IIEPEXO] K PpIHOYHOMY MEXaHU3MY B HAallHOHAJIBHON SKOHOMUKE

1 3. B CcOOTBETCTBMHU C KOHLENIMENA TPEX CTAANNA PA3BUTHS IUBWIN3ALNHN YKAXKUTE MEPUOJ, B
KOTOPOM CJIOXKHJICSI CAMBI BRICOKHI YPOBEHB OTPEOJICHHSI MaTepHaIbHBIX OJIar U yCITyT:

a) TOWHIYCTpUaIbHOE 00IIEeCTBO 0) MHIYCTPHATHLHOTO OOIIIEeCTBA
B) MOCTHH]yCTPHAIBHOE O0IIECTBO
1 4. VYkaxxute TpH acleKkTa CEpBUCHOM AEATEIbHOCTH:
a) (hopma yenoBeYeCKoil eI TeNbHOCTH 0) OpraHU3alMOHHBIH MPOoIece
B) CITOCO0 YIOBJIETBOPEHUS IMOTPEOHOCTEH MHIUBHUIOB U TPYIIII JIFOJICH T') OKa3aHUE yCIIyT
1 5. B cepBuconoruu CymecTByeT OHATHE UI€ATbHON yCIyTH, KOTOpasi BKIKOUYAET: a)
TEOPETUYECKYIO MOJIeIb, CTAaHAAPTHI, IPaBUIIa 00CTY)KUBAHUS
6) KOHKPCTHBIC MaTCPpUAJILHBIC HCﬁCTBHﬂ, HAITPaBJICHHBIC HA UCTTOJTHUTCIIA B) COBOKYITHOCTB ITOJIC3HBIX
CBOMICTB yCIIyT'1

4.3 IIpomexxyTouHast aTTeCTalUs 110 AUCITUIUTHHE MPOBOAUTCS B opMe dK3aMeHa

Tunosblie Bonpocskl 3xk3amena (ITK-5)
Oco0eHHOCTH Pa3BUTHUS CEPBUCHOMN JAEITETLHOCTH B JOMHyCTPHUATHHOM OOIIECTBE.
Oco0eHHOCTH pa3BUTHUS CEPBUCHOM IE€ATEILHOCTH B MHAYCTPHAILHOM OOIIECTBE.
Oco0eHHOCTH Pa3BUTHUS CEPBUCHOM JEATEILHOCTH B MTOCTHHIYCTPUATLHOM OOIIIECTBE.
Oco0eHHOCTH pa3BUTHS 00IIECTBA B «MH(POPMAIIMOHHOM OOIIIECTBEY.
[TonsiTHE yCIIyT U €r0 PHIHOK.
Xapakrepuctuka Mmeroanka nsmepenus kauectsa SERVQUAL,
XapakTepucTuka METOANKA U3MepeHus MeTol « TaMHCTBEHHOTO (TalflHOTO, CKPBITOT0) MOKYTIATEs»
(mystery shopping).
Xapakrepuctuka Mmozenu kadectna ycayr K. ['ponpy3a.
XapakTepucTHKa MOJIeNIM KauecTBa yCIyTry, OCHOBaHHAs Ha pa3phiBe.
XapakTepucTuka TEXHUYECKOTO KaueCTBO.
XapakTtepuctuka (GyHKIIHOHATHHOTO KaueCTBO.
dunocodus cepBuca U ee BIUSIHNAE Ha 00CITy)KUBAaHHE KIIMEHTOB.
YcnoBus MOBBIIIEHUS KaYeCTBa 00CITYKUBaHUS KIIUEHTOB.
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CucTeMHBII OAX0/ B POIIECCe MOBHIIIEHHUS Ka4ecTBa OOCITYKUBAaHUS TOTPEOUTETCH.
Oco0eHHOCTH KITMEHTOPUEHTUPOBAHHOTO MO/IX0/1a K 00CTYKUBAHUIO.
Oco0eHHOCTH MHIMBUAYAIBHOTO O0CITYKUBAaHUE KaK CaMOCTOSTENIbHOTO BU1a TPO(eCCUOHATBEHON
NESTEIHOCTH.
YpOBHU yIIpaBIIE€HUsI CEPBUCHBIM MTOBEICHUEM: CTPATETUYECKUI U ONIEPAaTUBHBIN.
[TocnenoBarenbHOCTH ACHCTBUI TPU BHEIPEHUH HOPM U CTaHIAPTOB.
Bo3MoxHbIE IPENATCTBUS NPU BHEAPEHUH CTaHIApPTOB cepBHca. MeTobI IPEeoJ0IEHHS IPENSTCTBUI.
BuyTpennuii PR naeonoruu oTamyHOTO cepBHCa.
OO6yuenue coTpynHukoB GppoHT-0duca. Pazpaborka mpoeKTOB BHEAPEHUS CUCTEM.
OcHoBHbIE 337]a4l CTAaHJAPTOB O0CITY>)KMBAHUS KIIMEHTOB.
CrangapTsl 00CTY)KUBaHUS HACEIICHUS B Pa3BUTHIX CTpaHaX (Ha MpUMepe KOHKPETHOM CTpaHbl).
OO0111e peKOMEHJalluH HCTIOIb30BAHUS CBOETO BIIUSHUS.
Teopus 0 TOMUHUPYIOLIEH MOJAIBHOCTH.
Tunonorus norpeduteneit U NprueMbl 00CITyKHBaHUSI.
[Tcuxoreomerpryeckasi XapakKTepUCTUKA TUYHOCTH.
Oransl mpouecca 00cayKuBaHUs: cOOp HH(OPMALIUK O KIIMEHTE, MPE3EHTAllUs YCIyTH, 3aBEpIlICHUE
CHEJIKH.
Tunsl IPUHATHSA PELIEHUH O TOKYIIKE.
CreneHp BOBJICYEHHOCTH KJIMEHTA.
Crparerust 1 TAKTUKA NOBEACHUS CIIEUATUCTA.
KanoOb KOHMIUKTHI TpHU 0OCITY>)KUBAaHUH KITUEHTOB.
Crunb 06CTyKMBaHUs KaK BbIPaKEHUE OOIIIHOCTH KOJJIEKTUBA.

Tunosble 3aganusa s 3k3amena (IIK-5)
1 1. PaccMOTpeTh NpeAIOKEHHYIO CUTYALNIO U IPEJIOKUTD ITPUEMBI IIPUBIICUECHUSI BHUMAHUS
KJINCHTA:
-Kiment 3axomur B Bamy typdupmy yxe He B mepBbId pa3, HO OTPaHUYMBACTCS TOJBKO MPOCMOTPOM
KaTaJIOrOB.

-PaccMoTpeTh TpemIOKEHHYIO CHTyallMi0 OOCTY)KMBAaHUS B KOHTAaKTHOW 30HE W OOOCHOBaTh CTHIIb
OOmIeHHSI ¢ KOH(PIUKTHON TUIHOCTHIO:

-Kiment typdupmsl (Mmyxunna npuMepHo 50 J€T) mpocMOTpelt Bce KaTalord, BCe pEeKIaMHbIE MPOCTIEKTHI,
PACKpUTHKOBAJI BCE MPEIOKEHHBIE BapHaHTHI, OOOCHOBBIBAas CBOM OTKa3bl HETaTUBHOW HMH(OpMaIMeH,
IIOJIy4YEHHOU OT CBOMX JPY3€U U 3HAKOMBIX.

1 2. Haiigure ommobky. Kakoi mpuHITUIT HE OTHOCUTCS K TIPUHIIUIIAM CEPBUCHOM NESITEIbHOCTH?
- OO0s3aTeBbHOCTD MPEATIOKEHUS
- HeoOs3aTenbHOCTS NCTIONB30BAHUS
- DnacTUYHOCTH CepBUCA
- ¥Ymob6c¢cTBO cepBuca
- AOCOIIIOTHOE COBEPILIEHCTBO
- HWudopmanmonHas otgaya cepBuca
- PazymHas nieHOBasi IOJIUTHKA
- TapaHTHpOBaHHOE COOTBETCTBHE MTPOU3BOACTBA CEPBUCY.

4.4. llIkana oueHMBaHUS TPOMEKYTOUHOM aTTeCTALMKI

Jeckpuntops! (ypoBHU) — OCHOBHBIC IPU3HAKH OCBOSHUS (ITOKA3aTeIN
TOCTHKEHHMSI pe3ynbTaTa)

ITK-5 Ucnonp3yer Ha "OTIWYHO" HOpMATHBHBIE TOKYMEHTHI B 0O0IacTH

yhpaBieHus:  (PU3KYJIBTYpPHO-CIOPTHBHOW  OpraHW3aluM, s

MIPOJIBMKECHUS M TIPEIOCTABICHUS YCIYT (PU3KYIBTYpHO-

Orenka Kommnerenmu

COTIAMYHOY
(85 - 100 6amoB)




I1K-5 Hcnonb3yer Ha "Xopomio" HOpPMaTWBHBIE JOKYMEHTHI B OOJIACTH
yrOpaBieHUus  (PU3KYJIBTYpPHO-CHOPTUBHOM  OpraHu3aluM,  JJs
MPOJBMKEHUS U MIPEJOCTABICHUS YCIYT (PU3KYIBTYpHO-

«XOPOIIIO
(70 - 84 6amioB)

ITK-5 Hcnonb3yer Ha "ynOBIETBOPUTEIHHO" HOPMATHBHBIC JOKYMECHTHI B
obnacTu ynpaieHUs: (PU3KYIBTYPHO-CIIOPTUBHOM OpTaHU3aIiH, IS
MIPOJIBMKEHUS M TIPEOCTABICHUS YCIYT (PU3KYIBTYpHO-

«YIOBICTBOPHTEIILHO
(50 - 69 6annoB)

I1K-5 He ucnonb3yer HOpMaTuBHBIE TOKYMEHTHI B OONACTH YIpaBICHHS
(U3KYIBTYPHO-CIIOPTUBHON OpraHu3alMy, s TPOABIKCHUA U
NIPEIOCTABICHUS YCIYT (PU3KYIBTYpHO-

«HEYIIOBIIETBOPUTEIHLHOY
(menee 50 6aiToB)

5. MeTonnueckue ykazaHus AJsi 00y4a0IIUXCS 10 OCBOCHUIO M CHUILIUHBI (MOLYJIS)

5.1 MeTtoandeckue yka3aHus IO OPTaHU3aAIlMN CaAMOCTOSTEIBHOM PabOThI 00YUYaIOIIUXCSI:

[Ipuctynas K W3y4eHWIO TUCIUIUIMHBI, B MEPBYIO Odepelb OOydaromuMcsi HEOOXOAMMO O3HAKOMHUTBCS
comepxanueMm paboueld mporpammer auctumiuHbl (PIT/I), xoTopas ompenensier coiepkaHue, oobem, a
TaKKe TMOPSAIOK U3YUCHHsSI U MTPETIOaBaHus yIeOHOM TUCIUILINHEL, €€ pa3/iena, YacTu.

J71 caMOCTOSATENbHOM paboThl BaKHOE 3HaYEHHE UMEIOT pa3zeibl «O0beM U collepikaHue AUCIUTITMHBD),
«YuebHo-MeTonnyeckoe U HHGOpMAIIMOHHOE 00ecrieyeHre TUCIUIUIUHBD U «MaTepruaabHO-TEXHUYECKOe
obecrieueHre JUCITUTUIMHBI, TpOrpaMMHOE o0ecreueHue, MpodecCHoHaAIbHBIC Oa3bl TaHHBIX 1
MH(OPMAIIMOHHBIE CIIPABOYHBIE CUCTEMBI».

B pazmene «O0bemM u copepkaHHE AMCHUIUIMHBDY YKa3bIBAIOTCS BCE pas3leibl U TEMbl H3ydaeMoi
JTUCLMIUTMHBL, @ TAK)KE BUJIbI 3aHATHI U TUTAHUPYEMBI 00BEM B aKaJIeMUYECKHUX Yacax.

B pasgene «YyeOHo-meTomumueckoe U HH(POpMaLMOHHOE oOecledyeHrne AMCHUIUIMHBDY — yKazaHa
peKoMeHayeMasi OCHOBHAs U IONOJIHUTENbHAS JINTEpaTypa.

B pazmene «MarepuanbHo-TeXHMYECKOe oOO€cCleueHne AUCUUIUIMHBI, MPOrpaMMHOE oOecredeHue,
npodeccuoHanbHble 0a3bl JTaHHBIX U HWH(GOPMAIMOHHBIE CIPABOYHBIE CHCTEMBD» COACPKHUTCS IEepeueHb
npodeccruoHanbHbIX 0a3 JaHHBIX U MHQOPMALMOHHBIX CIIPABOYHBIX CHCTEM, HEOOXOIMMBIX AJII OCBOCHHUS
JTUCIUIUTAHBL.

5.2 PexomeHnanuu o0y4aronumMcs o padore ¢ TEOpeTUYeCKUMU MaTepraiaMy Mo TUCIUIUINHE

[Tpu u3yuennu u npopaboTKe TEOPETUIECKOTO MaTrepraia HeoOX0IuMO:

- IPOCMOTPETH €IIe pa3 npe3eHTanuro Jekiuu B cucteme MOODLe, moBTOpUTH 3aKOHCIIEKTUPOBAHHBIN HA
JIEKIIMOHHOM 3aHSATUM MarepuaJl M JOMNOJHHUTh €ro € Y4YEeTOM PEKOMEHJIOBAHHOM JOMOIHUTEIbHOU
JIUTEPaTypBhl;

- IIpY CaMOCTOSITEIbHOM M3yYE€HUU TEOPETUUYECKON TEMBI CIIENATh KOHCIIEKT, UCIIOJIb3Ysl PEKOMEH/I0BaHHbBIE
B PIT/] ucrounuku, npoeccuoHanbHbie 0a3bl JAHHBIX U HHPOPMALIMOHHBIE CIIPABOYHbBIE CUCTEMBI:

- OTBETUTH HA BOIIPOCHI JJIsi CAMOCTOSATENILHOW pabOTHI, 10 TeMe MpeAcTaBIeHHbIe B myHKTe 3.2 PI1/I.

- TIPH MIOAATOTOBKE K TEKYILIEMY KOHTPOJIIO UCIIOIb30BaTh MaTepuaibl (poHna oueHouHbix cpeacts (POC).
5.3 Pexomennamuu 1o pabore ¢ Hay4HOU 1 yueOHOM uTepaTypoit

PaboTa ¢ OCHOBHOM 1 JOTIOTHUTEIBHOU JTUTEPATYPOH SBIISCTCS IIIABHOU (DOPMOI caMOCTOSATEILHON pabOThI
1 HeoOxoMMa IMpH MOJATrOTOBKE K YCTHOMY OIPOCY HAa CEMHHAPCKUX 3aHATHUAX, K J1e6araM, TECTUPOBAHHUIO,
sk3aMeHy. OHa BKJIIOYaeT MPOopabOTKy JEKIMOHHOTO Marepuana U PEKOMEHJOBAaHHBIX HMCTOYHUKOB U
JUTEPATyphl IO TEMATUKE JIEKIIHI.

Koncnekr nekuuu 1oimkeH coaepxarb pedepaTruBHyI0 3alIMCh OCHOBHBIX BOIIPOCOB JIEKIIMH, B TOM YHCIIE C
onopoi Ha pasmenieHHble B cucteme MOODLe npe3eHTany, OCHOBHBIX MCTOYHHMKOB W JIUTEPATYPbI IO
Te€MaM, BBIBOJBI MO KaXKJIOMy Bompocy. KoHCIeKkT MOkeT OBbITh BBINOJIHEH B paMKaxX pacriedyaTKyd BbIIauu
MIPE3CHTAIMI JIEKIINI WK B OTAEIBbHOW TeTpanu mo mpeamery. OH JOKEH OBITh aKKypaTHBIM, XOPOIIO
YUTAeMbIM, HE COJIEP’KaTh HE OTHOCALIYIOCS K TeMe HH(OPMAIIMIO UIH PUCYHKH.

KoHcniekTbl HayyHOU JHUTEpaTypbl MPU CaMOCTOSITENILHOM IMOATOTOBKE K 3aHATHUSAM JOJKHBI CONIEP)KaTh
OTBEThl HAa Kbl TMOCTaBIEHHBIH B TEME BOIPOC, MMETh CCBHUIKY Ha MCTOYHUK HHPOpPMALUU C
00s13aTeNIbHBIM yKa3aHUEM aBTOpa, Ha3BaHUS U Trofla M3JaHMsI HMCIOJIb3yeMOIl Hay4yHOH JHUTeparyphl.
KoncniekTr MoOXeT ObITh OMOPHBIM (COIEp)KaTh JIMIIL OCHOBHBIE KIIIOUEBBIE IMO3MIIMK), HO TNPU 3TOM
MO3BOJIIOIIMM JaTh TIOJHBIA OTBET IO BOMPOCY, MOXET ObITh NOAPOOHBIM. OO0BEM KOHCIEKTa
OTIPENIETISICTCS CAMHUM CTYICHTOM.

17
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B nporiecce paGoThl ¢ OCHOBHOM M JIOTIOJHUTENBHOM JTUTEPATypOl CTYACHT MOXKET:
- JleNaTh 3allUCH 10 XOAy YTEHHMs B BUJAE NPOCTONO0 MM Pa3BEpHYTOro IulaHa (CO3[aBaTh INEpEYEHb
OCHOBHBIX BOIIPOCOB, PACCMOTPEHHBIX B UCTOUHHKE);
- COCTaBJISATH TE3UCHl (LMTHUPOBaHHE HaMOOJEEe BAXKHBIX MECT CTaTbU MJIM MOHOIpaduu, KOPOTKOE
U3JI0)KEHUE OCHOBHBIX MBICIIEH aBTOpPa);
- TOTOBUTbH aHHOTAITMH (KpaTKoe 0000IIeHHE OCHOBHBIX BOIIPOCOB PadOTHI);
- co371aBaTh KOHCIIEKTHI (pa3BEPHYTHIE TE3HUCHI).
5.4. PexoMeHjallMy 10 OATOTOBKE K OTAEIbHBIM 3a/IaHUSIM TEKYIETO KOHTPOJIS
ColecenoBaHue TpeAnonaraeT OpraHU3alui0 Oecelbl IMpernojaBaTess CcO CTYIEHTaMH IO BOIPOCaM
MPAaKTUYECKOTO 3aHATUS C IENbl0 0ojiee OOCTOATENBHOTO BBISBICHUS MX 3HAHUN IO ONpEACICHHOMY
paszmeny, Teme, mpoOieme M T.II. Bce uieHBl Tpynmbsl MOTYT y4YacTBOBaTb B OOCYXKICHHH, 100aBIATH
MH(POPMALIUIO, TUCKYTUPOBATh, 33/1aBaTh BOIPOCH! U T.1.
VYCTHBIE ONPOC MOXKET TPUMEHATHCS B pasinyHbIX (opmax: (POHTANbHBIA, WHAWBUIYAIbHBIH,
KOMOMHUPOBaHHbII. OCHOBHBIE KaU€CTBA YCTHOTO OTBETA MOJIIEKAILETO OICHKE:
- IPaBUIILHOCTB OTBETA IO COACPKAHUIO;
- IOJIHOTA U INIyOuHa OTBETA;
- CO3HATEJIBHOCTh OTBETA;
- JIOTMKA U3JI0KEHUS] MaTepHuaa,;
- PallMOHAIBLHOCTH MCTIOIB30BAHHBIX IIPUEMOB U CIIOCOOOB PEILIeHHs TOCTABICHHON yueOHOil 3a1auu;
- CBOEBPEMEHHOCTh U 3()(PEKTUBHOCTH MCHOIB30BAaHMUS HAIVISIHBIX MOCOOMH M TEXHUYECKUX CPEACTB IPH
OTBETE;
- HCIOJIb30BAaHUE JOMIOJHUTEIBHOTO MaTepHaa;
- PallMOHAIBLHOCTH MCTIONB30BAHUS BPEMEHH, OTBEJICHHOTO Ha 3a/laHue.
VYCTHBI OIPOC MOMKET COINPOBOXKAATHCS IPE3EHTALMEH, KOTOpas IMOATOTABIMBAECTCA IO OJHOMY U3
BOIPOCOB MPaKTHUYECKOro 3aHATUsA. [Ipu BeICTYIUIEHNH ¢ mpe3eHTanuell HeoOXoAUMo oOpalars BHUIMaHUE
Ha TaKMe MOMEHTBHI KaK:
- colep)KaHUE IMPE3CHTALMHU: aKTyaJbHOCTh TEMBI, IOJHOTA €€ PACKPBITHs, CMBICIIOBOE COJEp)KaHHE,
COOTBETCTBHE 3asIBIICHHOW TEMBI COJIEPKAHHUIO, COOTBETCTBHE METOAMYECKUM TPEOOBaHUAM (IIETTH. CCHUIKU
Ha PeCypChl. COOTBETCTBHE COJEPXKAHHUS M JUTEPaTyphl), MPaKTHUECKash HANpaBIE€HHOCTb, COOTBETCTBHE
COZIep)KaHUs 3asiBICHHON (opMe, aleKBaTHOCTh UCIIOJIb30BAHUS TEXHUYECKUX CPEACTB yUEOHBIM 3a1adyam,
MOCIIEIOBATEILHOCTD U JIOTHYHOCTbH MPE3CHTYEMOT0 MaTrepuara;
- odopmiieHHE Tpe3eHTalMu: 00beM (ONTUMAIbHOE KOJIMYECTBO), IM3aiiH (YMTaeMOCTb, HAJIWYHE WU
COOTBETCTBHE TpapUKd W aHUMAIMM, 3BYKOBOE OQOpMIICHHE, CTPYKTYypUpOBaHHE WH(POpPMALUH,
COOTBETCTBHE 3aABJICHHBIM TPEOOBAHUAM), OPUTMHAIBHOCTH O(OPMIICHHUS, SCTETHUKA, MCIIOIb30BAHUE
BO3MO)KHOCTH ITPOTPAaMMHOI CpeJibl, COOTBETCTBHE CTaHIapTaM 0(hOpMIICHUS;
- JMYHOCTHBIE KAaueCTBA: OPATOPCKUE CIOCOOHOCTHU. COOMIOICHNE PErIaMeHTa, YMOIIMOHAIBHOCTh, YMEHHUE
OTBETHTb Ha BOIPOCHI, CHCTEMAaTU3UPOBAHHBIE, TITyOOKHE 1 TIOJIHbIE 3HAHUS 110 BCEM pa3JiesiaM IpOrpaMMBI:
- COlIep)KaHHE BBICTYIUICHUS: JIOTMYHOCTh M3JIOKEHUS Marepuasna, pacKpbITHE TEMbl, JOCTYIHOCTb
u3noxkeHus, d(dexTuBHOCT TpuMeHeHuss cpencts  MKT, cmocoObl W yClIOBUS — TOCTHIKEHUS
pe3yABTaTUBHOCTH U 3((HEKTUBHOCTU ISl BHITIOTHEHHS 3a7ad CBOEH mMpodeccrHoHanbHOW HMIU y4eOHOM
JesITeIbHOCTH, JA0KA3aTebHOCTh MPUHIUMAEMBIX PEIIECHUH, YMEHHE apryMEHTHpPOBAaTh CBOM 3aKJIIOUYEHUS,
BBIBOJIBI.

6. YueOHO-MeTONM4YecKoe M HHPOPMALIMOHHOE o0ecredyeHre JUCHMIIITHHbI

6.1 OcHoBHas UTEpaTYypa:
1. ®ypcos B. A., Jlazapesa H. B., Kaymmauna U. B., Kyapsmos O. A. CepBucHas A€SITEIBHOCTh : Yyu4eOHOE
nocobwue. - CraBponoinib: CeBepo-Kaskazckuit @enepanpabiii yauepeuteT (CKDY), 2015. - 148 c. - Teker :

anekTpounbii  // OBC  «YHuBepcurerckas ~— OMOnMMOTEKa  OHJIAMHY [caiir]. - URL:
http://biblioclub.ru/index.php?page=book&id=457959



2. byiinenko, B. ®. CepBucHasg aeareabHOCTh. OpraHu3alMoOHHBIE, 3TUYECKUE W TICUXOJOTHYECKHUE
acmekThl : ydeOHoe mocobue. - Bechb cpok oxpanHbl aBTropckoro mpaBa; CepBuCHas JeSTEIbHOCTb.
OpranuzanyoHHble, STUYECKUE U ncuxonoruuec. - Kpacnomap: FOxHbIl HHCTUTYT MeHemkmenTa, 2007. -
146 c. - Tekct : anexrponHsiii / IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9585.html

3. TapacoBa, H. B. Cuctembl MaccoBOro OOCITYyXHBaHUS : METOAUYECCKHE YyKa3aHUS K CEMHUHAPCKUM
3aHATUSAM IO TUCIUIUIMHE «CEPBUCHAS NEATEIbHOCTb». - Bech CpOK OXpaHbl aBTOPCKOro mpana; CHUCTEMbI
MaccoBOTo oO0cmykuBanusl. - Jlunernk: Jlunenkuit rocynapcTBeHHbIN TexHueckuii yausepcutet, DbC ACB,
2012. - 24 c. - Tekcr : anexkrponnsiii // [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/17695.html
4. KapnayxoBa B.K., Kpakosckas T.A. CepBucHas nesTeabHOCTh : y4eb. moco0.. - 3-e u3m., mepepad. u
not.. - PoctoB H//[: MapT, [@enukc], 2010. - 254 c.

5. Pomanosuy XK.A. CepBucHas nesTenbHOCTh : yueOHHK. - MockBa: JlamkoB u K, 2013. - 284 c. - Tekcr :
sanektpoHubii  //  OBC  «Koncymbrant  crymeHTa By3a M MeaBy3a  [caiit]. -  URL:
https://www.studentlibrary.ru/book/ISBN9785394012747 .html

6. Pomanosuy XK. A., KamaueB C. JI. CepBucHas AesiTeIbHOCTh : Yy4€OHUK. - 6-¢ U3, mepepad. u Jom.. -
Mocksa: JlamkoB u K°, 2018. - 284 c. - Tekcr : anekrponnsiii // ObC «YHUBepcuTeTCKass OMOIMOTEKA
onaiiny» [caitt]. - URL: http://biblioclub.ru/index.php?page=book&i1d=496155

6.2 JlonosHUTENBHAS TUTEpPATYpA:

1. Byiinenko, B. @. CepBucHas aeaTenbHOCTD @ yueOHoe mocodue. - Bech cpok oxpaHbl aBTOPCKOTO IPaBa;
CepBucHas aesrenbHocTb. - KpacHonmap: FOxHbI MHCTUTYT MeHemxkmeHTta, 2006. - 167 c. - Tekcr :
snektpoHHbIi / [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/9581.html

2. dypceos, B. A., Jlazapesa, H. B., Kanmunun, U. B., Kyapsmos, O. A. CepBucHas qesSTeIbHOCTD : yueOHOe
nocobue. - Bech cpox oxpaHbl aBTOopckoro mpaBa; CepBHCHas JAeATENbHOCTb. - (CTaBpOIOIb:
Ceepo-KaBkasckmii denepanpbiii yauBepcuret, 2015. - 148 c. - Tekcr : anexrponnsiii / [IPR BOOKS
[caiiT]. - URL: http://www.iprbookshop.ru/63244.html

3. ABanecoBa [ A. CepBucHas NeATENBHOCTS : yuel. moco0. s CTya. By30B. - 3x. 2-e, ucnp. u gor.. - M.:
Acnexr IIpecc, 2007. - 319 c.

6.3 VlHble HICTOUHUKHU:
1. . bubnuoreka HayuyHOU M yueOHOM TuTeparypsl - http://sbiblio.com - http://sbiblio.com

7. MaTtepuajibHO-TeXHHYecKoe o0ecrneyeHne TUCHMILIUHBI, MPOrpaMMHoe odecrnedeHmne,
npogeccuoHa bHbIe 623bI JAHHBIX U HH(OPMALMOHHbIE CIPABOYHBIE CHCTEMbI

Jlng mpoBeneHus 3aHATHM MO JUCHUIUIMHE HEOOXOIUMO ClIeAyIollee MaTepuaibHO-TEXHUYECKOe
oOecrieueHue: ydeOHble ayqUTOPUM JAJsl TPOBENCHUS 3aHITHHM JIEKIIMOHHOTO M CEMHHApCKOro THIIA,
TPYNIOBBIX W HMHIWBUIYaJIbHBIX KOHCYJIBTAIlM, TEKYIIETO0 KOHTPOJS M MPOMEXYTOYHOW arTecTalu,
MTOMEIIEHUS 111 CAMOCTOSITENIbHON paboThI.

VY4eOHble ayTUTOPUH U MTOMEILIEHUS AJIsi CAMOCTOSITENIbHOM pabOThl YKOMIUIEKTOBaHbI CHEIMAIN3UPOBAHHON
MeOeNbI0 U TEXHUYECKUMH CPEJICTBAMU OOYyUCHHMS, CIIY>KAIIUMH JIJIs1 TIPEICTABICHHS yueOHOW nHbOpMauu
OOJIBITION ayTUTOPHH.

[TomerieHus U1 cCaMOCTOSTENFHON pabOThl YKOMITJIEKTOBAHbI KOMIIBIOTEPHON TEXHUKON ¢ BO3MOXKHOCTBIO
MTOAKITFOYEHHUS K CceTH "Unrepuet" u obecrnieueHneM JIOCTyIa B AIIEKTPOHHYO
UH(OPMAITMOHHO-00pa30BaTEIbLHYIO Cpey YHUBEPCHUTETA.

Jl5ig mpoBesieHus 3aHATHH JIEKIIMOHHOTO THUIIAa MCTIONIb3YIOTCS HA0OPhI AEMOHCTPALIMOHHOTO 000PYI0BaHMS,
o0ecreunBaIIfe TeMaTHYECKUE WILTIOCTpaud (ITPOEKTOP, HOYTOYK, IKpaH/ MHTEPAKTUBHAS JIOCKA).

JluneH3noHHOE U CBOOOIHO pacpOCTpaHsIeMOe MPOrpaMMHOE 00ecTiedyeHHE:
Microsoft Windows 10
Microsoft Office [Ipodeccronanbhsrii mioc 2007

ITpodeccronanbhblie 6a3bl JaHHBIX U UHPOPMAITMOHHBIE CIIPABOYHbBIE CUCTEMBI:
1. Hayunas snexrponnas 6ubnuoreka eLIBRARY.ru. — URL: https://elibrary.ru



2. DIIEKTPOHHBIN Karajor DyHIaMEHTaIbHON OnOIMOTEeKH TI'V. - URL:
http://biblio.tsutmb.ru/elektronnyij-katalog

3. Poccwuiickas rocynapcrBenHas 6ubnuoreka. — URL: https:/www.rsl.ru

4.  VYuuBepcuTeTckas OuOnMMoTeka  OHJAMH:  2NeKTpoHHO-OMOnmmoreuHas  cucrema. —  URL:
https://biblioclub.ru

JJIeKTPOHHasi HH(POPMALIMOHHO-00pa30BaTe/IbHAA Cpeaa
https://auth.tsutmb.ru/authorize?response type=code&client id=moodle&state=xyz

B3aumoneiicTBue mpenomaBaTenss M CTyIEHTa B Ipoliecce OOy4YeHHs OCYIIECTBISIETCS MOCPEICTBOM
MYJIBTUMEMMHBIX, THIIEPTEKCTOBBIX, CETEBBIX, TEICKOMMYHHUKAIIMOHHBIX TEXHOJOTHUH, HUCHOJIB3YEMBIX B
ANIEKTPOHHOH MH(OPMAIIMOHHO-00pa30BATENILHON CPEie YHUBEPCUTETA.
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