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

IIK-1 CnocobGeH oOpraHu30BBIBaTH MPOIECC MPEAOCTABICHHUS YCIYTH C YYETOM CHeHupUKH padounx
MPOLIECCOB, KOHCTPYKTUBHBIX PEUICHUH 0OBEKTOB CepBUCa U KIMEHTOOPUEHTHUPOBAHHBIX TEXHOJIOTHIA

ITK-6 Crioco0GeH opraHn30BaTh KOHTAKTHYIO 30HY JJIsi 00CITy>)KHBaHUS TOTpeOUTEICH

1.2 Tumel 3aga4 npogecCHOHANBHOU NEeATeNbHOCTH, K KOTOPBIM TOTOBSTCS OOydYaroluecsi B pamMKax
OCBOCHUS JUCLUIIIIUHBI:

- OpPraHU3alMOHHO-YIIPaBICHUYECKUN
- CEPBUCHBIN

1.3 JucuurniauHa OpHEHTHPOBAaHA HA MOATOTOBKY OOydYaromuxcs K MpodeCCHOHAIBLHON JesSTEIhHOCTH B
chepe: 40 CkBo3HbIE BUIBI TPO(DECCHOHAITBHON IEATEILHOCTH B IPOMBIIIJIEHHOCTH (B cepe opraHu3aiuu
U YNpaBieHUs MPOILIECCAMH TMOCTIPOAAKHOTO OOCTY>KMBAHUS MPOMBIIUICHHON MNPOAYKIUH Pa3InYHOrO

Ha3HAYEHUS U CEPBUCHOM MOJIEPIKKHU €€ TIOTPEOUTEINECH )

1.4 B pesynbrare 0CBOCHHSI TUCIUILUIUHBI Y 00YYaroIIMXCsl TOJKHBI ObITH COPMUPOBAHBI:

O0001IEeHHBIC TPYIOBBIE

KO,I[ 1 HAUMCHOBAHUC

(hyHKUMY / TPYAOBBIC komriereHiu @I'OC BO,
(hyHKIMY / TPYIOBBIC HIIH HEOOXOAMMOH IS .
WnankaTopbl JOCTHXKEHHSI KOMIIETSHIHHA
npodeccroHaIbHbIE (hopMHpOBaHUS TPYAOBOTO
JeicTBYsl (IPU HATMYUHU WK Ipo(ecCHOHATBHOTO
npodcranaapra) nefcTBUS
[TIK-1 Cnocoben [lpuMmeHseTr MeTOmbI M HPHUHIUIBL  APPEKTUBHOU
OpPTraHM30BbIBATh NIPOIECC  |OpTaHHU3AINH KOHTaKTHOI 30HBI MIPETPHUITHS,

MPEJ0CTABICHHS YCIYTH C
Y4ETOM CIEIU(PUKN
pabovux MPOIIECCOB,
KOHCTPYKTHUBHBIX pEIICHUH
00BEKTOB CEpBUCA U
KITUCHTOOPUEHTHPOBAHHBIX
TEXHOJIOTUH

COBPEMCHHBIC CEPBUCHBIC TEXHOJIOTHU KOHTaKTHOH 30HBI

[TIK-6 Criocoben
OpTaHN30BaTh KOHTAKTHYIO
30HY JIJIs1 0OCITY>)KUBaHHS
roTpedureneit

Bener meperoBopel ¢ TapTHEpaMH, COIIACOBBIBACT
YCIIOBHS B3aUMOJICHCTBHS C TIOTPEOUTENAMH

1.5 CormacoBanue MCKIAUCHTUIITIMHAPHBIX CBsI3eH JAWUCIMIIINH, OGCCHG‘-II/IBEIIOH_II/IX OCBOCHHC KOMHGTGHHHﬁ:

IK-1

CrocoOeH oOpraHM30BBIBaTh MpPOLIECC MPEAOCTABICHHUS YCIYTH C YYETOM

crenuuKd pabouux MPOIECCOB, KOHCTPYKTHUBHBIX PEIICHHH OOBEKTOB CepBHUCA U
KIIMCHTOOPUEHTHPOBAHHBIX TEXHOJIOTHIA

Ne HaumenoBanue dopma
n/m JIMCITUILINH, oOyueHwMst
OIIPEACIIAOMINX Ounas | 3aouna
MEKIUCLUMIUTMHAPHBIE |(cemecT Pt
CBsI31 p) |(cemect
p)
5171517
1 |Opranuzanus
00CITy>KUBaHUS Ha
MPEIIPUATHIX
cepBuca
2 |CepBucHas IpaKTHUKa + +




ITK-6 CriocoGeH opraHnn3oBaTh KOHTAKTHYIO 30HY Ul OOCITy>KHBaHUs TOTpeOuTeneit

Ne HanmenoBanme ®dopma oOydeHus
/1 JIACLIVIUINH,
OTIPEJICIISIOIINX
MEXTUCIUTUIMHAPHBIE
CBSI3U

OuHas 3aouHas
(cemectp) | (cemectp)
41518458

—

Opra"u3aimoHHO-yIIP + +
aBJIeHYeCKast
NpaKTHKA

2 |Opranuzanus + +
0o0CITy)KMBaHHS Ha
TPEATPUITHAX
cepBHca

3| YpaBieHue + +
00BeKTaMu cepBHCa

2. MecTo nucuuiuiaabl B cTpykrype OIl 0akanaBpuara:

JucuuminHa «@OpMUPOBaHUE KIMEHTYPHBIX OTHOIICHUH B CEPBUCE» OTHOCHUTCA K 4acTH, (OpMHpPYyEeMOn
y4aCTHHKaMU 00pa3oBaTeIbHbIX OTHOLIEHUH, ydyeOHoro rutana OIl mo Hampasnenuto noarorosku 43.03.01
- Cepauc.

HucuuminHa «PopMUpOBaHUE KIIMEHTYPHBIX OTHOILIEHUH B CEPBUCE» U3Y4YaETCs B 7 CEMECTpE.

3.00beM U coep:kaHMe TUCHUILTHHBI
3.1.00beM IHUCIUILIMHEL 3 3.€.

Oumnas: 3 3.¢.

3aounas: 3 3.e.

. Ounas 3aoyHas
Bun yueGHOM paboThI
(Bcero yacoB) | (Bcero 4yacon)

OO0mas Tpyn0éMKOCTb 1M CHUILTTHHBI 108 108
KonTaktHas pabora 36 12
Jlexuuu (Jlexummn) 12 6
[Tpaktuueckue (IIpakr. pab.) 24 6
CamocrosrenbHas padota (CP) 36 87
OK3aMeH 36 9

3.2.ConepxaHue Kypca:

Ne HasBanue Bun yue6Ho# paboThl, yac. | @OpMBI TEKYIIETO
TEMBbI pa31[ena/ TEMBI Jleknun Hp aKT. CP KOHTPOJIA
pao.
o|3]o]3]0]3
7 cemecTp
1 CucreMa KadecTBa CobecenoBaHue;
00CITy>KUBaHHS [ToaroroBka
KITMCHTOB: ANIEKTPOHHOMN
OCHOBHBIE b4 -14]12 npeseI:{TauHH
COCTaBJISFOIIIUE U UX
B3aHMOCBSI3b




2 OcHoBHbIE 3a7a41 Beinonnenue
CTaH/1apTOB ) 1| a 1 a1 IPAKTHYECKUX
00CITy>)KUBaHUS 3ananuii; Onpoc
KJIMEHTOB

3 Tunonorus ) 1 4 1 6 | 12 TecTtupoBanue
KJIMEHTOB

4 Cucrema CobecenoBaHnue;
yIPaBICHUS ) 1| a 1 6 | 10 Omnpoc
IIEPCOHAJIOM B
OpraHM3aIusIX

5 [TpuHIIUTIBEL Brinonnenne
IIOCTPOEHUS ) 1| a 1 6 | 12 TpaKTHECKHX
CUCTEMBI 3aJaHuN
MOTHUBAIUU

6 D¢ hexTuBHOCTD CobecenoBanue;
KaK KpUTEpHUi Brimonnenue
ycrexa 2 b2 ! 6 |12 IPAKTHYECKUX
OpraHu3aluu 3alaHUI

7 NHCcTpyMeEeHTHI Tectuposanue;
KOHTpOJIA KauecTtBa | 1 -] 2 1 | 4|17 Omnpoc
00CTyKUBaHUS

Tema 1. Cucrema kayecTBa 00C1y:KHUBAHMSA KJIHEHTOB: OCHOBHBIE COCTABJIAIOIIME U X B3AUMOCBSA3b
(IIK-1)

Jlekumus.
Ounocodust cepBuca U €€ BIMSIHHE Ha OOCIYy)XMBAaHHE KIUEHTOB. YCJIOBHS IOBBIIIEHUS KayecTBa
o0CITy’KMBaHMsI KJIIMEHTOB MPOUCXOAUT MPHU YCIOBUU peaTM3alMi CUCTEMHOIO IMOJXO0/1a, BKJIIOYAIOIIETO B
cebs: orbop TmepcoHana, COOTBETCTBYIOIIETO TPEOOBAaHUSM KIMEHTOPHUEHTHPOBAHHOTO TOAXO/MAa K
00CITy’KMBaHHIO; HaJU4ME YETKHUX W TOHATHBIX COTPYIHHMKAM MpaBUi pabOThl ¢ KIMEHTAMM, OMUCAHUE
OCHOBHBIX pabouux mporeayp («CtaHmapToB OOCITYy)KMBaHUS KJIHCHTOBY); HAJTUYUE CUCTEMBbI OOydYeHUS,
KaK BBOJIHOTO, TaK M PETYJISIPHOTO, KOTOpasi MOMOTaeT COTPYIHUKAM OCBOUTH CTaHIAPThI, U BhIPAOOTAThH
HeoOX0IMMble HABBIKHU JIJIS1 UX UCIIOJHEHMSI; HATMYKe MOTUBALIMU (KaK MOHETapHOM, Tak U He()MHAHCOBOK),
noOyaarolied COTPYIHUKOB COOMIONaTh YCTAHOBJICHHBIE CTAaHIAPThl OOCTYXUBaHUS; PETYISpHBIA H
CUCTEMaTUYECKUN KOHTPOJIb 3a COOIONEHNEM CTaHAapTOB U MPEAOCTaBICHUE COTPYIHUKAM OObEKTUBHOMN
00paTHOM CBSI3U MO UTOTaM OLEHKH.
Pesynprarel MOHMTOpUHTA JOJDKHBI HAxXOIUTh CBOE OTPaKEHHE B CHUCTEME MOTHUBALMU M SBISATHCS
OCHOBaHUEM JJIs1 A0PaOOTKHU WIIM KOPPEKTUPOBKU CTAHAAPTOB. DIEMEHThHI CUCTEMBI.

IIpakTnyeckoe 3ansATHE.
1. Cnenuduueckue XapakTepUCTHKH CEPBHCA.
2. lllectp KIIIOYEBBIX ACIEKTOB, OMPEAEIAIONINX KaueCTBO CEPBHCA.

3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1. 3ydeHue u cucteMaTH3anus ClpaBOuYHbIX MaTepHalioB C UCIOJIb30BAHUEM ITIO0AIBHOM ceTH
«HTepHeT?, yueOHOM, HAyYHOH U METOIUYECCKOM JIUTEpaTyphl, MAaTCPHUAIIOB IEPHUOUICCKUX U3IAHUN C
MIPUBJICUCHUEM DJICKTPOHHBIX CPEJCTB OPHUIIUATILHOMN, CTATUCTUYECKON, IEPHOANIECCKON U HAYYHOU
nH(pOpMAIUH 10 AUCLHUIIINHE.
2. CpaBHUTENBHBIA aHAIN3 UHCTPYMEHTOB XapaKTEPUCTUK CEPBUCA B KOMITAHHH.
3. YrryOneHHOe u3yueHnue MaTepraioB TEMBI.

Tema 2. OcHOBHBIE 321241 CTAHAAPTOB 00cCay:KkUBaHUA KIHeHTOB (ITK-6)
Jlexknus.



YHUpHUUIMpOBaHHBIE ACHCTBUS MEpcoHana B cepe o0CayKuBaHUS ceTeBbIX KommnaHuil. [Tonarue Openna u
€ro y3HaBaeMOCTH 3a CUET €AMHOO00pa3us MOpAIKa MPEJOCTABICHUS YCIYyT M KauecTBa OOCITYKWBAHHS
kiueHToB. Paboumne mponenypsl. Ctanmaptsl oOcmykuBaHusa. Kommiekc o0sS3aTenbHBIX I UCIIOTHEHUS
NpaBUJI OOCITY>KUBaHHS, KOTOpPBIE NMPHU3BaHbI FAPAaHTUPOBATh YCTAaHOBJICHHBIA YPOBEHb KayecTBa ISl BCEX
MPOU3BOJUMBIX omnepauuid. KadecTBo 0OCmyXHBaHHS B OpraHU3alMsIX HHIYCTpUH cepBuca. Kpurepum
CTaHJAPTOB: COU3MEPSEMOCTb, PEAJIbHOCTb HCIOMHEHHS, TMPO3PAayHOCTh [UIS COTPYAHUKOB Iieneid,
JOCTUTAEMBIX 32 CUET HCIOJHEHHS CTaHAAapPTOB, AaKTyalbHOCTh, BapUaTUBHOCTb, KOMIUIEKCHOCTb U
HSKOHOMHUYECKas 11esieco00pa3HocTb. Mneonorust o6caykuBaHusl.

IIpakTH4eckoe 3aHATHE.
1 YpoBHM ynpaBieHUs CEPBUCHBIM MOBEACHUEM: CTPATETMUYECKUI U OTIEPATUBHBIN.
2 TpaTeru4ecKuil ypoBEHb YIIPABICHUS CEPBUCOM.
3 lennoctu u prtocodus KOMIaHUU U OpeHa.
4 Knuenrckoe nocinanue openna. KimeHrckas noauTuka KOMIaHUH.
5 OmnepaTuBHbBIA YPOBEHb YIIPABIICHHUS.
6 Ilonoxxenue mo padore ¢ KIUEHTaAMU. HOPMBI M CTAHAAPTHI.
7 TpeOGoBaHUs K MEpCOHATY, MOJIETh KOMIIETCHIIMH COTpYIHHUKA (GPOHT-0dHca.
8 Ouenka pabOTHI IEpCOHANA.

9 ArrecTallMOHHBIC MPOLEAYPHI. YIIPABICHYECKHUI MOHUTOPHUHT, KOHTPOJIb CEPBUCHOTO MOBEACHUS
nepcoHana.

10 OneHka KauecTBa 0OCITYKUBAaHUS «U3BHE», CO CTOPOHBI KIIMEHTA.
11 MoTuBalMOHHBIE U 3apIUIATHBIE CXEMbI, CTUMYJIUPYIOIINE CEPBUCHOE MOBECHUE.
3aganus 1J151 CAMOCTOSITEJIbHOM PadoThlI.
1. [lnan ynpaBiieHUsI CEpBUCHBIM IMOBEJCHUEM.
2. Kelic mo Moaeny KOMIETEHIIUN CEPBUCHBIX MOIPA3ICIICHUH.
3. denoBas urpa « HTEpBBIO 110 KOMIIETEHIIUSIM).
4. TauHcTBEHHBIN TTOKyTaTenb - Mystery shopping.
5. YrrybneHHOoe u3ydeHnue MaTepraioB TEMBI.

Tema 3. Tunosaorus kauenton (I1K-1)
Jlexknus.

[TonsTre W KIaccUUKAIUS TUIOJIOTUN KIHMEHTa W WX OCOOCHHOCTh B OOCTYXMBAHHH MOTPEOUTEINS.
Kputepun TUMONOrMM KIMEHTA: OPUEHTHUPYSICh HAa HUX IOBEACHUYECKYIO AKTMBHOCTH U SMOLIMOHAIBHYIO
or3bIBuMBOCTh (T. MynamkanoBa): 1) « AHAIUTHK» — eMy IPUCYIIU TACCUBHOCTH MOBEIEHUS U OTCYTCTBUE
HMOIMOHAIBHON OT3BIBYMBOCTH. 2) «J{0OpsIK» — eMy HPUCYIIH MTACCUBHOCTh MOBEICHHS M AIMOIIMOHAIbHAS
OT3BIBUMBOCTD. 3) « AKTUBHUCT» - €My NPUCYIIU aKTUBHOCTh B MOBEJEHUM U OTCYTCTBUE OT3BIBUMBOCTU. 4)
«OHTy3HacT» - €My IpPHUCYIIM AKTUBHOCTb IOBEIECHUS M AMOLMOHAIbHAs OT3bIBYMBOCTH. KIMEHTAMHU.
L[BeTHas TUIOJNOTHS, reoMeTpuueckas U ap. Pabora ¢ pa3smUUHBIMU KaTETOPHSIMH KJIMEHTOB: «OOBIYHBIC»
KJIUEHTBI, KIIFOYEBBIC KIUEHTHI, VIP-KINEHTHI.

IIpakTH4eckoe 3aHATHE.
1 PeanbHblii U UI€IbHBIN YPOBEHb Ka4€CTBA.
2 TlpoueccHbli MOIXOA KaK OCHOBA YIPABIEHUS CEPBUCOM U €TI0 KaueCTBOM
3 IlpumeHeHne MeXTyHApOIHBIX CTAHIapTOB B yIIpaBiieHnH kauecTBoM cepuca: [CO 9 000, ITIL u ap.
4 Pazpabotka KPI B oGnacTtu cepuca.
5 MHCTpYMEHTHI [JIsl OLICHKH Kaue€CTBa CEpBUCA.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1 OueHka KIMEHTOPUEHTUPOBAHHOCTH KOMITAHUH HA ITpUMEpax.
2 Beinenenue KPI qist pa3HbIX TUIOB YCIyT.
3 Pa3paboTka nepevHsi HHCTpYMEHTOB JUIsl OLICHKH KauecTBa CEpBHCa Ha MIPUMEpE Pa3HbIX TUIIOB YCIYT.
4 YrnyOneHHOE U3yYeHHE MaTepUAIOB TEMBI.



Tema 4. Cucrema ynpasienus nepconanom B opranusanusx (IIK-1)
Jlexknus.
CMeHa 4YeThIpex KOHULENIMM cTpaTeruil ynpaBieHus IepcoHaioM (¢ Hadama XX B.). Crparermueckue
HalpaBJICHUs] YIpaBieHUs mepcoHanoM. lloHsTHe paOOTHUKKM Kak pecypc, KOTOPBI HEOOXOIMMO
MaKCUMU3HpoBaTh. HepaspriBHAs CBSI3b CTPATETUK OpraHU3alMi U CTPATErHH YIPABICHUS EPCOHAIOM.

Pa3BuTHe KOpropaTUBHOM KyJIBTYphl: OOILIUE 11eNU, KOJUIeKTUBHbIe LleHHOCTH, Xapu3MaTudecKue JIUIephl,
KECTKHUE TO3UIIMU HA PHIHKE, KOHTPOJIb COTPYIHUKOB C MMOMOIIbIO COLIUATIbHBIX CPE/ICTB.
«SInoHM3anMs» METOAOB YIOpaBiICHUS TMEPCOHAIIOM, UIMPOKO pPAcIpOCTPaHUBIIASCS TOCIE ycrexa
KpyIHEHIITNX SMOHCKUX KOMIIAaHUH, TaKuX Kak «Sony», «Toyotay, «Nissan» u ap.
Hcnonp3oBanue mMozenell ynpapieHUECKOTo BbIOOpa B paboTe C MEPCOHAIOM C YYETOM YEeThIpEX IVIaBHBIX
aCIMEeKTOB: BIUsSHUE PaOOTHUKA M CIIOCOOBI BO3/ICHCTBHS HAa HETO; MPOJABIKEHNE paOOTHUKA 10 CITY)KOe Ha
dbupme; cucTeMbl BO3HArpaKaeHUs; opraHuzamus pabodero wecta. Llkombl MeXIyHapOIHOTO
MeHemkmenTa ['M.O3eposa. [lonsitue «HYenmoBek — 3TO OCHOBA KOPHIOPATUBHOM KYJIBTYpbI». MEHEIKMEHT
JUTSsI BCEX: BBICIIIEE PYKOBOJICTBO, CPEIHEE PYKOBOJICTBO («KOMaHa») U HUKHEE 3BEHO ((COTPYIHHUKNY).
IIpakTn4yeckoe 3ansATHE.
1 JlemoHncTpanus «MoneabsHOTO OBECHUS 10 OTHOIICHUIO K KIIMEHTaM.
2 KOHTpOJb BBINOJIHEHUS CTAaHAAPTOB. MOHOTOHHBI 1 HEMOHOTOHHBIA KOHTPOJIb.
3 KoppekTupoBKa NOBEJCHUS COTPYAHUKOB Yepe3 00paTHYIO CBSA3b.
3ajaHus AJ151 CAMOCTOSITEJIbHOM PadoThlI.
1 IlpaBuna «OOGpaTHO# CBSI3M». ANTOPUTM Oecellbl PYKOBOJUTENS ¢ COTPYAHUKOM 1o «OOpaTHO#
CBSA3UY.

2 MoruBaius COTpyIHUKOB.
3 PoneBbie Urpbl IO OCYIIIECTBICHUIO 0OPATHOM CBS3HM COTPYIHUKAM. Pa300p TUITMYHBIX OMIHOOK.
4 VriyOneHHOe U3y4YeHHUE MAaTepUaAIOB TEMBI.

Tema S. Ilpuanunsl nocrpoenns cucrembl MmotuBanum (I1K-6)

Jlexknus.
[TpUHIUMBI TOCTPOCHHUST CUCTEMbl MOTHBAIMM, OPHEHTUPOBAHHOM Ha JIOCTHXKEHHE BBICOKOTO KauecTBa
oOciry>)kuBaHMs: (UHAHCOBAas MOTHBaLUs (CHCTeMa NpPEeMHUH) JOKHAa 0053aTeIbHO YYHTHIBATh Kak
JOCTUTHYTBIE COTPYIHUKOM pE3ylbTaThbl MPOAAX B JIEHES)KHOM BBIPAKEHUH, TaK W OLEHKY KayecTBa
00CITy>)KUBaHHS KITUEHTOB.

OueHKH, pacrpeiesieHHbIX B MPOLIEHTHOM OTHOUIEHWM MO CTENEeHH CBOEH 3HAYMMOCTH Jis JAaHHOMN
komranuu. @OunaHcoBeie mokazatenu. OneHku mnorpedbureneii. DoHma omIaTel W €ro BIUSHUAE Ha
MOTHUBAIMIO paOOTHUKOB. [IpUHIIMIT «OTIIATHI 32 YABIOKY».
IIpakTnyeckoe 3aHsATHE.
1 Yro ang kiMeHTa uaeaIbHbINA cepBUC?
2 CrpykTrypa yClIyrd ¢ TO3HUIMU KIMEHTa
3 VYpoBHU ycnyru: 3KoHOM, O6usHec, VIP.
4 TlpereH3uu noTpeOUTENEH — Kak ¢ HUMH paboTarh. OCHOBHBIC TPUYMHBI BOSHUKHOBEHUS MTPETEH3UM.
3anaHus AJ151 CAMOCTOSITEILHOI padoThI.
1 Yto nis KIMEHTa ueanbHbIA CepBUC?
2 CrpyKTypa yciyTu C MO3ULNN KIUEHTA.
3 VYpoBHH yciyru: skoHOM, OusHec, VIP.
4 TlpereHsuii morpeduTeneit — Kak ¢ HUMHU pabotars. OCHOBHbIE TPUYMHBI BOSHUKHOBEHUS IPETEH3U.

Tema 6. dppexTnBHOCTH KaKk KpuTepuii ycnexa oprannzanuu (IIK-1)
Jlexknus.
B3anMOOTHOIIEHNS — OCHOBa pa3BUTHA OpraHu3anu. BosHukaromue mnpoOieMbl U3 «MHUpPa YyBCTB»
(HCI/IXOJIOFI/I‘IGCKI/IG OTHOLICHUS, KOMMYHHKAIINH, ICHHOCTH, MOTI/IBI:I) JOJIZKHBI OBITE MMPUOPUTCTHBIMU 10
CpaBHEHHIO C TpolieMamMu U3 «MUpa (PaKTOB» (TEXHHUKA, TEXHOJOTHUs, opraHuzanus). [IpuHIUn «KIMeHT
MIPEeX/ie BCEro» Ooiee MpeanouTUTENICH, YeM «HepapXus MPEXkKIe BCEToy.



KauectBo Kak kputepuii 3¢ppeKTHBHOCTH B3aMMOCBS3aH C IMOJACHCTEMAaMM: JIMYHOE KayecTBO, KaueCTBO
KOMaH/Ibl, KaU€CTBO MPOIYKTa, KAYECTBO CEPBUCA U KAYECTBO OpraHU3aLMU.

Komannueiii ctune ynpasneHus. O0yueHne — OCHOBA pa3BUTHS M HEOTheMJIEMast YacTh KU3HEHHO BaKHOTO
nporiecca MpoABMKeHus: opranuzanun. Ciayx0a ynpaBieHUs IEPCOHATIOM.

IIpakTH4Yeckoe 3aHATHE.
1 TlocnemoBarenbHOCTh NEUCTBUM MPU BHEAPEHUU HOPM M CTAHIapTOB.

2 Bo3MOHBIE IPENATCTBUS IPU BHEAPEHUU CTaHIAPTOB cepBHca. MeTonbI NPeo0IeHUS
IPENATCTBUMN.

3 Buytpennuii PR naeonoruun omimyHoro cepsuca.
4 OOyueHue cOTpyaIHUKOB (hpoHT-0dHca.

3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1 Pa3zpaboTka mpoeKTOB BHEAPEHUS CUCTEMBI

2 Pa3zpaboTka MpoeKTa BHEIPEHUSI CUCTEMBI yrpaBiieHus cepBrcoM. Pazpaborka PR-akiuii mo
BHEJPEHUIO UJEOJIOTUH OTIIMYHOTO CEPBUCA.

3 VrnyGneHHOe U3y4YeHHE MaTepUaIoB TEMBI.

Tema 7. UHCTpyMeHTBI KOHTPOJIA KadecTBa obcay:xkuBanus (ITK-1)
Jlexknus.

IlonsiTe BHYTpEHHMI M BHEIIHUN KOHTpOJb. IIpenMyiiecTBa M HENOCTATKM BHYTPEHHETO U BHEILHETO
KOHTpoJis. [7aBHbIe ycnmoBus oOecrnedeHHs HPPEKTHUBHOCTH KOHTPOJIS:  PETyAspHOCTb. MOHHUTOPHHT
paboOThl CO CTOPOHBI MEHEIKEpa; OleHKa pabdoTel MeTonoM «TalfHBI TOKymarenb»; BKIIOYCHHE
pe3yJIBTaTOB KOHTPOJIA B CHCTEMY OIUIaThl TpyAda, a TaKKe B PE3yJbTaTbl €KErOAHOW  arTecTaluu
NepCoHaja; MPEAOCTaBICHHE COTPYAHHMKAaM pa3BUBAIOIIEH OOpaTHOW CBA3M MO HTOraM KOHTPOJS CO
CTOPOHBI HEMOCPEICTBEHHOTO PYKOBOAUTENS. JleTanbHblil pa300p CHIIBHBIX U CJIa0BIX MOMEHTOB B pabote
COTPYAHHKA C POPMYITHPOBKOIN KOHKPETHBIX PEKOMEHALUH 110 YIyUIIEHUIO Ka4yecTBa PadOTHI.

IIpakTH4eckoe 3aHATHE.

1 IlonsTHE MOTPEOUTENBCKOM JTOSAIBHOCTH.

2 Bunpl nosuibHOCTU. 3MepeHue JIOSIbHOCTH.

3 Ucnonb3oBaHuE JTOATBHOCTH JJIsI ONIPEIeNICHUs MOTEHI[Mala PhIHKA.

4 DOMOUMOHAJIbHASA U PAallMOHAIbHAS COCTABIISIONIME JOIIBHOCTH. UTO XOUET MOKynaTesb?

5 BnusHue GpaxTopoB yIOBIECTBOPEHHOCTH U BOBICUEHHOCTH Ha MPOAOIKUTEIBHOCTh OTHOILICHUH €
KJINEHTOM.

6 ®akTopbl, BIUSIONIME HA TOCTOSTHCTBO KJIMEHTA.
7 YupapieHue KU3HEHHBIM IIUKIJIOM KJIUCHTA.
3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1 OcHOBHBIE MTOKA3aTEIN KAaYECTBA YACP/KAHUS KIMEHTOB
2 IloHsgTre MOKU3HEHHOM [ICHHOCTH KJIWEHTA
3 Mertona pacueta mpuOBIILHOCTH KJIUEHTA

4  AHanu3 CTaTHCTUKH MPOJAXK JJIS ONPEACICHUS TPUOPUTETHBIX HAMTPABICHUN Pa3BUTHS KIIMEHTCKON
0asbl.

5 Marpuiisl MUKPOCETMEHTAIUH: TPUOBLIL/ IOTEHINAI, BRIPYUYKa/ pa3Mep U T.1.
6 OmnpenesieHUE TPUOPUTETOB B KIIMEHTCKON MOJTUTHUKE.

7 Onrumuzanys pacxoaoB Ha ciyx Oy IpoJaxk U cepBHUca.

8 Pa3paboTka METOAMKH WU3MEPEHHUS JIOSUTHHOCTH JIJIs1 KOMITAHWH YYaCTHUKOB.

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

7 cemecTp



TEKYIHI KOHTpOsb — 50 6amioB
KOHTPOJIbHBIE Cpe3bl — 2 cpe3a 1mo 10 6aIoB Kax bl
npeMuanbHblie 6amisl — 20 6anos
OTBET Ha 3k3aMeHe: He Oonee 30 OamioB

Pacnipenenenre 6aJiioB 10 3aaHMSIM:

Ne |HaszBanue tembl | Dopmbl Max. MeTtonrka npoBeACHNS 3aHATUS U OLIEHKH

Te | /BHUI y4eOHOH |TEKyLIero | KOJ-BO

MBI paboThI KOHTpoJist | 0asuioB

/ cpe3sl

1. Cucrema Cobeceno 5 CobecenoBanue nmpeAIoaracT OpraHu3aluio Oecebl MpenoaaBaTelis

KauecTBa BaHHE CO CTYACHTaMH IO BOMPOCaM MPAaKTUUECKOTO 3aHATHSA C LENbIo Oosee
00CITy>KUBaHUS OOCTOSITENIBHOTO BBISIBIICHUS WX 3HAHWH IO ONPEACICHHOMY Pa3ieny,

KIJIMEHTOB: Teme, npobieMe U T.II.




OCHOBHBEIC
COCTaBJIAOIINEC
n ux
B3aMOCBA3b

IToaroros
Ka
AIEKTPOHH
on
Mpe3eHTaI|
3071

[IpesenTaruisi MOATOTaBIWMBAcTCS IO OJHOMY M3  BOIIPOCOB
MPaKTHYECKOTO 3aHATUSA. [Ipu BBICTYIUICHHMH C Tpe3cHTaIueH
Heo0X0MMO 0o0paiaTh BHUMaHUE Ha TAKUE MOMCHTHI KakK:

5 Oamna — comepkaHue MPE3CHTALMU: aKTyadbHOCTh TEMBI, TOJTHOTA
€€ PaCKpBITUS, CMBICIOBOE COJCpXAHHME, COOTBETCTBHUE 3asBICHHOMN
TEMbl COMEPIKAHUIO, COOTBETCTBHE METOIUYCCKUM TPEOOBaHUSAM
(memu. CCBUIKM Ha PECypChl, COOTBETCTBUE COACPXKAHHUS W
JUTEpaTyphl), TpakTHYeCKas  HaNpaBICHHOCTh, COOTBETCTBUC
CoZlepaHMs 3asBICHHOW (opMe, aJCKBAaTHOCTh HCITOIb30BaHUS
TEXHUUYECKHUX CPEJCTB YUYEOHBIM 3aJa4yaM, TOCIEI0BaTeIbHOCTh U
JIOTUYHOCTH TIPE3CHTYEMOTO MaTepuana;

- odopMicHHE Tpe3eHTalMu: 00beM (ONTHUMAIBLHOE KOJIMYECTBO),
Mu3aiiH  (YMTAeMOCTh, HAJUYMe W COOTBETCTBHE TpaduKkd U
aHUMAaIlUY, 3ByKOBOE 0()OpMIICHUE, CTPYKTYPUPOBaHHE UH(POPMAIIHH,
COOTBETCTBHE  3asABICHHBIM  TpPeOOBaHUSAM),  OPUTHHAIBHOCTH
o opMIIeHUS, ICTETHUKA, UCTIOIH30BAHUE BOZMOKHOCTH TPOTPAMMHOMN
Cpelbl, COOTBETCTBUE CTaHIapTaM O(POPMIICHHUS;

- JINYHOCTHBIC Ka4eCTBA: OPATOPCKHUE CIOCOOHOCTU. COONIOACHHE
periaMeHTa, AMOIUOHAILHOCTh, YMEHHE OTBETUTh Ha BOIIPOCHI,
CUCTEMAaTH3UPOBaHHbIC, IIIyOOKHE ¥ TIOJHBIE 3HAHHUA TI0 BCEM
paszaenam mporpaMMmel:

- CONep)KaHUE BBICTYIUICHUS: JIOTHYHOCTh W3JIOKCHUS MarepHaa,
PacKphITHE TEMBI, JOCTYIMHOCTh W3JOXKEHUS, IPPEKTUBHOCTH
npumenenus cpenacte MKT, cmocoObl W ycloBHSI JTOCTHIKEHUS
pe3yabTaTUBHOCTU U 3(HD(HEKTUBHOCTH IS BBITIOJTHEHHS 33134 CBOCH
npoecCHOHALHOW WM Y4eOHOH NesATeNbHOCTH, J0Ka3aTeIbHOCTh
MPUHUMAEMbIX  pEIICHWH, yMEHHE  apryMEHTHpPOBAaTh  CBOM
3aKJIIOYEHHS, BBIBOJBL.

4 Oamma — TpE3CHTAlUs COOTBETCTBYET TEME, CTPYKTypa H
oopMIICHHE OTBEYACT BBINICTICPEUNCICHHBIM TPEOOBAHUSIM, CTYJICHT
CBOOOMHO  BNIAJEET MarepualioM, JEMOHCTPUPYET TIIyOOKue,
CUCTEMAaTHU3UPOBAaHHBIC 3HAHUS, CBOOOMHO OTBEYACT HA BOIPOCHI
WCIIONB3Ys MPO(ECCHOHATLHYIO TEPMHHOIOTHUIO

3 Oamna - mpe3cHTaMs COOTBETCTBYET TeME, CTPYKTypa OTBEYacT
BBINICTICPEYNCICHHBIM TPEOOBAaHUAM, CTYIACHT CBOOOJHO BJaueeT
MaTepuayioM, JIEMOHCTpUPYET TIIyOOKHE, CHUCTeMAaTH3UPOBAHHBIC

3HaHWs,  CBOOOZHO  OTBEYaeT  Ha  BOINPOCHI  HCIIOJNB3YS
npoeCCHOHATIBHYIO TEPMHHONOTHIO. B odopMmieHnHn uMeoTcs
HenopaboTKH.

2 Oamna — B CTPYKType W OQOPMIICHHM NPE3EHTAlUH HMEIOTCS
HenopaboOTKM, Marepuan MpeNcTaBIeH B  IPE3CHTalUd  He
paloHaIbHO, MAJIO WUTIOCTPATUBHOIO MaTepHasa, CTyIEHT BIaJeeT
HemoyMHOW HMH(poOpManueil mo TeMe, 3aTpyAHSETCsl C OTBETaMH Ha
3aJ1aBac€MbI€ BOIPOCHI;

1 Gamma — B CTpyKType U O(QOPMIIGHHHM TPE3CHTALUN HMEIOTCS
HenopaboOTKM, Marepuan MpeNcTaBIeH B  IPE3CHTalUd  He
panyoHaIbHO, Mall0 WUIIOCTPATMBHOTO Marepuana, CTyAeHT He
BiajgeeT wH(popMauueil Mo TemMe, HE OTBEYaeT Ha 3aJaBacMbIC
BOIIPOCHI;

OcHOBHBIE
3a1a49u
CTaHIapTOB
o0CTyKBaHUS
KJIHCHTOB

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuH

5 Oania — CTYACHT BBIIOJHWI paboTy 0e3 OmMOOK U HEIOYETOB;

4 Gamna — CTYOSHT BBIONHHUI paboTy, AOMYCTHB OIIMOKY M WA
HENI0YeT;

3 Oamma — CTYOSHT NpPaBWIGHO BBHIOJHWI HE MEHEE MOJOBUHBI
paboThl WK AOMYyCTHI He Oonee AByX TpyObIX OIMOOK, Wi He Ooiee
OJHOU TpyOOif U OTHOW HErpyOOoi OMIMOKK W OJHOTO HEIOYeTa, WU
He Oojee ABYX-Tpex HErpyOBIX OIIMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPeX HEJOYETOB, WM MPHU OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

2 Gaja — CTYACHT NPaBHJIBHO BBHIMIOJIHMWI MEHEE HOJOBUHBI paboTHI,
JOMYCTHIT HECKOJIBKO HEAOUETOB.
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Ormpoc

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
3aJlaHueE.

Turmonorus
KINEHTOB

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

Cucrema
YIIPaBICHHUS
MIEPCOHAJIOM B
OpraHHU3aIMsIX

Cobeceno
BaHHE

OCHOBHBIE Ka4eCTBa YCTHOTO OTBETA MOJIEIKAIIETO OIICHKE:
- IPaBWJIBHOCTH OTBETA IO COJCPIKAHUIO;

- TOJTHOTA U TITyOMHA OTBETA;

- CO3HATENLHOCTh OTBETA;

- JIOTHKa U3JIOKEHUSI MaTepraa;

- palMOHAIBLHOCTh MCIONB30BAHHBIX MPHEMOB M CITIOCOOOB PEIICHUS
TTOCTaBJICHHOH yueOHOMU 3a/1auu;

- CBOEBPEMEHHOCTh M S(PQPEKTHBHOCTH HCIONB30BaHHS HATIISIHBIX
MOCOOUH ¥ TEXHUYECKUX CPEICTB TPU OTBETE;

- MCTIOJIb30BaHKE JIOTIOTHUTEIBHOTO MaTepraa;

- palvoHANBLHOCTh UCIIONB30BAHUS BPEMEHH, OTBEJACHHOTO Ha
3aJjaHHe

Ompoc

VYCTHBIH  OMpOC  MOXKET TPUMEHSATHCS B Pas3iMyHbIX  (QopMax:
(bpOoHTAIBHBIN, WHIWBHUIYabHBIH, KOMOWHUpOBaHHBIA. OCHOBHBIC
KaueCTBa YCTHOTO OTBETA TO/JICIKAIIETO OIICHKE:

- IPaBWJIBHOCTH OTBETA IO COJCPIKAHUIO;

- IOJTHOTA W TITyOMHA OTBETA;

- CO3HATENLHOCTh OTBETA;

- JIOTHKa U3JIOKEHUST MaTepraa;

- palMOHAIBHOCTh MCIOIB30BaHHBIX MPHEMOB M CITIOCOOOB PEIICHUS
TTOCTaBJICHHOM y4ueOHOU 3a/1aun;

- CBOEBPEMEHHOCTh M S(PQPEKTHBHOCTH HCIONB30BaHHS HATIISIHBIX
MOCOOUH ¥ TEXHUYECKUX CPEICTB TPU OTBETE;

- ACTIOJIb30BaHKE JIOTIOTHUTEIBHOTO MaTepraa;

- PpaluoHANBHOCTh UCIIONB30BAHUS BPEMEHH, OTBEJACHHOIO Ha
3aJjaHue.

Ipunnumne
MOCTPOCHUS
CHUCTEMEI
MOTHUBAIUU

Brmonne
HHUE
MpaKkTUyec
KUX
3aJaHuN

5 Oania — CTYACHT BBIIIOJHWI paboTy 0e3 OmMOOK U HEIOYETOB;

4 Gamna — CTYOSHT BBINONHHI paboTy, AOMYCTHB OIIMOKY M WU
HENI0YeT;

3 Oamma — CTYOSHT NpPaBWIGHO BBHIOJHWI HE MEHEE MOJOBUHBI
paboThl WK AOMyCTHI He Oonee AByX TpyObIX OIMOOK, Wik He Ooiee
OJTHOU TpyOOif U OTHOW HErpyOOi OMMOKKA M OJHOTO HEIOUYeTa, U
He Oosee ABYyX-Tpex HErpyOBIX OIIMOOK, WM OOHOM HerpyOoi
OmMMOKKA M TPeX HEJOYETOB, WM MPH OTCYTCTBHU OMIMOOK, HO TPH
HAJIMYUU YETHIPEX-TISITH HEIOYETOB.

2 Gaja — CTYACHT NPaBHJIBHO BBHIMIOJIHMWI MEHEE HOJOBUHBI paboTHI,
JOMYCTHIT HECKOJIBKO HEAOUETOB.

1 Gamn — CTyOEHT MpaBWIBHO BBIMOJIHWI He Ooiee 25% paboThl,
JOTYCTHIT HECKOJIBKO HEZ0UETOB MU Oojiee 3 TpyObIX omrOoK
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OddexruBrocts | Cobeceno 5 OCHOBHBIE Kau€CTBa YCTHOTO OTBETA MOJIECKAIIETO OLICHKE:
KaK KpUTEpHi BaHHE - IPaBUWJIBHOCTH OTBETA IO COACPIKAHUIO;
ycrexa - IOJTHOTA W TITyOMHA OTBETA;
OpraHu3aluu - CO3HATENBFHOCTh OTBETA;
- JIOTHKa U3JI0KEHUSI MaTepuaa;
- palMOHANBHOCTH HCIIOJIB30BaHHBIX MIPUEMOB U CIOCOOOB peIICHUS
MOCTaBJICHHOW Y4eOHOH 3a/1auu;
- CBOEBPEMEHHOCTh M 3(PPEKTHBHOCTb HCHONb30BaHMS HATJISIHBIX
MOCOOMH M TEXHUUECKUX CPEACTB IPU OTBETE;
- NCTIOJIb30BaHKE JIOTIOHUTEIBHOTO MaTepuana;
- pauMOHATBHOCTH UCIONB30BAHUS BPEMEHH, OTBEIACHHOIO Ha
3aJaHne
Brinmonne 7 7 6aIoB — CTYAEHT BBIIOJIHII paboTy 0e3 OIIMOOK U HEJOUETOB;
HUE 4 Gamna — CTYOSHT BBINONHHUI paboTy, AOMYCTHB OIIMOKY M WU
MpaKkTHiec HEJIOYeT;
KHX 3 Oamma — CTYOGHT NpPaBWIGHO BBHIOJHWI HE MEHEE MOJOBUHBI
3aaHui paboThl WK AOMYyCTHI He Oonee AByX TpyObIX OIMOOK, Wik He Ooiee
OJTHOU TpyOOil U OHOW HErpyOOoil OIMMOKKA W OJHOTO HEIOoYeTa, WU
He Oojee ABYyX-Tpex HErpyOBIX OINMOOK, WM OTHOM HerpyOoi
OmMOKKA M TPEX HEJOYETOB, WM MPHU OTCYTCTBHU OLIMOOK, HO TPH
HAJIMYHUU YETHIPEX-TISITH HEIOYETOB;
2 Gayia — CTYACHT NMPaBHJIBHO BBIMOJIHMI MEHEE HOJIOBUHBI padoTHI,
JOTMYCTHIT HECKOJIBKO HEA0UETOB;
1 Gamn — CTyOEHT MpaBWIBHO BBIMOJIHWI He Ooiee 25% paboThl,
JOTMYCTHIT HECKOJIBKO HEAOUETOB HITH Oojiee 3 TpyObIX OLIHOOK.
MNuctpymentsl | TecTupoB 10 10 Gamma — cTymeHT mpaBWIBHO OTBedaeT Ha 75-100% Bompocos B
KOHTPOJIS anne(KoH TecTe
Ka4ecTBa TPOJbHBI 5 Ganya — CTyAEeHT MpaBMIIbHO oTBedaeT Ha 50-74% BOMpOCoB B TecTe
oOcimyxuBaHus | i cpe3s) 3 Gamy — CTy[IeHT NMPaBWIBHO OTBedaeT Ha 25-50% BOMpOCOB B TeCTe.
1- menee 25% mpaBUIIBHBIX OTBETOB OAJIOB HE JaeT
Ompoc 5 VYCTHBIH ONpPOC MOXKET MPHUMEHITBCS B  PaslIdYHBIX (opMax:
(bpOoHTANBHBIN, WHIWBUIYAIbHBIH, KOMOWHUpOBaHHBIA. OCHOBHBIC
Ka4ecTBa yCTHOTO OTBETA MOJIEXKAIIETO OIEHKE:
- IPaBUWJIBHOCTH OTBETA 110 COIEP)KAHUIO;
- TIOJTHOTA U TITyOWHA OTBETA;
- CO3HATENFHOCTH OTBETA;
- JIOTHKA M3JIOKEHHUS MaTepHana;
- palMOHATBFHOCTH HMCIIOIB30BAaHHBIX MPUEMOB M CIIOCOOOB peIIeHUs
TTOCTaBJICHHOH y4ueOHOU 3a/1auu;
- CBOEBpeMEHHOCTh U 3((HEKTHBHOCTH HMCIONH30BAHUS HATTISIIHBIX
MOCOOUI M TEXHUYECKUX CPEJNICTB IPU OTBETE;
- HCIIOJTb30BaHME JIOTIOIHUTEIEHOTO MaTeprana;
-  palnMOHANBHOCTh WCIONB30BAHHUSA BpPEMEHH, OTBEJIEHHOTO Ha
3aJlaHue.
[IpemuansHbie OaIbl 20
- 3a TPOCKT, BHIIOJHEHHBIM TO 3aka3dy paboromarens H

pearn30BaHHBIN Ha MpakTHKE — 15 6aos;

- TOJTHOCTHIO MOATOTOBJICHHAS K MyOIHMKAllUM CTaThsi [0 TEMaTuke B
paMKax qucuuiuinHel — 10 6asos;

- mo0ena B MEXPErMOHANBHOM onuMIuazae — 15 6ansos;

- yd4acTHe C JOKJIaJO0M BO BCEPOCCHMCKOM OMUMIIMAJE MO TEMAaTHKE
n3y4yaeMoi qucuuIuinie — 15 6asos;

- myOnmuKamMs CTaTbM IO TEMaTHKE H3y4yaeMoil OUCHUIUIMHBL B
cOOpHUKE CTyA€HYEeCKHX paboT / MarepualaX BCEPOCCHICKON
koH(epeHyHn / xxypHase u3 nepeuns BAK —5/15/20
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9. OTBeT Ha ’K3aMeHe 30 10-17 ©annoB — CTyAEHT PacKpbUI OCHOBHBIE BOMPOCHI M 3aJaHUs
Ousera Ha OLICHKY «YAOBJICTBOPUTEILHO;

18-24 ©annoB — CTyAEGHT PacKpbUI OCHOBHBIE BOMPOCHI M 3aJaHUs
Ousera Ha OLICHKY «XOPOILO»;

25-30 6amnoB — CTYyAEHT PAacKpbll OCHOBHBIE BOMPOCH M 3aJaHus
Ousera Ha OLIEHKY «OTIMYHO»

10. |MHIuBHIyaTbHBIC 3aIaHUA, 10 [Toydyenue AOMONHHUTENBHBIX OaloB HE TmpemycMoTrpeHo. Ha
C TIOMOIIIBI0 KOTOPBIX 9K3aMEHE CTYJICHT MOXKET HaOparh OaJlIbl 3a BBHITIOJHEHHUE 3a/IaHUi,
MOXHO HaOparhb MPEAyCMOTPEHHBIX KypCOM

JOITIOJTHUTCIIbHBIC OasIsI

11. Hroro 3a cemectp 100

HroroBass omeHka Mo »9k3aMeHy BbicTaBisiercs B 100-OammpHON 1IKajge W B TPATUIIMOHHOMN
yeTelpexOauibHO  mikane. IlepeBom 100-0ayuibHONM  pEWTHHTOBOW  OIEHKH IO JWCHHUIUIMHE B
TPATUITMOHHYO YeTHIPEXOATEHYIO OCYIIECTBISIETCS CISIYIONUM 00pa3oM:

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

4.2 TunoBsie OLIEHOYHBIE CPEACTBA TEKYIIIETO KOHTPOJIS
BoinoJiHeHHe NPAKTHYECKUX 3aJaHU

Tema 2. OcHOBHBIC 3a7]a4U CTAaHAAPTOB 0OCITYKMBAHUS KIIMEHTOB

Crannapt oOciyKuBaHHUS OTPEOUTENS Ha MpuMepe KOHKpeTHOM opranuzanun KKX (mo Bei6opy
CTY/ICHTA)

Tewma 5. IIpyHIUIIBI TOCTPOECHUS CUCTEMBI MOTHBAIIUU
«[TamsiTKa» TIPOdecCHOHATBFHOTO MOBeIeHHE pabOTHUKA MPEANIPUATHS CEPBUCA C TOTPEOUTENIMH YCIIyT
(pa3paOoTHHAs CTYIEHTOM).
«[TamsiTKa» KyIBTYpBI 00IIEHHs paOOTHUKA MPEANIPUATHUS CEpBUCA C TOTPEOUTENIMH YCIIyT (pazpaboTaHHas
CTYIEHTOM).

Onpoc

Tema 2. OcHOBHBIC 3a7]a4U CTAHAAPTOB 0OCITYKMBAHUS KIIMEHTOB
1. COBpCMCHHOC paBBI/ITI/IC CTaH,Z[apTI/I3aLII/II/I Ha HAaTMOHAJIbHOM, pCFI/IOHaJIBHOM 158 MG)K,Z[YHapO,Z[HBIM
YPOBHSIX.
HGJII/I 148 HpI/IHL[I/IHBI CTaHI[apTI/IBaI_[I/II/I.
HanmonanwsHas (rocygapcTBeHHas) cucTeMa cTaHaapTu3anuu B Poccun.
OO1m1ast XxapaKTepUCTHKAa HOPMATUBHBIX JJOKYMEHTOB IO CTaHIapPTU3AIIH.
Oprassl U CIy)0bI cTaHgapTH3aIUuU B PO.

S kW

CrpykTypa KoMIuiekca cranaaptoB «Cranaaprusamus B POy.
IToaroroBka 31€KTPOHHOM NPE3eHTALMHU

Tema 1. CucteMa KadecTBa OGCJIy)KI/IBaHI/ISI KIIMCHTOB: OCHOBHBIC COCTABJIAIOIIHNEC U NX B3aMMOCBA3b
1 Cucrema KadecTBa O6CJ'Iy>KI/IBaHI/IH KIIMEHTOB: OCHOBHBIC COCTABJIAIOIINE U UX B3aUMOCBA3b.
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2 OcHOBHBIE 33]a4M CTaH/IAPTOB 0OCITY>)KHBAaHUS KIIMECHTOB.
3 Cucrema ynpasieHUs MEPCOHATIOM B OpraHU3alUsIX.
4 D¢ hexTUBHOCT KaK KPUTEPUH ycriexa OpraHu3aluu.
5 TlpuHUUIIBI TOCTPOCHUSI CUCTEMBI MOTHBALIUH .
6 MHCTpYMEHTHI KOHTPOJIS KauecTBa 00CTyKUBaHUSI.
7 OOyueHue Kak HEOOXOIUMBIH IIEMEHT CUCTEMBI KaueCcTBa OOCITyKUBAaHHS KIIMEHTOB.
8 KoproparuBHas KyneTypa 1 Op3H/I.

9 ®opmMmupoBaHUE IIEHHOCTEH, TPUHITUIIOB M MPABHII KOPIIOPATHBHOM KYJIBTYPBI B 00J1aCTH pabOTHI €
KJIUEHTaMH.

CobecenoBanue

Tema 1. Cucrema kauecTBa 0OCITYKHBAHUS KJIMEHTOB: OCHOBHBIE COCTABIISIONINE U UX B3aUMOCBSI3b
1 ®unocodus cepprca U ee BIUIHUE HA 00CITYy)KMUBaHHUE KITUEHTOB.
2 YciioBus IOBBIIICHHS KAY€CTBA 0OCITYKUBAaHUS KIIUEHTOB.
3 IIpomecc oOydeHUs COTPYIHUKOB.
4 CucTeMHBIH OJIX0A B Ipoliecce 00CTyKUBaHUSL.
5 Ponb 006paTHOii CBSA3M B MpOIIECcCce OOCTYKUBAHUS.
6 Hanuuue cucteMbl 00CITy>KUBaHHUS.
7 Pe3ynbTaThl MOHUTOPUHTA U €0 aHaJIU3.

Tema 4. Cuctema ynpasieHus NEPCOHATIOM B OpraHU3aUsIX
1 CmeHa yeTbIpex KOHUENIHUM cTpaTeruil ynpaBieHus IEPCOHAIIOM.
2 Crparernyeckue HarpaBJICHUS yIIPaBICHUS MEPCOHATIOM.
3 Ponb KOpnopaTuBHOM KYJBTYPBHI.
4 «SInoHu3anusy» Kak METOJ| yIpaBJiICHUS MEPCOHATIOM.
5 IIxomsl MEKIYHAPOAHOIO MEHEKMEHTA.

Tema 6. DPPeKTUBHOCTH KaK KpUTEPHUl ycriexa OpraHu3aluu
1 B3auMOOTHOIIIEHUSI — OCHOBA PAa3BUTHS OpTraHU3alHH.
2 IIpuHIUN «KJIMEHT MPEKIe BCEroy Oosee MpeArnoYTHTENICH, YeM «UEPapXUs MPEKIEC BCETO.

3 KauecTtBo kak kputepuii 3pPeKTHBHOCTH B3aUMOCBSI3aH C TTOJICHCTEMaMHU: JINYHOE KaueCTBO,
KaueCcTBO KOMaH/Ibl, KAYeCTBO MPOAYKTA, KaUeCTBO CEPBHCA U KaU€CTBO OPraHU3aI|H.

4 KoMaHAHBIN CTUIIb YIIPABICHUS.

5 OOyueHue — OCHOBa pa3BUTHS U HEOThEMJIEMasi YaCTh )KU3HEHHO Ba)KHOTO Mpoliecca MPOIBHKEHUS
OpraHu3aLuu.

6 Ciyx0a ynpaBieHUs IIEPCOHAIOM.
TecrupoBanue

Tema 3. Tunonorusi KJIMEHTOB
1. Muoronetnu#i onbIT peanuzamnuu crenuaiuctamu RETAIL SERVICE COMPANY KOHCAJITHHTOBBIX
MIPOEKTOB JJIsi POZHUYHOTO OM3HECA M aHATIU3 UX PE3YJIbTAaTOB MMO3BOJISIET TOBOPUTH O TOM, UTO TOCTHKEHUE
MOJIOKUTENIBHOTO 3(h(peKTa B MOBBIILIEHNU KaueCTBa OOCTYKHUBAHHSI KIIMEHTOB MPOUCXOAUT TOIBKO MpHU
YCIJIOBUU peain3allii CUCTEMHOTO MOAX0/Aa, BKIIIOYAIOIIETO B ce0sl:
(a) orbop mepcoHasa, COOTBETCTBYIONIETO TpPeOOBAaHUAM KIMCHTOPHEHTHPOBAHHOTO TMOAXOMa K
00CITy>)KUBaHUIO
(6) HamMuue YETKWX WM TIOHSITHBIX COTPYIHHUKAM TpaBUiI PabOThI C KIWEHTAMH, OINHUCAHHE OCHOBHBIX
pabouux mpoueayp
(B) HaNIMUMe cCUCTEMBI O0yUCHUS



(T) HaM4Ke MOTUBALIUU

(1) perymsipHbIi M CHCTEMAaTHYECKUH KOHTPOJIb 3a COOJIONEHHWEM CTaHJapTOB U MPEeAO0CTaBICHHE
COTpYIHUKaM 00BEKTUBHOM OOpATHOM CBSI3U MO UTOTaM OLIEHKH

() Bce BBIMICTICPEYHCIICHHBIE BAPHAHTHI

2. lns obecrieueHus BBICOKOTO KauecTBa 00CTY)KMBaHUS KIIMEHTOB COTPYAHUKU JOJDKHBI 3HATH!
(2) 4yTO M KaK OHM JIOJDKHBI JIeNIaTh

(6) ymeTs nenarhb

(B) XOTETh JIeNaTh

(T) MOHUMATh, YTO Ka4€CTBO UX PaOOTHI PETYISAPHO KOHTPOIUPYETCS

(1) HET BepHOTO BapHUaHTa

3. CrpykTrypa cTanaapTa 00CITyKUBaHUS TIPOIABIIA BKIFOYAET:

(2) BHENIHKME CTaHIAPTHI

(0) BHyTpeHHHE CTaHAAPTHI

(B) TEXHOJIOTHYECKHE CTAHAPTHI

(r) 060opoT MpeaPUATHS

4. AynuT xKadecTBa OOCTY)KUBaHUS BKITIOYACT:

(a) oOyuenue nepconana

(6) mepconain

(B) MOTHBALIMIO IEPCOHAJIA

(T) IPUPOAHO-KIMMATUIECKHIE YCIOBUS

5. Ilepeuncnute ocHOBHBIE 3aa4 CTaHAAPTOB OOCTYKUBAHUS KJIHEHTOB:

(a) yaudunmpoBaTh ACUCTBUS NIEPCOHANIA HA PA3IUYHBIX YUaCTKaxX

(0) cnenarp paboure mpoIe ypbl MAKCUMAIBHO MOHSATHBIMU

(B) co3marh OCHOBaHUS TSI MPO3PAYHON U OOBEKTUBHON OIIEHKH PA0OTHI COTPYIHHKOB.
6. Ykaxxute kputepun 3¢ pextuBHOCTH CTaHAAPTOB 00CTYKUBAHUS KJIMEHTOB:

(a) m3MepsIeMoCThb, SICHOCTh IIeJIcH, aKTyaJbHOCTh, BapHAHTUBHOCTh, KOMILICKCHOCTh M SKOHOMHYECKAS
11e7eco00pa3HOCTh

(6) mmanupoBaHKe, OpraHU3aIs, MOTHBAIUS, KOHTPOJIb
(B) maTrexecrnocoOHOCTh HACETICHHUS
7. [lonsatue pupMeHHOE Ka4eCTBO MPOAYKTA — ITO:

(a) 9TO KOMIUIEKCHasi OIICHKa MapaMeTpoB OpeHaa, (U3MYEeCcKOro ToBapa M YCIyT IO €ro peaau3alliuu,
KOTOpast XapaKTEepU3yeT CTENEeHb yAOBIETBOPEHHSI ONPEACICHHON NOTPeOHOCTH MOKyaTeNiel oCpeICTBOM
JaHHOTO Habopa Onar B CpaBHEHUH C aHAJIOTUYHBIMH 110 HA3HAYCHUIO U IOCTYIHBIMH MPOAYKTaMH

(6) ucrob30BaHNE HECTAHJAPTHBIX YCIOBUH U PEKUMOB paboyero BpeMeHu
(B) coBepILIEHCTBOBaHHE HH(POPMALTMOHHON CITY>KOBI TPYZI0yCTPOHCTBA
8. [TonsiTne «OpeH MpeanPHUITHS:

(a) moHMUMaeTCsl BCS COBOKYIHOCTH IPEICTaBICHHA, HIeH, 00pa3oB, acconuanuii U T.J. O KOHKPETHOM
MPOAYKTE U €T0 OKPYKEHHUHU, KOTOpas CIIOKUIACh Y TOTpeOuTenei

(0) COBOKYITHOCTB COIIMAIbHO-TPY/AOBBIX OTHOIIEHUH MEX/Ty MOKYIAaTeIsIMH U TIPOJaBliaMU
(B) 0COOBI THI phIHKA
9. TpynoBbie pecypchl Kak SKOHOMUYECKAs KaTeTOPHsl MPEACTABISAET COOOI:

(a) wacTp HaceneHus1, 001aMarONIETO GU3MUESCKUMHU U HHTEJUICKTYaJIbHBIMU CIIOCOOHOCTSIMH B
COOTBETCTBHH C YCIOBUSMH BOCIPON3BOJCTBA pabOve CHITBI

(6) COBOKYMTHOCTH TYXOBHBIX M (PU3UUECKUX CIIOCOOHOCTEH K TPYIY

(B) paOOTHHKH MPEeINpPUATHI, OpraHu3aluil U yupexIeHUH, 00beIMHEHHBIE 1151 COBMECTHOM J€SITEIHHOCTH
10. «CotpynHuKHU GpUPMBD» Kak 00BEKT yIpaBIEHHUs 00PETAIOT TPEXMEPHYIO CUCTEMY U3MEPEHUS:

(a) paboTHUKH

(6) mepconai

(B) uesIOBEUECKHUE PECYPCHI



(r) puHAHCOBBII KamuTa

(1) TMIHOCTHBIN TTOTCHITHAIT

11. BaxxHEeHIIIMMH KaTErOPUSIMH, XapaKTEPU3YIOLTUMU TPYIAOBEIE PECYPCHI SIBISIOTCS:
(a) Bo3pact

(0) crtocoOGHOCTH K TPyIy

(B) s)xemanue paboTaTh

(T) poACTBEHHBIE CBSI3U

(m) orutara Tpyna

12. B 3aBUCHMOCTH OT CIIOCOOHOCTH K TPYIY Pa3IHyaioT:
(a) TpynociocoOHOE HaceIeHUE

(6) HETpYHOCTIOCOOHOE HAaceNeHue

(B) akTUBHOE HaceJIeHNE

(T) maccMBHOE HaceJeHUE

13. ITonsiTne coTpyaHUK «HpOHT-0UCH:

(a) ob1ee HaMMEHOBaHKE I'PYMITBI MOPA3CTCHUN WK POIIECCOB B OPraHU3aIMAX, OTBEYAIONINX 32
HETIOCPEICTBEHHYIO paboTy ¢ KJIMEHTaMH, 3aKa3YUKaMH

(6) mporecc 0OyueHHst COTPYIHHKA

(B) paOOTHHMKY TIPEANIPUATHA, OPTaHU3AINN U YUPEKICHUH, 00 AMHEHHBIC JIJIT COBMECTHOM JCSITCIBHOCTH
14. Mozenb KOMIIETeHIIUN COTPYAHUKA «(PPOHT-0(HUCY BKIIOUACT:

(a) umeTh 0a30BBIC 3HAHUS TICUXOJIOTHH

(0) uMeTh pa3BUTHIC KOMMYHHKATUBHBIE HABBIKU

(B) OpHEHTHPOBATHCSI B COBPEMEHHOW PHIHOYHOU Cpejie

(r) BnazeTs nH(MOpMANMEH O IPEUMYIIECTBAX U HEIOCTaTKaX KOHKYPEHTOB

(1) *MeTh BBICOKYIO 3apa0OTHYIO TUIaTy

15. J1na ouleHkH pabOTHI IEpCOHaNa HEOOX0IUMO:

(2) UMETh KPUTEPUH, B COOTBETCTBUHU C KOTOPHIMHU OyZIET TPOU3BOIUTHCS OLIEHKA

(0) moka3zaresy WM XapaKTePUCTUKU PabOThI, KOTOPBIC ONPEIEIISIOT YCIEIIHOCTD JaHHOM
npodeccuoHaNbHON AESITeTbHOCTH

(B) xHHTa )aN00 U TMPEIOKEHU N

Tema 7. UHCTpyMEHTBI KOHTPOJIS KadecTBa 0OCITYKUBAHHS
1.JIosiIbHOCTD COTPYHUKA — 3TO:
a) ’KeJaHue cOOMIOaTh yCTaHOBJICHHbIE MTPAaBUJIa MOBEICHHS B (hupMe, IEHHOCTH, HOPMBI TTOBEICHHUS
0) BEpHOCTb JACHCTBYIOLIMM 3aKOHaM, [I0CTAHOBJIEHUSIM OPraHOB BIIACTH
B) KOpPPEKTHOE, O1aroHasié:;KHOE OTHOLIICHHE K KOMY-JIH00 I 4eMy-JHO0;

T') OJIOKUTEIILHOE OTHOIICHHE U SMOIIMOHATIbHASI TPUBS3aHHOCTb SIBJISIFOIIUECS ONPEICIISTIONIMHA
(dhakTopamMu IpH MPUHATHH JIFOOBIX PEIICHUH, KaCAIOIMUXCS 00BEKTa JOSITBLHOCT.

2. YTo HE OTHOCUTCS K MPOrpaMMaM MOOUIPEHUS JTOSIIbHOCTH?

a) HaKOMHUTEIbHAs CHCTeMa CKUIOK

0) OOHYCHBIE CHCTEMBI

B) CRM-TexHomoruu

r) PR-Texnonoruun

3. UTo OTHOCHUTCS K MIPEUMYIIECTBAM IMPOTPAMM JIOSITEHOCTH C MIPEIOCTABICHUEM MOMEHTAIbHOU CKUIKH?
a) ru0Kasi cucTemMa CKUI0K

0) He TpeOyeT OOMBIINX BPEMEHHBIX U aIMUHUCTPATUBHBIX 3aTpaT

B) COKpallleHHE 3aTpar Ha IepeBO3KY, XpaHEHHE

T') BEICOKAsi CKOPOCTh TIPOJIaXKu

4. YTO OTHOCHTCS K MIPEUMYIIIECTBAM IIPOTPAMM JIOSITBHOCTH, HCTIOIB3YIONTNE OalTbI?
a) MO3BOJIAET N30€KaTh CKUIOK HA MIPOAYKIIHIO



0) mpocTtoTa A oTpeduTenen
B) HEMEUICHHOE BO3HATPAXKICHHE
T')HAMHOTO TIPOIIIE B YIIPABICHUU U OLIEHKH PE3yJIbTaTOB

5. YTo OTHOCHTCS K HEAOCTATKaM MPOTrpamMM JIOSUIbHOCTH, UCIIOIB3YIOUINM MT0IapOYHbIE TIOAApOYHBIE
cepTudUKaThl B BUJE TUIACTUKOBON KapThl?

a) MOIIIEHHUYECTBO

0) HU3KUI TUana3oH CTOMMOCTH U HEOOJIbIINE CPOKU BHEIPEHUS

B) MOXET OTUYKJaTh HEMTOCTOSHHBIX MOKyIarenei

T') JIETKO KOIHPYETCs] KOHKYPEHTaMHU

6. UTo OTHOCHUTCS K HEAOCTAaTKaM IIPOrpaMM JIOSTILHOCTH, ucnioib3ytomue CRM-TexHonoruun?

a) MHOTJIa HE OTBEYalOT TPeOOBAHUAM 3aKA3UHKa;

0) BBICOKAst CKOPOCTh MPOJIAKH

B) Yallle BCETO PACcXO/bl MPEBBIMAIOT JOXO/bI

T') B 3aBUCUMOCTH OT LIEJIEBOM ayUTOPUU, HHTEPEC K JaHHOU MpOorpaMMe JIOSUIbHOCTU MOXKET OCIa0HyTh

7. K xakoit mporpamme JIOsIIbHOCTH OTHOCHTCS JAHHOE ONPENEICHUE: «KIUEeHT TOIy4aeT PUKCUPOBAHHYIO
CKHUJIKY B MOMEHT IpHOOpETEHHs TOBAPOB WIIH yCIyT»?

a) IUCKOHTHAs Iporpamma;

0) coOcTBeHHasi OOHYCHas MporpaMMa

B) MapTHEPCKas MporpamMma JIOsUIbHOCTH

I') KpaTKOCPOYHasl MPOrpaMMa «HAKOIHU U TTOITYUH»

8. K kaxoii mporpamme JOSUIBHOCTH OTHOCHTCSL JAHHOE OTIPENIEICHUE: «KIMEHT NOoIy4aeT OOHYCHBbIE OaIbl
3a IOKYIKH TOBApOB WJIM yCIYT OJHOW KOMIIAHWH, a B JalbHEHIIIeM 0OMEHNBAET HAKOTJICHHBIE OalljIbl Ha
BO3HArpaxaeHue»?

a) TUCKOHTHAs Iporpamma

0) cobcTBeHHast OOHYCHasl MpOrpaMMa

B) mapTHEPCKas MporpamMma JIOsSUTbHOCTH

T') KpaTKOCPOYHAs! MPOTpaMMa «HAKOIH U TTOITYYH)»

9. K kakoif mporpaMMe JIOSUTbBHOCTH OTHOCHUTCS JJAHHOE OTPEICIICHNUE: «KIMEHT HECKOIBKO MECSIIEB
HaKaruiiBaeT OOHYCHI M 3aTeM OOMEHMBACT MX Ha CIEIUaIbHbIC MPU3bI I TOBAPHI U3 ACCOPTUMEHTA
KOMITAaHU WY ?

a) IMCKOHTHAs Iporpamma

0) coOcTBeHHasi OOHYCHas MporpaMMa

B) MapTHEPCKaAs MporpamMma JIOsUIbHOCTH

I') KpaTKOCPOYHasl MPOorpaMMa «HAKOIHU U TTOTYUH»

10. YTo HE BXOOUT B COCTAB KPAaTKOCPOYHON IPOrPaMMBbl «HAKOIHU U IOIYdH»?

a) ¢puHAHCOBAsI MOJIEITb

0) mpoayMaHHas JTOTUCTHKA

B) IJIJaHUPOBAaHKUE 0OBEMOB MPU30B

T') «paclbUICHHE» YCIOBUI MPOrpaMMBbl B JKEIaHUU YTOJUTh PA3JIMYHBIM IPyTIaM KIHEHTOB
11. YTo OTHOCUTCS K BO3MOKHOCTSIM JIOSUTBHOCTH MPOTPaMM € YHaCTUEM B APTHEPCKOM mporpamme?
a) MOBBIIIIEHUE YCTOMUYMBOCTHU K IICHOBBIM NPEATIOKECHUSAM KOHKYPEHTOB

0) akKyMyJIHMpOBaHHE JOMOJIHUTEIbHBIX CPEACTB OT MAapTHEPOB

B) CIIOXHBIE IIEPETOBOPHBIE MPOLIECCHI, 3aMEIISIOIINE PUHITHE PELICHUI

') OTCYTCTBHE MEXaHH3Ma BIIMSHUS Ha MIOBEJCHHE MOTPEeOUTENs

12. Yto OTHOCHUTCS K BO3MOXKHOCTSIM JIOSUIBHOCTH COOCTBEHHOM OOHYCHOM MpOorpamMmabI?

a) aHAJIM3 TTOTPEOUTEITHCKOTO TTOBEIACHUS

0) BBICOKasi CTOUMOCTb pPeaTu3aIiu

B) HEOOXOAMMOCTH B JOJTOCPOYHOM IJIAHUPOBAHUH

T') IPUBJICYCHNE HOBBIX KIIMEHTOB



13. UTo HE OTHOCHTCS K BO3MOXKHOCTSIM KPaTKOCPOYHBIX MTPOTPaMM «HAKOTH U MOTyYUn»?
a) aHAJIM3 TIOTPEOUTEITHCKOTO TTOBEIACHUS

0) SMOIIMOHAJILHOE BOBJICUECHUE KITUCHTA

B) MOBBIIIEHHE YCTONYMBOCTHU K IEHOBBIM MPEIOKEHUSIM KOHKYPEHTOB

T') IPUBJICYCHUE HOBBIX KIHEHTOB

14. Yto OTHOCUTCS K HEIOCTATKaM MPOTPaMM JIOSITBHOCTH «COOCTBEHHAs: OOHYCHAs ITporpamma?
a) He0OXOIUMOCTh B JIOJITOCPOYHOM TLIAHUPOBAHUU

0) akKyMyJIHMpOBaHHE JOMOJIHUTEIbHBIX CPEACTB OT MAapTHEPOB

B) IEPEKIIIOYCHHE KIIMEHTA Ha 0oJiee MapKMHAIIbHBIE TOBAPHI WU YCIYTH

I') OBBILLIEHUE YCTOWYMBOCTH K LIEHOBBIM MPEATIOKEHUSIM KOHKYPEHTOB

15. YTo OTHOCHUTCS K HEIOCTATKaM MPOTPaMM JIOSITEHOCTH «COOCTBEHHAs TUCKOHTHAS ITPOrpaMMay?
a) OTCYTCTBHE MEXaHM3Ma BIUSHUS Ha TOTPeOUTeNs;0) yBeIMUeHNE YeKa

B) IPUBJICUYECHNE HOBBIX KIINEHTOB

I') SMOLIMOHAIBHOE BOBJICUECHUE KIIUEHTA

16. UTo HE OTHOCUTCS K METOZaM OLIEHKU NOTPEOUTEIHCKOM JOSITBHOCTH?

a) YBEJIMYEHHUE TTOKYTIOK

0) yMeHbILIEHHE MTOKYITOK

B) IOBTOPHBIE MOKYTIKU

T) IepeKpécTHas Mpoaaxka

17. Yto HEe OTHOCUTCA K (paKTOpaM HEYJIOBICTBOPEHHOCTH MOTpeOUTES?

a) Ka9eCTBO KIIFOYEBBIX BBITOJI

0) KaueCcTBO Mpoliecca OKa3aHUus yCIyT

B) PACXOXKJCHHUE [ICHBI H Ka9eCTBA

T') BOCIIPUSITHE IEHHOCTH yCIIyTH

18. DxoHOMHUECKHE CTIOCOOBI BO3ICHCTBHSI HA CTUMYJIMPOBAHUE COBITA TOPrOBOIIPOBOIAIIEH CETH
BKJIIOYAIOT?

a) oopMIIeHHE MECT MPOIaXK

0) pasmemenue POS marepuanon

B) KOHKYPCHI ¥ IPEMUH JIJIS TIPOJIABIIOB

r) pabora 1mo HHOOPMHUPOBAHUIO ONITOBBIX U PO3HUYHBIX MPOJABIIOB O TOBAPE
19. Uto He BXOAMUT B METO/bI OLIEHKHU 3(P(HEeKTUBHOCTH POTPaMMBI JIOSIIBHOCTH?
a) MApPKETHUHTOBBIC

0) DKOHOMHUYECKHUE

B) COLIMAJIbHO-9)KOHOMHYECKHE

I') KOMMYHUKallHOHHBIE

20. Yro He BKIIIOYAET OleHKA 3P(HEKTHBHOCTH MPOTPAMMBI ITOBBITIICHUS JIOSITLHOCTH?
a) CPOK OKyIIa€MOCTH

0) peHTa0eIbHOCTh

B) BHYTPEHHSISI HOPMa JIOXOAHOCTH MPOEKTA

I') HAaKOTIUTEIbHASI CUCTEMa CKUIO0K

4.3 TIpomexxyTouHas aTTecTalus 10 AUCIHUILINHE IPOBOAUTCS B OopME IK3aMeHa

Tunosbie Bonpocskl 3k3amena (I1K-1, ITK-6)
1 Pa3BuTHe nepcoHasia Kak KOMIUIEKCHBIN U HEMPEPBIBHBINA MPOIECC BCECTOPOHHETO PA3BUTHS
JUYHOCTH paOOTHUKOB OPTaHMU3AINH C IEJTbI0 TTOBBIIICHUS 3PPEKTUBHOCTH X PAOOTHI.



2 CucreMa pa3BUTHS NIEPCOHANIA OPraHU3ALUH.

3 DieMEeHTHI CUCTEMBbI Pa3BUTHS MTEPCOHAIa OPTaHU3AIUH.

3aganue 1.

Tunosble 3aganusa 1s 3x3amena (IIK-1, ITIK-6)

1. beiTOBast TeXHUKA TSI OXJIAXKIACHHUS B XOJIOAHBIC MECSIIBI TOZla MEHEE BOCTPEOOBaHA MMOTPEOUTEIISIMH.
Kommnanus «Kmumar IIpod» cTankuBaeTcsi ¢ BONMPOCOM CHIKEHHS MPOIaXK OBITOBBIX KOHAUIIMOHEPOB B

3UMHHMN NEPUO/I.
Bonpocel u 3a1aHus

[Ipenmonoxute Kakoi A0KHA ObITH MAPKETUHTOBAs! MMOJIUTHKA KOMITAHUH, YTOOBI IIPUBIIEYH NMOKyTaTeIeH
JUTs puoOpeTeHust KoHTuIoHepoB B «Kimmar [Ipod» 3umoii?

4.4. Illkana orieHUBaHMsI IPOMEXKYTOUYHOU aTTECTALIUU

Orenka

Komrmerennn

Jeckpuntops! (ypOBHN) — OCHOBHBIC PU3HAKKA OCBOCHUS (TIOKa3aTeIH
TIOCTYKCHHSI pe3YJIBTaTa)

COTITHYHOY
(85 - 100 6amoB)

MK-1

CBOOOAHO OPHEHTUPYETCS B TEHIEHLUAX COBPEMEHHBIX YCIYT U
cnocobeH K  (OPMHPOBAHUIO KJIMEHTYPHBIX OTHOILEHHH ¢
NOTPEOUTENAMH YCIYyT; CHOCOOEH yCTaHaBIMBATh JIEJOBBIE CBS3H
cYcoOcTBEeHHHKAMH TIOMEIIEHH B MHOTOKBAPTUPHOM JOME IO
BOIIPOCaM, KacarolUXCs YNPAaBICHUS MHOTOKBAPTUPHBIM AO0MOM. B
MOJTHOM O0BbeME BIaJeeT NMPAKTUYSCKUMH HABBIKAMH COBPEMEHHBIX
TEXHOJIOTMM  IIpollecca  CEpBHMCA, HAaBBIKAMU  OpraHHU3aLUU
TEXHOJIOTHYECKOTO TMpoliecca ¢ yueToM TpeOoBaHmii moTpeduTeneit.q

[K-6

JIeMOHCTpUpPYET BBICOKUH YypOBEHb 3HAHWS W TOHUMAHUS IS
OpraHu3aLuu KOHTAaKTHOH 30HBI. Bnaneer METOIUKON
OOCITy’>)KMBaHMSA TOTpeOUTENIeH, OKa3aHUs YCIyr M CBOOOIHO
MPUMEHSET KITMEHTOOPUEHTHPOBAHHBIE TEXHOIOTHH.

«XOPOIIIO
(70 - 84 6amnoB)

MK-1

XOpolIo OpUEHTHPYETCS] B TEHACHLUSAX COBPEMEHHBIX YCIYyr U
cnocobeH K  (OPMHPOBAHUIO  KJIMEHTYPHBIX OTHOILEHHH ¢
NOTPEOUTENAMH YCIYT; CHOCOOEH yCTaHaBIMBATh JIEJOBBIE CBS3H
cYcoOcTBEeHHHKAMHU TIOMEIIEHHI B MHOTOKBAPTUPHOM JOME IO
BOIIPOCaM, KAacaloIUXCsS YIPaBJICHUS MHOTOKBAPTHUPHBIM JOMOM.
Bnageer npakTHYeCKMMH HaBBIKAMHU COBPEMEHHBIX TEXHOJIOTUI
Ipolecca CepBUCAa, HAaBBIKAMU OpraHM3allMM TEXHOJIOIMUYECKOTO
npoliecca ¢ y4eToM TpeGoBaHuil morpedureneity

[K-6

JIeMOHCTpPUpPYET XOpOLIMH ypOBEHb 3HAaHUA M IOHMMaHUSA
uisifopraHu3anyy KOHTAKTHOM 30HBL. XOPOILIO BJIaJeeT METOAUKOU
oOCITy>)KuBaHMA TOTpeOHuTeNe,Joka3aHus YCIyr ¥ HCHOJIb3yeT
KJIINEHTOOPUEHTUPOBAHHBIE TEXHOJIOTHUH.

«YZIOBJIETBOPUTEIHHON
(50 - 69 6amnoB)

MK-1

He B momnHO# Mepe OpuEHTHPYETCS B TEHACHILUSAX COBPEMEHHBIX
yCIYT U crnocobeH K (OPMHPOBAHUIO KIMEHTYPHBIX OTHOLICHHN C
NOTPEOUTENSAIMH YCITYT; MCIBITHIBAET 3aTPYIHEHHSIB yCTaHABICHUH
JEI0BBIX CBsA3EH cYcoOCcTBEeHHUKaMH MIOMEILICHUN B
MHOTOKBAapTUPHOM JIOME II0 BOIPOCAM, KACAIOUIMXCS YIpPaBICHUS
MHOTOKBapTUPHBIM AOMOM. VICTIBITBIBACT 3aTpyAHEHUS BO BIaJICHUH
NPAaKTUYECKX HABBIKOB COBPEMEHHBIX TEXHOJOTMH Ipolecca
CepBHCA, HABBIKOB OPraHU3AIMM TEXHOJIOIMYECKOTO Mpolecca C
yueToM TpeOoBaHu# moTpedureneity




I1K-6 JleMoHCTpUpyeT — 0a30BbIii YPOBEHb  3HAaHUU  IpoLecca
obciy)kuBaHuAYmoTpeduTeNel, C yueToM 3ampocoB NOTpeduTesei 1
(bparMeHTanbHO pUMEHSACTYKINEHTOPUEHTUPOBAHHBIC
TexHonorun. JHcnbIThIBaeT 3aTpyAHEHUS B PUMEHEHUN
MOJYYCHHBIX  3HaHUH B TNPAKTHUECKOW  JEATETBHOCTH B
po¢eCCHOHAIBHON eI TeTbHOCTH. |

IK-1 JleMOHCTpUpYEeT  OTCYTCTBME 3HAaHMM HW  TMOHHMaHHE K
(bopMupOBaHUIOYKIMEHTYPHBIX OTHOLIEHUH € MNOTpeOUTENIMU
ycayrYHe  Moxer  mpuMeHSATh — IMOJNy4YE€HHbIE  3HAaHUSA B
«HEYIOBJIETBOPUTEIILHO npaktudeckonnesrenbHoct. Ha BOMpOChl OTBETUTH HE MOXKET. |

(menee 50 OammoB)  |TIK-6 JIEMOHCTPUPYET ~ OTCYTCTBHE  3HaHMH ¥  TMOHMMAaHWe K
(bopMupOBaHUIOYKIMEHTYPHBIX OTHOLIEHUH € MOTpeOUTENIMU
ycayrYHe  Moxer  mpuMeHSATh — IMOJNy4YE€HHbIE  3HAaHUA B
npaktudeckonnesrenbHoct. Ha BOMpOChl OTBETUTH HE MOXKET. |

5. MeTonnueckue yKkazaHusi AJisl 00y4al0OIIUXCS 110 OCBOCHUIO M CHUILTHHBI (MOLYJIS)

5.1 MeTtoandeckue yka3aHus IO OPTaHU3aIlN CAMOCTOSTEIBHOM PabOThI 00YUYaIOIIUXCSI:

[Ipuctynas K W3y4eHWIO TUCIUIUIMHBI, B MEPBYIO Odepelb OOydaromuMcsi HEOOXOAMMO O3HAKOMHUTHCS
comepxaHueM paboueil mporpammbl nuctuiummabl (PITJ]), xotopas ompexaenser coaepxaHue, oObeMm, a
TaKKe MOPSAIOK U3YUCHHsI U MTPETIOaBaHus yIeOHOM TUCIUILINHEL, €€ pa3/iena, YacTu.

J171 caMOCTOSATENbHOM paboThl BaKHOE 3HaYEHHE UMEIOT paszeibl «O0beM U collepikaHne AUCIUTITMHBD),
«YuebHo-MeTonyeckoe U HHGOpMAIIMOHHOE 00ecieyeHIe TUCIUIUIUHBD U «MaTepruaabHO-TEXHUYECKOe
o0ecriedyeHre AMCUUIUIMHBI, POrpaMMHoOe obecrieuenue, npodeccuoHaibHble 0a3bl TaHHBIX U
MH(OPMAIIMOHHBIE CIIPABOYHBIE CUCTEMBI».

B pazmene «O0bemM u copepkaHHe AMCHUIUIMHBDY YKa3bIBAIOTCS BCE pas3leibl UM TEMbl H3ydaeMoi
JTUCLUIUTMHBL, @ TAK)KE BUJIbI 3aHIATHI U TUTAHUPYEMBI 00BEM B aKaJIeMUYECKHUX Yacax.

B pasgmene «YyeOHo-meTomumueckoe U HH(POpMaLMOHHOE oOecledyeHrne AMCHUIUIMHBDY — yKazaHa
pEKOMeH1yeMasi OCHOBHAs U JOTIOJIHUTENbHAS JINTEpaTypa.

B paznmene «MarepuanbHO-TeXHUYECKOE OOeCIeueHue TUCIUIUIMHBL, TMPOrpaMMHOE oOecreueHue,
npodeccuoHanbHble 0a3bl JTaHHBIX W WH(GOPMAIMOHHBIE CIPABOYHBIE CHCTEMBD» COACPKHUTCS IepeueHb
npodeccuoHanbHbIX 0a3 JaHHBIX U MHPOPMALIMOHHBIX CIIPABOYHBIX CHCTEM, HEOOXOIUMBIX AJII OCBOCHHUS
JUCUUIIINHBL.

5.2 PexomeHnanuu o0y4aronumMcs o padore ¢ TEOpeTUYECKUMU MaTepuaiaMy Mo TUCIUIUINHE

[Tpu u3ydeHnn 1 mpopabOTKe TEOPETUICCKOTO MaTepraia HeOOXOaUMO:

- IPOCMOTPETH €I1I€ pa3 npe3eHTaruo Jekuuu B cuicteMe MOODLe, moBTOpUTh 3aKOHCIIEKTUPOBAHHBIN HA
JIEKIIMOHHOM 3aHSATUM MarepuaJl W JOMNOJHHUTh €ro € Yy4YEeTOM PEKOMEHJIOBAHHOM JOMOIHUTEIbHOU
JIUTEPaTypBhl;

- IPY CAMOCTOSITEIbHOM M3yUYE€HUU TEOPETUYECKOM TEMBbI CIENaTh KOHCIIEKT, UCIOJIb3Ysl PEKOMEHIOBAHHbBIE
B PI1/] ucrounuku, npodeccuoHalbHbIC 0a3bl TaHHBIX U HHPOPMAIIMOHHBIC CIIPABOYHEBIC CHCTEMBI:

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

- TP MOAATOTOBKE K TEKYILIEMY KOHTPOJIIO UCIIOIb30BaTh MaTepuaibl (poHna oueHouHbix cpeacts (POC).
5.3 Pexomennamuu 1o pabote ¢ Hay4HOU U yueOHOM uTepaTypoit

PaGota ¢ OCHOBHOM M JOTOJHUTEIBHOW JIUTEPATYPOH SIBISICTCS TIJIaBHOM (OPMOH CaMOCTOSTEIBHOU
paboThl U HeoOXoAMMa MPU TMOATOTOBKE K YCTHOMY OMNPOCY Ha CEMUHApCKUX 3aHATHAX, K Jebaram,
TECTUPOBaHHUIO, dK3aMeHy. OHa BKIIOYAeT NMPOpPabOTKy 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 paszMemieHHbie B cucteMe MOODLe mpe3eHTany, OCHOBHBIX MCTOYHUKOB W JIUTEPATYPbI IO
TeMaM, BBIBOJIbI MO KaKIOMY Bompocy. KoHCIEKT MoXkeT ObITh BBHIMOJIHEH B paMKaX pacleyaTKd BbLAAYH
MPE3CHTAIMI JIEKIMI WK B OTAEIBbHOW TeTpanu mo mpeamery. OH JOKEH OBITh aKKypaTHBIM, XOPOIIO
YUTAaeMbIM, HE COJIEP’KaTh HE OTHOCAIIYIOCS K TeMe HH(OPMALIMIO 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. Pynenxo, JI. JI. CepBucHas medareiabHOCTh : yueOHOe mocodue. - Bech cpok oXpaHbl aBTOPCKOTO TpaBa;
CepBuchHas nesrenbHoOcTh. - MockBa: [JamkoB u K, Al Ilu Op Memua, 2019. - 208 c. - TekcT :
anektpoHHbIi / [IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/83149.html
2. PomanoBuu XK. A., KanaueB C. JI. CepBucHas nesTeIbHOCTh : YYCOHHK. - 6-€ W3M., mepepad. u JoI.. -
Mocksa: JlamkoB u K°, 2018. - 284 c. - Tekcr : anekrponnbii // ObC «YHUBepcuTeTCKass OMOIMOTEKA
onuaiiny» [caitt]. - URL: http://biblioclub.ru/index.php?page=book&i1d=496155
3. YenypoBa N.®. TloBenenne morpeduteneit : yued. mocobue. - TamboB: [M3mar. nom TI'Y um. I.P.
HepxaBuna], 2012. - 95 c.

6.2 JlonosHUTENBHAS IUTEpPATYpA:

1. Oxorura H. M. CepBucHas aesTenbHOCTh : ydeOHOoe mocobme. - Homkap-Oma: IloBomkckuit
TrOCyJIapCTBEHHBIN TexHomorudeckuii yHupepcutet, 2016. - 116 c¢. - Tekcr : smekrponHbii // OBC
«YHUBEPCUTETCKAS OmoOImoTeKa OHJIANH» [caiT]. - URL:

http://biblioclub.ru/index.php?page=book&id=459497

2. Mupotun JI.b., Tamb6aes bl.D., KacenoB A.T. Jloructuka: oOcimykxuBaHue NMoTpeOUTENeH | YUeOHUK. -
M.: UHOPA-M, 2002. - 189 c.

3. Memnskoa, JI. A. Kondaukronorus : yueOHO-MeToAHYECKOE TTocoOue. - Bech cpok oXpaHbl aBTOPCKOTO
mpaBa; Koudmukromorus. - Ilepmb: IlepMckuii rocymapcTBEHHBIH T'YMaHUTApHO-TIEIArOTHYECKHUI
yuuBepcutet, 2016. - 210 c¢. - Tekcr : omekrponuwsri // IPR BOOKS [caiit]. - URL:
http://www.iprbookshop.ru/70630.html

4. KnauxkoBa, O. A. KoHduukTOonorus : mnpakTHKyM. - Becb Cpok oOXpaHbl aBTOPCKOTO TIPaBa;
Kondmukronorusa. - Komcomonbck-Ha-Amype, CaparoB: AMYpPCKHA T'yMaHUTapHO-TIEAArorHuecKuii
rocyaapcTBeHHbIN yHUBepcuTeT, Al [ITu Ap Meaua, 2019. - 136 c. - Teker : anexrponssiii // [IPR BOOKS
[caiit]. - URL: http://www.iprbookshop.ru/85814.html

5. Tpydanosa T.A. IlpaktukyM mo ncuxopu3noIoruu MpoheCCHOHAIBHON NESITEIBHOCTH : y4e0.-METO/I.
1moco0.. - Tam6oB: U3mar. nom TI'Y um. I.P. [lepxaBuna, 2011. - 120 c.

6. Tpydanona, Tam6. roc. yH-T um. [.P.JlepkaBuna, Tamb6. roc. yH-T um. [.P.JlepxkaBuHa DTHKA AETOBBIX

orHomenu#t : YMK s cryn. cnen. 080505 "Ympasnenue nepconanom”. - Tam6os: [M3n-o TI'Y], 20009. -
1 anexrpon.ont. auck (CD-ROM).

7. Hepemsukuna, E. B. [lenoBoe oOmenue : yueOHOe mocoOme. - 2022-08-31; [enoBoe oOmieHue. -
ExarepunOypr: Ypansckuii ¢henepanbusiii yauepcutet, ObC ACB, 2015. - 48 c. - Tekct : aeKTpoHHBIH //
IPR BOOKS [caiit]. - URL: http://www.iprbookshop.ru/68236.html

8. XKepnakosa M. b. [lenoBoe obmenue : YueOnuk u npaktukym s CIIO. - Mocksa: FOpaiit, 2020. - 370
c. - Teker : anexrponnsrit // DBC «FOPAUT» [caiir]. - URL: https://urait.ru/bcode/455816

9. Murpomenko O. A. JlenoBoe obmenue: 3pdexTuBHbIC TIeperoBopsl : IIpakTuyeckoe mocobue. - 2-¢
u3n.. - Mocksa: FOpaiit, 2020. - 315 c. - Tekct : smexTponHblii / DBC «FOPAWT» [caiit]. - URL:
https://urait.ru/bcode/455770

10. Xumuk B. B., bospkuna B. /1., bype H. A., Munéxuna T. A., Mouceepa B. JI., Cenusepcrosa E. 1.
Kynerypa peun u nenoBoe obmienue : Yueonuk u npaktukyMm st CITO. - Mocksa: FOpaii, 2020. - 308 c. -
Texer : anextponssiii // O5C «FOPAWTY [caiit]. - URL: https://urait.ru/bcode/455791

11. Xpamuenko B. E. JlenmoBoe obmieHne ¢ 3apyOexHbIMU TapTHEpaMH : yueOHoe mocobue. - Kemeposo:
KemepoBckuit rocymapctBennbiii yHumBepcuter, 2013. - 110 c¢. - Tekcr : snexkrpoHHbid // DbC
«YHUBEPCUTETCKAS OmoOImoTeka OHJIANH» [caiT]. - URL:
http://biblioclub.ru/index.php?page=book&id=232400

6.3 VHpIe MCTOYHUKU:

1. ®enepanpHoe xpanwmiie «EnuHas xomnekius OU(GPOBBIX 00pa30BAaTENBHBIX PpECYpcoB» -
http://school-collection.edu.ru/

2. @enepanbHblil mopran «Poccuiickoe odpasoBanue» - http://www.edu.ru/

3. CnpaBoyHO-MH(POPMAITMOHHBIN MOpTaN Sociosite - www.sociosite.net

4. Nadopmanmonnsiii pecypc 11 "Kommepcant" - https:// www.kommersant.ru/
5. [Mopran "I'ymanutaproe oopazoBanue" - http://www.humanities.edu.ru/
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6. OnexktpoHHasi Bepcusi «COIMOJIOTMYECKOTO >KypHasia», u3gaBaemMoro Poccuiickoil akageMuer Hayk
HNucturyrom cormonornn PAH - www.nir.ru/socio/scipubl/socjour.htm

7. MaTepuaJbHO-TeXHMYeCKOe o0ecnedeHHe TUCHUILVINHBI, IPOrpaMMHOe o0ecrnedyeHue,
npogeccnoHanbHbIe 023bI JAHHBIX 1 HHPOPMALMOHHBbIE CIIPABOYHbIE CHCTEMbI

Jlng mpoBeneHus 3aHATHM MO JUCHUIUIMHE HEOOXOIUMO ClIeAyIollee MaTepuaibHO-TEXHUYECKOe
oOecrieueHue: ydeOHble ayqUTOPUM [AJsl TPOBENCHUS 3aHATHH JIEKIIMOHHOTO M CEMHUHApCKOro THIIA,
TPYNIOBBIX W WHAMBHUIYaJIbHBIX KOHCYJIbTALMM, TEKYLIEr0 KOHTPOJS U TMPOMEKYTOUHOM aTTecTaluH,
MTOMEIIEHUS 111 CAMOCTOSITENIbHON paboThlI.

VYdeOHbIe ayTUTOPHUU U IIOMEIICHUS ISl CAMOCTOSTEIILHON paOO0Thl YKOMIUIEKTOBAHBI CIICTIHATH3UPOBAHHOM
MeOeNbI0 U TEXHUYECKUMH CPEJICTBAMHU OOYyUCHHMS, CIIY KAIIUMH JIJIs1 TIPEACTABICHHS yueOHOW nHbOpMauu
OOJIBITION ayTUTOPHH.

[TomerieHus U1t CaMOCTOSATENILHONW paOOTHl YKOMIUIEKTOBAaHbI KOMITBIOTEPHOIN TEXHUKOH C BO3MOXKHOCTBIO
MTOAKITFOYEHHUS K CceTH "Unrepuet" 51 obecrnieueHneM JI0CTyIa B AIIEKTPOHHYO
MH(POPMALMOHHO-00pa30BaTEeIbHYIO CPEAy YHUBEPCUTETA.

Jlist mpoBeeHMs 3aHATHI JICKIIMOHHOTO THITA UCTIONB3YIOTCS HA0OPBI IEMOHCTPAIIHIOHHOTO 000PYIOBaHUS,
o0ecreunBaIIfe TeMaTHYECKUE WILTIOCTpaud (ITPOEKTOP, HOYTOYK, SKpaH/ MHTEPAKTUBHAS JIOCKA).

JlunieH3noHHOE ¥ CBOOOHO PAcIIPOCTPaHIEMOE MPOTPaMMHOE 00eCTICUCHHE:

Omneparmonnas cuctema Microsoft Windows 10

Microsoft Office [Ipodeccronanbhsrii mioc 2007

7-Zip 9.20

Kaspersky Endpoint Security ans OusHeca - Cranmaptasiii Russian Edition. 1500-2499 Node 1 year
Educational Renewal Licence

Adobe Reader XI (11.0.08) - Russian Adobe Systems Incorporated 10.11.2014 187,00 MB 11.0.08

ITpodeccronanbhbie 6a3bl JaHHBIX U UHPOPMAITMOHHBIE CIIPABOYHbBIE CUCTEMBI:
1. DnextponnsbIit cnpaBouHuk «MHDOpMEIoy» . — URL: https://www.informio.ru
2. FOpaiit: snexTpoHHO-O0nbIMoTeuHas cucrema. — URL: https://urait.ru

3. Hayunas snexrponnas 6ubnuoreka eLIBRARY.ru. — URL: https://elibrary.ru
4. Kypnan «Couunonoruueckue uccienoanus». — URL: http://socis.isras.ru

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

B3aumoneiicTBue mpenomaBaTens M CTy[JEHTa B Ipolecce OOy4eHHUs OCYLIECTBISETCS MOCPEICTBOM
MYJIBTUMEUMHBIX, THIIEPTEKCTOBBIX, CETEBBIX, TEICKOMMYHHUKAIIMOHHBIX TEXHOJOTHUH, HUCHOJIb3YEMBIX B
ANIEKTPOHHOH MH(OPMAIIMOHHO-00Pa30BATEILHON CPEie YHUBEPCUTETA.



