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

YK-6 CriocobeH ympaBisiTh CBOMM BPEMEHEM, BHICTPAUBATh M PEATM30BBIBATH TPACKTOPUIO CAMOPA3BUTHS
Ha OCHOBE PUHLIUIIOB 00pa30BaHUs B TEUEHUE BCEH KU3HU

OIIK-1 CriocobeH mpUMEHSTh TEXHOJOTHUECKHUE HOBAIIMM M COBPEMEHHOE MPOTPaMMHOE OOECIICYCHHE B
chepe cepsuca

1.2 Tumbl 3amad mpodecCHOHATBHOW JEATETbHOCTH, K KOTOPBIM TOTOBATCS OOydYaroluecs B paMKax
OCBOCHHUS JUCIUILTUHBL:

- OpPraHMU3aLMOHHO-YIIPABICHYECKUN
- CEPBUCHBIN

1.3 JlucuuriinHa OpHEHTUPOBAaHA Ha MOJATOTOBKY OOydarommxcs K MpodeccHoHaTbHOU IeSTEIbHOCTH B
cdepe: 40 CkBo3HBIE BUIBI TPO(ECCHOHATHHON JEATEILHOCTH B IPOMBIIUICHHOCTH (B cepe opraHu3anuu
U YMPaBICHUS TMPOIECCAMH IMOCTIPOAAKHOTO OOCTY)KUBAHUS TPOMBIIUICHHON MPOAYKIIUH Pa3IUuIHOTO

Ha3HAYCHMS U CEPBUCHOM MOICPKKH €€ OTpeOHuTeNei)

1.4 B pe3ynbTare 0CBOCHHS JUCHUIUIMHBI y 00YYarOIUXCs TOJKHBI OBITH C(OPMUPOBAHBIL:

O0600ITIeHHBIEC TPYIOBEIE
(yHKIMH / TPYAOBBIC
(YHKIMY / TPYAOBBIC TN
npodeccroHaIbHBIC
JercTBUs (IPU HATTHYIAN
npodcTangapra)

Konx n HammeHoBaHme
xommnereniuu ®I'OC BO,
HEOOXOIUMOM 1151
(hopMHUPOBaHUS TPYIAOBOTO
WIH PO CCHOHATBLHOTO
JIeHCTBHS

MHankaTopbl JOCTHKEHUS] KOMIIETEHIIAM

YK-6 CnocobeH ynpasisith
CBOUM BpEMEHEM,
BBICTpPauBaTh U
pean30BBIBaTh
TPaEeKTOPHIO CaMOPa3BUTHS
Ha OCHOBE IIPUHIIMIIOB
00pa3oBaHus B TEUCHHUE
BCEH XKU3HU

[IpoexTHpyeT TpaeKTOpUIO CBOEro MNpodecCHOHAIBHOTO
pocTa M JMYHOCTHOTO pa3BUTHUS, pacUIMpseT CBOH

npodeCcCHOHANBHBI  Kpyrozop:  OpuoOpeTaer U
UCTIONIb3yeT Ha TpakTHKe Oa30BbIe 3HAHUS, YMEHUS U
HaBBIKM W3 Pa3IUuHBIX cdep MnpodeccHoHaTbHON

ACATCIBHOCTH, B TOM 4YHCIIC B obmactu COBPCMCHHOT'O
KIIMCHTCKOT'O CEpBUCA

OIIK-1 Cnocoben
MPUMEHSITh
TEXHOJIOTHYECKUE HOBAITUH
W COBPEMEHHOE
MIporpaMMHOE 0OeCIIeUeHIE
B cepe cepBHca

HUcnonesyer OpTraHU3alMOHHO-YTIPaBICHICCKUE
WHHOBAIIMH, CBS3aHHBIC C HOBBIMU ()OpMaMHu yIIPaBICHHUS,
BUIaMH  yciyr, Oomee 3ddexkruBHBIME  hopMaMu
00CITy)KUBaHUS

1.5 CornacoBanue MEXAUCITUTUTMHAPHBIX CBA3ECH MUCIUTIINH, 00€CIIEYNBAIOIINX OCBOCHUE KOMITCTCHIIHI:

VYK-6 CnocobeH ympaBisiTb CBOMM BpEMEHEM,
TPAEKTOPHUIO CAMOPA3BUTHS HA OCHOBE IPUHIIUIIOB O0OPAa30BaHUs B TEUEHUE BCEH JKU3HU

BBICTpauBaTb MW PCaIU30BbIBATH

Ne HaumenoBanue dopma oOyyeHus
wn o%i;iiz?ong;lx Ounas 3ao4Has
(cemectp) (cemectp)
MEXIUCIUIUIMHAPHBIE T3 TaTs 167213 Tals5 67
CBSI3U
1|3D-MonenupoBanue + +
2 |History& Technology + +

3 | ABTOMaTHU3UpOBAHHBIE
CHCTEMBI 1 0a3bl
JaHHBIX




AHaIuTHYECKOE
YTEeHUE

busnec-niaanupoBanu
e B At HBeCT

busnec-mmanupoBaHu
€ ¥ IPOEKTHPOBaHNE
MpEaNpUATHI cepBHCa
U TypHu3Ma

Buonorus pa3BUTUA
YCJIOBCKA B HOpMEC U
maToJIOrun

Benukue Yunrens
YEJI0BEUECTBA
(MopaibHbIe 1
3TUYECKHUE YUESHUS
Kondyuus, Byanet,
Mouces, Hucyca
Xpucra, Myxammena)

Bukrtumonorus

Boennas nponaranna
Kak HHQOPMAIMOHHOE
OpyXHe

11

T'eneTnka yemoBeka

12

T'eonnpopManioHHbIC
TEXHOJIOTHHU B
npodeccrnoHaTbHON
JeSITEITbHOCTH

13

JleBanbBaliysi HOPMbI
MICUXUYECKOTO U
JUYIHOCTHOTO
pa3BUTHS: TPUYUHBI U
MOCIIEAICTBHSA

14

JlyXOBHO-HpPaBCTBEHH
0€ BOCIIMTaHUE

15

3apyOexxHas
JUTEpaTypa U BHI30OBHI
COBPEMEHHOCTH

16

3amura npas
yeJI0BeKa

17

HrpoBbie TEXHOJIOTHUU
B 00pa3oBaHUH

18

WHTtepHeT-pecypchl Ha
CIIy>k0€ NICTOPHH:
VCTOYHUKH U METOJIBI

19

Hcropuko-KynsTypHO
€ Haclleue
TamMO0BCKOIT 00aCcTH
B I (PpOBOM
WU3MEPCHUU

20

Ucropuueckue
PEKOHCTPYKLIHUHU: OT
apxeonoruu 10 3D
TEXHOJIOTUH

21

Komnerorepnas
rpaduka v Au3aiiH




22

KomnrsrorepHoe
MOJIETUPOBAHUE U
MPOCKTUPOBAHUE B
cepBHce

23

Kontpons 3a
UCIIOJTHEHHEM
PEMOHTOB B
MHOTOKBapTHPHBIX
JIoMax

24

Kputnueckuit
UHCTPYMEHTapHH I
MPUHATHUS PELIECHUN U
apryMeHTanus

25

JIuarBHCTHYCCKAS
OKCIICPTHU3a CIIOPHBIX
TCKCTOB

26

Jluteparypa pycckoro
3apyOeKbs

27

JInunoe
TUTAaHUPOBaHUE U
yIpaBJICHHE PaboIrM
BpEMEHEM

28

Jloruka

29

MeHeKMeHT
Kapbephl: KaK CTaTh
YCHEITHBIM
pyKOBOAUTENEM

30

MGTO,Z[LI aHajain3a u
HUHTCPIPLCTAIINN
KOJIMYCCTBCHHBIX U
Kau€CTBCHHBIX
JaHHBIX

31

MGTOL[LI HU3yUCHUA
IMOBCCOAHCBHOCTH

32

Mup coBpeMEHHOTO
HCKyCCTBa:
MOCTMOJIEPHUCTCKU I
MIPOEKT

33

MupoBsie BOMHBI B
CPaBHHUTEIHHO-UCTOPH
YECKOM paKypce

34

MornekynsapHo-0r1oor
WYECKHE OCHOBBI
MOBEJICHUS 1
3aBUCUMOCTEN

35

MoTtuBanysa u
CTUMYJTHPOBAHHE
TPYJAOBOMH
JIeSITeIbHOCTH

36

Haioroo6noxenne
OnsHeca

37

Haponasbie o0psst 1
MIPa3IHUKA

38

Hopms! u ipaBuiia
COBPEMEHHOTO
JTHKETa




39

HopwMsI s1361K0BOTO
OOIIEHUS B yCTIOBUSX
BUPTYaJbHOU CpEIIbI

40

Opranuzanus u
MIPOBEICHUC
MapKETUHTOBOTO
UCCIICZIOBaHUS
(OHNAH-0TIPOCOB)

4

—

Opranuzanus
MPOU3BOJICTBEHHO-TEX
HOJIOTHYECKUX
MPOLIECCOB
NpEeaIpUATUI
UHyCTpUU
TOCTENPUUMCTBA U
cepBuca

42

Opraam3anus
TYPHUCTUYECKOTO
Ou3Heca

43

OCHOBHBIE TIPUEMBI
3 pexTUBHOM pabOTHI
¢ uabopManmen

44

OCHOBBEI
apryMeHTaIuu

45

OCHOBEI
BUJIE00JIOTUHTA

46

OcHOBEI
KOIUpaNuTHHTa

47

OCHOBEI JIOTUKHA

48

OCHOBBI
MIPEIOCTABICHHUS
JKUJTHITHO-KOMMYHAJIb
HBIX YCIyT
HACEJIEHUTO

49

OCHOBBEI
palOHAIBHOIO
IIPUPOIOIIOIb30BAHUS

50

OCHOBHI CyIeOHOM
JIMHTBUCTHYECKOUN
JKCIIEPTU3EI

51

OcobennocTH
paccMOTpeHus
CEMENHBIX CIIOPOB

52

OcobeHHocTH
paccMOTpEHUs
TPYIOBBIX CIIOPOB

53

OTtedecTBEHHBIN U
3apyOeKHBIHN OITBIT
opraHu3amnuu cepol
yCIyT

54

IIoBenenue B
MTyOTMIHBIX MECTaX

55

TToBcenHeBHBIE
pasroBophI




56

Tlonsarue
IICUXO0JI0TUYCCKOM
TpPaBMBI B
COBpPEMEHHOM
IICUXOJIOTHH

57

HOCTTpaBMaTI/I‘ICCKOC
JJUMYHOCTHOC
Pa3BUTUC: IPUTOBOP
HJIK TOYKa
JIMYHOCTHOT'O pOCTa

58

HpaBOBBIe OCHOBBEI
MpUPOAOIIOIb30BaHNA

59

IIpakTuky™m 1o
UTPOTIEIArOTUKE

60

[Ipuknanusle
reonH(popManroHHbIe
TEXHOJIOTUU

61

IIpumenenne BIIJIA B
MOCTPOEHUH
MIPOCTPaHCTBEHHBIX
Mojenen

62

[IpoGiema cmpicia
JKU3HH U [IEHHOCTH B
¢$unocodun

63

[IporpammupoBanue
Ha s3b1ke Python.
basoBslii Kypc

64

[IporpammupoBanue
Ha s3b1ke Python.
[IponBuHYTHIA Kypc

65

[IporpammupoBanue
Ha s3b1ke Python.
Pazpabotka
BEO-IIPUIIOKEHUH C
UCIIOJIb30BaHUEM
Flask

66

IIpoexTupoBaHue
MpoIecca OKa3aHus

yCIIyT

67

IIporuBogeiicTBue
KOPPYIIINH U
(dhopMupoBaHUe
AHTUKOPPYMIIHOHHOTO
MOBENIEHUS INYHOCTH

68

Ilcuxuka u Mo3T

69

TTcuxonorus
KPUTHUYECKOTO
MBIILUIEHUS

70

Ilcuxomoro -[Ieaaroru
YCCKHE OCHOBBEI
urponecaaroruku

71

[cuxopuznonoruyeck
1€ OCHOBBI TTOBEACHUS
Y KOTHUTHBHBIX
(hyHKIHI

72

Pecypcol ungycTpun
TOCTETIPUUMCTBA U
cepBHca




73

Pycckas
MHUCaTeNbCKast
kputuka XIX-XXI
BEKOB

74

Pycckas ycaneOnast
KYyJIBTYpa

75

CaMOMEHEIKMEHT:
METOIHUKHA U
TEXHOJIOTUH

76

CBATHIHU
Tam0O0BCKOTO Kpas

77

CepBuC MallluH,
o0opynoBaHus,
HH)XEHEPHBIX CUCTEM

78

CoBpeMeHHast
cucTema
rOCyIapCTBEHHOTO
PeryIupOBaHUS U
ynpaBieHust cepsr

yCIIyT

79

CoBpeMeHHbIE
TUC-texHoNMOTNN

80

CoBpeMeHHbIE
METO/IBI XUMHUYECKOTO
aHanm3a

81

CoBpeMeHHbIE
METO/IBI XUMHUYECKOTO
aHaJm3a B
KPUMUHAIIMCTUKE

82

CoBpeMeHHbIE
MOJICKYJISIPHO-0HOI0T
WYECKUE U
MUKPOOUOTIOTHICCKIE
METOIBI B
KPUMUHAIIMCTUKE

&3

CoBpeMeHHbIE
TIOIXOJTBI K
MEPCOHAIBHOMY
MEHEPKMEHTY

84

CoBpeMeHHbIE
MPOOIEMBI
dbunocopuun

85

CoBpeMeHHbIE
pecypcocoeperaromnue
TEXHOJIOTUH

86

CoBpeMeHHbIE
TYypUCTHYECKHE
TPOYKTHI:
(hopMHUpOBaHHUE U
peanu3arys

87

CounaabHbIE CETH KaK
KOMMYHHKAIIHOHHBIC
KaHaJIbI

88

Crtpecc-MEHEIKMEHT
1 3¢ heKTHBHOE
B3aUMOJICHCTBHE

&9

TekcT 1 JucKypce B
HuTepHete




90

TeXHOJIOTUH AET0BOIO
o01IeHNs

91

TexHOoIOTUM pa3BUTUS
BBICIIINX
TICUXUYECKUAX
(yHKIMA

92

TexHoIOTHA B
OpTraHu3aIys
TOCTHHUYHO-PECTOpPaH
HOT'O KOMILJIEKCa

93

TpeHuHr
«Maitaa-putHec»

94

VYmpasnenue
pecypcamu
MOJpa3IeNeHUsIMU
NpEeaIpUATUI
UHAYCTPUHU
TOCTENPUHUMCTBA U
cepBHca

95

YnpasneHue

I (poBOIA
UH(DpaCTPYKTypoi
CEPBHUCHOTO
MPEeIIPUATHS

96

®dunocodcekoe u
HPaBCTBEHHOE
coaepKaHUe
CBAIIEHHBIX KHUT

97

®dokyc-rpyIna Kak
MeTOJT cOopa JaHHBIX

98

XuMuueckas
aHAJINTUKA B
MEIUILINHE

99

XUMHUYECKUN aHAIU3
MIPUPOJHBIX OOBEKTOB

100

Yenosek Ha BOMHE Kak
COIMOKYJIBTY PHBIN
(heHOMEH

101

DKOHOMHKA
MIPUPOIOIIOIb30BAHUS

102

DKOHOMHUKO-TIPABOBHIC
aCIIEKTHI CO3aHuUs U
pa3BUTHS
COOCTBEHHOTO
OusHeca

103

OkcrniepTu3a u
JIMarHOCTUKA
00BEKTOB cepBHCa

104

OHepro3pdexTuBHOCT
b H
3HEprocOepeKeHNE B
KWITHITHOU cdepe

105

OddexTuBHOCTH
U(PPOBBIX CEPBUCOB

106

IOBenansHOE TIPaBO

107

SI3BIK KaK OOBEKT
CyZIeOHOM IKCTIEPTU3BI

10



108 | SI3pIKOBag TUYHOCTE B | + +
BUPTYaJIbHOM
MPOCTPAHCTBE

OIIK-1 CnocobeH MpUMEHSATh TEXHOJIOTMYECKUE HOBAIIMKM M COBPEMEHHOE TIPOrPaMMHOE
obecnieuenue B chepe cepBuca

Ne HaumenoBanue dopma
n/m JIMCITUILINH, oOyueHwMst
OIIPEACIIAOIINX Ounas | 3aouna
MEKIUCLMILTMHAPHBIE |(cemecT o
CBsI31 p) |(cemect
p)
116((1]6
1 [MHHOBaLIMOHHEBIC +
TEXHOJIOTUHU CePBHCA
B JXKKX
2 |O3HaKoMHUTEIbHAS + +
MPaKTHKA
3|OcHOBHI cepBHUCa U + +
TypHu3Ma

2. MecTo nucuuiuiaabl B cTpykrype OIl 0akanaBpuara:

HucrunmmHa «COBpeMEHHBIM KIMEHTCKHH CEPBHUC» OTHOCHUTCS K YacTd, (OpMUPYEMON YdaCTHUKAMH
oOpasoBaTenbHBIX OTHOIIEHUH, ydeOHoro mana OIl mo Hanpasnenuto moaroroBku 43.03.01 - Cepsuc.

Jucuunnuza « COBpeMEHHBIN KIIMEHTCKUI CEPBUC» U3YUYaEeTCs B 5 CEMECTPE.

3.00beM u conepxaHue TUCUUILIUHBI
3.1.00peM QUCIMILIMHEL: 5 3.€.

Oumnas: 5 3.e.

3aounas: 5 3.e.

Bun yueOHo# paboThI Qunas 3aounas
(Bcero yacoB) | (Bcero 4yacon)

O0mast Tpy10éMKOCTb TUCHHUILIHHBI 180 180
KonrakTHast pabora 64 18
Jlexmm (JIextmm) 32 6
[Tpakruueckue (Ilpakt. pad.) 32 12
CamocrostensHas padota (CP) 80 153
OK3amMeH 36 9

3.2.Conepxanue Kypca:

No HazBanue Bun yuebnol paboTsl, yac. | DOpMBI TEKYIIETO
TEMBI paszzerna/TeMsl Jexuun | Ipakr. CP KOHTPOJIS
pao.
O|3[0|3 |03
5 cemecTp
1 Ponb knueHTckoro Pemienue
CepBuca B CUTYaIlMOHHBIX
eITeIbHOCTH 8 1 8 4 120 | 36 3a7a4;
KOMITIaHUH CobecenoBaHnue;
Ompoc




12

2 Buenpenne Omnpoc;
CHCTEMBI CobecenoBaHnue;
yIIpaBICHUS Pemenue
Ka4€CTBEHHBIM CUTYalIMOHHBIX
CEPBHUCOM U 20 | 36 3a/1a4;
yIIpaBIECHUE TectupoBanue
Ka4yeCTBOM
CEPBHUCHOIO
MOBEACHUS
COTPYIHUKOB

3 [Torpeburennsckas [Ipe3enranus;
JIOSUTBHOCTb. Ormpoc;
[TpuBneyenue u 20 | 39 | CobecenoBanue
yAepKaHue
KJIUEHTOB

4 Texmonorust CobecenoBaHnue;
CO3aHUs U Ormpoc;
yIIpaBICHUS Tectuposanue;

. . 20 | 42
KJIIMEHTCKOM 0a3oit Pemienue
CUTYalIMOHHBIX
3a1a4
Tema 1. Poib KJINEHTCKOTO cepBHca B aesATeJbHOCTH KomnaHuu (YK-6)
Jlexknus.

CoBpeMeHHBII KIMEHTCKUN CepBHC Kak (popMa ymZOBIETBOPEHHs MOTPEOHOCTEH 4YenoBeKa. YIpaBieHUE
[IPETEH3UAMU KIIUEHTA.

IIpakTH4eckoe 3aHATHE.
1. ITonsaTHE 00 ycayre U CEpBUCHOM JESITEIBHOCTH.
2. Ciepa ycnyr B 0OLIECTBEHHOM Pa3JeIIEHUH TPY/a.
3. Oyukumn chepsl yCIyT.
4.Ilonstue "ycmyra".
5.0co0eHHOCTH PBIHKA YCITYT.
6.CocTtaB oTpacineit cepsl yCIyr.
7.Cdepa ycnyr u popMUpOBaHHE ITOCTUHTYCTPHAIBHOTO O0IIIEeCTRA.
8. dakTopsl pa3BUTHUS CHEPBI YCIYT.

3aganus 1J151 CAaMOCTOSITEJIbHOM PadoThI.
ITonroroBka K TECTUPOBAHUIO

Tema 2. BHegpeHue cucTeMbl YIIPaBJieHHs KA4eCTBEHHBIM CEPBUCOM U yIIpaBJieHHE KA4eCTBOM
CepBHUCHOIO noBeaeHus corpyaHuxon (OIIK-1)

Jlexkuns.

Buenpenue kadectBeHHOTo cepBrca. @opMbl BHYTPEHHEH W BHEIIHEW OIEHKH KadecTBa OOCITY)KMBaHUS
KJIMEHTOB.

IIpakTnyeckoe 3ansATHE.
1.ConocTaBbTe >KM3HEHHBIN IIUKJ yCIIyTH U ToBapa. [losicHure pazmuuusi.
2. [onGepute TOBApHI M YCIYTH, UK KOTOPBIX OJAMHAKOB.
3. [ToxGepute mpuMeEpPHI TOBAPOB U COMMYyTCTBYIOIINX YCIYT B 00IaCTH TOCYIaPCTBEHHOTO
yIIpaBJICHUS, KOMMEPUYECKOW IEATEIbHOCTH, UCKYCCTBA.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
[TonroroBkTe ciieayrone BONPOCHI:
1. Muccust KOMIIaHUU, OKa3bIBAIOIICH KIMEHTCKUM CEPBUC
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2. IlonsTie "BHYTpEHHErO KIMEHTA" B KOMIIAHUH.
3. CBsi3p KauecTBa cepBHca U yIpaBICHUS BHYTPEHHUMH KIMEHTCKUMH OTHOIICHUSMHU
4. Ponp aupekTopa 1o KJIMEHTCKOMY CEPBUCY B CTPYKTYype KOMIIAHUU
5. [lomHOMOUMSI, OTBETCTBEHHOCTDh U MOKA3aTeNN YCIEUTHON ASSITENbHOCTH JUPEKTOPA T10
KIIMEHTCKOMY CEPBUCY
6. [InanupoBaHue NEITENBLHOCTUA CEPBUC-TUPEKTOPA
7. CucreMa KOHTPOJISL ISl IUPEKTOPA 110 KIMEHTCKOMY CEPBHUCY
8. /IBa mogxoma K BHEAPEHUIO KaU€CTBEHHOTO CEPBUCA
9. Heo6xonumple yCIIOBHs BHEAPEHHSI KAU€CTBEHHOTO CepBUCa
10. YnpaBneHue MOTUBAIIUEN COTPYAHUKOB KaK KOMIIETCHIIUS JUPEKTOPA MO KIIMEHTCKOMY CEPBUCY

Tema 3. IloTpeduTebckas M0/ IbHOCTD. IIpuBiIeyeHne n ynep:kaHne KJIMEHTOB
(YK-6)
Jlexknus.
@DaKTopHl, BIUSAIOUINE HA TOTPEOUTENBCKYIO JIOAIBHOCTh M yIIPaBIEHUE KU3HECHHBIM LIUKIIOM KJIMEHTa
IIpakTnyeckoe 3ansATHE.
1. Iloka3zaTenp N0AIBHOCTH KIMEHTOB
2. KoaddurmeHT TeKydeCcTH KIMESHTOB
3. BoBlie4eHHOCTh KJIMEHTOB
4. TlonaTHe MOTPEOUTENBCKOH JIOSTLHOCTH
5. Buasl nosnsHOCTU. MI3MEpeHHe T0sIIBHOCTH
3aganus 1J151 CAMOCTOSITEJIbHOM PadoThlI.
CocraBuTh npe3eHTalMo Ta TeMy « COBpEMEHHBIN CEPBUC B KOMMEPLIUN». 3aJaHUE

MIpEArosaraeT aHajiu3 OJHON U3 COBPEMEHHBIX KOMITAHUN C PACKPBITHEM BCEX 0COOCHHOCTEH
oOcy>)KMUBaHUS TIOTPEOUTENEH B Iporiecce mpoiaku Topapay. [Ipesentamus cocrout u3 10-15 cnaiiaos.

Tema 4. TexHonorus co3qaHusi M ynpasJjeHus KJaneHTckoi 0asoii (OIIK-1)
Jlexknus.
Co3nanue 1 ayauT KJIMEHTCKOM 0a3bl KOMIAaHUH. TeXHOIOTHH yIpaBlIeHUs KIMEHTCKOM 6a3oi
IIpakTnyeckoe 3aHsATHE.

1. Ilponecc oOcmykuBaHUsI MOTPEOUTENEH CEPBUCHBIX KOMIUIEKCOB, €r0 OCHOBHBIE ()OPMBI, METOBI U
npaBuia 00CITy)KUBaHUS.

2. CoBpemMeHnHbIe POpMBI 00CTYy)KUBaHUS TOTpedbuTenet yciayr. OCHOBHBIE THUITBI CEPBUCHBIX MOCPEIHUKOB,
IIOCPEIHUYECKUE U JOCYTOBbIE YCIIYTH.

3. [IpaBoBoe obecnieueHue cdepbl o0cmyxkuBanus. JKanoObl ¥ MPETEeH3UU MOTPEOUTENEH, 3aliTa UX MPaB
3aganus AJ151 CAaMOCTOSITEJIbHOM PadoThI.
[ToaroToBeTE OTBETHI HA CIEAYIOLIME BOIIPOCHI:

1. BHenpeHue cucteMsl yIpaBiIeHUs CEPBUCOM Ha YPOBHE OTIEIBHOI0 OU3HEC-TIpoliecca U Ha YPOBHE
CUCTEMBI

2. @akTOpPhI, BIUSIIONINE HA TOCTOSTHCTBO KJIMEHTA

3. YrpaBneHue )KM3HEHHBIM [IUKJIOM KJIMEHTa

4. OcHOBHBIE MOKA3aTeNd KaueCTBa yAepKaHNS KJIUEHTOB
5. IloHsATHE TTOKU3HEHHOM IIEHHOCTH KJIIMECHTA

4. Konrpoab 3HaHMI 00y4alOLINXCS M THIIOBbIE OLICHOYHBbIE CPEICTBA
4.1. Pactipenenenue 0auioB:

5 cemecTp
*  TeKylMi KoHTpoJsb — 80 OaoB



KOHTPOJBHBIE Cpe3bl — 2 cpe3a mo 10 6amioB KaxabIi

npemMuaabHbie 0amisl — 20 6ayIoB

Pacnipenenenne 6aJiioB 10 3aaHKSIM:

Ne |HaszBanme tembl | Dopmbl Max. MeTtonrka NpoBeAEHNS 3aHATUS U OLIEHKU
Te | /BHJI y4eOHOH |TEKyIEro | KoJI-BO
MBI paboThI KOHTpoJist | 0asuioB
/ cpe3bl
1. Ponp Pemenne 10 10 Ganna — cTyIeHT BHIIOTHUI paboTy 0e3 OmnOOK U HEAOUETOB;
KJIMEHTCKOTO | CUTyaluo 9-8 Oamma — CTYOEHT BBHIIOJHHI padoTy, JOMYCTHB OIMIMOKY M HIIH
cepBuca B HHBIX HENI0YeT;
JeSITeTbHOCTH 3a1a4 7-6 Oamna — CTYOEHT NPABWIGHO BBIMOJHHI HE MEHEE IOJIOBHHBI
KOMITAaHUH paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIIMOOK, Wi He Ooiee
OJTHOU TpyOOif U OTHOW HErpyOOil OMMOKK M OJHOTO HEIOouYeTa, WU
He Oojee ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPEX HEJOYETOB, WM MPHU OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.
5-1 Oamnma — CTYOEHT MpPaBUIBHO BBIOJHHUI MEHEE MOJIOBUHBI
paboThL, JOMYCTHI HECKOIBKO HEIOYETOB
Cobeceno 5 CobecenoBanue mpeAIoaracT OpraHu3aluio Oecebl MpenogaBaTess
BaHHE CO CTYACHTaMH TI0 BOTIPOCaM MPAaKTUUECKOTO 3aHATHSA C LENbIo Ooiee
OOCTOSITENIBHOTO BBISIBICHUS WX 3HAHWH 10 ONPEACICHHOMY Pa3ieny,
Teme, npobieMe U T.II.
Omnpoc 5 VYeTHBIE Ompoc MOKET NPUMEHATHCS B Pa3iMyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIH, KOMOMHUPOBaHHBIH. (OCHOBHBIE
KauecTBa YCTHOTO OTBETA MOAJIEKAILETO OLIEHKE:
- IPaBWJIBHOCTH OTBETA 10 COACPIKaHUIO;
- IOJTHOTA W TITyOMHA OTBETA;
- CO3HATENBHOCTh OTBETA;
- JIOTHKa U3JI0KEHUSI MaTepuaa;
- palMOHANBHOCThH HCIIOJIB30BaHHBIX MIPUEMOB U CIOCOOOB peIICHUS
MOCTaBJICHHON y4eOHOH 3a/1auu;
- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCIHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;
- NCTIOJIb30BaHKE JIOTIOHUTEIBHOTO MaTepuana;
- pauMOHATBHOCTH UCIONB30BAHUS BPEMEHH, OTBEIACHHOIO Ha
3aJaHne
2. Buenpenue Ompoc 5 VYCTHBIH ONpPOC MOXKET MPHUMEHITBCS B  PaslIdYHBIX (opMax:
CHCTEMBI (GpoHTaNbHBIM, WHAWBUAYaJbHBIH, KOMOMHUpPOBaHHBIH. OCHOBHBIE
yIpaBJIeHUs KauecTBa YCTHOTO OTBETA IOAJIEKAILETO OLICHKE!
KaueCTBEHHBIM - IPaBUJIBHOCTH OTBETA I10 COAEPIKAHUIO;
CEPBUCOM U - [IOJIHOTA U IIyOMHA OTBETA;
yIpaBJIeHUE - CO3HATENIbHOCTh OTBETA;
KaueCTBOM - JIOTMKa U3JIOKEHUSI MaTepuala,;
CEPBUCHOTIO - palMOHAJIBHOCTh MCIIOIb30BAaHHBIX NIPHUEMOB M CIIOCOOOB PELICHUS
MOBEICHUS TTOCTaBJICHHOM y4ueOHOMU 3a/1aun;
COTPYAHUKOB - CBOEBPEMEHHOCTb U 3((PEKTHBHOCTb HCIONb30BaHMSA HAIVISIHBIX
IOCOOUHN U TEXHUUECKUX CPEACTB IIPU OTBETE;
- NCIOJIb30BaHKE JIOMOJIHUTEIBHOTO MaTepuania;
- PpalMOHAJBHOCTh HCIIONB30BAHUS BPEMEHH, OTBEICHHOIO Ha
3aJaHue
Cobeceno 5 CobecenoBanue mpeAIoaracT OpraHu3aluio Oecebl MpernoaaBaTels
BaHHE CO CTYACHTaMH IO BOMPOCaM MPAaKTUUECKOTO 3aHATHSA C LENbIo Oosee

OOCTOSITENIBHOTO BBISIBICHUS WX 3HAHWH IO ONPEACICHHOMY Pa3ieny,
Teme, npobieMe U T.II.
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Pemenne
CUTYallo
HHBIX
3a1a4

10

10 Ganna — cTyIeHT BHIIOTHUI paboTy 0e3 OmMOOK U HEAOUETOB;

9-8 Oamma — CTYOEHT BBHINOJHHI paboTy, JOMYCTHB OIMIMOKY M HIIH
HEJIOYeT;

7-6 Oamna — CTYOEHT NPABWIGHO BBHIMOJHHI HE MEHEE IOJIOBHHBI
paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIIMOOK, Wi He Ooiee
OJTHOU TpyOOil U OTHOW HErpyOOil OMMOKKM W OJHOTO HENOYEeTa, U
He Oosee ABYyX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPeX HEJOYETOB, WM MPHU OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

5-1 Oamnma — CTYOEHT MpPaBUIBHO BBIIIOJHHUI MEHEE MOJIOBUHBI
paboThL, AOMYCTHI HECKOIBKO HEIOYETOB

TecTupon

aHue(KOoH

TPOJIBLHBI
i cpe3)

10

10 Gamna — cTyaeHT mpaBwibHO oTBedaeT Ha 75-100% BompocoB B
TecTe

5 Gamna — CTyAEHT npaBHiIbHO oTBedaeT Ha 50-74% BOmpocoB B TecTe
3 0amn — CTyOeHT NpaBWIIbHO OTBeuaeT Ha 25-50% BONpOCOB B TecTe.

1- menee 25% MpaBWIIBHEIX OTBETOB OAJLIOB HE JacT

[Torpeburensck

ast JIOSUTBHOCTb.

[IpuBnedenue u
yAepKaHHe
KIJIMEHTOB

[Ipesenta
Ut

10

10 Ganna — cTyIEHT BHIIOTHUI paboTy 0e3 OmnOOK U HEAOUETOB;

9-8 Oamma — CTYOEHT BBHIMOJHHI paboTy, JOMYCTHB OMIMOKY M HIIH
HENIOYET;

7-6 Oamna — CTYOEHT NPABWIGHO BBHIMOJHHI HE MEHEE IOJIOBHHBI
paboThl WK AOMyCTHI He Oonee AByX IpyObIX OIMOOK, Wi He Ooiee
OJTHOU TpyOOil U OTHOW HErpyOOoil OMMOKKA W OJHOTO HEIOUYeTa, WU
He Oojee ABYX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPeX HEJOYETOB, WM MPH OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

5-1 Oamnma — CTYOEHT MpPaBUIBHO BBIIOJHHUI MEHEE MOJIOBUHBI
paboThI, AOMYCTHI HECKOIBKO HEIOYETOB

Ormpoc

VYeTHBIE  OMpocC MOKET NPUMEHATHCS B Pa3iuyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIA, KOMOMHUPOBaHHBIH. (OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEHKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepuana;

- palMOHANBHOCTH HCIIOJIB30BaHHBIX MIPUEMOB U CHOCOOOB peIICHUs
MOCTaBJICHHON y4eOHOH 3a/1auu;

- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTepuana;

-  PalMOHAIBHOCTh HCIONB30BaHUS BpPEMEHH,
3aJlaHue

OTBCACHHOI'O Ha

Cobeceno
BaHHE

CobecenoBanue TPEAIIOIaraeT OPraHu3aIuio Oecenbl MPEnoIaBaTes
CO CTYJICHTaMH TI0 BOTIPOCaM MPAaKTUIECKOTO 3aHATHS C IENbIo Ooiee
OOCTOSITEIBHOTO BBISIBIICHUSI UX 3HAHWH TI0 ONPE/ICICHHOMY pa3Jeny,
TeMe, podIeMe H T.I1.

TexHomorus
co3IaHus 1
YIIPaBICHIS
KIUEHTCKOU

Cobeceno
BaHHE

CobecenoBanure TIPEAIIOIaraeT OPraHu3aIuio Oecenbl MPEnoIaBaTeIs
CO CTYJICHTaMH TI0 BOTIPOCaM MPAaKTUIECKOTO 3aHATHS C IENbIo Oosee
OOCTOSITEIBHOTO BBISBIICHUS UX 3HAHWH TI0 ONPE/ICICHHOMY pa3Jeny,
TeMe, mpodIeMe u T.IT.
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bazoi Onpoc

VYeTHBIE OMpocC MOKET NPUMEHATHCS B Pa3iMyHBIX  (QopMax:
(poHTaNbHBIN, WHAWBUAYaAIbHBIA, KOMOMHUpPOBaHHBIH. OCHOBHBIE
Ka4yecTBa yCTHOTO OTBETA MOJJIEXKAILETO OLEHKE:

- IPaBWJIBHOCTH OTBETA 110 COAEP)KAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATEIBHOCTh OTBETA;

- JIOTHKA U3JI0KEHUS MaTepuana;

- palMOHANBHOCThH HCIIOJB30BaHHBIX MIPUEMOB U CIOCOOOB peIICHUS
MOCTaBJICHHON y4eOHOH 3a/1auu;

- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;

- HCIIOJIb30BaHME JTOTIOJIHUTEIBHOTO MaTepuana;

-  palMOHAIBHOCTh HCIOJNB30BAHHUA BpPEMEHH, OTBEJEHHOTO Ha
3aJlaHue

TecTupoB

aHue(KOH

TPOJILHBI
i cpe3)

10

10 Gamma — cTymeHT mpaBWIBHO OTBedaeT Ha 75-100% BompocoB B
TecTe

5 Ganya — CTyAeHT MpaBMIIbHO oTBedaeT Ha 50-74% BOMpoOCoB B TecTe
3 Gamy — CTy[EHT NMPaBWIBHO OTBedaeT Ha 25-50% BOMpOCOB B TeCTe.

1- menee 25% mpaBUIIBHBIX OTBETOB OAJIOB HE JaeT

Pemenne
CUTYaIlo
HHBIX
3a7a4

10

10 6anya — CTyAEHT BBITOIHIII paboTy 03 OmmOOoOK U HEAOUCTOB;

9-8 Gamma — CTYIEHT BBITIONHUI PabOTy, HOMYCTHUB OIMIMOKY W WU
HEJIOYET;

7-6 Oamna — CTYJEHT NPABWIHLHO BBIMONHII HE MEHEE IOJIOBUHBI
paboTHI WK TOMYCTHI He Oojiee IBYX IpyOBIX OMHOOK, WIH HE Ooliee
OITHOM TPyOO# M OxHOM HETpyOO¥ OMMOKM W OMHOTO HEAOoYeTa, WIIN
He Ooyiee IBYX-TpeX HETpyOBIX OIMWOOK, WM OXHOW HETpyOoit
OMMOKK W TPeX HEJ0YETOB, WM MPH OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYHN YETHIPEX-TISTH HEIOYECTOB.

5-1 Gamnma — CTYOEHT NpPaBWIBHO BBINOMHHUI MEHEE TOJIOBUHBI
paboThIL, TOMYCTHI HECKOIBKO HEIOYETOB

5. IIpemMuansHBIC OaITHI

20

- 32 TIPOEKT, BBHINIOJNHEHHBIA 10 3aka3ly paboromarens W
peann30BaHHEIN Ha MpaKkTHKE — 15 6aios;

- TIOJTHOCTBIO TIOJITOTOBJICHHAS K ITyOJIMKAIIMH CTAThsl MO0 TEMaTHKE B
paMKax JUCIUIUTHHEI — 10 6auios;

- mobema B MEKPETHOHATLHOM omummuazae — 15 6aios;

- y4acThe € JOKJIaJJOM BO BCEPOCCHUMCKOW OJMMIIMAJIE M0 TEMaTHKe
M3y4aeMoOM TUCITUTIINHE — 15 6aios;

- MmyONWKamusi CTaThMl 10 TEMaTUKE W3y4aeMOW IUCIHILIAHBI B
COOpPHHMKE CTyACHUECKMX paboT / MaTepuaigax BCEPOCCHICKOM
koH(pepeHiuy / xypHaie u3 nepeuns BAK —5/15/20

6. |MuauBHyanbHbIC 33/1aHUS,
C TMIOMOIIIBI0 KOTOPBIX
MOXKHO HaOparhb
JIOTIOJTHUTEINTLHBIC OaJlTbI

70

CryneHT wWMeeT BO3MOXKHOCTh HaOparh Oauiel 3a  ceMecTp,
MPeJOCTaBUB  BO  BpeMs  NPOMEXKYTOUYHOW  aTTeCTallii  Bce
BBITTOJTHEHHBIC 33J[aHUS, B T.4. TI0 KOHTPOJIBHBIM CPE3aM

7. Hroro 3a cemecTp

100

HroroBass omeHka mo »Sk3aMeHy BbicTaBisiercs B 100-OammpHON 1IKajge W B TPATUIIMOHHOMN

yeThlpexOauibHOM  mikane. IlepeBon

100-6amapHOM  PEUTHHTOBOM OIEHKH 10 JUCIUIUIMHE B

TPAAULIMOHHYIO YEThIPEXOaJUIbHYIO OCYLIECTBIISIETCS CIEIYIOIINM 00pa3oMm:

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
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Onpoc

Tema 1. Ponp KIIMEHTCKOTO cepBUCa B JEATEIbHOCTH KOMITAHUHT
1. Cepa ycayr B 0OLIECTBEHHOM Pa3JelIeHUH TPYy/a.
2. ®yuknuu chepsl yCIyT.
3.IlonsTue "ycmyra".
5.0co0eHHOCTH PBIHKA YCITYT.
6.CocTtaB oTpacineit cepsl yCIyr.
7.Cdepa ycnyr u popMUpOBaHHE ITOCTUHTYCTPHAIBHOTO O0IIECTRA.
8. dakTopbI pa3BUTHS CPEPhI YCIIYT.

Tema 2. BHenpeHue cucTeMbl yIpaBleHHs KaUeCTBEHHBIM CEPBUCOM M YIPaBiIeHHE KaYeCTBOM CEPBUCHOTO

MOBEACHUS COTPYIHUKOB

1. Muccust KOMIIaHUU, OKa3bIBAIOIIECH KIMEHTCKUM CEPBUC

2. Ilonsitue "BHYTpEHHETO KJIMEHTA" B KOMITAHHH.

3. CBsI3b KauecTBa cepBHCa U yIPaBICHUS BHYTPEHHUMU KIIMEHTCKMMH OTHOIIEHUSMHU

4. Ponb nupekropa 1o KIMEHTCKOMY CEPBHUCY B CTPYKTYpPE KOMITAHUH

5. IlonmHOMOUHSA, OTBETCTBEHHOCTD U I1OKA3aTEJIN YCIECIIHON AEATEIbHOCTH AUPEKTOPa 110
KJIINEHTCKOMY CEPBHUCY

6. [InannpoBaHue NEATENIBHOCTH CEPBUC-AUPEKTOPA

7. Cuctema KOHTPOJIA ISl AMPEKTOPA MO KIIMEHTCKOMY CEPBHUCY

8. JIBa moaxo/1a K BHEAPEHUIO KaU€CTBEHHOI'O CEPBUCA

9. HeoOxonumble ycroBUsl BHEIPEHHS KAYECTBEHHOTO CEpBHUCA

10. YnpaBnenue MOTUBaLIMEN COTPYIHUKOB KaK KOMIIETEHIIHS TUPEKTOPA 110 KIMEHTCKOMY CEPBHUCY

Tema 3. [lorpedurenbekas 0OsIIbHOCTD. [IpuBIieueHue U ynepkaHue KIUeHTOB
. [lokxa3zaTeinp JOANBHOCTH KIUCHTOB.
. Koappumment Texyuectu KIueHTOB.
. BOBI€YEHHOCTD KIIMEHTOB.
. IloHsiTHE MOTPEOUTENHCKOH JIOSITLHOCTH.
. Bunel nosnpHOCTH. I3MEpeHne T0AIBHOCTH.
. Mcrionb3oBaHue JOAIBHOCTY AJIs OIIPEEIICHUS [TOTCHIAIA PhIHKA.
. OMOIIMOHAJIbHAS ¥ PAllMOHAJIbHAS COCTABIIAIOIINE JIOSUIBHOCTH. UTO X04eT MOKYyNaTeNb.

0 I N W bW

. BnusiHue GaxTopoB y10BIETBOPEHHOCTH M BOBJICUEHHOCTH Ha MPOIOJKUTEIBHOCTh OTHOILICHHH C
kineHToM. OLleHKa ypOBHS KIIMEHTOOPUEHTUPOBAHHOCTH KOMITAHUH.

9. KnmneHTOOpueHTUPOBAaHHOCTh KaK KOHKYPEHTHOE NIPEUMYLIECTBO KOMITAHUH.
10. PerpocnektuBa cuctemsl SP .

Tema 4. TexHomorus co3Manus U yIPaBICHUS KIUSHTCKOW 0a3oi

1. BHepeHue cucTeMbl yIpaBlIeHHs CEPBHCOM Ha YPOBHE OTJIEIBHOTO OM3HEC-TIpoIiecca U Ha YpOBHE
CHUCTEMBI.

2. ®akTophl, BAUAIONINE HA TOCTOSIHCTBO KIHEHTA.

3. YpaBneHue )KU3HEHHBIM I[IUKJIOM KJIMEHTA.

4. OcHOBHBIE ITOKA3aTENN KaueCcTBa yAEepKaHUsI KIINEHTOB.
5. IlousiTHE MOKU3HEHHOM IIEHHOCTHU KJIMEHTA.

6. Metox pacyera npuOBUTBHOCTH KITUECHTA.

7. AHanu3 CTaTUCTUKU MPOJAXK JUIsl ONPENCIICHUS] TPUOPUTETHBIX HAIIPaBICHUN Pa3BUTHS KIIMEHTCKOM
0a3bl.
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8. Kak co31atp, pa3BUTh U OLICHUTH KIIMEHTOOPUEHTUPOBAHHOCTD: 15 npaBui
KJIMEHTOOPUEHTUPOBAHHOCTH.

9. Onpenenenre KIMEHTOOPUEHTUPOBAHHOTO ¥ KaUECTBEHHOIO CEpPBUCA.

10. BuyTpennuii PR.

IIpe3enTanus

Tema 3. TTorpeOuTenbckas T0sUIbHOCTD. [IpuBIeUeHNE U yaep)KaHUE KJIUECHTOB
CocraBuTh npe3eHTalMo Ta TeMy « COBpEMEHHBIN CEPBUC B KOMMEPLIUN». 3aJaHUE

MIpEAroaraeT aHajiu3 OJHON U3 COBPEMEHHBIX KOMITAHUN C PACKPBITHEM BCEX 0COOCHHOCTEH
oOcmy>)kKMBaHMS TIOTPEOUTENEH B Iporiecce mpoaku Topapay. [Ipesentamnus cocrout u3 10-15 cnaiiaos.

Pemenue CUTYallMOHHBIX 3a1a4

Tema 1. Ponp KJIMEHTCKOTO cepBUCa B AESATEIBHOCTH KOMIIAHUH
1. Ilokynarenbckue NpeTeH3uH B chepe OTEUECTBEHHBIX YCIyT.
2. OcOOGEHHOCTH pelIeHHUs] BOIPOCOB C BO3PAKEHUSIMU MOTpedUTenen

CobecenoBanue

Tema 1. Ponp KJIMEHTCKOTO cepBHCa B AESATEIBHOCTH KOMIIAHUH
1. ITonsaTHEe 00 ycayre U CEpBUCHOM IESITEIBHOCTH.
2. Ciepa ycnyr B 0OLIECTBEHHOM Pa3JEIIEHUH TPY/a.
3. Oyukum# chepsl yCIyT.
4.Ilonstue "ycmyra".
5.0co0eHHOCTH PBIHKA YCITYT.
6.CocTaB oTpacineit cepsl yCIyr.

Tema 2. BHenpeHue cucTeMbl yIpaBleHNs KaUeCTBEHHBIM CEPBUCOM M YIPaBiIeHHE KaYeCTBOM CEPBUCHOIO
MOBEJICHUS] COTPYIHUKOB

1.ComnocTaBbTe JKU3HEHHBIN LIUKJI yCIIyTry U ToBapa. IloscHure pasnuuus.

2. ITonOepuTe TOBApHI U YCIIYyTH, IUKI KOTOPBIX OAMHAKOB.

3. IloxGepuTte mpUMepHl TOBAPOB U COMTYTCTBYIOLIUX YCIYT B 00IaCTH rOCy1apCTBEHHOTO
YIPaBIEHUS, KOMMEPYECKON AEATEIbHOCTH, HCKYCCTBA.

Tema 4. TexHomorus CO3aHUS U YIPABICHUS KIUSHTCKOW 0a3oi
1. Ilponecc oOcmykuBaHUsI MOTPEOUTENEH CEPBUCHBIX KOMIUIEKCOB, €r0 OCHOBHBIE ()OPMBI, METOBI U
npaBuia 00CITy)KUBaHUS.
2. CoBpeMeHHbIE (POPMBI 00CTY)KUBaHUS MTOTPEOUTENIEH YCIyT.
3. OcHOBHBIE THUIIBI CEPBUCHBIX MOCPEIHUKOB, IOCPEIHINYECKUE U IOCYTOBBIE YCITyTH.
3. [IpaBoBoe obecnieuenue cepbl o0cTykuBanus. JKanoObl U MPETEH3WU NOTPEOUTENCH, 3alUTa X TIPaB.

TecrupoBanue

Tema 2. BHenpeHue cucTeMbl yIpaBleHNs KaUeCTBEHHBIM CEPBUCOM M yIpaBiIeHHE KaYeCTBOM CEPBUCHOTO
MOBEJICHUS COTPYIHUKOB

1. K npodeccroHanbHbIM yCIIyraM OTHOCHT:
a) MHOKMHUPUHT, JIN3UHT, 00CTY>KUBaHHE U PEMOHT 000pYIOBaHUSI.
b) 6ankoBckHe, CTpaxoBble, (PUHAHCOBBIC, KOHCYIBTALMOHHBIC, PEKJIAMHbIE YCIYTH
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C) TeNEeBUACHUE, paino, 00pa3oBaHHe, KYIbTypa
2. Yciyra rocylapCTBEHHOTO CEpBHCA SIBIISIETCA:
a) HEIIPOU3BOACTBEHHOM, KOMMEPYECKOH, peaJbHON, CTaHAaPTU3UPOBAHHON
b) npon3BOACTBEHHON, KOMMEPYECKOM, peaTbHOM, TErHTUMHOMN
C) HEKOMMEPUECKOI, 00IIeCTBEHHOM, CTaHAAPTU3UPOBAHHOM, CIIOKHOM.
3. Yenyru, npuoOpeTaemble AJisl TUYHOTO MOTPEOICHUS 3a CUET JIMYHBIX CPEICTB — 3TO:
a) JIEJIOBbIE YCIIYTH
b) HHCTUTYIHOHATIBHBIC YCIYTH
C) MOTPEOUTENBCKUE YCIIYyTH

4. Cxema ompe/ieieHHs ToBapa Ha TPeX YPOBHSX: «3aMbICIIa», «PEAIbHOTO UCIIOIHEHUS» U «IIOAKPETIIICHUS
ornucal:

a) T. JleBut

b) ®.Kotnep

c¢) Hdyrmac Hopt

5. KonTaktHas 30Ha — 3TO:

a. Jlro6oe MecTo, rae Nponu3BOIUTHCS yCayra

b. MecTo, riae yciryra MOXeT XpaHUThCS

c. OnpeneneHHOE MECTO KOHTAKTa KIIMEHTa U COTPYAHUKA CEPBUCHOMN Cepbl.
6. KoHTakTHOM 30HOI MOXET CUUTATHCSA:

a. Crolika aAMUHHUCTpATOpa B TOCTUHHUILIE

b. Llex mo peMOHTY 0060pyIOBaHHS

c. CrpoutenbHas momaaKa

d. ToproBas 1uiomIaka HHTEPHET-Mara3uHa

7. KoHTaKTHOM 30HOM HE SIBIISIETCS:

a. 30Ha peMOHTa OBITOBOM TEXHUKHU

b. PabGouee mecTo mapukmaxepa

c. Pabouee mecTo cTomaronora

d. PaboTa nmxeHepa 1o Hamaake 000pyIOBaHHMS.

8 Kakoro Tumna JM4YHOCTU HE CYIIECTBYET:

a) Kpyr;

b) pom0;

C) 3UT3ar;

d) xBagpar;

€) TPEyToJbHUK.

9. Mopgens «servuction» oTodpaxkaer...

a) cTeneHb KOHTAKTa IPOU3BOAUTENS U MOTPEOUTENS YCIYTH;
b) MaHepy KOHTaKTa MPOU3BOAUTENS U MOTPEOUTENS YCITyTH;
C) BpeMsi KOHTaKTa MIPOU3BOAUTENS U MOTPEOUTENS yCIyTH;
d) moNe3HOCTh KOHTAKTa IPOU3BOAUTENS U TOTPEOUTENS YCIYTH.
10. ITorpeOHOCTH B yciayrax, o0ecredeHHas HaTMYHBIMU JIEHE)KHBIMU CPEICTBAMU HACEJICHHUS, -
3TO:

a. KoHBIOHKTYpa phIHKA

b. DnacTuyHOCTH crpoca

c. [ImarexecnocoOHbIN CIIPOC

d. CnenManu3upoBaHHBINA CIPOC.

4.3 TIpomexxyTouHasi aTTecTalus 1Mo AUCIHUILTNHE IPOBOAUTCS B OopMeE IK3aMeHa

Tunosbie Bonpockl 3k3amena (YK-6, OIIK-1)



1. CoBpeMeHHBII KIMEHTCKHIA CEPBUC KaK (popMa yIOBIETBOPEHHS MOTPEOHOCTEH UeIoBeKa.
VYipasieHue IpeTeH3ussMU KIMECHTA.

[TonsTHE 06 ycnmyre U CepBUCHOMN EATEIbHOCTH.

Cdepa ycnyr B 001I€CTBEHHOM pa3IeiICHUH TPYy/a.

@Oyukiun chepst yeryr. [lonstue "ycmyra'.

Oco00EHHOCTH PBIHKA YCITYT.

CocraB otpaciieit cepsl yCayr.

Cdepa ycnyr u popMupoBaHUE TOCTHHAYCTPHUATILHOTO OOIIECTBA.

NNk WD

DakTopsl pa3BUTHUS CHEPHI YCIYT.
Buenpenue cuctemsl ynpaBieHHUs KaY€CTBEHHBIM CEPBHCOM U YIIPaBJIEHUE KaYECTBOM CEPBUCHOTO
MOBE/IEHUSI COTPYIHUKOB.

10. BHenpenue kKaueCTBEHHOTO CEpBHUCA.

11. ®opmbl BHYTpEHHEH 1 BHEIIHEH OLIEHKU KauyecTBa OOCITY>KUBAaHHUS KIIMEHTOB.

12. ConocTaBbTe >KM3HEHHBIN UK YCIYyTH U ToBapa. [loscHuTe paznuuus.

13. TToxgGepuTe TOBApHI U YCIYTH, UK KOTOPHIX OJMHAKOB.

14. TlonbGepute mpuMepsl TOBAPOB M COMMYTCTBYIOMIMX YCIYT B 007aCTH TOCYIapCTBEHHOTO . YIIpaBJIeHUS,
KOMMEPYECKOH ESITENIBHOCTH, HCKYCCTBA.

16. Muccus KOMIIaHUH, OKa3bIBAIOIIEH KJIMEHTCKUM CEPBUC.

17. TlonsTue "BHYTpPEHHEIO KJIMEHTA" B KOMIIAHUH.

18. CBs3p KauecTBa cepBUCA U YIIPABICHUS BHYTPEHHUMU KJIMEHTCKUMU OTHOLIEHUSIMU.
19. Posp nqupekropa 1o KIMEHTCKOMY CEPBUCY B CTPYKTYpE KOMITAHUU.

20. TTomHOMOUMSI, OTBETCTBEHHOCTb U MOKA3aTENIN YCICIIHON EATEIIbHOCTH JUPEKTOPA IO
21. KJIMEHTCKOMY CEpPBHUCY.

22. IlnanupoBaHue OEATEIBHOCTH CEPBUC-AUPEKTOPA.

23. Cucrtema KOHTPOJIS U1 JUPEKTOPA MO KIIMEHTCKOMY CEPBHUCY.

24. JIBa moaxoaa K BHEAPEHUIO KaU€CTBEHHOIO CEpBHUCA.

25. HeoOxonumble yCI0BUS BHEIPEHUS KAYECTBEHHOTO CEPBHUCA.

26. YnpapieHue MOTUBAIIUEN COTPYAHUKOB KaK KOMIIETCHIIUSI TUPEKTOPA MO KIIMEHTCKOMY CEPBUCY.
27. Tlorpeburenbckas J0sIBbHOCTD. [IpuBIeueHne u yaepKaHue KIMEHTOB.

TunoBble 3axanus s dxk3amena (YK-6, OIIK-1)
1. Keiic-cumyayus:
CymecTByeT MHEHHUE, YTO IPUHUMAS PEIICHUE, KIIMEHT HE CIeAyeT KaKoH—ubo cxeme, a JiefiaeT BRIOOp
CIIy4alHo.
Bompocsr:
1.06ocHy#iTe poJb MCUXOJIOTUU CITY>KOBI cepBHCa BO B3aUMOOTHOIIEHUSIX C MOTPEOUTEIIMU TOCTUHUYHBIX
YCIIYT.
2.0npenenute BbIOOP M KIACCU(PUKALUIO CPEACTB pa3MEIIEHUS TOCTUHUYHOIO THIA: IO MECTy
pacmoiIoKeH!s, yPOBHIO, aCCOPTUMEHTY U CTOUMOCTH YCIIYT.
3.Ilepeuncnure mpodeccuoHanbHble M JUYHBIE KauecTBa INEpCcOoHasa CIy:KObl CepBHCA, MX BIHUSHHUE HA
perieHue nNoTpeOduTeNs B BELIOOPE CpeCTBA pa3MEIICHUS.

2. B mporiecce moATBEPKICHHUS COOTBETCTBHSI YCIYTH Pa3MEIICHUsT TPEOOBAHUSAM CUCTEMBI CePTU(DUKAIIH
IKCTIEPTHAsT KOMHCCHSI OTMETHJIAa B OOBEKTEe OOCIeNOBaHUS, YTO TOCTHHHIIA CI1a00 OPUEHTHPOBaHA Ha
kieHTa. OTCYTCTBYeT «OIOpO yCIIyr» W TPEUIOKEHHE TOTpeOHTeNel, W3JI0KEHHBIE B KHHUTE OT3BIBOB,
NoATBepAMIM  (DaKThI  PAa3NUYHBIX KOH(MIMKTOB MEXAYy TOTpEOWTENeM W UCIOJHUTENIEM YCIyT
(rocTuHULIEH).

3amanue

1.IlpokomeHTHpyiiTE:

a) MpaBwJIa MOBEJICHUS TIEPCOHAJIA TTPU 00CTY>KUBAHHUH MMOTPEOUTENICH
0) moBeIeHNEe AIMHUHUCTPATOPA KaK TPETHETO JIMIA B KOH(IIUKTE.
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2.060cHyiiTe KOHPIUKT, KaK MPUCYILYI0 OpraHU3aluid HEOOX0UMOCTb.

3. Cembs u3 6 4enmoBeK BhIOpasa Jisl CBOETO OT/AbIXa KYPOPTHYIO TOCTUHHILY «Mopckoi paity. JexypHblit
aJIMMHUCTPATOp NpEUIOKUIIa UM pa3MelleHue 4 — X 4YeJOBEK B HOMEpE Ha BTOPOM 3Taxe, a 2— X Ha —
niecToM sTaxke. Uepes HEKOTOpOe BpeMs OHU BHOBb OOpaTHIIMCh B CIIy:KOy MpHeMa M pa3MelleHus, T. K.
MPOKMBAHKUE HA Pa3HBIX 3Ta)KaX BbI3BAJIO HEKOTOPOE HEYAOOCTBO B OOIIEHUH UJIEHOB CEMbH.

3amanue

1./laliTe XapaKTepUCTUKY:

a) COBPEMEHHBIM METO/IaM YIIPABJICHUS PA3IMYHBIMU ONEPALIMOHHBIMU ITPOLIECCAMU B TOCTUHHUIIE;
0) xinaccupuKau HOMEpHOTo (POHIA TOCTUHHIIBI U MIPEAJIOKHUTH BAPUAHTHI Pa3MEIICHUS CEMbU;

2.Ilpoananu3upyiTe oneparmoHHBIA MPOIECC Pa3MEIIECHUs TOCTEH U 30H 00CITY)KMBaHUS B CIIY»KO€ ImprueMa
U pa3MelleHusl.

4.4. Illkana orieHMBaHMsI IPOMEXKYTOUYHOU aTTECTALIUU

Jeckpuntops! (ypoOBHI) — OCHOBHBIC PU3HAKKA OCBOCHUS (TIOKa3aTEIH

OneHka Kommnerenrim
TOCTYOKCHHSI pe3YJIbTaTa)

VK-6 JleMoHCTpHUpYeT NpOIEeCC  OpraHu3alud  OOCITYKHBaHUS
norpeduteneit. CnocobeH NPUHATUIO pelIeHus MpohecCHOHATBHBIX
3agad. B momHoM oObeMe BiageeT MPAaKTUYECKUMH HaBbIKAMH
COBPEMEHHBIX TEXHOJIOTMH TIpoliecca CepBUCA, OpraHU3aluu
TEXHOJIOTHYECKOTO nporecca c Ylyuerom TpeOoBaHUI
norpeouTeneit.q

«OTIIUYHO»
(85 - 100 Gamio) OIlIK-1 CBOOOIHO OPUEHTUPYETCS B OPraHU3AIMM TTPOIIecca 0OCTYKUBAHUS

noTpeduTenei. Cnocoben K MIPUHSATHIO pereHus
npodecCHOHANBHBIX  3a7ad. B momHOM  o0beMme  BlajeeT
MPAaKTUYECKIMH HABBIKAMH COBPEMEHHBIX TEXHOJOTH Iporecca
CepBHCa, OpPraHM3AlMU TEXHOJIOTHYECKOro Tpormecca ¢ fydeTrom
TpeboBanuii  morpeduTeneir.fHa Bompocel OTBEYaeT KpaTko,
apryMEHTHPOBAHO, YBEPEHHO, TI0 CYIIECTBY.Y

VK-6 Ha xopomem ypoBHE 3HAET MpOLIECC OpraHU3aIMH OOCTY)KHBAHHS
notpedureneii. CiocoOeH MPUHATHIO PEIICHHS MPOheCCHOHATBHBIX
3amad. BrmameeT  MpakTHMYECKUMH — HaBBIKAMH — COBPEMEHHBIX
TEXHOJIOTHI TpoIlecca CEpBHCA, OPraHHW3alUU TEXHOJIOTUYECKOTO
«XOPOIIIO» npouecca ¢ fyuerom TpeboBanuii norpedureneil.q

(70 - 84 baioB) OIIK-1 3HaeT TPOIECC OpraHMu3aluk  OOCIY)XKUBAaHHUS HOTPEOUTEINE.
CrnocobeH TNpUHATHIO perieHus MNpodecCHOHANbHBIX 3amad. B
BJIAJICCT MPAKTUYCCKMMH HaBBIKAMH COBPEMEHHBIX TEXHOJOTHMA
mporecca CepBHCa, OpraHW3alMd TEXHOJIOTHYECKOTO Mpolecca ¢
{lyueToM TpeboBaHMI1 MOTpeOUTENCH. |

VK-6 JlemoHCcTpupyeT  0a30BbIe  3HAHUS  IIpollecCa  OpraHU3AINH
oOciyxuBaHusi ToTpedutTeneil. MoxkeT NpUHHMATh pPELIECHUS
npodeccHuoHaIbHBIX 3a7ad. He B TONMHOW Mepe BlajeeT
MPAKTUUYECKUMH HaBBIKAMH COBPEMEHHBIX TEXHOJOTUH Ipolecca
cepBHCa, OpraHU3allMy TEXHOJOTHYECKOro mporecca ¢ Yyderom
«y/IOBJICTBOPHTEIILHO» TpeboBaHuil moTpeOuTeNen. |

(50 - 69 GamoB) OIIK-1 JleMOHCTpHpYeT ~ 0a30Bble  3HAHMA  HPOLECCA  OPraHU3ALMH
obciykuBaHua mnoTpedureneid. CrnocoOeH NPUHATHIO pPEUICHUs
npoeCCHOHANBHBIX 3a/ad. Biajgeer NpakTHYeCKMMH HaBBIKAMHU
COBPEMEHHBIX TEXHOJIOTMH TIpoliecca CepBUCA, OpraHU3aluu
TEXHOJIOTHYECKOTO nporecca c Ylyuerom TpeOoBaHUI
norpeOuTeneit.q
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YK-6 He Bnageer 3HaHMAMM U1 OpraHM3alMy IIpoLEecac OpraHU3alUU
oOciry>kuBaHMsa norpedureneif. He crnocoOeH NMpUHATHIO peleHHS
npodeccHoHaNBHBIX 3a7a4. He BinajgeeT mpakTUYeCKUMH HaBbIKAMH
COBPEMEHHBIX TEXHOJIOTMM IIpollecca CEepBHMCAa, OpraHU3ALUHU

TEXHOJIOTHYECKOTO nporecca c Ylyuerom TpeOoBaHUI
«HCYAOBJICTBOPUTCIILHO» o
norpeouTeneit.q
(menee 50 6amnoB) —
OIlIK-1 JlommyckaeT oOmMOKM NP TPUMEHEHWW 3HAHWUH  TIporecca
opranmzalu  oOciyxuBaHus — morpeburteneil.  VcmbiThiBaeT

3aTpyAHEHUS TPH pemeHun TpodeccHnoHambHBIX 3amad. He
OPHCHTUPYETCS B COBPEMEHHBIX TEXHOJOTHH TpoIlecca CEepBHCA,
nporiecca ¢ Jyderom TpeGoBaHU OTpeOUTENCH.

5. MeTonnueckue ykazaHus AJisl 00y4al0IUXCS 110 OCBOCHUIO M CHUILTHHBI (MOLYJIS)

5.1 MeTtoandeckue yka3aHus IO OPTaHU3aIlMN CaAMOCTOSTEIBHOM PabOThI 00YUYaIOIIUXCSI:

[Ipuctynas K W3y4eHUIO TUCIUILIMHBI, B MEPBYIO odepelb OO0ydaromuMmcsi HEOOXOAMMO O3HAKOMHUTHCS
comepx)aHueM paboueil mporpammbl nuctuiumHbl (PIT[]), xotopas ompexaenser coaepxaHue, o0beMm, a
TaKKe TMOPSAIOK U3YUCHHsI U MTPETIOAaBaHus yIeOHOM TUCIUILINHEL, €€ pa3/iena, YacTu.

J171 caMOCTOSTENbHOM paboThl BaXKHOE 3HaYEHHE UMEIOT pa3zeisl «O0beM U collepikaHne AUCIUTITMHBD),
«YuebHo-mMeTonyeckoe U nHGOpMAIIMOHHOE 0O0ecTieyeHre TUCIUIUIUHBD U «MaTepruaabHO-TEXHUYECKOe
obecrnieueHre JUCITUTUIMHBI, TpOrpaMMHOE obecreueHue, MpodecCHoHaIbHBIC Oa3bl TaHHBIX U
MH(OPMAIIMOHHBIE CTIPABOYHBIE CUCTEMBI».

B pazmene «O0beM u copepkaHHE AMCHUIUIMHBDY YKa3bIBAIOTCS BCE pas3leibl M TEMbl H3ydaeMoi
JTUCLMIUTMHBL, @ TAK)KE BUJIbI 3aHATHI U TUTAHUPYEMBI 00BEM B aKaJIeMUYECKHUX Yacax.

B pasgene «YdeOHO-meTomumueckoe U HH(POpMaLMOHHOE oOecleueHrne AMCHUIUIMHBDY — yKazaHa
pEKOMeH1yeMasi OCHOBHAsS U JOTIOJIHUTENbHAS JINTEpaTypa.

B paznmene «MarepuanbHO-TeXHUYECKOE OOeCIeueHue TUCIHUILIMHBL, TMPOrpaMMHOE oOecreueHue,
npodeccuoHanbHble 0a3bl JaHHBIX U HWH(GOPMAIMOHHBIE CIPAaBOYHBIE CHCTEMBD» COACPKHUTCS IEepeueHb
npodeccruoHanbHbIX 0a3 JaHHBIX U MHPOPMALIMOHHBIX CIIPABOYHBIX CHCTEM, HEOOXOIUMBIX AJII OCBOCHHUS
JUCLUTIINHBL.

5.2 PexomeHnanuu o0y4aronumMcs o padore ¢ TEOPeTUYeCKUMU MaTepuaiaMy Mo TUCIUIUINHE

[Tpu u3ydeHnn 1 mpopadbOTKe TEOPETUICCKOTO MaTepraia HeOOXOaUMO:

- IPOCMOTPETH €I1I€ pa3 npe3eHTaruo Jekuuu B cuicteMe MOODLe, moBTOpUTh 3aKOHCIIEKTUPOBAHHBIN HA
JIEKIIMOHHOM 3aHSATUM MarepuaJl M JAONOJHHUTh €ro € Y4YEeTOM PEKOMEHJIOBAHHOM JOMOIHUTEIbHOU
JIUTEPaTypBhl;

- IPY CAMOCTOSITEIbHOM M3yUYE€HUU TEOPETUYECKOM TEMBbI CIENaTh KOHCIIEKT, UCIIOJIb3Ysl PEKOMEHIOBAHHbBIE
B PI1/] ucrounuku, npodeccuoHaIbHbIE 0a3bl TaHHBIX U HHPOPMAIIMOHHBIC CIIPABOYHBIC CHCTEMBI:

- OTBETHTbH Ha BOMPOCHI IS CAMOCTOSATEIHHON padoThI, IO TeMe MpeCTaBIeHHbIe B myHKTe 3.2 PI1]I.

- TIPH MIOAATOTOBKE K TEKYLIEMY KOHTPOJIIO UCIIOIb30BaTh MaTepuaibl (poHna oneHouHbix cpeacts (POC).
5.3 Pexomennamuu 1o pabote ¢ Hay4HOU U y4eOHOM uTepaTypoit

PaGota ¢ OCHOBHOM M JOTOJHUTEIBHOW JIUTEPATYpPOH SIBISICTCS TIJIaBHOM (OPMON CaMOCTOSTEIBHOU
paboThl U HeoOXoAMMa MPU TMOATOTOBKE K YCTHOMY OMNPOCY Ha CEMUHApCKUX 3aHATHAX, K Jebaram,
TECTUPOBaHHUIO, SK3aMeHy. OHa BKIIIOYAeT NMPOpPadOTKy JIEKIIMOHHOTO Marepuaja U PEKOMEHIOBAaHHBIX
HMCTOYHUKOB U JINTEPATYPHI 10 TEMATUKE JICKLIUN.

Koncnekr nekuuu 1omkeH coaepxarb pedepaTuBHyI0 3alIMCh OCHOBHBIX BOIIPOCOB JIEKIIMH, B TOM YHCIIE C
onopoii Ha pasMemnieHHbie B cucteMe MOODLe mpe3eHTany, OCHOBHBIX MCTOYHUKOB W JIUTEPATYPbl IO
TeMaM, BBIBOJIbI MO KaKAOMY Bompocy. KoHCIEKT MoXeT ObITh BBHIMOJIHEH B paMKaX pacleyaTKd BbLAAYH
MIPE3CHTAIMI JIEKIIMI WKW B OTAEIBbHOW TeTpanu mo mpeamery. OH JOKEH OBITh aKKypaTHBIM, XOPOIIO
YUTAeMbIM, HE COJIEPKaTh HE OTHOCALIYIOCS K TeMe HH(OPMAIIMIO UIH PUCYHKH.



KoHcnieKkThl HayyHOW JHUTEparypbl NMPU CaMOCTOSATENBbHOM IOATOTOBKE K 3aHATHUAM JOJDKHBI COJEPIKaTh
OTBE€ThI Ha Ka)KI[BIﬁ IOCTaBJICHHBII B TEME BOIIPOC, HUMCTL CCBUIKY Ha HWCTOYHHUK I/IH(bOpMaI_[I/II/I C
00s13aTeNbHBIM YKa3aHUEM aBTOpAa, HAa3BaHMS W TOJa HW3AAHUS HUCIOJIb3YeMOH HaydyHOW JHMTEpaTyphl.
Koucmexkt moxer 6I>ITB OIMOPHBIM (COI[ep)KaTB JIUIIIb OCHOBHBIC KIIFOYEBLIC HOSI/II_II/II/I), HO TIpU 3TOM
MO3BOJISIIOIIMM  JIaTh TIOJIHBIA OTBET IO BOINPOCY, MOXET ObITh MOAPOOHBIM. OO0bEeM KOHCHEKTa
OMpeaAciACTCa CaMUM CTYACHTOM.

B nporecce paboThl ¢ OCHOBHOM W JOTIOTHUTEIIBHON JTUTEPATYPOH CTYICHT MOXKET:

- JCJIaTb 3alluCu IO XOAYy UYTCHUA B BHUAC MPOCTOr0 WJIMW PAa3BCPHYTOIO IJIaHA (COB,Z[aBaTI: MEpCUCHb
OCHOBHBLIX BOITPOCOB, PACCMOTPCHHLBIX B I/ICTOLIHI/IKG);

- COCTaBJATH TE3HUCHl (LMTHpOBaHHE HauOoJee BAKHBIX MECT CTaTbu MJIM MOHOTpaduu, KOpPOTKOE
U3JI0KEHHE OCHOBHBIX MBICJIEH aBTOpA);

- TOTOBUTH aHHOTAIMH (KpaTKoe 000011IeHe OCHOBHBIX BOIIPOCOB PabOTHI);
- CO3/1aBaTh KOHCIIEKTHI (Pa3BEPHYTHIC TE3UCHI).
5.4. PexoMeHaIMK 10 IOATOTOBKE K OTAEIBHBIM 3a/IaHUSIM TEKYIETO KOHTPOJIS

CobecenoBanue MpennojaraeT OpraHu3aluio Oecelnpl MpernoAaBareist cO CTyAEHTaMH [0 BOIpOcam
MPAKTHYECKOTO 3aHATUS C LIEJbI0 Oojiee OOCTOATEIHHOTO BBISBICHHUS UX 3HAHUN MO OINpeneIeHHOMY
paszgeny, TeMme, mpobieme U T.I. Bce wieHbl Ipynmbl MOTYT Y4acTBOBaTh B OOCYXKIEHUU, J00aBIATH
nH(pOpMaIUIO, TUCKYTUPOBATh, 3a/1aBaTh BOIIPOCHI U T.1.

YCTHBIE OMpOC MOXKET TPUMEHATHCS B pas3audHbIX (Qopmax: (QpoHTaIbHBIN, WHIWBUIYAIBHBIN,
KOMOMHUPOBaHHBIA. OCHOBHBIE KaUY€CTBA YCTHOTO OTBETA MOJIJIEKAIIETO OI[CHKE:

- IPaBUJILHOCTH OTBETA IO CO/IEPIKAHUIO;

- IOJIHOTA U TITyOWHA OTBETA;

- CO3HATENIbHOCTh OTBETA;

- IOTUKa U3JI0KECHUS MaTepuaa;

- PalMOHAJILHOCTh UCIIOJIb30BaHHBIX PUEMOB U CTIOCOOOB PEIlIeHUs TOCTABIEHHON yueOHO! 3a1auu;

- CBOEBPEMEHHOCTh U A((HEKTUBHOCTH UCIIOIB30BAHMS HATMISIHBIX MOCOOM U TEXHUYECKUX CPEACTB MPHU
OTBETE;

- HCTIOJIb30BaHMUE JIOMOTHUTEIILHOTO MaTepuarna;

- palMoOHAJIbLHOCTD HUCIIOIB30BAaHUSI BPEMEHU, OTBEJICHHOTO Ha 3a/1aHue.

YCTHBIM OIIPOC MOXKET CONPOBOXKAATHCS IMPE3ECHTALUEH, KOTOpas IMOATOTaBIMBACTCA IO OAHOMY U3
BOIPOCOB MPAKTUYECKOTO 3aHATH. [Ipy BBICTYIUICHHH C MPE3eHTalMell HeoOX0MuMOo oOpaIiaTe BHUMAaHHE
HA TaKWe MOMEHTHI KaK:

- colep)KaHUE TPE3CHTALMU: aKTyalbHOCTh TEMbI, MOJIHOTA €€ PACKPBITHSA, CMBICIOBOE COMAEp)KaHUE,
COOTBETCTBHE 3asBJICHHOM TEMbI COJIEP)KaHNIO0, COOTBETCTBHE METOAUYECKUM TPEeOOBAHUAM (LIETTU. CCHUIKU
Ha PECYpChl. COOTBETCTBHUE COACpPKAHUS U JIMTEPATyphl), MpaKTUUeCKas HaNpaBIeHHOCTb, COOTBETCTBUE
cofiepaHusl 3asBICHHON QopMe, aJleKBaTHOCTh UCIOIb30BAHUS TEXHUYECKUX CPEACTB YUeOHBIM 3ajlauaM,
MOCJIEZIOBATENBHOCTD U JIOTUYHOCTD MPE3EHTYEMOT0 MaTepuara;

- odopMiieHHE TMpe3eHTAlMU: O00bheM (ONMTHUMaTbHOE KOJWYECTBO), AW3alH (YUTAEMOCTh, HAJIMYHE U
COOTBETCTBHE TpaUKd U aHUMAIMH, 3ByKOBO€ OQOpMIIEHHE, CTPYKTypUpOBaHHE UHOpMAINH,
COOTBETCTBHE 3asBICHHBIM TpPEOOBAaHUSM), OPUTHHAIBHOCTH O(OPMIIEHUS, SCTETHKA, HCIIOJIb30BaHUE
BO3MOXKHOCTH MPOTPAMMHOM CpPeIbl, COOTBETCTBHE CTaHIAapTaM o(pOpMIICHUS;

- TMYHOCTHBIE KaueCTBa: OPATOPCKUE CIIOCOOHOCTH. COOMIOIEHUE PErIaMeHTa, SMOIIMOHATIBHOCTh, YMEHUE
OTBETUTH Ha BOIIPOCHI, CUCTEMaTU3UpPOBaHHbIE, INTyOOKKE U MOIHbIE 3HAHUS 110 BCEM pa3jiesaM MporpaMMmbl:
- coiep)aHWe BBICTYIUICHHUS: JIOTUYHOCTh H3JI0KEHHUS Marepualia, PacKpbITUE TEMBbI, JIOCTYIHOCTh
uznoxkenus, d3PpdextuBHoCcTh npuMeHeHus cpeacts HWKT, cmocoObl u  yciaoBHs —JIOCTHXKEHHUS
pPEe3yNBbTaTUBHOCTH W 3(P(EKTUBHOCTH U1l BBIMOJHEHHS 3a/1a4 CBOeH MpOo(eCCHOHAIBHONW WM Y4eOHOU
NeSITeNIbHOCTH, JI0Ka3aTeJIbHOCTh MPUHUMAEMbIX PEIICHUM, YMEHHE apryMEHTHPOBATh CBOM 3aKIIIOYCHMUS,
BBIBO/IB.

6. YueOHO-MeToAUYecKOe U MHPOPMALIMOHHOE 00ecnieYeHue TUCIHIINHBI

6.1 OcHOBHas nuTEpaTypa:
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1. Epmakosa E. E. KomMyHHKaTHBHBIE TEXHOJIOTHH B cepBHce : yueOHoe mocodue. - Tiomenb: TiomeHckuii
rocynapcTBeHHbI yHuBepcutet, 2016. - 424 c. - Tekct : snektponHbii // OBC «YHUBepcuTeTCKas
oubnuoteka onmaitly» [caidt]. - URL: http://biblioclub.ru/index.php?page=book&id=572263

2. Pynenxo, JI. JI. CepBucHas neaTeqbHOCTD : yueOHOoe mocobue. - Bech Cpok OXpaHbI aBTOPCKOTO IMPaBa;
CepBuchHas pestenbHOCTh. - MockBa: JlamkoB u K, Ai [Iu Op Memma, 2019. - 208 c. - Tekcrt :
anekTpoHHbii // [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/83149.html

6.2 JlonosHUTENBHAS IUTEpPATYpA:

1. Xoasuno [I. C. KiiueHTckuii cepBuc Kak (hakTop KOHKYPEHTOCIIOCOOHOCTH CTPAaXOBOW KOMITAHUH: PO U
OIICHKA : BBIITYCKHAsI KBaTU(UKAIIMOHHAs paboTa (Maructepckas auccepramus). - Upkyrtcek, 2017. - 84 ¢. -
Texkct : oanmektponnbii // OBC «YHuBepcuterckas Oubnmoreka ownnaiie» [cait]. - URL:
http://biblioclub.ru/index.php?page=book&i1d=462899

2. Manbmmna, H. A. MeHemKMeHT B cepBHce : yueOHoe mocobue as O6akanaBpoB. - Bech Cpok oxpaHbl
aBTOpCKOTro npaBa; MeHemxkMmeHT B cepBuce. - Mocksa: JlamkoB u K, Ait [Iu Op Menua, 2019. - 252 c. -
Texct : anexrponssiii / [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/83144.html

3. UepnukoB B. I. Metoapl HaydHBIX HccaenoBaHuid B cdepe cepBrca : YueOHOe mocoOue Jjisi By3OB. -
HCIIp. | J0IT; 2-¢ u31.. - Mocksa: IOpaitt, 2020. - 194 c. - Teker : anexrponnsrii // DBC «FOPAUT» [caiir]. -
URL: https://urait.ru/bcode/457369

4. Tlamuua A.W. Meronuka cerofHsi: ¥ HayKa M CEpPBUC : [OCOOME CHEIUATUCTY Ha KaKIbl JCHB]. -
Mockasa: JIu6ep-/lom, 2017. - 191 c.

5. Motsimuna M. C., bonbiiakos A. C., Muxaiinos B. 1. MeHemXMeHT B COIIMaIbHO-KYJIETYPHOM CEPBUCE
U TypusMme : Y4eOHHK Ui By30B. - HCIp. U Aom; 2-¢ u3l.. - Mocksa: Opaiit, 2021. - 282 c. - Teker :
snextpouHsiii // DBC «FOPAWT [caiit]. - URL: https://urait.ru/bcode/475046

6. Moteimmuaa M. C., bonbsmakoB A. C., MuxaiisioB B. 1. MeHeI>)KMEHT B COLIMATIbHO-KYJIBTYPHOM CEPBUCE

U TypusMe : YUeOHUK JIs BY30B. - UCIp. U A0, 2-¢ u3d.. - Mocksa: FOpait, 2020. - 282 c. - TekcT :
anekTponHbi // OBC «FOPAUT» [caiit]. - URL: https://urait.ru/bcode/456053

7. Hazapkuna, B. A., Bnagsikuna, FO. O., lrteiinronsn, b. M. CepBucHas nesrenbHOCTb. [IpakTukym :
yduebHoe nmocobue. - 2025-02-05; CepBucHas nearenbHoCcTh. [Ipaktukym. - HoBocubupck: HoBocubupckuit
roCyJIapCTBEHHBIN TexHn4deckuii yausepeuret, 2014. - 100 c. - Tekct : anekrponnsiii / IPR BOOKS [caiT].
- URL: http://www.iprbookshop.ru/45014.html

6.3 VHbIe NCTOUHMKMU:

1. CaiiT TamOOBCKOTO rOCyIapCTBEHHOTO yHHBepcHuTeTa http://tsutmb.ru - http://tsutmb.ru

2. CnpaBouno-npaBoBas cuctrema Koncynwsrant [Lmroc http://www.consultant.ru - http://www.consultant.ru
3. Bompocsl o6pazoBanus - http://www.ecsocman.edu.ru/vo

4. Enmucee Bb.Il. CoBpeMeHHBINI YHUBEPCUTET B NPOCTPAHCTBE MpOTHBOpeuuil. [IpobmeMbl m myTH HX
peweHus [OnekTpoHHbI pecypc].— Mockpa: [amkoB u K, 2018.— 274 c.— Pexum pocrymna:
http://www.iprbookshop.ru/85447 . html.— 3BC «IPRbooksy - http://www.iprbookshop.ru/85447.html.

7. MatepuaibHO-TEXHMYECKOe o0ecnevyeHue TUCIHUILINHBL, IPOrpaMMHoOe obecneyeHue,
npogeccnoHabHbIe 0a3bl JaHHBIX U HHPOPMALIMOHHBIE CIIPABOYHbIE CHCTEMbI

Jlng mnpoBeneHus 3aHATHM MO JUCHUIUIMHE HEOOXOIUMO CIIeAyIollee MaTepuaibHO-TEXHUYECKOe
oOecrieueHue: ydeOHble ayqUTOPUM [AJs TMPOBENCHUS 3aHATHH JIEKIIMOHHOTO M CEMUHApCKOro THIIA,
TPYNIOBBIX W WHAMBHUIYaJIbHBIX KOHCYJIbTALMM, TEKYLIEr0 KOHTPOJS U MPOMEKYTOUHOM aTTecTaluw,
MTOMEIIEHUS 111 CAMOCTOSITENIbHON paboThlI.

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

[TomerieHus U1 CaMOCTOSATENILHONW paOOTHl YKOMIUIEKTOBAHbBI KOMITBIOTEPHON TEXHUKOH C BO3MOXKHOCTBIO
MTOAKITFOYEHHUS K CceTH "Unrepuet" 51 obecrieueHneM JI0CTyIa B AIIEKTPOHHYO
MH(POPMALIMOHHO-00pa30BaTEIbHYIO CPEAYy YHUBEPCUTETA.
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Jlnst mpoBeeHusl 3aHATHI JIEKIIMOHHOTO THIIAa UCTIONB3YIOTCS HA0OPBI IEMOHCTPAILIMOHHOTO 000PYI0BaHUS,
o0ecreYnBaroIe TEMaTHYEeCKHE WILTIOCTPAIH (TIPOEKTOP, HOYTOYK, SKpaH/ MHTEPaKTUBHAS JOCKA).

Jlunien3nonHoe U cBOOOJHO paclpoCTpaHsIeMOe MPOrpaMMHOE 0OecTiedeHHE:
OneKTpOoHHBIN nepuoanyeckuii cupaBoyHuk "Cucrema TAPAHT"
Omneparmonnas cuctema Microsoft Windows XP SP3

- JIunensust Ne42574186 ot 10.08.2007

Omneparmonnas cuctema Linux Alt 8.1 O6pa3zoBanue

Onepanuonnas cucrema "Ansr O6pazoBanue"

Koncynperant [Intoc

[Tpodeccuonanpubie 6a3bl JaHHBIX U MH(POPMAITMOHHBIC CITIPABOYHBIE CUCTEMBI:

1. Odbunmaneupiii caiit Beepoccuiickoro meHTpa muzydeHus: odmectsennoro maeHus (BIIMOM). — URL:
https://wciom.ru

2. [Ipesunentckas 6udbnmmoreka umenu b.H. Ensiinna. — URL: https://www.prlib.ru
3. ®enepanbubiii mopran «Poccuiickoe oopazoanue». — URL: https:// www.edu.ru
4. OBC «YuuBepcurerckas Oubianoreka onnaitn» . — URL: http://www.biblioclub.ru
5. Dnekrponnas o6uonmuoreka TI'Y. — URL: https://elibrary.tsutmb.ru/

DJIeKTPOHHAsA HH(POPMALIMOHHO-00pa3oBaTe/ibHas cpeaa
https://auth.tsutmb.ru/authorize?response type=code&client id=moodle&state=xyz
BzanMoneiicTBue mpenomaBaTenss W CTY[JCHTa B Tpolecce OOyYeHHUs OCYHIECTBISIETCS MOCPEICTBOM
MYJIBTUMEIMHHBIX, THIIEPTEKCTOBBIX, CETEBBIX, TEICKOMMYHHUKAIIMOHHBIX TEXHOJIOTHUH, HUCHOJIB3YEMBIX B

ANIEKTPOHHOH HH()OPMAIIMOHHO-00Pa30BaTEIILHON CPEIe YHUBEPCHUTETA.

25



