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PI1J] o6cyxneHa Ha 3aceaHuy BpICIIEH MIKOJIBI TYpU3Ma U COIUAIbHBIX TEXHOJIOTUM

Jupexrop Beicmein nikossl
TypU3Ma U COLIMAIbHBIX TEXHOJOTUMI K.().H., JOIIEHT H.JI. AnekceeBa
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1. MIEPEYEHD
JTACIHATIIAHE,

IIVTAHUPYEMBIX
COOTHECEHHBIX C IINIAHUPYEMBIMU

PE3YJIbTATOB

OCBOEHUA OBPA30OBATEJBHOMN NPOT'PAMMBI

1.1. Ileab ocBOEHUS M CIUTNIUHBI

[{enbr0 OCBOSHUS TUCIIUTUTHHBI SIBIISICTCS .
- (QopMmupoBanue y oOydamommxcs o0menpodecCHOHaTbHBIX KOMIIETCHIIMH B 00J1acTH
YIIPaBJICHUS] CEPBUCHOW JESATEIHHOCTHIO M OOECIICYCHHs KauecTBa IPOILIECCOB OKa3aHUs yCIyr B

pamkax nmpoecCHOHATBHOMN JIeITeILHOCTH.

1.2. IlepeyeHb NJIAHUPYEMBIX Pe3yJILTATOB 00yYeHHUsI N0 JHCHHUIIJIMHE

OBYYEHUA
PE3YJIbTATAMU

o

Koa n
HANMEHOBaHHE
KOMIIETEHIIHH

Kon m HamMeHoBanue
HHIHKATOPA
JIOCTHKEHH S

KOMIIETEHIIHHI

ILianupyemble pe3yJabTaThl 00y4eHHUsl 110
JUCIHUTIIAHE

OcHoBanmue (IIC)
* s
po¢heCCHOHATBHBIX
KOMITETEHITUI

OIIK-2. CnocobeH
OCYILECTBIIATH
OCHOBHBIE
GbyHKIUN
YIpaBICHUS
CEpBUCHOU
JEATEILHOCTHIO

HOIIK-2.1. Onpenenser
LeNIU ¥ 33241
YIPaBJIEHUS CEPBUCHOMI
JIESITENIbHOCTBIO
NOIIK-2.2. Ucnons3yeT
OCHOBHBIE METOBI U
MPHEMBI INIAHUPOBAHUS,
OpraHU3al1K, MOTUBALIHU
U KOOpJUHALUI
JIeSITETbHOCTH
IpEeAIPUATUN
(nmoapaseneHuii)
npeAnpusTHi chepsl
cepBuca

NOIIK-2.3. IIpumenser
KIIMEHTOPUEHTUPOBAHHBIE
TEXHOJIOTUH B

3HaeT: MOHATHUIHBIN anmapaT cepBUCHON
JIeATEeNIbHOCTH; IPABOBHIC U HOPMATHBHBIE
JIOKYMEHTBI CEPBUCHOM JIESITENLHOCTH,
UHTETPUPOBAHHOM C CHCTEMaMH SKOHOMHKA,
TOCYAapcTBO, OOIIECTBO, KyIbTYpa;
OCHOBHBIE METOJBI IPEJOCTABICHHS YCIYT U
(hopMBI 0OCITY>)KUBAHHS

YMmeer: 000CHOBATh TEXHOJIOTHN PEATH3ALINH
CEpPBHCHOH JIESITEIEHOCTH; TIPUMEHSTH,
alanTUPOBATh U Pa3BUBATH COBPEMEHHBIC
TEXHOJIOTHH 00CITY)KUBaHHS

Biiageer: MeToaMu BBISBJICHUS
noTpeObHOCTEN MOTpeOUTENs B Mpolecce
CEpPBHCHOM JIeSITEIbHOCTH; METOZaMH cOopa
uH(OpMALUK AJIsl OLIEHKH CEPBUCHON
JIeITeIbHOCTH B POCCHHCKOM ITPaKTHKe

OKa3aHusA yCIyr B
n30panHoi chepe
poeCCHOHATBHOMI
JESTENBHOCTH

COOTBETCTBHU C
MEXIyHApOIHBIMU 1
HaIlMOHAJIbHBIMHA
CTaHAapTaMH
HOIIK-3.2.
OO0ecrieunBaeT OKa3aHHE
YCIYT B COOTBETCTBUH C
3asIBJICHHBIM KaueCTBOM.

npodeccroHabHOI

JIEATENBHOCTH
OIIK-3. Cnocoben | MOIIK-3.1. 3Haer: noHATHE "KOHTAKTHOMN 30HBI" Kak
obecrieunBaTh ObecneunBaeT cdepsl peanu3anuu CEpBUCHON
Tpebyemoe TpebyeMoe KauecTBO JIeSATEIbHOCTH; CIIOCOOBI OpPraHU3aInu
KauecTBO MPOIIECCOB OKA3aHUs 00CITy)KUBaHUSI TOTPEOUTENCH YCIIyT;
MIPOIIECCOB YCIyT B CEPBHCE B KYJIbTYPY 00CITy)KUBaHHS IOTPEOUTEICH

‘YMeeT: BICTPanBaTh MPOCTPAHCTBO
KOHTAKTa C KJINEHTOM (IIOTpeduTesem);
cobmroaath B mpodeccrnoHanbHOM
JSSITeTIbHOCTH TIPABHUIIa 00CITY KUBAHHSI
KITUCHTOB

Bnageer: npuemaMu 0OCITy)KUBaHUS B
MpoIecce CEPBUCHOM NESITETbHOCTH

2. MECTO JUCHUILIMHBI B CTPYKTYPE OBPA3OBATEJIbHOM ITPOT'PAMMBbBI

JluciuniamHa OTHOCHTCS

K oOssarenpHOM 4actu bioka 1.

oOpazoBaTenbHOM IporpaMMbl (Moayib 001enpodecCHOHANTBHBIX AUCIUITINH).

JucuumnimHbl

(Momynm)
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3. CTPYKTYPA U COAEP KAHUE NTUCIHHUIIJIMHBI

3.1. O0beM M CTPYKTYpPa AUCHHMIIHHBI

OOmiast TpyA0EMKOCTh AMCHMILIMHBI COCTaBisieT 2 3.e. (72 4Waca.), UX pacrpelesicHue 0
BUJaM padoT U ceMecTpaM MPEACTABIECHO B TaOJIULIE.

Buanbl yueOHbIX 3aHATHI U pa00ThI 00yYal0IHXCS TpynoemMkocThb, 4ac
O0uas TPyA0EeMKOCTh JUCIMILINHBI, Yac 72
KonrakTHasi padoTa 00y4yaromuxcsi ¢ mpenojgaBartejieM Mo BUIaM 34/8
Y4eOHBIX 3aHATHII (Bcero), B T.4.:
3aHATHSA JICKIIMOHHOTO THNA (JEKIHN) 16/4
3aHSATHS CEMHHAPCKOI0 TUMNA (CEMUHAPHI, IPAKTUYECKUE 3aHSITHS, 18/4
MIPaKTHKYMBbI, KOJUIOKBIYMBI U MHBIC aHAJIOTHIHBIC 3aHATHS)
J1a00paTopHbIe padoThI - /-
CamocTosiTe1bHasi padoTa BCero, B T.4.: 38/60
CaMoIoATOTOBKA I10 TeMaM (pa3jesiaM) JUCIUTUTHHE 38/60
BrinmonHeHHEe KypcoBOTO IPOEKTa /KypCOBOH paboTHI -/ -
Koutpousb (yacel Ha 3a4eT) - 14
IIpomMeskyTOUHAS aTTeCTANA 3aver

[Tpumeuanue: -/- 00beM YaCOB COOTBETCTBEHHO JIJIsl OYHOM, 3a04HOM (HOpM 00yUCeHHUS

JucuunnnHa peanu3yercsl MOCPEeICTBOM IPOBEICHUSI KOHTAKTHOM padOThl ¢ 00yJarouuMucs
(BKJItOUAs MPOBEJICHUE TEKYILEro KOHTPOJIS YCIIEBAEMOCTH ), CAMOCTOSITEIbHON PabOThl 00yUYarOIIUXCs
Y IIPOMEKYTOUYHOM aTTECTALUH.

B nmpouecce ocBOeHMS JUCHUIUIMHBI MOXXET IPUMEHSTbCA 3JIEKTPOHHOE OOyueHHe MU
JUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.

B mnpouecce ocBOeHHsT TUCHMIUIMHBI O0ydaromuecss o0ecredeHbl JOCTYHNOM K 3JIEKTPOHHOMN
MH(}OpPMaLlMOHHO-00pa30BaTEIbHON Cpeie U AIIEKTPOHHO-OUOIMOTEUHBIM CUCTEMAM.
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3.1. Conep:xaHnue TUCHUIIMHBI, CTPYKTYPHPOBAHHOE MO0 TEMaM

IInanupyemble Buabl yueoHoi padoThl
pe3yJbTaThl KonrakrHast pagora | Dopmb
OCBOEHHUSI: @ - % g A —
Ko 2 |£g| Eg|5°¢ .
(opmupyemoii HaumeHnoBaHue pa3iesioB, TeM 7 = = 8 % & § KOHTPOIH
= S 3| 28| €5 | (naumenoBanu
KOMHETEHIHH = sSEl EE| 8% | eouenounoro
U UHAUKATOPHI g 5 & g = g s
JIOCTHKEHUST é = oE = = =N CpeaCTBA)
y = = &}
KOMIeTeHIuii
OIIK-2: TEMA 1. TEOPETUYECKHME ACIIEKTBI 2/05| -/- Hoxman,
NOIIK-2.1, CEPBHCHOM JIEATEJIbHOCTU coo0Imenne
HOIIK-2.2, CopeprxaHue JEKIHUH: [IpaxTryeckoe
HOIIK-2.3; 1. TlonsTHE M CYITHOCTH YCIIYTH KaK 3amanne Nel
OIIK-3: cnenu(uIecKoro MpoayKTa
NOIIK-3.1, 2. CyumHOCTb M OCHOBHBIE ITOHATHSA
NOIIK-3.2 CEpPBUCHOH ACSITENbHOCTU
3. TlorpeOHOCTH KaK CYIIHOCTHAs
COCTABJISIONIAs] CEPBUCHOM JIESITENIbHOCTH
4. Krnaccudukaiyu ycayr U CepBUCHOM
JIeSITeIbHOCTH
IMpaktryeckoe 3austue Ne 1. Tema 1. 2/05
TeopeTnyeckue acreKThl CEPBUCHON AEATEIHPHOCTH
CamocrosiTenbHas paboTa 6/10
OIIK-2: TEMA 2. UICTOPMYECKHME ACIIEKTbI 4/1 Hoxman,
NOIIK-2.1, CEPBHCHOM JIEATEJIBHOCTU coo0menne
HNOIIK-2.2, CopnepxaHue JEKLUU: IIpaktuueckoe
HNOIIK-2.3; 1. DBomromnus CepBUCHON ACATEIEHOCTH 3a 3amanue Ne2
OIIK-3: pyoexxom CocraBneHne
NOIIK-3.1, 2. Crenuguka pa3BUTHs CEPBUCHON TECTOB 110
NOIIK-3.2 JesTenbHOCTH B Poccuu BBIOpaHHOU
3. Hcropus KOOIEepaTHBHOTO JIBHXKEHHUS B Teme
Poccun
4. ®axTophl pa3BUTHS CEPBUCHOMN
JIeITeNILHOCTH 3a pyOexxoM u B Poccun
5. CoBpeMeHHbBIE CTpaTErnu CEPBUCHON
JIeSITeIIbHOCTH
[IpakTryeckoe 3ansTre Ne 2. Tema 2. 4/1
Vcropuueckue acneKTbl CepBUCHON JIESITEIbHOCTH
CamocrosiTenbHas padoTa 6/10
OIIK-2: TEMA 3. PABOTA B KOHTAKTHOM 30HE 2/1 Hoxman,
NOIIK-2.1, CopeprkaHue JEKIHHU: cooO1IeHne
NOIIK-2.2, 1. TlonsiTue W BUABI KOHTAKTHON 30HBI IIpakTuueckue
HOIIK-2.3; 2. Dranbl ¥ 337124 pabOThl B KOHTAKTHOU 3aganus Ne3, 4
OIIK-3: 30HE
NOIIK-3.1, 3. TlcuxoJoruyecKue acreKThl paboThl B
MOIIK-3.2 KOHTaKTHOW 30HE
4. DTHKeT U KyJlbTypa paboThl B KOHTAKTHOMN
30HE
5. DOcrerndeckue U 3proHOMHYECKUE
acrieKThl paboThl B KOHTAKTHOI 30HE
6. Pabota c xanobamu ¥ KOH(PIUKTAMH
[pakrrueckoe 3ansitue Ne 3 Tema 3. Pabota B 2/1
KOHTaKTHOU 30He
CamocrosrensHas paboTa 6/10
OIIK-2: TEMA 4. ITPABOBBIE ACITEKTHI U 4/0,5 Hoxnan,
NOIIK-2.1, CTAHJIAPTU3ALIMS CEPBUCHOM coo01eHne
HOIIK-2.2, JAEATEJIbBHOCTHU IIpakTudeckoe
NOIIK-2.3; ConeprkaHue JEKINN: 3amanue Nes.
OIIK-3: 1. VICTOYHWKH ¥ OCHOBAHWMSI MPABOBBIX
NOIIK-3.1, OTHOIIEHHH B cepe cepBuca




IInannpyemsie Buael yueoHoi padoThl
pe3yJbTaThI KonrakTHas padora - Dopmbl
OCBOCHHMSI: & ° Z 2 TeKyIero
Kol g |2g/ 28| 35¢° Y
(opmupyemoii HaumeHnoBanue paszjenos, Tem 7 5 = 8 = & é KOHTPOIH
= S % £ 8| 5 | (HaumeHoBaHH
HOMITETCHIUIH = | 25| EE| 82| eonenounoro
M HHIUKATOPBI g =g £ = | g g
JTOCTHIKEHHUS =~ |§& g g | &= CpeAcTBa)
y = = &
KOMIIeTeHIii
NOIIK-3.2 2. TocynapcTBeHHBIE CTaHAAPTHI B
pa3nuuHbIX cepax cepsuca (o
oTpacisiM)
3. Cepruduxauus B chepe cepBuca
4. JluuensupoBaHue B cepe cepBuca
5. IlpaBuia oka3aHHs YCIYT B Pa3IHYHBIX
cepe cepsuca (10 OTPACISIM)
6. IlpaBoBEIC OCHOBHI M IIPaBUJIa OKA3aHUS
ycIyT B chepe CONUaIbHOTO
o0CITy)KUBaHHA
7. OcHOBHOE Collep)KaHUE 3aKOHOAATEIILCTBA
10 3alUTe MPaB NOTpeOUTEs
IIpaxktuueckoe 3anarue Ne 4. Tema 4. IlpaBoBbie 4/0,5
ACIIEKTHI M CTaHIAPTH3aLHUs CEPBUCHOM
JIeSTeIIbHOCTH
CamocrostensHas paboTa 8/10
OIIK-2: TEMA 5. OPTAHU3AIIMA OBCIITY XUBAHUA 2/0,5 Hoxnan,
HOIIK-2.1, B YCJIOBUX MPEJIIPHUATHI CEPBUCA coo0IIcCHIE
HOIIK-2.2, CopeprkaHue JeKIHHU: IIpaxkTudeckue
HNOIIK-2.3; 1. OGcmyxuBaHHe Kak CUCTEMa 3amanus Ne6, 7
OIIK-3: 2. OcHoBHBIE (POPMBI OpTAaHU3AINH CUCTEMBI
HNOIIK-3.1, cepBHca
HOIIK-3.2 3. VYmpamneHue mepcoHaIOM OpraHU3aUN 1
NpeanpHATHIl cepBHCca
[pakrrdeckoe 3anstue Ne 5. Tema 5. Opranmszanus 2/0,5
00CITy)KMBaHHs B YCJIOBHUSIX IPENIPHUSITHII cepBUCa
CamocrosrtensHast paboTa 6/10
OIIK-2: TEMA 6. YITPABJIEHUE KAYECTBOM U1 2/0,5 Pedepar,
NOIIK-2.1, MAPKETHUHI YCIIYT IIpe3enTanus,
NOITIK-2.2, CopeprkaHue JEKIHHU: [IpaxTuyeckue
NOTIK-2.3; 1. TlonsTHE U CYLITHOCTH KaYeCTBA yCIYyT 3amanus Ne§, 9
OIIK-3: 2. Cucrema mokasatelsieii KauecTBa yCayr Cocrapienune
HNOIIK-3.1, 3. Crpareruu u TaKTHKa Ka4eCTBEHHOTO TECTOB 10
HOIIK-3.2 cepBHca BEIOpaHHOU
4. JXu3HEeHHBIH UK yeIyTd. Pa3zpaboTka u TeMe
NPOABHXEHUE HOBBIX BUIOB YCIIYT
5. CoBpeMeHHbIE CIIOCOOBI POABHIKCHUS
YCIIYT Ha phIHKE
IIpaktrueckoe 3anstue Ne 6. Tema 6. YrpaBnenue 4/0,5
Ka4eCTBOM U MapKETHHT YCIIyT
CamocrosrtensHas paboTa 6/10
HUTOro | 16/4 | -/- | 18/4 | 38/60

[Mpumeuanue: -/- 00bEM 4aCOB COOTBETCTBEHHO JJISl OYHOMU, 32049HON POpM 00yUeHHS




4. METOAUYECKHUE YKA3AHUSA [JIs1 OBYYAIOIUXCA IO OCBOEHUIO
JUCIHUIIVINHBI

41. OOmue MeTOoAMYECKHE  PEKOMEHJANUMH MO  OCBOCHUI0 MCHUILIUHBI,
o0pa3oBaTejibHbIEe TEXHOJIOTHH

JIMCIMITIMHA pPealu3yeTCsl IIOCPEICTBOM IPOBEACHUSI KOHTAKTHOM paboThl ¢ 00yYarOIIUMHUCS
(BKJIFOUAs TPOBEIEHHE TEKYIIErO0 KOHTPOJI  YCIIEBa€MOCTH), CaMOCTOSATENBHON  pabOTHI
00YYaIOUIMXCS U IPOMEIKYTOYHOM aTTECTAIHH.

[Ipu npoBeneHWHM y4YEOHBIX 3aHATHH IO JTUCHUIUIMHE OO0ECICYMBACTCS PAa3BUTHE Y
00y4aromuXxcsi HABBIKOB KOMaH/IHOM PabOThI, MEKITUIHOCTHOW KOMMYHHUKAIMH, TPUHSATHS PEIICHHH,
JUICPCKUX KauecTB (BKJIIOYAs NPOBEJCHUE HMHTCPAKTUBHBIX JICKIIMH, TPYINIOBBIX JUCKYCCHH,
pPOJIEBBIX WIp, TPEHUHIOB, aHAIN3 CUTyalldd ¥ WMHUTAIIMOHHBIX MOJEJICH, NpenolaBaHue
JHMCIMIUIMHBL B (OpME Kypca, COCTABICHHOI'O Ha OCHOBE pE3yJbTaTOB HAYYHBIX HMCCIICIOBAHUH,
NPOBOJUMBIX ~ YHHBEPCHUTETOM, B TOM 4YHCIE C Y4YETOM PErHOHAIBHBIX 0COOEHHOCTEH
npo¢eCCHOHATBLHOMN eATETFHOCTH BBITYCKHUKOB M TOTpeOHOCTEl paboTomareneit).

[IperonaBaHrie  JUCHUIUIMHBI ~ BEIETCSA C  NPUMCHEHUEM  CICAYIOIIUX  BHUJOB
0o0pa3oBaTeIbHBIX TEXHOJIOTHii:

-0aJITbHO-PEUTHHIOBAsI TEXHOJIOTHSI OIICHUBAHUS;

- 9JIEKTPOHHOE O0yUEHUE;

- uadopMmaronnsie Texuosorun: Miro, Google-nokymentsi, Zoom, BigBlueButton.

JInsi OLlEHKW 3HAHWMW, YMCHHIA, HABBIKOB U YPOBHS C(HOPMHPOBAHHOCTH KOMIIETCHIUH IO
JTUCIUTUTMHE TPUMEHSETCs OaUIbHO-PEHTUHTOBAsl CHCTEMa KOHTPOJII W OILICHKU YCIEBACMOCTH
CTYyZIEHTOB. B OCHOBY OayuIbHO-PEHTHHTOBOM CHCTEMBI IMOJIOXKCHBI MPHHIUIIBI, B COOTBETCTBHUHU C
KOTOPbIMH (DOPMUpPOBAHHE PEHUTHHra CTYJCHTAa OCYHIECTBISIETCS B XOJ€ TEKYIIErOo KOHTPOJIS
ycrieBaeMocTH. MakcuManbHOe KoJm4ecTBo 0amioB B cemectpe — 100.

4.2. Meroanyeckue yKa3aHusi JJsi O0YYalOIIUXCSl MO OCBOEHUI0 JAMCHUIUIMHBI Ha
3aHATHAX JEKIIHOHHOI'0 THIIA
JIeKIMOHHBIM KypC MpEeAnoJiaraéT CUCTEMAaTU3UPOBAHHOE HM3JI0KEHHE OCHOBHBIX BOIIPOCOB
TEMaTUYeCKOro IlaHa. B Xoze JNeKIMOHHBIX 3aHATUI PacKpbIBalOTCS 0a30BbIE BOMPOCHI B paMKax
KKIOW TeMbl NUCUUIUIMHBI. O003HAYAIOTCS KIIIOUEBBIE ACIIEKTHI TEM, a TaKXKe JIeNAl0TCs aKIEHThI
Ha HanboJiee CI0KHBIE M BaYKHBIE TTOJIOKEHUS M3y4aeMOro MaTepuaia.
JIeKIMOHHBIE  3aHATHS  MPOBOAATCS B  MOTOYHOM  ayAUTOPUM C  NPUMEHEHHEM
MYJIbTUMEAMIHOrO MpOoeKTopa B BUJe yueOHoH npe3eHtanuu uiai B DMMOC yHuBepcureTa.
B Xoxe NeKIMOHHBIX 3aHATHH PEKOMEHIYeTCs KOHCIIEKTHpOBaHHE Y4eOHOro marepuana.
B03MOXKHO BeieHHE KOHCIIEKTa JIEKI[UN B BUJI€ UHTEIUIEKT-KapT.
OTtnenpHBIE TEMBI MTPEIaraloTcs Uil CaMOCTOSATENbHOIO N3YUYEeHUS (KOHCTIEKTUPYIOTCS).
Marepuanbsl JEKIUI SBIAIOTCS OHNOPHOM OCHOBOW Ul TOATOTOBKM OOy4aromuxcs K
MPAKTUYECKUM 3aHATUSAM / J1abOpaTOpHBIM paboTaM M BBINOJHEHUS 33JaHUM CaMOCTOSITEIbHOM
paboThl, a TakkKe K MEpONpPUATUSAM TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH U IMPOMEXKYTOUHOM
aTTECTalMU 0 TUCLIHILINHE.

4.3. MeToanyeckue yKa3aHusi JJsi O0YYalOLIUXCSl MO OCBOEHUI0 JAMCHUIUIMHBI Ha
J1a0opaToOpHBIX padoTax
Jlabopamopmwsie pabomul no oucyuniure He npedycmMompeHol.

4.4. Meronnueckue yKazaHMs JJsi 00y4alolIUXCS MO OCBOGHHI0 JAUCHHUILUIMHBI HA
3aHATHAX CEMHHAPCKOI0 THIIA/ HA NPAKTHYECKHUX 3aHATHAX

[IpakTnueckue (CeMHMHApCKUE) 3aHATHS TMPEACTABISAIOT COOOM AeTaTu3alMio JIEKIHOHHOTO
TEOPETUYECKOI0 MaTepuaia, IpoOBOJATCS B LENIAX 3aKPEIUIEHUS Kypca U OXBaThIBAalOT BCE OCHOBHBIE
pa3nenbl. OcHOBHOM (opMOH MpOBENEHUS CEMUHApPOB U MPAKTUYECKUX 3aHATUI SBISETCS
o0cyxenue Hanbosee MpoOIEMHBIX U CIIOKHBIX BOIIPOCOB 10 OTAEIBHBIM TEMaM, a TAK)Ke peIIeHue
3a7ia4d ¥ pa3do0p NPUMEPOB U CUTYaALUIl B ayTUTOPHBIX YCIOBUSAX.
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[IpakTrueckue (ceMHUHAPCKHUE) 3aHATHS 00yUJaIOIMMUXCSI 00CCTICUNBAIOT:

- IPOBEPKY U YTOYHEHUE 3HAHUM, ITOJTYYCHHBIX Ha JICKLUAX;

- TOJIyYeHWE YMEHHWH W HaBBIKOB COCTaBJICHHS [OKIJIAQJOB W COOOLICHHU, OOCYXKICHUS
BOTIPOCOB I10 Y4eOHOMY MaTepHany JUCITUTLIAHBI,

- TIOJIBE/ICHUE UTOTOB 3aHSATHI MO PEHTHHIOBOM CHUCTEME, COTJIACHO TEXHOJOTHUYECKOW KapTe
JUCIUIIIINHEL.

[IpakTuyeckue 3aHATHS OPTaHU3YIOTCS, B TOM YHCIE€ B (OpPME MPAKTUYECKOH IMOJITOTOBKH,
KOTOpasi IpelyCMAaTPUBAET y4yacTHE OOYy4yarolIUMXCs B BBINOJIHEHUU OTHAEIbHBIX 3JIEMEHTOB padoT,
CBSI3aHHBIX C OyayIei mpodecCHOHANTBHOM NesITeTbHOCTBIO.

4.5. MeToan4yecKue YKa3aHUs M0 CAMOCTOSITeIbHOM padoTe 00y4arouxcst

CamocrosarenbHass paboTta obOecreunBaeT TOATOTOBKY OOYyYaromIerocss K ayAuTOPHBIM
3aHATHAM W MEPONPHUATHAM TEKYILEro KOHTPOJS M IPOMEKYTOYHOM aTrTecTaluu 10 U3y4aeMOMu
JUCLHUIUTMHE. Pe3ynbTaThl 3TOH MOATOTOBKM TPOSIBISIIOTCS B aKTHBHOCTH OOydaromierocss Ha
3aHATHUAX U B KAUECTBE BBIMOJIHEHHBIX IPAKTUYECKUX 3a1aHUI U APYrUX (GOPM TEKYILEro KOHTPOJISL.

CamocrosiTenbHast paboTa CTYAEHTOB BKIIIOUYAET:

1. 3ydenue yueOHON U HAYYHOU JTUTEPATYpPhI IO KYpCYy.

2. IloaroroBka pedepartos.

3. IloaroroBka mpe3eHTAIUMA.

4. Pabory ¢ pecypcamu MHTEpHET, MaTepHaIaMy IIEPUOTNICCKON ITCUATH.

5. IloAroToBKy TECTOBBIX BOIIPOCOB IO TeMaM Kypca.

6. IToAroToBKy K MPOMEXKYTOYHOH aTTECTAI[MH 0 KYpPCY.

[Ipy BbIMONHEHUM 3aJaHUM JUIA CaMOCTOSATENIbHOM pabOThl pEKOMEHIyeTcs MpopadoTKa
MaTepHUaJIOB JIEKIIUH 110 KaKI0M IIPOHICHHON TEME, a TAK)KE U3Y4EHHE PEKOMEH1YEMOM JINTEpaTyphl.

Jnst oOydaronmxcsi 1Mo 3a04HOW Qopme OOY4YEeHHsT CaMOCTOSITElIbHas paboTa sBISETCS
OCHOBHBIM BHJIOM Y4€OHOH e TeTbHOCTH.

st oOecrieyeHHsT CaMOCTOSITETIbHOM Pa0OThI OOYYAIOUIMXCS MCIIONB3YETCS SJIEKTPOHHBIN
yueOHbIi Kypce, coznannbiii B OMMOC yHuBepcureTta http://sdo.tolgas.ru/

4.6. MeToanvecKue yKa3aHusl JUIsl BHINOJTHEHUSI KYPCOBOT0 MPOeKTa/padoThl

BrinonHeHne KypcoBoro mpoekTa/padboThl M0 TUCIHUIUIMHE HE PEAYCMOTPEHO.
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5. YYEBHO-METOJUYECKOE MW HWH®OPMAIIMOHHOE OBECIIEYEHME
JUCIHUIIVINHBI

5.1. IlepeyeHb OCHOBHOI M JONOJHUTEILHON Y4eOHOM JUTEPATYPbl, HEOOXOAMMON ISt
OCBOEHHUS TUCUUILINHBI

Best nutepatypa, BKJIFOUYEHHAs B JIaHHBIA TIEpEYCHb, MPEJCTABICHA B BHUJE SJICKTPOHHBIX
pecypcoB B d3neKTpoHHOH OubOmmoreke yHuBepcurera (OBC). Jluteparypa, ucnoib3yemas B
NIEYaTHOM BHJIE, TPEJCTaBICHA B HAY4YHOW OMOIMOTEKe yHUBepcuTera B oObeme He meHee 0,25
HK3EMIUIIPOB HA OJHOTO O0YYarOIIETrOCs.

OcHoBHas1 JInTepaTrypa

1. Kamaues, C. JI. CepBucHas nesrenbHocTh : yueO. mus By3oB / C. JI. Kamaue, M. A.
HukonaeBa. - Jlokyment read. - Mocksa : JlamkoB u K, 2024. - 298 c. - (Y4eOHble W3gaHus AJIs
By30B). - [Ipui. - URL.: https://znanium.ru/read?id=439577 (nata o6pamenus: 13.04.2024). - Pexxum
JoCTyma: sl aBTopu3. monb3oBaTenei. - ISBN 978-5-394-05342-9. - Tekcrt : 3IeKTPOHHBIN.

2.  Pesnwmk, I'. A. CepBucHasi OesSTENBHOCTH : yued. mocoOue Ijsi CTYACHTOB BY30B IO
Hanpasienuto moarot. 43.03.01 "Cepsuc" / I'. A. Pe3nuk, A. U. Mackaesa, 0. C. IlonomapeHko. -
Hoxyment read. - Mocksa : UH®PA-M, 2024. - 202 c. - (Beicuiee oOpa3oBanue - bakanaBpuar). -
URL: https://znanium.ru/read?id=444623 (mata oOpamenus: 25.02.2025). - Pexum gocryma: mis
aBTOpH3. osib3oBaTenei. - ISBN 978-5-16-005710-1. - 978-5-16-101214-7. - TekcT : 3MEeKTPOHHBIMH.

3. Csupugenko, 0. II. CepBucHas nesTenpHOCTh : yde0. Mmocodwe i BY30B IIO
HanpasneHusM noarot. 43.03.03 "Toctunny. neno", 43.03.02 "Typusm" (kBanuduxanus (cTerneHs)
"0akamapp") / 0. II. Ceupunenko, B. B. Xwmenes. - 2-e usn., ucnp. u jpon. - Jlokyment read. -
Mocksa : UTHOPA-M, 2022. - 174 c. - (Beiciiee oOpa3zoBanue - bakanaspuar). - Tectsl. - Kirroun. -
URL: https://znanium.com/read?id=400299 (nara oopamierus: 13.04.2024). - Pexxum goctymna: ajis
aBTOpU3. oyib3oBaTener. - ISBN 978-5-16-105613-4. - TekcT : 31eKTPOHHBIMH.

4. PomanoBuu, XK. A. CepBucHas NeATETbHOCTh : y4€0. JJisi BY30B IO CIEHUATBHOCTH
"CepBuc" (mo o6x. mpumenenus) / XK. A. PomanoBuu, C. JI. KamaueB ; mox oOmi. pem. XK. A.
PomanoBuua. - 7-e u3n., crep. - Jokymenr read. - Mocksa : lamkoB u K, 2019. - 284 c. - Ilpun. -
URL: https://znanium.com/read?1d=358379 (mara o6pamenus: 10.09.2025). - Pexxum noctyna: ans
aBTOpH3. mosb3oBarenei. - ISBN 978-5-394-03453-4. - TekcT : 2eKTpOHHBIH.

5. CepBuc: opranusaius, ynpaBlieHHE, MApKeTHHT : y4yeb. JUis BY30B M0 HAmpaBICHHUIM
noarot. "Cepsuc", "Typusm", "T'octuneu. aeno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonk, A. W. 3pipsinoB, A. A. JIumnuHckas, H. B. Xapuronosa. - 3-e u3f. - JlokymenT read. - MockBa
: HamkoB u K, 2022. - 250 c. - (YueOnble u3nanus st OakanaBpoB). - Tect. 3amanus. - URL:
https://znanium.ru/read?id=431948 (nara oopamienus: 13.04.2024). - Pexxum qocTyma: Al aBTOPHU3.
nosnb3oBarenei. - ISBN 978-5-394-04914-9. - Tekct : 2eKTPOHHBIH.

JlonoJiHUTeIbHAS JIUTEPaTypa

6.  Csupuznesko, lO. II. CepBucHas nesTeNbHOCTh B OOCTYKUBAaHMM HAceleHus : ydeo.
nocobue s By3oB no HampasieHuto noiarot. "Cepsuc" / 0. II. CBupunenko, B. B. Xwmenes. -
Hokyment HTML. - MockBa : JlamxoB wu K, 2012. - 219 ¢ - URL:
http://znanium.com/bookread.php?book=415409 (mata obpamenus: 19.01.2026). - Pexxum nmoctyma:
JUIs aBTOpH3. noJyib3oBatese. - ISBN 978-5-394-01503-8. - TekcT : aeKTpOHHBIH.

7.  Casuu, E. JI. Opranuzanus cepBUCHOTO OOCITYKMUBaHHUS JIETKOBBIX aBTOMOOWIJEH :
yueb. mocoOue JIs BBICII. 00pa3oBaHMs MO cHeNHaIbHOCTAM "TexH. sKcITyaTaus aBToMmoounei",
"IIpod. oOyuenue u aBrocepBuc” / E. JI. CaBuu, M. M. bonbac, A. C. Caii ; nox pex. E. JI. CaBuua. -
JoxymenT read. - Mocksa : UHOPA-M, 2023. - 160 c. : un., Tabn. - (Beiciiee oOpa3osanue). - URL:
https://znanium.ru/read?1d=430382 (mata ob6pamenus: 08.09.2025). - Pexxum noctyma: 1j1s aBTOpHU3.
nosab3oBarenei. - ISBN 978-5-16-104882-5. - Tekct : 31eKTPOHHBIH.

8. TynpraeB, T. A. MapkeTuHr yciayr : y4eOHHK : yde0. mocoOue il BY30B II0
Hanpasienuto "Mapkerunr ycayr" / T. A. Tynbraes. - Jlokyment read. - MockBa : UHOPA-M,
2020. - 207 c. - (Beicmiee obpasoBanwme). - ['moccapuii. - URL: https://znanium.com/read?id=356219
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(mara obpamenus: 29.10.2025). - Pexxum goctyma: st aBTopu3. nonb3oBareneit. - ISBN 978-5-16-
005021-8. - TekcT : 37IEKTPOHHBIH.

9. Jparanuyk, JI. C. IloBenenue mnotpebOuteneii : yded. mocoOue sl BY30B IO
HanpasneHuto moarot. 38.03.02 "Menemxment" (kBamudukanus (crenenn) "Oakamasp" / JI. C.
Hparanuyk. - JlokymeHnt read. - MockBa : UHOPA-M, 2024. - 192 c. - (Beicimiee obpa3oBanue -
bakanaspuar). - URL: https://znanium.ru/read?id=431090 (nara obOparenus: 28.12.2023). - Pexxum
JIOCTYTIA: JUIsl aBTOpHU3. Tosib3oBateneit. - ISBN 978-5-16-018917-8. - 978-5-16-111758-3. - Tekcr :
AJIEKTPOHHBIN.

10. TIloBenmenue motpeduTeneit : y4yed. mocoOWe il BY30B IO HAMPABICHUIO ITOITOT.
38.03.02 "Menemxment" (kBamudukanus (crenenp) "OakamaBp") / O. H. Pomanenkoma, H. II.
byrakosa, JI. A. XKwibnos [u 1p.] ; mox oomr. pexn. O. H. PomanenkoBoii. - JlokymeHT read. - MockBa
: Bys. yue06. [u ap.], 2022. - 319 c. - [Ipun. - I'noccapwmii. - URL: https://znanium.ru/read?id=414477
(mara oOpamenus: 25.08.2025). - Pexxum goctyna: s aBTopu3. nonb3oBareneit. - ISBN 978-5-
9558-0404-0. - 978-5-16-102322-8. - TekcT : 3MeKTPOHHBIN.

11. Cko6xkun, C. C. IlpakTrka cepBuca B UHAYCTPUU TOCTEIPUUMCTBA U Typu3Ma : yuel.
nocobue / C. C. CkoOkuH. - JJoxymenr read. - Mocksa : Maructp [u ap.], 2018. - 493 c. : Tabm. -
[Mpaktukym. - URL: https://znanium.com/read?id=372104 (marta obpamienus: 18.04.2024). - Pexxum
JOCTyma: JuIisi aBTopu3. mosib3oBareneit. - ISBN 978-5-9776-0018-7. - 978-5-16-004273-2. - Tekcr :
3JIEKTPOHHBIMN.

12. Tynbraes, T. A. MapkeTunr yciyr : y4eOHHK : yded. mocoOue uis BY30B IO
Hanpasnenuto "Mapkerunr ycinyr" / T. A. Tynbraes. - Jlokyment read. - Mocksa : UHOPA-M,
2020. - 207 c. - (Boicmiee obpaszoBanwue). - ['moccapuii. - URL: https://znanium.com/read?id=356219
(mara obpamienus: 15.10.2023). - Pexxum goctyma: i aBTopu3. mojb3oBareiei. - ISBN 978-5-16-
005021-8. - TekcT : ANMEKTPOHHBIH.

13. VuebHO-MeTomMYeckoe mocodue no aucruiumbe "CepBUCHAS NEATEIBHOCTD" : IS
obOyvaronuxcst HanpapieHui moaror. 15.03.02 "Texwnosn. mamumabl U obopynoBanme", 43.03.01
"CepBuc", 43.03.02 "Typuzm", 43.03.03 '"T'octunwmu. pnemo", 51.03.03 "Corir.-KynabTyp.
nesitenbHOCTh", 54.03.03 "HckyccTBo KocTioMa u Tekctuis" / [ToBomk. roc. yH-T ceppuca (PI'BOY
BO "TIBI'YC"), Kad. "Corr.-kynbtyp. nesrenbHocTh” ; cocT. O. B. Kopabnesa. - Jlokyment Adobe
Acrobat. -  Tomesrrw : IIBI'YC, 2017. - 873 Kb, 82 ¢ - URL:
http://elib.tolgas.ru/publ/Metod SVDb B 28.12.2017.pdf (mata obpamienus: 21.10.2023). - Pexum
Jnoctyna: sl aBTopu3. nmonb3oBateneit. - 0-00. - Tekct : aeKTpOHHBIH.

5.2. IIpodeccmonanbHble 0a3pl JAHHBIX, HH(POPMAIMOHHO-CIIPABOYHbIC CHCTEMBI,
HHTEPHET-PECYPChI

1. eLIBRARY.RU : HayyHas anekTpoHHas OubOimoreka : caidT. — Mocksa, 2000 - . -
URL: https://elibrary.ru (mata oOpamenus: 08.04.2024). — Pexxum goctyma: JUist 3aperHCTPHP.
nosb30BaTenen. — TeKCT: JIIEKTPOHHBIM.

2.  Koucynpramtllmoc : cmpaBouHas mpaBoBas cuCrema : caidtr / 3AO0
«Koncynprantllmrocy. — Mocksa, 1992 - . - URL: http://www.consultant.ru (mata oGparenus
08.04.2024). - TekcT : 37eKTPOHHBIH.

3.  DnektpoHHas  OuOnmoreyHas  cucremMa  [IOBOKCKOTO  TOCYIapCTBEHHOTO
yauBepcutera ceppuca : cat / ®I'bOY BO «IBI'YC». — Tompsrru, 2010 - . - URL. :
http://elib.tolgas.ru (nara obparmienus 08.04.2024). - Pexxum goctymna: st aBTOPHU3. MOJIb30BaTEIEH . -
TekcT : 3MeKTPOHHBIN.

4.  DnexkTpoHHO-OMONIMOTE4Has cuctema Znanium.com : caiir / OO0 "3HAHUYM". —
Mocksa, 2011 - . - URL.: https://znanium.com/ (nata oopamenust 08.04.2025). - Pexxum gocTymna: st
aBTOpU3. MOJI30BATEINIEH. - TEKCT : AIEKTPOHHBIN.

5. DnexrponHo-6mOimotevnas cucrema Jlans : caiit / OOO "OBC JIAHB". - Mockaa,
2011 - . - URL: https://e.lanbook.com/ (mata oOpamenust 08.04.2024). - Pexxum poctyna: st
ABTOPH3. NIOJIB30BATENEH. - TEKCT : AIEKTPOHHBIN.



http://www.consultant.ru/
http://elib.tolgas.ru/
http://www.garant.ru/
http://www.garant.ru/
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5.3. IIporpammHoe o0ecnievyenue

Nudopmannonnoe obecriedeHne y4eOHOro mMmpolecca Mo JUCHUIUIMHE OCYILECTBIISETCS C
UCIOJIb30BAaHUEM  CIIEQYIOLIEr0 IPOrpaMMHOro obOecnedeHus: (JIMLEH3MOHHOTO U CBOOOAHO
pacnpocTpaHseMoro), B TOM YHCJI€ OT€YECTBEHHOIO IIPOU3BO/ICTBA!

Ne HaumenoBanue YcaoBus gocryna
n/n
1 Microsoft Windows 13 BHYTPEHHEH ceTH YHUBepcHUTeTa (JIMLEH3UOHHBIN J0rOBOP)
2 Microsoft Office U3 BHYTPEHHEH CETH YHUBEPCUTETA (JIMLIEH3UOHHBIN JOrOBOP)
3 Koncynprantllintoc 13 BHYTPEHHEH CeTH YHUBEPCUTETA (JIMIIEH3HMOHHBIN JOrOBOP)
4 C10 MOODLE u3 110001 TOYKH, B KOTOPOH MMEETCs TOCTY K ceTn VHTepHeT
(JIMIIEH3UOHHBIN JTOTOBOP)

7. OIMCAHUE MATEPUAJIBHO-TEXHUYECKOM BA3bI, HEOBXOJIAMOM 1151
OCYHECTBJIEHUA OBPA3OBATEJIBHOI'O ITPOLHECCA IO JUCHUITIJIMHE

[TomenieHust MPeACTaBIAIOT COO0N y4eOHbIE ayTMTOPUH IJIsl IPOBEACHHUS yIeOHBIX 3aHATHH,
MPEeyCMOTPEHHBIX y4eOHBIM IUIAaHOM U pabouell mporpaMmoN AMCHUUIIIMHBI, OCHAIICHHBIE
000py/1I0BaHUEM M TEXHUYECKUMHU CPEICTBAMU OOyUEHUS.

3aHATUSA JIEKIMOHHOIO THNA. Y4eOHble ayIuTOpPUM JUIs 3aHATUN JIEKIMOHHOIO THUIIA
YKOMIUIEKTOBaHbl ~MEOENbI0 M TEXHUYECKUMM CpEIACTBAMHM OOY4YEHHUs, CHYXallUMU IS
npeincTaBieHus — yuyeOHoW — wHpopMmanuu  (CTallMOHApHblE  WJIM  TEPEHOCHBbIE  HabOpPHI
JEMOHCTPAIIMOHHOTO 00OPYAOBaHUs (IIPOEKTOP, SKpaH, KOMIBIOTEP/HOYTOYK), yuyeOHO-HATIIATHBIE
nocobus (Impe3eHTaluyd IO TeMaM JIeKlui), oOecrneduBaronife TeMaTHYeCKue WIUTIOCTpalny,
COOTBETCTBYIOIIME JAHHON MPOTrpaMMe TUCIUTUTUHEIL.

3aHATHA CeMMHAPCKOro THNA. Y4yeOHble ayJUTOpPUHU Ui 3aHATHI CEMHUHApCKOIro THIIa
YKOMIUIEKTOBaHbl MeOeIbl0 M TEXHMYECKHMMH CPEACTBAMU OOyuYeHHs, CHYXALUMH Ul
MpeACTaBICHUsT  y4yeOHOM  uHpopMammu  (CTallMOHApHBIE WM TMEPEHOCHbIE  HAOOPHI
JIEMOHCTPAIIMOHHOTO 000pYA0BaHUs (IIPOEKTOP, IKPAH, KOMITBIOTEP/HOYTOYK).

IIpome:xxyToyHast arrecraums. /{1 mpoBeAeHUS MNPOMEKYTOYHOM aTTECTalMU IO
JUCLUIUIMHE HCHOJb3YIOTCS KOMIIBIOTEPHBIE KJIACCHI, OCHAIlEHHBbIE KOMIBIOTEPHOM TEXHUKOH C
BO3MOXXHOCTBIO TOJKIIOUEHHS] K ceTh VHTepHeT W o0ecrieueHueM JO0CTyla B 3IIEKTPOHHYIO
UHPOPMALIMOHHO-00pa30BaTENbHYIO  Cpely  YHMBEpCUTEeTa  W/WiM  y4deOHble  ayJUTOpPHH,
YKOMILIEKTOBaHHBIE MEOEIIbI0 U TEXHUYECKUMU CPECTBAMH O0yUECHHUS.

CamocrtosiTeibHasi padora. IlomemeHust Ui CaMOCTOSTENBHOW pabOThl OCHAILlEHBI
KOMIIBIOTEPHON TEXHUKOH € BO3MOYKHOCTHIO TNMOAKIIOUEHUS K ceTH «l/HTepeHeT» M JocTymoMm K
ANIEKTPOHHON  MH(OPMALIMOHHO-00pa3oBaTelNbHON cpeae yHuBepcuTera. /Jlins  opraHuzanuu
CaMOCTOSITENIbHON pabOThl 00yUaIOIIMXCS UCTIOIB3YIOTCS:

KOMIIBIOTEPHBIE KJIACChl YHUBEPCUTETA;

oubnoTeka (Meauasan), UMEroIas MecTa i 00yJarolnuXCs, OCHAIIEHHbIE KOMITBIOTEpaMU
C JIOCTYTIOM K 0a3aM JaHHBIX U ceTu MHTepHeT.

DJleKTPOHHAsT HUHQopMannoHHO-00pa3oBaTejibHass cpeaa yHuBepcutera (DUOC).
Kaxnplii oOyudaronuiics B TeueHHEe BCEero Imepuoja oOydeHHs OOecledyeH WHIMBHYaIbHBIM
HEOTPaHMYEHHBIM  JIOCTYIIOM K  JJIGKTPOHHOM  HMH(OpMalMOHHO-00pa30BaTEIbHON  cpele
yauBepcureta (DUOC) http://sdo.tolgas.ru/ u3 nro0oit TOYku, B KOTOPOH HUMEETCs IOCTYI K
MH(OPMaLMOHHO-TEIEKOMMYHUKAIIMOHHON ceTu "MHTepHeT", Kak Ha TEppPUTOPUM YHUBEPCHUTETA,
TaK U BHE €€.

OUOC yauBepcuteTa 00eCrneynBacT:

JOCTYN K y4eOHBIM IUIaHaM, pabouuM MporpamMmamM JUCLUIUIMH (MOAayIlei), mporpaMmmam
IPAKTUK, JJIGKTPOHHBIM Yy4Ye€OHBIM H3/aHUAM M DBJIEKTPOHHBIM 0Opa30BaTEIbHBIM pecypcawm,
yKa3aHHBIM B pabouux MporpamMmax JUCIHUIUINH (MOyJIei), MporpaMmMax MpakTUK;

(hopMHUpOBaHKE IEKTPOHHOTO TMOPTHOIHO 00YUAIOMIErocs, B TOM YHCIIE COXPAaHEHHE €0 padoT
U OLICHOK 32 3TH PaOOTHI.
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B caywae peanmuzamuu o0pazoBaTenbHOM MPOrpaMMbl € TPUMEHEHHUEM D3JIEKTPOHHOIO
o0ydeHus, TUCTaHIIMOHHBIX 00pa3zoBaTeNbHBIX TexHonorui DMOC nomoIHUTETBPHO 00eCTIeUnBaET:

¢dukcanuio xofa o0pa3zoBaTENBLHOTO IMpPOLIECca, PE3yJIbTATOB IMPOMEXKYTOUHOM aTTecTallud U
pe3yJIbTaTOB OCBOCHHSI 00pa30BaTEIbHON IPOrPAMMBI;

MPOBEJICHUE Y4YEOHBIX 3aHATUN, HPOLEAYP OLEHKH pe3ylIbTaTOB OOYYEeHHs, peann3aius
KOTOPBIX  MPEAYCMOTPEHa C TNPUMEHEHHEM DJJIGKTPOHHOTO  OOYYCHHs, JAHCTAHIIMOHHBIX
00pa30oBaTeNbHBIX TEXHOJIOTHIA;

B3aMMOJICHCTBHE MEXKy YIaCTHUKAMH 00pa30oBaTeIbHOTO MpoIecca, B TOM YHCIE CHHXPOHHOE
U (WIM) aCHHXPOHHOE B3aMMOJICHCTBHS TIocpecTBOM ceTH "MHTepHet".

8.  OCOBEHHOCTH OPrAHM3AIIMU OBYYEHHUA A JIMIO C
OI'PAHUYEHHBIMU BO3MOKHOCTAMMU 31JOPOBbSA U UHBAJINIOB

[Ipu HEoOXomuMMoOCcTH pabodas MporpaMma JUCHMIUITMHBI MOXET OBITh aJanTHpPOBAaHA JUIS
obecrnieueHrs 00pa30BaTEILHOTO MPOIECCa WHBAIUAOB U JIUIl C OFPAaHUYCHHBIMH BO3MOKHOCTSIMHU
3JI0POBbS, B TOM YHCIIE I AUCTAHIIMOHHOTO 00y4deHus. Jis 3Toro Tpedyercs 3asBICHUE CTYyICHTa
(ero 3aKOHHOTO MPEJCTaBUTENsA) U 3aKIIOYCHHE ICUXO0JOr0-MEIUKO-TIeJarOrHuecKoi KOMHUCCHH
(IIMIIK).

B cnyuae HeoOxoaMMOCTH, 00YJaIOIIUMCS U3 YHCIIA JIUI C OTPaHUYCHHBIMU BO3MOKHOCTSIMU
3710pOBbsl (IO 3asBJICHUIO OOYy4YaroIIerocsi) a Il HWHBAJIUIOB TaKKe B COOTBETCTBUU C
WHAMBUAYAIbHON MporpamMmoll peaOWIUTallMM WHBAIWAA, MOTYT MpeularaTbCsl CIEAYIOLUe
BapHUaHTHl BOCIPHUATHS y4eOHON MH(OpMaIy ¢ y4eToM MX WHAMBHIYaTbHBIX MCUXO(PH3MUECKUX
OCOOCHHOCTE, B TOM 4YHCIE C MPUMEHEHMEM JIIEKTPOHHOTO OOy4YeHHS M JUCTAHLIUMOHHBIX
TEXHOJIOTHIA:

- IS UL C HAapYIICHUSMH 3pEHHs: B MmeyaTHOUW opme yBenudeHHbIM mpudrom; B dopme
JIGKTPOHHOTO JIOKYMEHTa; B (hopMe ayauodaiinia (mepeBoJi yaeOHBIX MaTEpHUaIoB B ayauodopmar);
B Ie4yaTHOM ¢opMe Ha s3blke bpaiinsd; WHAMBUAYaIbHBIE KOHCYJIbTAIMM C MPHUBJICUYCHUEM
TI/I(i)J'IOCYp)IOHepCBOI[‘-II/IKa; WHIWBUIYAJIbHBIC 3aaHW U KOHCYJIbTallhuU.

- JI7IS1 JIUII C HapYIICHUSIMH cITyXa: B Me4aTHoi dopMme; B popme dIEKTPOHHOTO JOKYMEHTA;
BUJACOMATCpHAIIBI C CY6TI/ITpaMI/I; HWHAWBUIYAJIbHBIC KOHCYJIbTalun C IMPHUBJICYCHUEM
CypAOTEPEeBOTUNKA; MHAUBUIYalbHBIC 3a/IaHUSI U KOHCYJIbTAIIUU.

- JUIsl JIML ¢ HapyIIEHUSIMU ONOPHO-IBUTATENIBLHOrO ammapara: B nedyaTHo (opme; B popme
AIIEKTPOHHOTO JOKYMEHTA; B popMme ayauodaiina; MHAUBHUIYyaTbHbIE 3a/IaHUS U KOHCYJIbTALIUU.
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8. OHEHOYHBIE MATEPHAJIbBI (®OHJ OHEHOYHBIX CPEACTB) A
TEKYIIEI'O KOHTPOJISA YCIIEBAEMOCTHU U TPOMEXYTOYHOU ATTECTALIUA

8.1. Onucanme mnoka3zatejedl M KpPHUTEepHeB OIeHMBAHUS KOMIETEeHUUH Ha
Pa3JIMYHBIX 3Tanax uX GopMHUPOBAHNSI, ONTUCAHUE IIKAJ OLleHUBAHUS

JIJis OLICHKW 3HAHWA, YMEHWW, HaBBIKOB WM YPOBHs C(HOPMHPOBAHHOCTH KOMIIETCHIIUH I10
TUCITUIIMHE TPUMEHSIETCS OaUTbHO-PEUTHUHIOBAsS CUCTEMa KOHTPOJS U OICHKH YCIIEBAEMOCTHU
CTYJICHTOB. B OCHOBY OaJllIbHO-PECHTHHIOBOW CHCTEMBI IOJIOXKEHBI MPUHIUIILI, B COOTBETCTBHH C
KOTOPBIMH (DOPMHpPOBAHHWE PEHUTHHra CTYACHTAa OCYIISCTBISCTCS B XOAE TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KosmdecTBO O0amioB B cemectpe — 100.

IIIkana omeHKH pe3yjJbTaToB 0CBOCHUA TUCIHUIIJIMHBI, C(l)OpMI/IPOBaHHOCTI/I pe3yjabTaToB

o0y4eHust
®dopma npoBeeHUs IIxaabl OLEHKH YPOBHSA
MPOMEKYTOYHOM copMHPOBAHHOCTH IlIxana oeHKH YPOBHS OCBOCHUS AHCHUIIINHBI
aTTecTauuu Pe3yJabTATOB 00yYeHHsI
YpoBHeBast 100 100 5-0ayubHas mkana, HenuddepeHn
IIKaJja OI[eHKH OanbHAs OabHAs muddepeHmpoBaHHas HpOBaHHAS
KOMIIETEHI[UI mkaina, % mkaina, % OILICHKa/0aII OIICHKA
3auer JIOIIOPOrOBBIN HIDKe 61 HIDKe 61 «HEYJOBIICTBOPUTEIBHOY / 2 HE 334TEHO
MOPOTOBBIH 61-85,9 61-69,9 «YIOBJIETBOPUTEIHHOY / 3 3a4YTCHO
70-85,9 «xopomuo» / 4 3a4TEHO
TIOBBILICHHBIH 86-100 86-100 «OTIAMYHOY / 5 3a4TEHO

Ilo wuroram Tekyuied ycneBaeMOCTH CTYJEHTY MOXET ObITh BBICTAaBJIEHA OILIEHKa II0
INPOMEXKYTOYHOM aTTeCTallM B COOTBETCTBMM 3a HAOpaHHBIMH 3a cemecTp Oamiamu (1Mo
HaKOINUTEJIbHOMY peiTuHry). CTyneHTaMm, HabpaBIIUM B X0J1€ TEKYIIEr0 KOHTPOJIS yCIIEBAEMOCTH 110
quciuminie ot 61 1o 100 6amioB M BBINOJIHUBIIMM Bce 00s3aTeIbHbIE BUJbI 3aIlJIAHUPOBAHHBIX
y4eOHBIX 3aHATHUH, 10 PEIICHUIO IpernojaBaTens 0e3 MPOXOXKIACHUS MPOMEKYTOUHONW aTTecTaluu
BBICTABJISIETCS OLIEHKA B COOTBETCTBUU CO LIKAJION OLIEHKH PE3yJIbTaTOB OCBOEHUS AUCIUILINHBIL.

PesynbraTr 00y4ueHusi cuuTaercs C(POPMHPOBAHHBLIM (NMOBBILICHHBIH YPOBEHB), €CIIU
TEOPETUYECKOE COJIEp)KaHUE Kypca OCBOEHO IOJHOCTBIO; MPH YCTHBIX COOECENOBAHMSIX CTYIEHT
HCUEPIIbIBAOIE, OCIEA0BAaTENbHO, YeTKO M JIOTMUECKH CTPOMHO H3jaraer y4deOHbI Marepual;
CBOOOJHO CIpaBiII€TCs C 3a/JayaMH, BONPOCAMHM M JPYrUMHU BUIAMH 3aJaHUil, TpeOyoUInX
IIPUMEHEHNs 3HAaHUM, HUCIIOJIB3YyEeT B OTBETE IONOJIHMUTEIBHBI MaTepual; BCE NPENyCMOTPEHHBIE
paboyeil y4yeOHOM mporpaMMOil 3aJaHUSl BBIIOJHEHbl B COOTBETCTBUU C YCTAaHOBJICHHBIMU
TpeOOBaHUSAMH, CTYJEHT CIOCOOEH aHaJU3UpOBaTh IOJyYEHHbIE PpE3yJbTaThl; IPOSBIAET
CaMOCTOSITENIbHOCTh IIPU BBIMOJHEHUN 33JJaHUI, KAU€CTBO X BBIMOJHEHHS OLIEHEHO YMCIIOM OalljioB
or 86 mo 100, 4yTO COOTBETCTBYET NOBBIIIEHHOMY YPOBHIO C(OPMHUPOBAHHOCTH pPE3YJIbTAaTOB
00y4eHwusl.

Pesynbrar o00y4eHusi cumrtaercsi cGOpPMHPOBAHHBIM (IOPOrOBBLIH YPOBEeHb), €CIIU
TEOPETUUECKOE COJIepKaHHe Kypca OCBOEHO IOJHOCTBIO; MPH YCTHBIX COOECENOBAHMSIX CTYIEHT
MOCJIEI0BATENbHO, YETKO M JIOTMYECKH CTPOMHO H3laraeT ydeOHbI MaTepuall; CIpaBiIseTcs ¢
3aJjayaMy, BONpPOCAaMM M JPYTMMHM BHJAaMU 3a/laHui, TpeOYIoUUMX NpUMEHEHHs] 3HaHHM; Bce
MpEeayCMOTPEHHBIE pabouell ydeOHOW mporpaMMOi 3aJlaHusl BBIIOJTHEHBI B COOTBETCTBUU C
YCTQHOBJICHHBIMH TPEOOBAaHUSMH, CTYACHT CIIOCOOCH aHAJU3UPOBATh MOJYYEHHBIE PE3YJIbTaThl;
MPOSIBIISIET CaAMOCTOSITENIBHOCTh IPU BBIIOJIHEHUU 33JaHUM, KayeCTBO MX BBINIOJHEHHUS OLIEHEHO
yuciaoM OamioB oT 61 nmo 85,9, 4TO COOTBETCTBYeT MOPOrOBOMY YPOBHIO C(HOPMHUPOBAHHOCTU
PE3yIHTATOB O0yUCHHUS.

PesyabraT 00yueHnsi cuuTtaercss Hec(pOPMHPOBAHHBLIM, €CIU CTYACHT IPU BBINOJIHEHUU
3aJaHUN HEe JAEMOHCTpUPYET 3HAHMW y4eOHOro MmaTepuasna, JOMYyCKaeT OIIMOKH, HEYBEPEHHO, C
OONBIIMMH 3aTPYAHEHUSIMH BBINOJHIET 3aJaHMs, HE JIEMOHCTPUPYET HEOOXOAMMBIX YMEHHH,
KayeCTBO BBIMIOJIHEHHBIX 3aJlaHUNl HE COOTBETCTBYET YCTAHOBJICHHBIM TpeOOBaHMSIM, KaueCTBO HX
BBITOJIHEHHS! OIICHEHO YHCIIOM 0ayioB HUXE 61, 4TO COOTBETCTBYET JOMOPOrOBOMY YPOBHIO.
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@opMBbI TEKYLIEr0 KOHTPOJIS yCIeBAeMOCTH

@DopMBbI TeKYLIEr0 KOHTPOJIsI Komnnuectso Kommuectso | Makc. Bo3M.
KOHTPOJHHBIX 6amtoB 3a 1 KOJI-BO
TOYEK KOHTp. TOYKY OaymIoB
Jloknan/coo0rieHue 6 5 30
CocTaBleHHE TECTOB MO0 BEIOPaHHON TeMe 2 10 20
[ToxroroBka u 3amuTa pedepara o BEIOpaHHOH TeMe 1 10 10
[ToaroTOBKA MPE3CHTAIMH IO BEIOpaHHON TeMe 1 10 10
BeinosiHeHNe NPaKTHYECKUX 3alaHUiH 3 10 30
Hroro no aucuuninge 100 6an110B

Cucrema OLICHMBAHWA TMPCACTABJICHA B  3JICKTPOHHOM qu6HOM Kypcc 1O OUCHUILINHE

http://sdo.tolgas.ru/.

8.2. TumoBble KOHTPOJbHbIE 3aaaHusi ujium HHble Matepuaabl s TEKYIIEI'O

KOHTPOJIAA YCIIEBAEMOCTHU

s E

ok wdE

N~ WNE

8.2.1. TunoBble 3aJaHUA K NPAKTHYECKUM (CEMHUHAPCKUM) 3aHATUIM

IpakTuueckoe 3ausitue 1. Tema 1. TeopeTuueckue acneKThbl CEPBUCHOI TeATETLHOCTH
TeMbl TOKJIAA0B/CO00ICHUI

[ToHsATHE U CYIIHOCTD YCIYTH KaK CHEIHU(PHIECKOr0 IPOIYKTa

CyIIHOCTh ¥ OCHOBHBIE TIOHSTHS CEPBUCHOM JIESTEIBHOCTH

IToTpeOHOCTH KaK CYIIHOCTHAs COCTABJISIONIAst CEPBUCHOM e TEIbHOCTH

Kitaccugukaium yeayr 1 CepBUCHOM J€ATEIbHOCTH

JuBepcuduranyuy cepBUCHON JAEATEIBHOCTH C YU€TOM HAllMOHAJIBHBIX, PErHOHABHBIX,
STHUYECKHUX, IEMOTPAQUIECCKUX U IIPUPOIHO-KIMMATHICCKUX YCIOBUH 0OCITyKMBaHHS

[MpakTnyeckoe 3ansiTue 2. TEMA 2. UcTopuyeckne acneKThbl CEPBUCHOM 1€ATEIbHOCTH
Tembl 10KJ1a10B/CO00IIEH U

OBOJTIOLINS CEPBUCHOM JIEATENILHOCTH 32 pyOesKoM

Crnenuduka pa3BUTHS CEPBUCHON AesTenbHOCTH B Poccun

HcTopus koornepaTuBHOIO ABMXEeHUS B Poccun

®axTophl pa3BUTHS CEPBUCHOMN AESITEILHOCTHU 3a pyOexxoM u B Poccun

CoBpeMeHHbIE CTPATETUN CEPBUCHOM E€ATEIBHOCTH

[Tpumeps! 1u1st moApaxaHus

IpakTuyeckoe 3ansaTue 3. TEMA 3. PaGoTa B KOHTAaKTHOI 30He
Tembl 10KJIa10B/CO00IEHN T

IToHsiTHE W BUIBI KOHTAKTHOM 30HBI

Oransl ¥ 3a/1a4d pabOThl B KOHTAKTHOM 30HE

[Icuxonoruueckue acnekTsl paboThl B KOHTAKTHOM 30HE

OTHUKET U KyJIbTypa paboThl B KOHTAKTHOH 30He

DcTeTH4ecKre U YPrOHOMUYECKHE ACTIEKTHl padOThl B KOHTAKTHOM 30HE
Pabora ¢ Bo3paxeHUIMHU

Pabora c jxanob6amu ¥ KOHPIUKTaMU

[Tpodunaktuka xanob

IIpakTnueckoe 3ansaTue 4. TEMA 4. IlpaBoBbie acCeKThI H CTAHIAPTH3ALHA

CePBUCHOM 1eATEIbHOCTH

NS

Tembl 10KI210B/COOOIIEHUI

Wcrounnky 1 OCHOBaHUS TPABOBBIX OTHOIIIEHUH B cpepe cepBurca
['ocynmapcTBeHHBIE CTaHIAPTHI B pa3NUYHBIX cepax cepBuca (10 OTpacisaim)
Cepruduxanus B cepe cepBuca

Jlunen3upoBanue B cepe cepprca
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[TpaBuna okazaHwus ycuyr B cepe Typusma

[TpaBuia oka3aHus yCIayr B chepe rocTenpuuMcTBa
[IpaBuna okazanus ycayr B cpepe 0O1MeCTBEHHOTO MUTaHUS
[TpaBuiia oka3zaHus ycayr B cdepe OBITOBOTO 0OCITY)KHUBAHHUS
[IpaBuia okazaHwust yciyr B chepe TOProBiIn

. IlpaBuna okazanus yciyr B chepe HHPOPMALMOHHOTO CEPBHCA U CBA3H

. [IpaBuina okazaHus yciayr B cepe JIETKOH MPOMBIIUIEHHOCTH

. IlpaBuia okazanus ycayr B chepe cepBrUca TPAHCIIOPTHBIX CPENICTB

. IIpaBoBbIC OCHOBBI U MPaBUIIa OKa3aHUS YCIYT B cpepe CoLnanbHOro 00CIyKUBaHUS
. OCHOBHOE cOoJiepKaHUE 3aKOHOJATENILCTBA 10 3allUTE MPaB OTPEOUTENSA

. AxTyanibHbIe TPOOJIEMbI 3alIUTHI IPAB MOTPEOUTENS U CIIOCOOBI UX PELICHUS

IpakTuyeckoe 3ansiTue 5. TEMA 5. Opranuzauusi 00C/1y’>KMBaHUS B YCJIOBUAX

NpeanpusTHii ceppuca

BOoo~NoGORwNE

0.

. [udposu3zaitust B chepe cepuca (o oTpacisim)

TeMbl JOKJIA0B/CO00ICHUI

OO0cyxuBaHME KaKk CUCTEMa

3amaun CepBUCHON OpraHU3aINH

OcHoBHBIE (OPMBI 00CTYKUBAHUS

[TpuHIMIIBI OpraHU3alMK U 33]]a491 CEPBHCA
OcHoBHbIE (JOPMBI OpraHU3aLUN CUCTEMBI CEPBHCA
TexHonoruu opraHu3ai CEPBUCHON NEATEIBHOCTH
VYipasneHue NepcoHAIOM OpraHU3alnui U NPEANPUITHIN CEpBHUCA
[Tpumeps! 111 moapakaHUs

Hogsie TexHONMOTHH B chepe yciayr

[TporpeccuBHbIe GOpMBI 0OCTYKUBAHUS

IIpakTuyeckoe 3anaTue 6. TEMA 6. YnpaBJjieHue Ka4eCTBOM U MAPKETHHI yCJIyr
Tembl 10K1210B/CO00IEHUIT

IloHsTHE M CYHITHOCTH KayeCcTBa YCIyT

Crpareruu 1 TakTHKa KaueCTBEHHOT'O CEpBHUCa

basoBsle cTpaTernu cepsuca

Kpurepun kauecTBEHHOT0 cepBHCca

MOHMTOPHHT KauecTBa cepBHUCa

XKuzHenHbIit nuki yeayru. PazpaboTka ¥ npoiBUKEHUE HOBBIX BUJIOB YCIIYT
HccnenoBanus chepbl oTpedIeHus ycayr

. CoBpeMeHHbIE CTIOCOOBI TPOABUKEHUSI YCIIYT HA PbIHKE
. @paHuaii3uHr B cepe ycuyr.

8.2.2. TunoBbie NPAKTHYECKHE 32JAHUS K CECMUHAPCKUM 3aHATHAM

IIpakTHyeckoe 3aganue Ne 1.
Hanummre »3cce Ha TeMy «BiusHuE HalMOHANbHBIX, PErMOHAIBHBIX, OSTHUYECKHX

0COOCHHOCTEH Ha Pa3BUTHE CEPBUCAY.

IIpakTHyeckoe 3aganue Ne 2.
OxapakTepu3yiTe OCHOBHBIC ATaIlbl, YCIOBHs, (PaKTOPHI U CHEHU(UKY pa3BUTHs CepBUCA B

Poccuu u 3a pyGexom.

IIpakTHyeckoe 3aganue Ne 3.
CocrtaBbTe cxeMy OpraHu3alMM paboThl B KOHTAKTHOW 30HE: ATAIlbl, 3aJayd, MpOoOJIeMbl U
CIOCOOBI X PEIICHHUS.
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IIpakTuyeckoe 3axanue Ne 4.
O3HaKOMBTECH C COAEPKAHUEM KHUTH U 3aKOHCIIEKTUPYWTE OCHOBHBIE MBICIIH. BaliHIBEWT A.
besynpeunsrtit ceppuc. UToObI KaXIblii KITMEHT 4yBCTBOBAJ ceOst koposeMm. M.: JloOpas kuura, 2006.

IIpakTuyeckoe 3axanue NeS.
[Mpoananm3upyiite 3akon P® «O 3amure mpas morpeduteneii» ot 07.02.1992 Ne 2300-1.
3anonHuTe TabIuIy.
3akoHoaarebcTBO PD 0 3amure npaB norpeduTesiei

IIpaBa morpeduTeei MexaHu3m UX peajiu3anuu
1. [MpocBemenne B 00JacTH 3alIUTHl paB obecrieynBaeTCs MOCPEICTBOM BKJIIOUEHHUS BOIIPOCOB
HoTpeOuTeNeH. [0 OCHOBaM MOTPEOUTENBCKHX 3HAHHH B HPOrPAMMBI
00111e00pa30BaTeNbHON MIKOJIBI, @ TaKXKe I0CPEICTBOM
OpTraHW3aIlA CHCTEMBl WH(POPMHIPOBAHUSI MOTPEOUTEIS
0 €ro mpaBax U HEOOXOAMMBIX ACUCTBHH IO 3alIUTE ITUX
npas.
2. Wudopmanuio o ToBapax (padorax, yciayrax), a
Taloke 00 WX MBTOTOBHTEISX (MCIOIHUTEISX,
MpOAaBIAX).
3. BezomacHocTh TOBapoB (padort, yciyr).
4, CBoOoHBII BEIOOP TOBapoB (paboT, yciyr).

IIpakTuyeckoe 3axanue Ne 6.

O3zHakoMbTech ¢ coaepkanueM kHuru IHoyn JIx. IlepBokiaccHbli cepBUC Kak
KOHKYpeHTHOoe npeumyniectBo. M.: Anbnuna busnec bykc, 2017.

Hamnumure scce o teme «HYemy menst nayumi xon [loyn?»

IIpakTHyeckoe 3aganue Ne 7.
[Ipoananu3upyiite TPUYUHBI U TOCICACTBHS MPOOJIEM (YHKIIMOHUPOBAHUS TPEATIPUITUHN
cepBHca. 3aMOTHATE TaOIUILy.
YrnpasiieHHe Ka4eCTBOM YCJIYT HA MPeINPUITHIX CepBHCA

IIpobaema

Hpuunnb

IMocnencrBus

Ynpasienue

[Ipobrema
CErMEHTALMH 110 BBITOJIaM —

O6cyxnast
OJTHU H TE Ke

Pa3noe nonnmanue
M TOJKOBaHHE

TmarenpHoe
H3y4YEeHHE MPEeNOUTEHUI

PYKOBOAUTEIM 3HAOT, YETO
XOTSIT UX MOTPEOUTEINH, HO
HE CITOCOOHEI HIIH HE
JKENAIOT YAOBICTBOPUTD TH
NOTpeOHOCTH

pacxokaeHNe B OKUIaHUAX | KOMIOHEHTHI YCIYTH COCTAaBIISFOLINX notpeouTenei ¢

MOTpeOuTENeH U peaKuu CTOPOHBI TOBOPSIT Ha MIOJTHOLIEHHOTO BBIJICTICHUEM

MPOU3BOIUTEIS «Pa3HBIX A3BIKAX) o0CITyXUBaHUS 0COOCHHOCTEN KaXKa0T0o
mosToMy pupma umeer | OOHAPYKHUTCS MO3KE, U cermenTa. CocTaBieHue
JIOXKHBIE KJIMEHT Oy/leT 4yBCTBOBATh MIPOTPaMMBbI
IIPEJICTaBJICHUS O cebs oOMaHyTBIM. DTO CTUMYJIUPOBAHUSA C
MPEANOYTEHUAX HETaTHUBHO OTPA3UTCS HA €r0 | y4eToM TpeOOBaHUH U
norpeburenen OTHOIIEHHSX ¢ PUPMOI] - MOKEeJTaHUH

ITpobnema

TMO3UIIUOHUPOBAHUA —

OxkazaHHasl yciyra He
COOTBETCTBYET pabovuM
cnenuGUuKanusam

VYcnyra B peaqbHOM
HUCIIOJTHCHHUU HE
COOTBETCTBYET OOCIIaAHHUIM

Osxuanus noTpeOuTesnel B
OTHOIIEHUU
npuoOpeTaeMoii yciryru He
OIpaBAaIHuCh
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IIpakTnyeckoe 3aganue Ne 8.

[TpoBenTe MapKETHHIOBOE YKCIIPECC-UCCIICIOBAHIE COOTHOIICHUS TIOTPEOJICHHSI TOBAPOB U

CEpBUCHBIX YCIIYT CBOEH CeMbH 3a HeAeTro (Mecsl). TexXHOJIOrus 3TOro MUCCIeI0BaHus BKIIIOYAET B
ceOs1 CIICAYIONIME ATAIIBL: CO3/IaHUE TAOIUIIBI U3 TPEX KOJIOHOK.
B nepeoii kononke ykaxute naty moTpeOiieHus (TIOKYIKH) TOBapa WJIH YCIYTH, 60 6MOpPOU —
Ha3BaHUE U CTOMMOCTh MPUOOPETEHHOTO TOBAapa W, HAKOHEII, 8 mpembell — Ha3BaHUE U CTOMMOCTb
CEPBHCHON YCIIyTH; CPaBHEHUE CBEJCHUN B a0CONIOTHBIX YHUCIIAX W MPOIEHTHBIX OTHOIICHUSX;
HarJIIHOE  OTOOpaKCHHWE TOJYYCHHBIX JaHHBIX B Qopme rpaduka; aHaIUM3 IOJTyYECHHBIX
pe3yJIbTAaTOB; MOATOTOBKA aHAIUTUYECKOTO MaTepraa K CEeMUHAPCKOMY 3aHSATHIO.

IIpakTnyeckoe 3aganue Ne 9.

Hcnonb3ys 3HaHus O (akropax U 3JIEMEHTaX AWHAMHUKU IIOBEIEHUS IOTpeOuTelie,
OTIpENIeNIUTE, YTO SIBJISICTCS AJIsl BAaC JOMHHAHTHBIM B MOTPEeOJICHUU TOBAPOB M yciyr. YTo g Bac
HauOoJiee 3HAYMMO B MPHUOOPETEHUH TOIO MM MHOIO TOBapa WM YCIYI'M: CeMbs, pedepeHTHas
IpyIIa, COIMAIBHBIN CTAaTYyC, BO3PACT, )KU3HEHHBIN OMBIT. [Ipopamkupyiite hakTopsl.

8.2.3. TunoBsble TeMbl 1715 pedepaToB/mpe3eHTALUIA
Benymue xomnanuu Poccun B cepe ceppuca.
Benymme kommannm 3apy0eKHBIX PHIHKOB YCIYT.
®opmbl 00CTYKUBAaHUS U TIOKA3aTeNb 3aTpaT BpEMEHHU.
OTHUKO-TICUXOJIOTUYECKHE OCOOEHHOCTH B3aMMOOTHOLIEHWHM CHENUalicTa [0 CEpBUCY U
KITUEHTA.
KynbeTypa paboTHHKa cepsl cepBuca.
[Tonsitue o xxano6e. CriocoObl pazpenieHns KOH(INKTA.
Crangaprusanus u ceprudukanms B chepe ycyr.
OcoGennoctu pa3sutus cdepsl yeiayr B CCCP u B coBpemennoit Poccun.
Teopuss u mnpakTHKa cepBUCAa C YYETOM HAIMOHAIbHO-PETHMOHAIBHBIX OCOOEHHOCTEH
00CTy)KUBaHUS.
10. DBoJTFOIIHS CEPBUCHOM JCSITEILHOCTH 32 PyOEIKOM.
11. Uctopuueckue 3Tanbl pa3BUTUS cepBUCHON AesTenbHocTH B CIIIA.
12. Cneun¢uka u pa3BUTHE CEPBUCHOMN AeSITETHHOCTH B Poccum.
13. OcobenHocTu cepBuca B MHAYCTPHAILHOM OOIIIECTBE.
14. OcoGeHnHOCTH cepBHUCa B TOCTHHAYCTPHAIIBHOM OOIIIECTBE.
15. Pa3Butue cdepsl ceppuca B Poccun.
16. Mecto chepsl cepBrca B CTPYKTYpe COBPEMEHHON POCCUNHCKOI SKOHOMHUKH.
17. 3aBUCUMOCTh ~ CEPBUCHOW  JIEATEIIBHOCTH OT TreorpaduuecKux, pPETHOHAIBHBIX W
nemorpapuieckux (paxkTopos.
18. Ponb rocynapcTBa B peryJIMpoBaHuu cepsl cepBHca.
19. ®opmbl 00CTyKMBaHUS U TIOKA3aTENb 3aTPaT BPEMEHH.
20. Opranuzanust paboThl «KKOHTAKTHOM 30HBI».
21. TlcuXx0JI0THYECKUE acTIeKThI paO0OThI B KOHTAKTHON 30HE.
22. DproHOMHYECKHE U ICTETUUECKHE ACTIEKThl 0(OPMIICHHUSI CEPBUCHOTO MPEIPUSITHS.
23. Opranu3alnoHHas CTPYKTypa CEpBUCHOTO MPEATPUSATHUS.
24. KadecTBO 11 6€30I1aCHOCTH YCIYT KaK MPOOJIEMBbI CTaHIapTH3AIINH.
25. Tlonstue «KadecTBO yCIIyT» M €ro ImoKas3aTeiu.
26. Ctpareruu ynpaBJieHHs KaYeCTBOM YCIIYT.
27. AccopTMEHTHasl IOJIMTHKA B chepe cepBHCca.
28. TepputopuaibHble aCMEKThI PA3BUTHSI PHIHKA YCITYT.
29.T oCTHHHYHBIN CEPBUC: TPATUIMHA U HHHOBAIIMOHHBIE TEXHOJIOTHH.
30. TypucTudeckuii cepBUC: TPAJAULIUN U HTHHOBAIIIOHHBIE TEXHOJIOTHH.
31. PectopanHblii cepBUC: TPAIUIIUU U HHHOBAIMOHHbIE TEXHOJIOTHH.
32. AHUMAaIMOHHBIN CepBHC: TPAAULINN U HHHOBALMOHHBIE TEXHOJIOTHH.

P

©o~No O
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33. Opranm3anus pa3BieueHUN Kak chepa CEpBUCHOM NESITEIbHOCTH.
34.CraHOBJICHHE U pa3BUTHE PECTOPAHHOTO CEPBHCA.

35. TpaHcnopTHBIE YCIIyTU: UCTOPUS U NIEPCIIEKTUBBI PA3BUTH.

36. Yenyru chepst XKKX: uctopus u COBpeMEHHOCTb.
37.00pa3oBaresibHble YCIYTH: HCTOPUS U COBPEMEHHOCTb.

38. MeauIuHCKHUE yCIyTU: UCTOPUS U COBPEMEHHOCTD.

39. CounanbHble yCIyru: HCTOPHSI U COBPEMEHHOCTb.

40.PutyanbHbIe YCIYTH: UCTOPHUS U COBPEMEHHOCTb.

41.BBITOBBIE YCIIYTH: UCTOPUS U COBPEMEHHOCTb.

42.Ycnyru B cepe KpacoThl U 3I0POBbsI: UCTOPHS U COBPEMEHHOCTb.
43.Ycnyru B chepe pu3KyabTyphl U COPTA: HCTOPHSI 1 COBPEMEHHOCTb.
44 TlouToBbI€ YCIYTU U YCIYT'H JOCTaBKU: UCTOPUS U COBPEMEHHOCTb.
45. )Kv3HEHHBIN [UKJT YCIIYTH.

46. ®dpanyaii3uHT KaK popma IpoaABHKeHHs OpeHaa B cepe ceppuca.
47.MepuaHaali3UHT KaK CPEICTBO MIPOABUIKEHHSI TOBAPOB U YCIIYT.
48. MupOBOI1 PBIHOK YCIIYT: OCHOBHBIE XapaKTEPUCTUKH.

49. KoHKypeHTOCIIOCOOHOCTh yCIYT.

50. PR, mapkerunr yciyr (1o chepam).

TpeboBanus k ohopmiieHuIo pedepara
O0Bem paboTel — OT 15 cTpaHwuil.
pudt — TNR, pazmep mpudta — 14, mesxcTpounsiii uaTepBan — 1,5.
[Tons: mpaBoe — 1 cM., 1eBoe -2,5 cM, BepxHee, HuKHee — 1 cM.
TekcT BeIpaBHUBAEM TI0 IIIMPUHE CTPAHUIIBL.
Hywmepanus ctpanuil — cepeiiHa CTpaHUILIbI, BBEPXY.
KonnuecTBo ucnonb3yeMbIX HCTOYHUKOB — OT 5 HanMeHoBaHUH. Criucok odopmiisieM 1o
I'OCTy.

TpebGoBanust K 0POPMIICHUIO MPE3CHTAIIIH
I[Tpe3eHTalust BBIMONHACTCS € UCTONb30BaHueM iardopm Canva niu PowerPoint.
O6bem paboTsl — oT 15 cnaiioB.
IIpe3enTanus 1o0HKHA BKIFOYATh PUMEPBI, Pe3yJIbTaThl UCCIIEJOBAHUHN, CTATUCTHUKY,

uHporpapuxy.
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8.3. TumoBble KOHTPOJIbHBbIC 3aJaHWS WJIH HHbIE MATEPHAIbI /I TPOBedeHUs
MNPOMEXYTOYHOU ATTECTALIUN

dopma npoBeJeHUs NPOMEXYTOUHON aTTeCTallMy M0 AUCLUIUIMHE: 3a4eT (IO pe3ysibTaTaM
HAKOMHUTEIBHOTO PEHTHHra WK B OPME KOMIIBIOTEPHOTO TECTHPOBAHMS).

Hepeqeﬂb BOIIPOCOB JISl NIOATOTOBKH K 3a4€Ty

OIIK-2. Crioco0eH ocymecTBISTh OCHOBHbIE ()YHKIIMM YIIPaBJICHUS] CEPBUCHOM
AeATeJIbHOCTHIO
Uro Takoe yHH(UKAIKS B CEPBUCHOMN EATEIBHOCTH?
YT0 Takoe JIUNeH3UA?
KTto Takoi moTpeduTess CoriiacHo JeHCTBYIOEMY POCCUUCKOMY 3aKOHOIATEIbCTBY?
KT0 Takoi ucrosHUTENb COrIacHO ACHCTBYIOMIEMY POCCUICKOMY 3aKOHOIaTENIbCTBY?
Kakyto OTBETCTBEHHOCTh MOXET HECTH IpoJaBell (HUCIOJHUTENb, W3TOTOBUTEID,
YIIOJHOMOYEHHAs OpraHu3alysi, UMIIOpPTEp) 3a HapylIeHHe NpaB MOTpeOuTenel, YCTaHOBICHHBIX
HOPMAaTUBHBIMHU MPaBOBBIMU akTaMu Poccuiickoit @enepanmu?

agkrownE

6. Ecnu u3roroButenb (MCIIONHUTENB) HE YCTAHOBHJI Ha TOBAp (paboTy) CPOK CIIyKOBbI, B
TEYEHHUE KaKOTo CpoKa OH 00s13aH 00ecIeunTh 0€301acHOCTh ToBapa (padboThn)?

1. C Kakoro MOMEHTa UCUYHUCIISIETCS] CPOK CITY>KObI TOBapa?

8. Yro Takoe CpoK CIIy:KOBI TOBapa, pe3ysibTaTa yciuyru?

9. Kak Ha3piBaeTCsi HOPMAaTHUBHBIA JTOKYMEHT, pa3paOOTaHHBI Ha OCHOBE KOHCEHCYCa,

YTBEP)KJICHHBIN TMPU3HAHHBIM OPraHOM, HAIPABICHHBI HA JOCTH)KCHUE ONTUMAIBHOW CTCIICHH
YIOPSAIOYCHHS B OTPEICTICHHOM 001acT?

10. B TedeHue Kakoro cpoka JIOJKHO OBITh yIOBIETBOPEHO TpeOoBaHHE MOTpeOUTENs O
COpa3MEpPHOM YMEHbILIEHUN TOKYITHOM 11eHbI?

11.  KakoBbI CPOKH YAOBIETBOpPEHUS TpeOOBaHMsI MOTPEOUTENS O 3aMEeHe ToBapa?

12. KoMy mnoTtpeOutens MOXKET NTpEeabIBUTh TpPeOOBaHME IO TIOBOJY COPA3MEPHOTO
YMEHBIIEHUS OKYITHOH 11eHbI?

13. B kako# CpoK IMOKyImaTeleM MOTYT OBITh MpPEIbsBICHBI TPEOOBAaHWUS, CBSI3aHHBIE C
HEJI0CTaTKOM TOBapa, €CJIM He YCTaHOBJIEH rapaHTHHHBIM CPOK MIIM CPOK FOJJTHOCTH Ha ToBap?

14. B TeueHue Kakoro BpeMEHHM, MO OOIIEMYy NpaBuiy, NOTpeOUTENb BIpPaBe OOMEHSTH

HENPOJOBOJILCTBEHHBIN TOBAp B MECTE €0 MOKYNKHU Ha AHAJIOTUYHBIN WIX MOJYYUTh YIIJIA4EHHYIO 32
HEro JEHEKHYI0 CyMMY ¢ MOMEHTA IIepejauu eMy ToBapa’?

15.  Kem Bo3Memarorcsi yObITKH, IPUYMHEHHBIE MOTPEOUTENSAM BBIHYXKIEHHBIM OT3BIBOM
napTuu ToBapa’?
16. B kakoMm pa3Mepe 3aKOHOJATEIbCTBOM O 3alUTE MpaB MOTpeOuTeNneil ycTaHoBIIEHA

HEYCTOMKa 3a TMPOCPOYKY  YAOBIETBOpEHUS TpeOOBaHWIl mHOTpeOUTENs] TpU  MpoJaKe
HEKa4yeCTBEHHOI 0 ToBapa?

17. KakoB cpox HCKOBOW MmaBHOCTH /Ui OOpaiieHuss B CyA 3a 3allluTON IpaBa
norpedurens?

18. C KaKoro MOMEHTa UCUUCIISIETCS CPOK TOJTHOCTH Ha TOBap?

19. B kakoil cpok AOIKHO OBITH YIOBIETBOPEHO TpeOOBaHME MOTPEOUTENS O 3aMeHe

TOBapa HEHAJUJICKAIIEr0 KauecTBa, €CIIM HEOOXOIUMBIN TOBap, OTCYTCTBYET y MPO/aBla HA MOMEHT
oOparnenus?

20.  Bbr oTkpbutn BKJIa B OaHke. B cinydae, ecnu y 0aHKa OT3BIBAIOT JIUIICH3HIO, BITPABE JIN
BBI [TPETEH/10BaTh HAa BO3MEIICHUE 110 BKJIaly, U €CJIH J]a, TO KaKOB €r0 MaKCUMaJIbHBINA pa3mep?

21. BmpaBe nmu 0aHK B OJHOCTOPOHHEM TIOPSIKE MEHSTHh YCIOBUS KPEIUTOBAHUS
(HampuMep, yBEITMYUBATh POLIEHTHYIO CTAaBKY)?

22.  Bur norepsimn SIM-kapTy W mocie 3TOTO MpOCTO Kymuiu HOBYHO. Cryctst 4 mecsia
BaM IPHIUIO YBEJAOMIIEHHE O HEOOXOAMMOCTH CPOYHO MOTACUTh 3a/I0JKEHHOCTh 32 YCIYTH CBS3H B
pasmepe 1500 py0. BeposiTHO, Bamieli KapToil BOCIOIB30BAJICSA KTO-TO APYrou. JIOMKHBI JU BBI
OIJIAaUYMBATh JaHHYIO 33/I0JKEHHOCTD?
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23.  Bwr mpuobpenu Ounetsl B 1upk. Ha o0OpoTHOM CTOpOHE yKa3aHO, YTO OHHU HE
HoJIeXkKaT BO3BpATy WM 0OMeHy. 3a JiBa JIHS A0 COOBITHS BAlllM IIAaHBI H3MEHUJINChH, U TETIEPh BBl HE
CMOXETE MOWTH Ha peAcTaBiieHue. Fimeere v BbI MpaBo HA BO3BpAT JACHET?

24, Bb1 kynuim OOTHHKHM M peIlIniIM HaJeTh UX OpsMO B marasuHe. [lo mopore oMol BbI
MOHSUIM, YTO NMpUOOpeTeHHass 00yBb CHJIBHO *MeT. EcTh U y Bac mpaBo OOMEHSITH B MarasuHe
JaHHYIO Mapy Ha 0oJiee moAX0 ATy 0?

25. Bbl mpuoOpenu siekTpudeckuii yailHUK. B rapaHTuiiHOM TalloHe yKa3zaH Cpok 12
MECSILEB, OHAKO B TOBAPHOM YEKE IMPOJABELl OTMETHJI, YTO rapaHTusi cocTaBisieT 6 mecsueB. Ha
KaKoOW CPOK Bbl Oy/1eTe OpUEHTUPOBATHCS?

26.  Bpl nmpuoOpenu ¢oToanmapar, HO BCKOpE MOCIIE MOKYIKH OH clioMaics. Bel ciamm ero
B Mara3uH Ha TapaHTHIHBIA PEMOHT, HO BpEMsI PEMOHTA KaK pa3 COBIAAAET CO BPEMEHEM IOE3/IKH, B
KOTOpPOH BaM YXKe XOTeloch Obl WUMETh BO3MOXHOCTH (hoTorpadupoBarb. MokeTe M BB
noTpeboBaTh NPEIOCTaBUTh BaM JPYroi ¢oToanmnapaTr Ha BpeMsi pEeMOHTa Ballero?

27. Bl 3aka3anu neTanb Uit aBTOMOOWIIS B MHTEPHET-MarasuHe U MOJIHOCTHIO OIUIATHIIN
MOKYTKY. 3aka3 OyleT JocTaBiieH uepe3 Henento. OQHAKO Ha CIEAYIOUUN JeHb Bbl IMPHOOpENH
HEOOXOUMYIO JIETallb B PO3HUYHOM Mara3uHe M IO3TOMY XOTUTE OTKa3aTbCs OT BELIM, 3aKa3aHHOMN
yepe3 uHTepHeT. EcTh 11 y Bac Takoe npaBo?

28. Bbl oOpaTmiuch B arenbe W 3aKIIOYWIM JIOTOBOP Ha IIOIIMB KOCTIOMA. TKaHb
MPEIOCTaBUIIO aTenbe. Uepe3 2 Henenau BaM MO3BOHWIM M COOOIIMIIM, YTO MaTepHall MOoJ0pOoKal,
[I03TOMY HEOOXOJUMO NPHUNTH U 3aKJIIOYWUTH HOBBIM JOrOBOp — Ha Oonbllyto cymMMy. Ha 4To BbI
uMeeTe MPaBo B ATOU cUTyaluu?

29.  BbI cnanu majapTo B XMMUYHUCTKY, HO KOT/Ia MIPHIIUIKA €r0 3a0UpaTh, YBUICIH, YTO BEIlh
UCIIOpYEHA — KPacHUTeNb pacTeKcs, a TKaHb JIedopMupoBanack. Ha 4yTo BBl BIipaBe MpPETEHIOBATH B
JAHHOM CUTYyaIuu?

30.  Kakum neprooM OonpeesisieTcsi CPOK BBITIOTHEHUS pa0OoThl (OKa3aHUS YCITyTH)?
31.  IIpu kakux 0OCTOATENHCTBAX HA3HAYAIOTCS MPOMEXKYTOUHBIE CPOKH?
32.  Kakwue mpaBa MpeIoCTaBJISFOTCS TOTPEOUTEIIO B CIydae, €CIIM UCIIOJIHATEb HAPyIITUIT
CPOKH BBITIOJTHEHUS paObOThI (OKa3aHUS YCIyru)?
33. 3a kakoil CpOK B3WMaeTCs HEYCTOWKa (TeHs) 3a HapylieHHe CpPOKOB W Kak
onpezensercs e€ pazmep?
34. Korma moTpeOuTeNb MOXET OTKa3aThCs OT WCIOJHEHHS JOTOBOpA O BBIMOJHEHHU
pabort (oka3aHuu yciyr)?
35.  Yro BmpaBe TpeOOBaTh HCIOIHUTEIb INPH COCTABICHHH CMETHl Ha BBIOJHEHHE
paboThl (OKa3aHUE YCIYTH)?
36. Urto o00s3aH chenaTh HCHONHHUTEb, €CIM padoTa BBIMOJHACTCS ITOJHOCTHIO WIH
YaCTUYHO U3 MaTepHuaa (C Belllblo) MoTpedouTens?
37.  Yro ob0s3aH chenaTh MOTPEOUTENH MOCIE OKOHYAHUS BBIIOJHEHUs paboT (OKa3aHWs
yCIIyT) UCHIOTHUTENEM?
38. JaiiTe ompeneneHne IOHITHIO «KOHTAKTHAas 30HA» B CEPBUCHOM JIEATEIILHOCTH H
Pa3sHOBUHOCTEH KOHTAKTHOM 30HBI B cepBHce?.
39. Bb1 paboTHHK KOHTAKTHOHN 30HBI C€pBHCHOM opranu3zanuu. Kakossl Bamm nelictus B

ciy4ae KOH(MDIUKTHOM cutyanun?
40.  Yro takoe ¢ppaHUaiizuHT B chepe ycayr?

41.  Yro Ttakoe pedepeHTHbIE IPYyMIbl NOTPEOUTENS?

42. Yro obecrnieunsio pa3BUTHE KOOMIEPATUBHBIX CEPBUCHBIX Opranuzauuii B Poccun:

43. Ha pyGexe 60-70-x rogoB XX B., CTalM MpPOSBIATECA KadyecTBA HOBOIO —
MOCTUHYCTPUAILHOTO O0IIEeCTBA.

44,  KaxoBbl ocCHOBHBIE 3(pPeKThl HHpopMaTH3aMU A5 o01ecTBa?

45.  C yem cBsi3aHa CepBUCU3ALIMS SKOHOMHKU?

46. KakoBa poib ayTCOpCHHIa B YKpEIUIEHHMHM CBSI3€M MEXAYy MpPOM3BOJICTBOM U
KaIlTuTaJIoM, MEXKIy CEPBUCHBIMH U HECEPBUCHBIMH OTPACIISIMH?

47.  KaxoBblI OTIIMYUTENbHBIE 0COOEHHOCTH MOCTUHAYCTPHAIEHOW SKOHOMHUKH?

48.  Yto Takoe kacTomu3anus B cepe ceppuca?
49, YTo noHMMaeTcs MoJj CEpBUCU3ALUEN B IPOMBIILIIIEHHOM IIPOU3BOCTBE?
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50.  KaxkoBbl hakTOpBI CEpBUCH3AIIMN B TPOMBIIIIICHHOM IPOU3BOICTBE?
51.  KakoBo 3Hau€HHE CEpPBUCHU3ALMH B IPOMBIIIJIEHHOM IIPOU3BOJCTBE?
OIIK-3. Cnoco0eH o0ecnieunBaTh TpedyeMoe KauecTBO NMPOLECCOB OKA3aHMUS

yCJIYT B M30paHHOi cepe npodeccHoHATIBLHOM 1eITeJIbHOCTH

52. Uro Ha3bIBaCTCS CPOKOM OKA3aHUS yCIYTH?

53. Kak Ha3bIBaeTcs nmponeaypa, mocpeacTBOM KOTOPOH TPEThsS CTOPOHA €T MUChMEHHYIO
rapaHTHIO, YTO YCIyra COOTBETCTBYET 3aJJaHHBIM TPEOOBAHUSAM?

54. Yto Takoe Ka4ecTBO YCIyru?

55. Yro Takoe ctanaapTu3anus’?

56. Uro Ha3bIBaeTCA MOKa3aTenaeM KauecTBa?

57. Uro BKIIOYaeT B ceOst KOHTPOIb KadecTBa?

58. Uro Takoe mokasareib KauecTBa ycIyru?

59. Yrto moapazymeBaeTcs Mo MOHATHEM «IKOJOrHUYecKasi 0€301MacHOCThY yCIyTru?

60. Yro Takoe mokazareiay Ha3HAYCHUS YCIYTH?

61. Yto XapaKTepHu3yOT IOKa3aTeIu MPUMEHEHUS?

62. Uro BKIIOYAIOT B ce0s OKa3aTeNH MPEeANPHUSITHs cepBuca?

63. Yto Takoe pyHKIMOHATIbHAS COBMECTHMOCTh KaK IMOKa3aTellb COBMECTUMOCTHU YCIIyTH?

64. Uro npeamnonaraet OUONIOrHYECKasi COBMECTUMOCTh?

65. Uro mpeamnonaraeT METPOJIIOTUYECKAsi COBMECTUMOCTh?

66. UYto Takoe WHPOPMAIIMOHHAS COBMECTUMOCTD?

67. UYto Takoe TEXHOJIOTHYECKasi COBMECTUMOCTH?

68. Uro mpeamnonararoT YproHOMUYECKHE MOKA3aTeU KauecTBa MPEINpHUsITHs cepBuca?

69. Yo BKIIOYAIOT B Ce0s1 CAHUTAPHO-TUTUEHUYECKHE YCIOBHS OOCITY)KUBaHUS?

70. Kakue TOHATHS OTHOCSATCS K TOKa3aTensiM Oe30MacHOCTH ISt KU3HH, 30POBBS U
UMYIIECTBA TpakaaH?

71. Kak onpenensitorcs nmoka3aTesv HaIeXKHOCTH YCIyT?

72. Uro npeamnonaraeT HaIeKHOCTb MPEIOCTABICHUS YCIYTH?

73.  Uro Takoe HAJACKHOCTH Pe3yJIbTaTa YCIYTH?

74. Kaxkue rnoka3aTequ OTHOCSTCS KOJMYECTBEHHBIM MOKa3aTessiM OLIEHKU 3() PeKTUBHOCTH
cepsuca?

75. Kakue moka3aTenu OTHOCSTCS KaueCTBEHHBIM MOKa3aTesM OLIEHKU 3(QeKTHUBHOCTH
cepsuca?

76. Yt0 Takoe MHJEKC YAOBIETBOPEHHOCTH MOTpeOUTENIs?

77. Yto Takoe CyIIECTBEHHBIN HEJOCTATOK PaOOTHI, YCIyru?

78. Kem B Poccum ycranaBiMBaloTCs IpaBHjia OKa3aHMsS OTAEIbHBIX BHUAOB YCIYT,
BBITIOJIHEHHS OTJEIHHBIX BUIOB PabOT?

79. Uro Takoe CpoK rogHoCcTH?

80. Kak Ha3wIBaeTcs TEpHOJa, B TEUECHHE KOTOPOTO B Ciydae OOHApPYKEHHUS B TOBape
(pabote) HegocTaTKa MU3rOTOBUTEND (MCIOIHUTEINb), IPOJABELl, YIIOJHOMOYEHHAs! OpraHu3alnus Win
YIIOJITHOMOYEHHBI MHIUBUAYAIGHBIA TPEANPHHUMATENb, HWMIIOPTEP OOS3aHBI  YIOBJIECTBOPUTH
TpeGoBaHus notpedurens?

81. Ha xakoiif u3 nepeuncieHHbx ToBapoB HE ycranaBnmmBaeTcst CpOK TOAHOCTH: CKaTePTh,
ryOoHas nmomaza, keup, ’KaporoHWKaroIee cpeicTBO?

82. U3 kakoil W3 TMEpPEUYNCICHHBIX TOBApPOB, YCTAHABIMBAETCS CPOK TOIHOCTH: TyOHas
noMaJa, CKaTepTh, JIonara, TyajleTHas Oymara?

83. Ha kakoii W3 TepEeYMCIIEHHBIX TOBAPOB, YCTAHABIMBACTCS CPOK TOAHOCTH: Keup,
CKaTepTh, JomnaTa, TyanerHas Oymara?

84. Ha xakoif U3 NMepeYrCcICHHBIX TOBAPOB, YCTAHABIMBACTCS CPOK TOTHOCTH: aHTHOMOTHK,
dbyxep, nonara, TeTpaab?

85. UTto Takoe rapaHTHITHBII CPOK?

86. Uto moTtpebutens BIpaBe MoTpeOoBaTh NMpU OOHAPYKEHUH HETOCTATKOB BBIMOJIHEHHON
paboThI (OKa3aHHOU yciayrn)?

87. KakoBBI CPOKH YIOBJIETBOPEHUS OTAEIbHBIX TPeOOBaHMM MOTpeOuTENS?
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88. Uro BrIItOUaeT B ce0s1 KOHIETIIHS OOCTYKUBAHUS?

89. UYto mpeamonaraer cBoOoja pelIeHU Kak KpUTepUid 3(PQPEKTHBHOCTH BHYTPEHHETO
CTaHJapTa 00CITYKUBaHUS KIHUEHTOB B cekTope B2B?

90. Yro mpeamojaraeT KOMIUIEKCHOCTb Kak KpuTepuil 3()(eKTHBHOCTH BHYTPEHHETO
CTaHaapTa 00CITY)KNBAaHHUS KJIHMEHTOB?

91. Yro mpenmnoiaraeT SKOHOMHYECKas 11€IecO00pa3HOCTh KaK KpuTepuil 3PpPpeKTUBHOCTH
BHYTPEHHET0 CTaHapTa 00CITyKMBAaHUS KIMEHTOB?

92. Yro mpexamomaraeT M3MEPUMOCTb Kak KpUTepUid APPEKTUBHOCTH BHYTPEHHETO
CTaHaapTa 00CITY)KNBAaHHUS KJIHEHTOB?

93. UYro mnpeamonaraeT peleBaHTHOCTh KaK KpUTEPH A(PGPEKTUBHOCTH BHYTPEHHETO
CTaHAapTa 00CITY)KUBAaHHUS KJIHEHTOB?

94. Yro mnpenmonaraeT NpPO3PaYHOCTh Kak KpuTepuidl 3((HEKTUBHOCTH BHYTPEHHETO
CTaHAapTa 00CITY)KNBAaHHUS KJIHEHTOB?

95. UYro mpeamonaraeT akTyaJbHOCTh KakK KpUTepUil 3(P(EKTUBHOCTH BHYTPEHHETO
CTaHAapTa 00CITy)KNBAaHHUS KJIHEHTOB?

96. Kakum kpurepusiMm 3(h(HEKTUBHOCTH JIOJDKEH COOTBETCTBOBATH BHYTPEHHHMU CTaHIAPT
00CITyKMBaHUSI KITHEHTOB?

97. Uro Ttakoe Lifetime Value (LTV) kak mnokaszarens 3()(EKTHBHOCTH BHEIPECHHUS
CTaHJapTOB OOCITYKUBAHUS?

98. UYto rtakoe Customer Satisfaction Score (CSAT) kak mokasarens 3(QeKTuBHOCTH
BHEJIPEHUSI CTAHIAPTOB OOCITY>KUBaHUS?

99. Yo Takoe Customer Customer Effort Score (CES) xak moxa3zatens 3¢dexruBHOCTH
BHEJIPEHUSI CTAHIAAPTOB OOCITY>KUBaHUS?

100. Yro takoe Net Promoter Score (NPS) kak mokazatens 3(pQeKTHBHOCTH BHEIPEHUS
CTaHJApTOB OOCITYKUBaHUS?

IIpuMepHBIii TeCT JJIA HTOTOBOI0 TECTUPOBAHMS:
1. Kakue U3 nepeqncieHHbIX YCIYT B KlacCU(UKALUU, TPUHATON Y POCCUMCKUX YUEHBIX, HE
BKJIIOUEHBI B CEPBUCHYIO JIEATEIBHOCTH MO chepaM €€ OCYIIECTBICHHUS:

1. KWIAIHO-KOMMYHAJIbHBIE YCIyTU

2. YCIIYTH CUCTEMBI 00pa30BaHusl, KyJIbTYPbl, TYPUCTCKO-3KCKYPCHOHHBIE YCIIYTH
3. HAy4YHO-HCCIIEI0BATENBbCKHUE YCIYTH

2 YTo U3 HMKETIEPEUNCIEHHOIO HE OTHOCUTCSA K MPEANPOIaKHOMY 00CITYKUBAHUIO?
1. pa3paboTKa KaTaJoroB U MPeHCKypaHTOB;

2. JIOCTaBKa TOBapa K MECTY MPOJaXH;

3. pacnakoBKa U paCKOHCEpBAIus;

4. MOJrOTOBKA TOBapa K MPOJAXKE;

3. Uto BKiIIOYaET B ceOs KoMMepueckasi paboTa 1Mo BBISIBJICHUIO HCTOYHHUKOB PECYPCOB YCIyT?
1. IOMCK IMOCTABIIUKOB TOBAPOB, MPEAIAratolux NPOAYKIIHMIO 10 HU3KUM LIEHAM;

2. MOKMCK MOCTABIIMKOB TOBAPOB, MPEJIaralluXx KOHKYPEHTOCTIOCOOHYIO TTPOIYKIIHIO
BBICOKOI'0 KayeCcTBa, pa3HOO0Pa3HOr0 aCCOPTUMEHTA 10 MPUEMIIEMBIM IIEHaM;

3. MOUCK MOCTABIIMKOB TOBAPOB, MPEIJaratoiiiuX MPOAYKIIHIO BHICOKOTO Kau€CTBA M0 BHICOKUM
[ICHaM;
4. MOUCK MOCTaBIIMKOB TOBAPOB, MPEIJIAraloIINX HOBYIO MIPOAYKIIHIO.

4. Ilepuon BpeMeHHU, B TeUEHHUE KOTOPOTO MOTPEOUTENh B3aUMOJIEHCTBYET C UCIIOIIHUTENEM YCIyTH
3TO:

1. HOPMaTUBHOE BPEMs

2. pecypcHOe BpeMst

3. BpeMst 00CITY)KHBaHUS

5. Ilox cpokoM OKa3aHUs yCIIyr TIOHUMAETCS:

1. BpeMs Ha MOATOTOBUTEIbHbBIE PaOOTHI

2. BpEMs Ha IPOU3BOJICTBO YCIYT

3. BpeMs OT IIpHEMa 3aKa3a 10 MOMEHTA BbIAAYH

6. Ycnyra o0nanaer cieayonMMi KayeCTBaMU:
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CIOCOOHOCTh K XPaHEHHIO U TPAHCIIOPTUPOBKE

HEOTACTUMOCTb OT CBOETO UCTOYHHUKA

HEM3MEHHOCTBIO KauecTBa

. OHO U3 CYITHOCTHBIX OTIMYUH YCIIYTH OT TOBapa:

pasnuyue MecT XpaHeHHUs

OoJiee BBICOKAst CTOUMOCTD

COBMEIIIEHUE POU3BOJICTBA U MOTPEOICHHUS

. OTnYuTeNbHBIMA 0COOEHHOCTSIMH YCIYT SIBJISTFOTCS:

HECOXPaHIEMOCTb yCIyT

HEe3a0bIBaEMOCTb YCIYT

HEPa3pbIBHOCTb IPOU3BOJCTBA U MOTPEOICHHS YCIYTH

. K HekommMepueckum yciryram OTHOCST:

yCIIyTH OpraHu3anuii 0OIEeCTBEHHOTO MUTaHUs

YCIYTH MPEANPUATHI TyprU3Ma U OTJbIXa

ycIIyrd 01aroTBOPUTENBHBIX (POHI0B

0. IIpouecc npuHATHSA pelIeHUs] HOTPEOUTENEM COCTOUT U3 CIEAYIOIUX CTaIuil:

peakiys Ha MOKYIIKY, OUCK MH(OpMaIK, 0CO3HaHUE POOIIEMBbI, PELLICHUE O MOKYIIKE,
€aKIHs Ha TIOKYTIKY

MOUCK HH(pOpPMAIIUU, OCO3HAHUE TOTPEOHOCTH, OLIEHKA BAPUAHTOB, PELLICHUE O MTOKYIIKE
0CO3HaHME NOTPEOHOCTH, TOUCK HHPOPMALINH, OIICHKA BAPUAHTOB, PEIICHUE O TIOKYTIKE,
peakuus Ha MOKYIIKY

11.K MeponpusaTusiM 1Mo CTMMYJIMPOBAHUIO COBITA, HaNpaBiIeHHBIM Ha moTpeduTens, HE oTHocAT:
CKUJIKH C IICHBI;

IPEMUH;

pacrpocTpaHeHHe KyIIOHOB;

OecruraTHple 00pasIbl TOBAPOB

HET MPaBHIBLHOTO OTBETA

2. Kakue Kputepuu sSBISIOTCS ONPENeIIIONMMU IPU BEIOOpE MOCTaBLIMKA?

IIeHa U Ka4eCTBO;

CKUJKH U JOCTYIMHOCTb HUH(pOpMAIINH;

IIPUHAJUIEKHOCTb K OJJTHOW OTpaciiy

3. UTO U3 nMepeyuciieHHOr0 OTHOCAT K MPSAMBIM METO/1aM M3y4eHHs pbIHKa?

KOHTAKTHI C IOCTaBIIUKAMHU;

TEXHUYECKHE CIIPAaBOYHUKHU;

OIIPOC IKCIIEPTOB

14. Kakue u3 nepedncieHHbIX YCIyT B KIacCU(PHUKAIMH, TPUHATON Y pOCCUHCKUX yYEHBIX, HE
BKITIOYEHBI B CEPBUCHYIO JESITEIHHOCTD IO chepam ee OCYIIEeCTBICHUS:

WNTD P2 WP OWNEREXWNEJWNE

A e A e L e e A o

1. JKUJIMIIHO-KOMMYHAJIbHBIE YCIIYTU

2. YCIIYTH CUCTEMBI 00pa30BaHus, KyJIbTYpbl, TYPUCTCKO-IKCKYPCHOHHBIE YCIYTH

3. HAaYYHO-UCCJIEN0BATEIbCKUE YCIYTH

15. YTo m3 HIKENEePEUUCICHHOTO He OTHOCUTCSI K TIPENPOTAKHOMY OOCTYKUBAaHUIO?

1. pa3paboTKa KaTaloroB U MpercKypaHTOB;

2. JIOCTaBKa TOBAapa K MECTY MPOAAXKH;

3. pacrakoBKa U paCKOHCEPBALIUS;

4, MOJrOTOBKA TOBapa K MPOJIAXKE;

16. Uto BKIIIOUaeT B ce0si KOMMepUecKasi paboTa Mo BBISBICHUIO HCTOYHUKOB PECYpCOB yCIyT?
1. MOWCK MOCTaBIIMKOB TOBAPOB, MPEIJIAratonX NPOIYKIHIO 10 HU3KUM IIEHAM;

2. MOKMCK TIOCTABIIMKOB TOBAPOB, MPEJIaraloluX KOHKYPEHTOCTIOCOOHYIO TTPOIYKIIHIO
BBICOKOI'O KayecTBa, pa3HOO0Pa3HOr0 aCCOPTUMEHTA 110 MPUEMIIEMBIM IIEHAM;

3. MOUCK ITOCTABIIMKOB TOBAPOB, MPEIAraroIINX NPOAYKIIHIO BBICOKOTO Ka4eCTBA 110 BBICOKUM
LIEHaM;

4. MOUCK ITOCTaBILMKOB TOBAPOB, MPEIIArarIINX HOBYIO ITPOAYKIHUIO.

17. Tlepron BpeMeHHU, B T€YCHUE KOTOPOTO MOTPEOUTETh B3aMMOICHCTBYET C UCTIOJIHUTEIEM YCIYTH
3TO:
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1. HOPMaTHUBHOE BPEMs

2. pecypcHOe BpeMst

3. BpeMst 00CITYKUBaHUSI

18. Uto Takoe «mmpoTa» accopTuMeHTa’?

1. KOJIMYECTBO TOBAPHBIX €UHUI] B TOBAPHOU TPYIIIIE;

2. OecniepeboitHOe HalTMUKe B MMPOJIaKe TOBAPOB, NMPETYCMOTPEHHBIX ACCOPTUMEHTHBIM
MIEPEYHEM B TE€UEHHUE OIPE/ICJICHHOI'O BPEMEHH;

3. COOTBETCTBHUE (PAKTUIECKOTO HAIMYHUS TOBapa HA TOPTOBOM MPEINPHUATHH pa3paboTaHHOMY
ACCOPTUMEHTHOMY IE€PEUHIO;

4. KOJIMYECTBO TOBAPHBIX TPYIII U MOATPYIIL, BXOSIIUX B ACCOPTUMEHTHBIN TIepEUEHb.
19. Kakoro Buna cepuca HE cymectByer?

1. MPEIIPOAAKHBIN;

2. MOCIICITPOJAXKHBII;

3. BHYTPUIIPOJAKHBII;

4. BCE BBIILICTIEPEUNCIICHHBIE BAPUAHThI BEPHBI

20. [Tox cpoxoM oKa3aHUs yCIyT MOHUMAETCS:

1. BpEMs Ha MOATOTOBUTEIbHBIE PaOOTHI

2. BpeMs Ha IPOU3BOJICTBO YCIYT

3. BpeMs OT IIpHeMa 3aKa3a 10 MOMEHTA BbIJIayH

21. Ycmyra o0maiaeT cleayromuMy Ka4eCTBaMHU:

1. CIOCOOHOCTH K XpaHEHHIO ¥ TPAHCTIOPTHPOBKE

2. HEOTJIEIMMOCTh OT CBOETO UCTOUYHHKA

3. HEU3MEHHOCTBIO KayecTBa

22. OaHO U3 CYIIHOCTHBIX OTJIMYUHN YCIYTH OT TOBapa:

1. pasinyue MeCT XpaHEHHUs

2. 0oJ1ee BHICOKAsi CTOUMOCTD

3. COBMEIIICHHE TIPOU3BO/ICTBA U MOTPEOICHHUS

23. OTIUYUTENEHBIMA OCOOEHHOCTSMU YCIYT SIBISIOTCS:

1. HECOXPaHSIEMOCTh YCIYT

2. HEe3a0BIBAEMOCTh YCIYT

3. HEpa3pbIBHOCTH IMPOU3BOJICTBA U MOTPEOIEHUS YCIyTH

24. K HEKOMMEPYECKUM YCIyraM OTHOCAT:

1. YCIIyTH OpraHu3auii 00IIeCTBEHHOTO MUTAHUS

2. YCIYTH MPEINpUATUI Typu3Ma U OT/IbIXa

3. yCIIyTH 0JIarOTBOPUTEIBHBIX (DOHIOB

25. TIpouecc NpUHATHUS pelIeHUs TOTPEeOUTENEeM COCTOUT U3 CIETYIONNX CTa Uil

1. peaxius Ha MOKYIKY, TOUCK MH(POpPMaIUU, OCO3HAHKE MPOOJIEMBbI, pEIIEHHUE O MOKYIIKE,
peaknys Ha MOKYIIKY

2. MOMCK MH(POpPMAIH, OCO3HAHUE TOTPEOHOCTH, OLIEHKA BAPUAHTOB, PEILICHHUE O MOKYIKE
3. 0CO3HaHME NOTPEOHOCTH, TOUCK UH(POPMALINH, OLIEHKa BAPUAHTOB, PELICHNE O OKYIIKE,

peakuys Ha MOKYIIKY



