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

1.1. MnaHupyeMble pe3ynbTaTbl 06y4eHUs Mo AUCUUMIUHE

Kog Ko 1 HanMeHoBaHMe MHOMKATOPOB
HarMeHoBaHMe KOMNeTEHLMN

KOMNEeTEeHLMN OOCTUXKEHMA KOMMEeTEHLNN

Orl1K-2. CnocobeH onucbiBaTb CoLMalbHble NOTK-2.1. AHanu3snpyeT n obobwaeT
ABNEHNA 1 NPOoLeCChbl Ha OCHOBE NPOPeCCUOHANbHYIO MHPOPMALMIO HA
aHanmsa 1 0bobuleHma TEOPETUKO-METOA0NOMMYECKOM YPOBHE
:g;)ie;xcrggsa;i,-':gHTe?liBEamumw NOTMK - 2.2. OnuceiBaeT coupanbHble ABNeH1A
AKTYaNbHbIX MO/IXOO0B M NPOLECCH HA OCHOBE KOMM/IEKCHOM

nHbopmaLmm
OlK-3. CnocobeH cocTaBndTb M 0POPMANATb NOTMK- 3.1 CuctemMatmsnpyeT pesybTaThl

OTYETHI MO pesynbTaTam
NPodeCcCroOHaNbHOM AEATENBHOCTY B
cdepe coumanbHom paboThl

npodeccroHanbHoOM AedaTeNbHOCTHN B chepe
couyanbHom paboThl B GopMe OTHETOB.
NOTMK- 3.2. MpeacTtaBngeT pesynbtaTh

Hay4YHOM M NpaKTUYeCKoW AesTeNbHOCTU B
dopmMe NyOBANYHBIX BEICTYMAEHWUIA U/ NN
ny6amkaumm

B pesynbTate usydeHus gucumnavHbl 06y4aloWwmncs JOMKEH:
BNaAeTb HaBblKaMu:
- BbIIBNEHWs NOTPEBHOCTEN NOTPEBUTENS B NPOLLECCE CEPBUCHOM AEATENbHOCTY,
- cbopa MHPopMaLMK /19 OLEHKM CEPBUCHOM AEATENbHOCTN B POCCUMCKOW NPaKTUKE;
- 06CNYXMBaHWS B NPOLLECCe CEPBUCHON AEATENbHOCTU

YMETb:
- 060CHOBATb TEXHONOTMU peann3aLmmn CEPBUCHON AeSTENbHOCTY,
- NPUMEHATb, AaNTUPOBATL U Pa3BMBATb COBPEMEHHbBIE TEXHONOMMN OBCTYXKMBAHUS;
- BbICTPanBaTb MPOCTPAHCTBO KOHTAKTA C KMEHTOM (NoTpebutenem);
- cobnoaaTh B NpodecCroHanbHON AesTeNbHOCTM NpaBmaa 06CNy»KMBaHUS KNTNEHTOB.
3HaTh:

- MOHATUNHbBIM annapaT CEPBUCHON AEATENBHOCTH,

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

- OCHOBHblE MeTOAbl MPefoCTaBNeHUs YCYT 1 GOPM O6CNY>KMBAHUS

- MOHSATUE "KOHTAKTHOW 30HbI" KaK chepbl peanmsalmm CEPBUCHOM AESTENBHOCTH;

- CNOCO6bl OpraHM3aLmm 06CNyXMBaHUA NOTPEOUTENEN YCNYT;

- KyNbTypy O6CNyXM1MBaHUa NoTpebutenen.

1.2. CofiepykaHme AUCLMNINHBI

TeMa (pasgen oncumnavHbl)
o
A (B cooTtBeTcTBUM C PI1/) N Rl

1 Tema 1. TeopeTmnyeckme acnekTbl CEPBUCHON OMK-2, OMK-3
LesaTenbHOCTH

5 TeMa 2. icTopuryeckme acneKTbl CEPBUCHOM OMK-2, OMK-3
LesaTenbHOCTH

3 Tema 3. PaboTa B KOHTAKTHOW 30HE OrliK-2, OrK-3

4 TeMma 4. HpaBOBble acneKThl 1 CTaHAAPTU3aLNS OMK-2, OMK-3
CEepPBUCHOWN eATENbHOCTH

5 | Temas. Opri%Hl/ISaLLl/IFI 06CNy>KMBaHMS B YCOBUSIX OMK-2, OMK-3
npeanpuUaTU cepamca

6 | TeMa 6. YnpaBneHne Ka4eCTBOM U MAPKETUHT YCIyT Orl1K-2, OlK-3




1.3. CucTeMa oueHMBaHMA NO AUCUUMNINHE

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

LlIkanbl OLEeHKN YPOBHS
CHOPMUPOBAHHOCTY PE3Y/ILTATOB LlIkana oueHKM YPOBHS OCBOEHUS AUCLUMUMINHDI
obyyeHus
100 100 5-6annbHas LWKana,
YpoBHEBas LWKana HeandbepeHUMpo
. 6anbHas 6anbHas avddepeHumpoBaHHas
OLEHKM KOMMNETEHLNM o o BaHHAsA OLEHKa
WwKana, % WwKana, % oueHka/6ann

LOMOpPOroBbin HMKE 61 HMKE 61 «HEeY[OBNETBOPUTENBHO>» / 2 HE 3a4TEeHO
NOPOroBbIN 61-85,9 61-69,9 «<Y[OBNETBOPUTENBHO> / 3 3a4TEeHO
70-85,9 «xopowo» / 4 3a4TEeHO
MOBbILLEHHbIN 86-100 86-100 «OTNINYHO>» / § 3a4TEHO

2. [NepeyeHb oLEeHOYHbIX MaTeEPUAoB /1 NPOBEAEHNS MPOMEXYTOYHOM aTTecTauum

KOHTpOMb M OUeHKa  pPe3ynbTaToB  OCBOEHUS  AUCLUMMAMHBL  OCYLL,ECTBASEeTCS
npenogaBaTenemM B XofAe TEeKyWero KOHTPOMs YycneBaeMocTu (B npoluecce npoBeneHus
NPaKTUYECKMX 3aHATUIN, TECTUPOBAHNS, ONPOCOB).

B xofe npoBefeHWs MPOMEXYTOYHOM aTTeCTaLMM OCYLLECTBASETCS KOHTPO/b M OLEHKa
Pe3y/NbTaTOB OCBOEHWSI KOMNETEHUMI,

Bonpochl 419 NOAroToBKM K 3a4eTy

OlK-2. CnocobeH onucbiBaTb COUManbHble SIBEHUS U MPOLECChl Ha OCHOBE aHanmsa M
06061LeHUs NPOPECCUOHANBHON UHPOPMALIMK, HAYYHBIX TEOPUA, KOHLEMUUA U aKTyanbHbIX

noaxoaos

1 YTO Takoe yHudmKaumsa B CEPBUCHON OeATENbHOCTU?

2. YT1O Takoe nnueH3ns?

3. KTo Takoun noTpebuTens COrnacHo OeNCTBYOLWeEMY POCCUNCKOMY
3aKOHOLATENbCTBY?

4. KTo Takou WUCNONHUTENb COrnacHo LEeVCTBYIOWEMY POCCUNCKOMY
3aKoHO4ATEeNbCTBY ?

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

YNO/THOMOYEHHast OpraHun3aLms, UMNOPTEP) 3a HapyLIeHWe NnpaB noTpebutenen, yCTaHOBNEHHbIX
HOPMaTMBHbLIMK MNPABOBbIMK akTamm Poccuiickon Qegepaunn?

6. Ecnu nsrotoButesnb (MCNOMHUTEND) HE YCTAaHOBW/ Ha TOBap (PaboTy) CPOK CNyxbbl, B
TEYeHKe KaKoro Cpoka oH 0643aH obecneymTb 6e30nacHOCTb ToBapa (paboThl)?

7. C KaKoro MOMEeHTa UCYUCNAETCS CPOK CNy»bbl TOBapa?

8. YTO Takoe CPOK CNy>Kbbl TOBapa, pesy/ibrara ycnyrmu?

0. Kak HasbiBaeTcs HOPMaTMBHbLIM LOKYMEHT, pa3paboTaHHbI HQ OCHOBE KOHCEHCYCa,

YTBEPXKAEHHDBIA MPU3HAHHBIM OPraHOM, HamnpaBiEHHbIM Ha AOCTMXKEHWE OMTUMANIbHOWM CTEMNEeHU
ynopsoyeHus B onpeaeneHHomn obnactmn?

10. B TeuyeHne Kakoro cpoka AOMKHO 6biTb YAOBNETBOPEHO TPpeboBaHWe NoTpebutens o
COpPa3sMEPHOM YMEHbLLIEHWUN MOKYMHOW LEeHbI?

11. KakoBbl CPOKM YOOBNETBOPEHWS TPEOOBaHUS NOTPEOUTENSA O 3aMEHe ToBapa?

12, KoMy noTpebutens MOXeT npenbsButb TpeboBaHMEe MO MOBOAY COPAasMepHOro
YMeHbLUIEHWS MOKYMHOW LeHbI?

13. B kakow Cpok nokynatenem MoryT 6biTb MpeabsBieHbl TpeboBaHMs, CBA3aHHbIE C
HeLOCTaTKOM TOBapa, EC/IMN HE YCTAHOBNEH raPaHTUNHbLIN CPOK UM CPOK FO4HOCTU Ha TOBap?

14. B TeyeHne Kakoro BpeMeHu, no obwemMy npasuny, NoTpebutens BnpaBe O0OMEHATb

HENPOAOBONBCTBEHHbIV TOBAP B MECTE €ro MOKYMKM Ha @aHaIOMMYHBIN UM NMOMYYUTb YNIAYeHHYIO 3a
HEro AEeHEXHYI0 CYMMY C MOMEHTa Nnepeaayn emy ToBapa?
15. KeM Bo3MellaloTcs YObITKA, MPUYMHEHHbIE MOTPEOUTENSIM BbIHYXAEHHBIM OT3bIBOM

napTum ToBapa?



16. B kKakoM pasMepe 3aKOHOATENbCTBOM O 3allMTe NpaB noTpebuTenelt yCTaHoBNeHa
HeycToMKa 3a MPOCPOYKY YOOBNETBOPEHMs TpeboBaHM MNOTpebuTens npu npodaxe
HekauyeCTBEeHHOro ToBapa?

17. KakoB CpoK WCKOBOM [aBHOCTM 18 ObpalleHns B Cy[ 3a 3alMTon npasa
noTpebutens?

18. C KaKoro MoOMeHTa UCYUCNSETCH CPOK FTOAHOCTM Ha TOBap?

10. B Kakon CpoK [O/MKHO OblTb YAOBNETBOPEHO TpeboBaHWe MoTpebutens o 3amMeHe

TOBapa HEHa[/IeXallero KayecTtBa, €CNM HeobXOoAMMbIM TOBap, OTCYTCTBYEeT Y MpofaBula Ha
MOMEHT obpalleHns?

20. Bbl OTKpbiv Bkag B 6aHke. B cnyyae, ecnun y 6aHka OT3bIBAOT NMLEH3MIO, BNpaBe
Bbl MPETEHA0BAaTb Ha BO3MELLEHME MO BKIA4Y, Y €C/Iv [ia, TO KAKOB €ro MakCHMasibHbI pasMep?

21, BrpaBe nn 6aHK B OOHOCTOPOHHEM MOPSOKE MEHATb YCNOBWUS KPeAUTOBAHUA
(HanpuMep, yBENNYMBATbL MPOLEHTHYIO CTaBKy)?

22. Bbl notepsanu SIM-kapTy 1 nocne 3Toro NpocTo Kynuan HoBYto. CnyCTa 4 MecsLa BaM
NpULWLIO YBeOM/IEHNE O HEOBXOAMMOCTM CPOYHO MOracuUTb 33[0/MKEHHOCTb 3@ YC/yr CBS3WN B
pasMepe 1500 py6. BepodTHO, Balen KapTon BOCMONb3OBANCH KTO-TO APYron. JOmKHbl n Bbl
onnaymeaTh AAHHYIO 3a40/HKEHHOCTL?

23. Bbl npuobpenn 6unetbl B UMPK. Ha OBOPOTHOW CTOPOHE YKa3aHO, YTO OHWU He
noa/iexaT BO3BpaTy UK obMeHy. 3a ABa AHS 4O COObITUSA BalK MAaHbl U3MEHWUINCH, U TENEPD Bbl HE
CMOXKeTe MOoWTU Ha NpeAcTaBneHue. iMeeTe 1 Bbl MPaBo Ha BO3BPAT AeHer?

24. Bbl Kynnnu 60TUHKM U PELIVIN HAAETb UX NPSMO B MarasuHe. 1o gopore 4OMoW Bbl
MOHAMN, YTO NpUobpeTeHHas 0byBb CUIBHO YXMeT. ECTb M y Bac NpaBO OOBMeHsTb B MarasuHe
[aHHYI0 napy Ha 6osee NoaxoaaLLyo?

25. Bbl nprobpenn anekTpuyeckn YarmHuk. B rapaHTUMHOM TasloHe yKasaH CpPOK 12
MecsLeB, OAHAKO B TOBAPHOM Yeke NpoAaBeL, OTMETWI, YTO rapaHTUs cocTasnseT 6 Mecsues. Ha
KaKOW CPOK Bbl byleTe OpUeHTUPOBATLCS?

20. Bbl nprobpenn poToannapaT, HO BCKOPE NOCne NOKYMNKM OH crioMancs. Bel cganu ero
B MarasuH Ha rapaHTUMHbIV PEMOHT, HO BPeMS PEMOHTA KakK pa3 CoBMagaeT Co BpeMeHeM Noe3aKu,
B KOTOPOM BaM Y)XKe XOTenocb Obl UMeTb BO3MOXHOCTb doTorpadmpoBatb. Moxete M Bbl
noTpeboBaTtb NPefOCTaBUTb BaM Apyron ¢otoannapaT Ha BPEMS peMOHTa Ballero?

27. Bbl 3akasanun getanb 418 aBTOMOGUNS B MHTEPHET-MarasmHe 1 noIHOCTbIO ONaaTuIn
MOKYNKy. 3aka3 6yAeT JocCTaBneH yepes Hefenmo. OQHako Ha cnefylowmn AeHb Bbl npuobpen
HeobXOAMMYIO AeTallb B PO3HUYHOM MarasmHe 1 NoaToMy XOTUTE OTKA3aTbCs OT BellM, 3aKazaHHOM
yepes MHTepHET. ECTb 1M y Bac Takoe npaBo?

28. Bbl obpatuimMcb B atenbe M 3aKIoNMAM LOrOBOP Ha MOWWMB KOCTIOMA. TKaHb
NpefoCTaBMNO atenbe. Yepes 2 Hefenn BaM MO3BOHUIM U COOOLLMAN, YTO MaTepuan NoJopPOXarn,
NO3TOMY HEOOXOAMMO MPUUTU U 3aKTIOYMTb HOBbIM JOrOBOP — Ha 6OMblYD CyMMYy. Ha 4TO Bbl
MMeeTe NpaBo B 3TOMN CUTyauUnn?

29. Bbl coann nanbto B XMMYUCTKY, HO KOTAa NpULLIv ero 3abupatb, YBUAENN, YTO Bellb
ncropyeHa — KpacuTesb pacTekcs, a TKaHb AedopMumpoBanach. Ha 4To Bbl BNpasBe NpeTeHaoBaTh B
JaHHOW cuTyaummn?

30. Kaknm neprogom onpeaensetcs CPOoK BbiNOMHEHWS PaboTbl (OKasaHus yCnyrin)?

31 Mpr Kaknx 0BCTOATENbCTBAX HA3HAYAIOTCS MPOMEXYTOYHbIE CPOKN?

32. Kakve npaBa npefocTaBnsioTCs noTpebuTeno B C/yvae, €CM  UCMOMHUTENb
HapYyLWWA CPOKK BbINOHEHUS PABOThI (OKazaHus ycnyrin)?

33 3a KakoW CpOK B3MMaeTcs HeycTomka (neHs) 3a HapyweHue CPOKOB W Kak
onpeaenseTcs eé pasmep?

34. Korga notpebutens MOXeT OTKasaTbCA OT MCMOMHEHWUS LOroBopa O BbIMOJHEHUM
paboT (okasaHum ycnyr)?

35. YTo BNpaBe TpeboBaTb WMCMOMHWUTENb MPW COCTABNAEHWUM CMETbI HA BbIMOJHEHME

paboThbl (OKkaszaHWe ycnyrm)?
36. YTo o643aH caenatb WCMOMHUTENb, €CnM paboTa BbIMOMHAETCS MOMHOCTbIO WK
4aCTUYHO U3 MaTepurana (C BeLLblo) NoTpebuTens?
37 YTo obsizaH caenatb NOTPEebUTENb NOCIEe OKOHYaHUS BbINOMHEHUS PaboT (OKasaHMs
yCNyr) UCAOMHUTENEM?
38. ante onpefeneHne MOHATUIO «KOHTAKTHasi 30Ha» B CEPBUCHOM [OeATENIbHOCTU U
PA3HOBUOHOCTEN KOHTAKTHOW 30HbI B CEPBUCE?.



39. Bbl pabOTHMK KOHTAKTHOW 30HbI CEPBUCHOW opraHu3aumm. Kakosbl Balin 4encTBums B Criyvae
KOH®NMKTHOW CUTYyaLmm?
40. Y10 Takoe PppaH4am3nHr B chepe ycnyr?
41, YTo Takoe pedepeHTHble rpynnbl NOTpebuTens?
42. YTo 0becneunno pasBmTmE KOONEPATMBHbBIX CEPBUCHbLIX OpraHm3aumm B Poccum:
43. Ha pybexe 60-70-x rogoB XX B., CTaau MNPOABASTbCA KavyecTBa HOBOMO -
NOCTUHAYCTPUANbHOro ObLWecTBa.

44. KakoBbl OCHOBHble 3ddeKThl MHGOPMaTU3ALMK AN OBLECTBA?

45. C yeM cBsizaHa cepBUCU3aLNSA SKOHOMUKN?

46. KakoBa ponb ayTCOPCUHIA B YKPEMIEHUU CBSA3EM Mexay Mpou3BOACTBOM U
KanmTanoMm, Mexxay CEPBUCHbBIMU N HECEPBUCHBIMM OTPACISMN?

47. KakoBbl OTIMYMTENBHBIE OCOBEHHOCTM MOCTUHAYCTPUANBHOM SKOHOMUKIN?

48. Y70 Takoe KacToMm3alumsa B chepe cepBuca?

49. YTO NOHMMaeTCa NoA CEPBUCM3ALMEN B MPOMbILLIEHHOM NPOU3BOACTBE?
50. KakoBbl pakTopbl CEPBUCU3ALMM B MPOMBILLIEHHOM NMPOU3BOACTBE?

51. KakoBo 3HaveHue cepBUCm3aLmm B MPOMbILLIEHHOM NPOU3BOACTBE?

OrlMK-3. CnocobeH cocTaBnatb U OPOPMAATb OTYETHI MO pe3ynbTataM MNpPodecCUoHanbHOM
AesATENbHOCTU B chepe coumanbHomn paboThl

52. YTO Ha3biBAETCH CPOKOM OKa3aHus yCyru?

53. Kak HasbiBaeTCcd npouefypa, MOCPEACTBOM KOTOPOW TPETbS CTOPOHA [aeT
MUCbMEHHYIO FAPaHTUIO, YTO YC/yra COOTBETCTBYET 3a4aHHbIM TPeboBaHUAM?

54. YT0 Takoe KayecTBo ycnyru?

55. Y70 Takoe cTaHgapTM3auma?

56. YTO Ha3biBaETCH NokasatesieM KayecTBa?

57. YTO BKIOYAET B Ce65 KOHTPOb Ka4ecTBa?

58. 4YTO Takoe nokasaTtesnb KayecTsa yCnyru?

59. YTO nogpasymMeBaeTCs NofL NOHATUEM «3KoMornyeckas 6€30nacHOCTb» YCayrn?

60. Y70 Takoe nokasaTenu HasHayeHUs yCnyrin?

61  YTO XapaKTepusyloT nokasatenu NPUMeHeHns?

62. YTO BK/IOYAIOT B ceb4 nokasaTenu npeanpustms cepamnca?

63. 470 Takoe PyHKLMOHaIbHAs COBMECTUMOCTb KakK MokasaTeslb COBMeCTUMOCTU YCIyrn?

64. Y70 NpegnonaraeT 6GUoNornyeckas COBMECTUMOCTb?

65. Y10 NpepnonaraeT METPONOTMYECcKass COBMECTUMOCTb?

66. 470 Takoe MHPOPMALMOHHAs COBMECTUMOCTbL?

67. 4TO Takoe TexHonornmyeckas COBMECTUMOCTbL?

68. YTO NpepnonaralT aProHOMUYECKME NoKasaTeIn Ka4eCTBa NpeanpusaTHsi cepamca?

69. YTO BK/IIOYAIOT B CEHS1 CAQHUTAPHO-TUTMEHNYECKNE YCTOBUS OBCTYKMBAHUA?

70.  Kakue MnoHATUS OTHOCATCH K MokasaTensaMm 6e30MacHOCTU AN XKU3HW, 340POBbS U
MMYLLeCTBa rpaXkaaH?

71 Kak onpefenaoTcsa nokasartenn HaLeHOCTN YCyr?

72.  YTO npepnonaraeT HALEXHOCTb MPeLOCTaBNEHNS YCNYyrn?

73. Y70 Takoe HafeXXHOCTb pesybTaTta yCnyru?

74. Kakue nokasaTesit OTHOCATCS KOMIMYECTBEHHbIM MOKa3aTenam oueHkU abbekTUBHOCTH
cepsuca?

75.  Kakuve nokasaTenn OTHOCATCS Ka4eCTBEHHbIM MoKasaTensM OueHKU 3QPeKTMBHOCTU
cepsuca?

76. YTO Takoe MHAEKC yAOBNETBOPEHHOCTN NOTPebUTeNs?

77. YTO Takoe CyWeCTBEHHbIM HEAOCTATOK PabOoThl, yCyrn?

78. Kem B Poccum yCTaHaBAMBAKOTCH MpaBuia OKa3aHWS OTAE/bHbIX BULOB YCYT,
BbINO/THEHMSA OTAE/bHbBIX BUAOB PaboT?

79. YTO Takoe CpOK rogHOCTU?

80. Kak HasbiBaeTCs nepumon, B TEYEHWEe KOTOPOro B Cllydyae ObBHApy)XeHus B TOBape
(paboTe) HepfocTaTKa NU3roTOBUTENDb (MCMOMHUTED), NPOAABELL, YNOIHOMOYEHHAs OpraHn3aLma 1am
YMNO/HOMOYEHHbIN  MHOAMBUAYA/NbHBIA  NPEANPUHUMATENb, MMMNOPTEP 0643aHbl  YAOBIETBOPUTD
TpeboBaHWs NoTpebuTens?

81. Ha Kakou 13 nepeyncrieHHblx ToBapoB HE yCcTaHaBNMBaeTCs CPOK rOAHOCTU: CKaTepPTb,
rybHasa nomMaga, Kepup, XapornoHmKatLlee CpeacTBo?



82. 13 Kakom M3 NepeyvmcneHHbIX TOBAPOB, YCTAHAB/IMBAETCS CPOK FOAHOCTU: rybHas
noMafa, ckatepTb, onaTa, TyanetHas bymara?

83. Ha kakon 13 nepeyvncneHHbiX TOBapOB, YCTAHABIMBAETCS CPOK TFOAHOCTU: Kedup,
cKaTepTb, lonata, TyanetHaa bymara?

84. Ha kakomn 13 nepeyvncieHHbiX TOBapOB, YCTaHABIMBAETCA CPOK rO4HOCTU: aHTUONOTUK,
dyXkep, nonata, TeTpaab?

85. Y70 Takoe rapaHTUMHbIN CPOK?

86. Y10 noTpebuteny BrnpaBe noTpeboBaTtb NPU  OOHAPYXKEHUWM  HEeLOCTAaTKOB
BbINO/IHEHHOW PabOTbl (OKa3aHHOW YCyrn)?

87. KakoBbl CPOKM YOOBNETBOPEHMS OTAENbHBIX TPEOOBAHNIM NOTpebuTens?

88. Y10 BK/IIOYAET B Ceb4 KOHLEeNUUs 06CNYKMBaHMA?

89. Y10 npepgnonaraeT cBob6Ofa pelweHun Kak Kputepun abGEKTUBHOCTN BHYTPEHHENO
CTaHZapTa 06CNY)KMBaHUS KIMEHTOB B cekTope B2B?

Q0. YTO npepgnonaraeT KOMMNEKCHOCTb Kak Kputepun abGGEKTUBHOCTU BHYTPEHHErO
CTaHAapTa 06CNY>KMBaAHUS KITMEHTOB?

91 YTO NpegnonaraeT 3KOHOMMYECKas LenecoobpasHOCTb Kak Kputepuin adGEKTUBHOCTH
BHYTPEHHEro ctaHaapTa 06CnyXMBaHUS KIIMEHTOB?

Q2. Y710 npepnonaraeTt M3IMEPUMOCTb Kak Kputepun 3PPekKTUBHOCTM BHYTPEHHErO
CTaHZapTa 06CNY>KMBaAHUS KITMEHTOB?

93. YTO npegnonaraeT PEeNeBaHTHOCTb Kak Kputepun 3GGEKTUBHOCTU BHYTPEHHErO
CTaHAapTa 06CNY»KMBaAHUS KITMEHTOB?

94. Y710 npegnonaraeT NPO3PAYHOCTb KaK Kputepun 3GGEKTUBHOCTU BHYTPEHHENO
CTaHZapTa 06CNY>KMBAHUS KITMEHTOB?

95. YTO npepnonaraeT akTyasbHOCTb KakK Kputepun 3GPeKTUBHOCTM BHYTPEHHErO
CTaHAapTa 06CNY»KMBaAHWS KITMEHTOB?

96. KakuMm kputepusiM 3dPeKTUBHOCTU OOMKEH COOTBETCTBOBATbL BHYTPEHHUI CTaHO4APT
06CNYXXMBAHWNS KTMEHTOB?

97. Y10 Takoe Lifetime Value (LTV) kak nokasatenb 3QPEKTUBHOCTN BHELPEHUS
CTaHLAPTOB OOCNY)KMBAHUA?

98. 4710 Takoe Customer Satisfaction Score (CSAT) kak nokasaTenb 2¢GEKTUBHOCTM
BHEOPEHWNS CTAHAAPTOB O6CTYXXMBAHUA?

99. Y70 Takoe Customer Customer Effort Score (CES) kak nokasaTtenb 3ddPeKTMBHOCTU
BHEAPEHWNS CTAHAAPTOB O6CTYXMBAHUA?

100. Yt1o Takoe Net Promoter Score (NPS) kak nokasatenb 3dPeKTMBHOCTU BHeOpEHUS
CTaHLAPTOB OOCNY)KMBAHUA?



