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1. HIEPEYEHb IIVTAHUPYEMBIX PE3YJIbTATOB
JUCHUIVIMHE, COOTHECEHHBIX C IINIAHUPYEMbIMH
OCBOEHUA OBPA30OBATEJBHOMN NPOT'PAMMBI

OBYYEHUA o
PE3YJIbTATAMU

1.1. Ileab ocBOEHUS M CIUTNIUHBI

L[eJ'IBIO OCBOCHMHS JUCHUITJIINHBI SIBJISICTCA.

— (opMupoBanue y oOydaromuxcs oOmenpopecCHOHAIBHBIX KOMIIETEHIIMH B 00J1acTh
YIIPaBJICHUS] CEPBUCHOW JESATEIHHOCTHIO M OOECIICYCHMs KAauyecTBa IPOIIECCOB OKa3aHUs yCIyr B
pamkax nmpogecCHOHATBHON IeATeIhHOCTH,

— ¢opmupoBaHHEe y 00yUYaIOMIUXCS 0OMENPOPECCHOHATBHBIX KOMIICTCHINM, HANPABIEHHbIX
Ha pazeumue HABbIKO8 UCCIe008AMENbCKOU 0esimeTbHOCMIUL.

1.2. llepeyeHnb MIIaHUPYEMbIX Pe3yJIbTATOB 00yUeHHS MO TUCIUITTHHE

Koa n
HAaMMEHOBaHNe
KOMITETEHIIHH

Kon 1 HauMeHoBaHne
HHINKATOpPA
JOCTHKEHHS KOMIIeTEHI{HH

I[Inanupyemble pe3yJibTAaThl 00y4eHUsI
10 ANCIHIIHHE

OcHoBanue (IIC)
* 0TSt
PO eCCHOHATTBHBIX
KOMITETEHIIUI

OIIK-2. Criocoben
OTIHMCHIBATH
CONHANbHBIC
SIBIICHUSI U
MIpOIIeCCH Ha
OCHOBE aHAIlN3a I
00001meHns
poheCCHOHATBHOM
nHpopmanuy,
HAay4HBIX TEOpUH,
KOHIIETIIUN U
AKTyaTbHBIX
OIX0/I0B

HOIIK-2.1. AHanu3upyer u
06obmaer
po(heCCHOHATBHYIO
WHPOPMALIUIO Ha TEOPETHUKO-
METOJI0JOTHICCKOM YPOBHE
HOIIK — 2.2. OnuceiBaer
COLMANIFHBIC SBICHUS U
MIPOIIECCHl HA OCHOBE
KOMILUTEKCHON HH(OpMAaIim

3HaeT: NOHATHUIHBIN anmapar MpaBoBBIE U
HOPMaTHBHBIE JOKYMEHThI CEPBUCHON
JeATeIbHOCTH, MHTETPUPOBAaHHOM C
CHCTEMaMH 3KOHOMHKA, TOCYAapCTBO,
00IIeCTBO, KYIbTYpa; OCHOBHBIC METOJIBI
MIPEAOCTaBIICHHS YCIYT U GOpM
00CITy)KUBaHHSA

YMmeer: 000CHOBATh TEXHOJIOTHU
peanu3aiy CepBUCHOM e TeNTbHOCTH;
NPUMEHSTh, aJIalTHPOBATh U Pa3BUBAThH
COBpPEMEHHBIE TEXHOJIOTHU 00CITyKUBaHHA
Baapneer: MeTogaMu BBISBICHUS
noTpeOHOCTEN MOTpeOUTENS B IIpOIIEcce
CEpPBHCHOH JIESITEIbHOCTH; METOAAMHU
cOopa mHpOpMAIIH T OLIEHKH
CEPBHUCHOM JAEATEIbHOCTU B POCCUICKOM
MIPAKTHKE

OIIK-3. Cniocoben
COCTaBIISITh U
0OPMIISATH OTUETHI
0 pe3yJbTaTam
poeCCHOHATBHOMI
JACATCIIBHOCTU B
chepe conmanbHON
paboTe!

HOIIK- 3.1 Cucremarusupyet
Ppe3yIbTaThI
podecCHOHANTBHOM
JIeSTeNILHOCTH B cepe
coluanbHON paboTsl B hopme
OTYETOB.

HOIIK- 3.2. TIpencrasnset
pe3yJIbTaThl HAy4YHOU U
MIPAKTUYIECKO 1eITeTFHOCTH
B (hopMme myOITHMIHBIX
BBICTYIUICHUN W/FITH
myOnuKanuit

3HaeT: NOHITHE "KOHTAKTHOM 30HBI" KaK
cdephl peanu3anuy CepBUCHOM
JeSITeTbHOCTH; OPTaHU3AIHIO
00CITy’)KUBaHHS TOTPeOUTENEeH yCIIyT;
KyJIBTYpY 00CITy>KUBaHMS MOTpeOUTEIeH
‘YMeet: BbICTpanBaTh NPOCTPAHCTBO
KOHTAKTa C KJINEHTOM (IIOTpeduTesem);
cobmroaath B mpodeccuoHaIbHON
JESITeIbHOCTH TIPABHIIA OOCITYKUBAHHUS
KITUCHTOB

Bnageer: npuemaMu 0OCITy)KUBaHUS B
TIPOLIECCE CEPBUCHOM JIEITEIbHOCTH

2. MECTO JUCIHUILIMHBI B CTPYKTYPE OBPA3OBATEJIBHOM ITPOI'PAMMBI

JlucuuruHa OTHOCHTCS K obOszamenvHou uacmu bioka 1.

o0pa3zoBarenbHO# nporpaMmbl (OOmEenpoheCCHOHANTBHBINA MOTYJIb).

JIMCIIUILINHBI

(Momynn)



3. CTPYKTYPA U COAEP)KAHUE JUCIHUIIJIMHbI
3.1. O0beM U CTPYKTYpPA IHCHUTITHHBI

OOmast Tpy10EMKOCTh JUCIUILTHHBI cocTaBisier 3 3.e. (108 waca.), ux pacnpenerneHue 1o
BHUJIaM pabOT ¥ CeMecTpaM MPEeACTaBICHO B TabJIHIIE.

Buapl yueOHbIX 3aHATHI M Pad0OThI 00y4YaIOIINXCS TpyaoeMKoOCTh, 4ac
O01mas TPyA0EeMKOCTh THCHHMIIHHBI, Yac 72
KonTakTHas padoTa o0yyawmuxcs ¢ NpernoaapareieM Mo BUaaM 34/8
Y4eOHbIX 3aHATHH (BCero), B T.4.:
3aHATHA JIEKIMOHHOT0 THTIA (JICKITHH) 16/4
3aHSATHS CEMHHAPCKOTO0 THNA (CEMUHAPEHI, TPAKTUYECKHUE 3aHSITHS, 18/4
MIPaKTUKYMBbI, KOJUIOKBHYMBI U MHBIC aHAJIOTHYHbIE 3aHSATHSI)
JIa60paTOpHBbIE PAGOThI -/
CamocTosiTesibHAsi padoTa BCEro, B T.4.: 74160
CaMonoAroToBKa o TeMaM (pasjenam) AUCIUTLTNHEI 74160
BeinosiHeHHE KypcOBOTO MPOEKTa /KypCOBOH pabOTHI -/-
KoHTpoJib (4ackl Ha 3a4eT) - 14
IIpome:kyTOYHAS aTTeCTALUSA 3auer

[Mpumeuanue: -/- 06vem uacoe coomeemcmeeHHo Oisk OUHOU, 3A04UHOU POPM 0OYUeHUS]

JlucuuniuHa peanu3yeTcsi IOCPEICTBOM IMPOBEIEHUsI KOHTAKTHON paboThl ¢ 00yJaromuMucs
(BKJTFOUAs TIPOBEJICHHE TEKYILIETO KOHTPOJISI YCIIEBAEMOCTH ), CAMOCTOSITEILHON pabOThI 00yUJaromuXCst
U TIPOMEXKYTOYHOM aTTECTALIUU.

B mnpomecce ocBoeHUs JIUCHUIUIMHBI MOKET MPUMEHSTHCS JIIEKTPOHHOE OOYy4YeHHE W
JTUCTaHIIMOHHBIE 00pa30BaTeNbHbIE TEXHOJIOTHH.

B mpouecce 0CBOCHHMSI TUCHMITIMHBI O0yYaroImuecs: 00ECIeYeHbl JOCTYIIOM K JJIEKTPOHHOH
nH(}OPMaILIMOHHO-00pa30BaTEILHON Cpejie U NIEKTPOHHO-OUOIMOTEYHBIM CHCTEMaM.




3.1. Conep:xaHnue TUCHUIIMHBI, CTPYKTYPHPOBAHHOE MO0 TEMaM

Inanupyembie Buabl yueoHoi padoThl
[ PRSI KoHTakTHas padoTa
OCBOEHHSL: ®
] DopmMbl
KO/ o o -
(opmupyemoii 2 E g| E & = g rexywero
KOMIIeTeHIHH 1 HaumeHoBaHHe pa31esioB, TEM z =7 g & E I KOHTPOJIsI
HEIHKATODBI E £ E ; ; g £ (HauMeHOBaHMe
= SE| EE| 58 OLIEHOYHOr0
AOCTHKEHUHT i oSS X E| €S cpeacTBa)
KOMIIETEHIUH é lg g g § 5 =9
= =70
OIIK-2: TEMA 1. TEOPETUYECKHME ACIIEKTBI 2/05| -/- Hoxman,
NOIIK-2.1, CEPBHCHOM JIESATEJIbHOCTU coo0Imenne
HOIIK-2.2, CopeprxaHue JEKIHH: [IpaxTryeckoe
OIIK-3: 1. TloHsTHE M CYIIHOCTB YCIYTH KaK 3ananue Nel
NOIIK-3.1, crenuQuIecKoro NpoayKTa
NOIIK-3.2 2. CymHOCTb M OCHOBHBIE TTOHATHSA
CEpBUCHOM JIESTEIBHOCTH
3. TlorpeGHOCTH KaK CYNIHOCTHAs
COCTABJISIONIAs] CEPBUCHOM JIESITENIbHOCTH
4. Krnaccugpukaimu yciayr U CepBUCHOM
JIeSITEIIbHOCTH
IIpaxTrdeckoe 3ansTre Ne 1. Tema 1. 2/05
TeopeTnyeckue acreKThl CEPBUCHON AEATEIHPHOCTH
CamocrosTenbHas padoTa 6/10
OIIK-2: TEMA 2. UICTOPMYECKHME ACIIEKTbI 4/1 Hoxman,
NOIIK-2.1, CEPBHCHOM JIEATEJIBHOCTHU coo0menne
HNOIIK-2.2, CopnepxaHue JEKLUU: IIpaktuueckoe
OIIK-3: 1. DBojronus cepBUCHOM NEATENHHOCTH 32 3amanue No2
NOIIK-3.1, pyoexom CocraBieHue
NOIIK-3.2 2. Crenu¢uka pa3BUTHsI CEPBUCHON TECTOB 110
JesTenbHoCcTH B Poccuu BBIOpaHHOMN
3. Hcropus KoOIepaTHBHOTO JIBH)KEHHUS B Teme
Poccun
4. ®aKTopHI pa3BUTHS CEPBUCHON
JIeITeNIbHOCTH 3a pyOexxoM u B Poccun
5. CoBpeMeHHbIE CTpaTErnu CEPBUCHOM
JIeSITeIIbHOCTH
IpakTryeckoe 3ansTre Ne 2. Tema 2. 4/1
Hcropudeckue aclieKTbl CEpBUCHOM 1EATENbHOCTH
CamocrostensHas paboTa 6/10
OIIK-2: TEMA 3. PABOTA B KOHTAKTHOM 30HE 2/1 Hoxnan,
NOITIK-2.1, CopeprkaHue JEKIHHU: cooOb11eHne
HOIIK-2.2, 1. TlonsiTue W BUABI KOHTAKTHON 30HBI ITpakTuueckue
OIIK-3: 2. Dransl ¥ 3a1a4¥ pabOTHI B KOHTAKTHOM 3aganus Ne3, 4
MOIIK-3.1, 30HE
NOIIK-3.2 3. Tlcuxonornueckue acreKTsl paboThl B
KOHTaKTHOU 30HE
4. DTHKET U KyJlbTypa paboThl B KOHTAKTHON
30HE
5. DOcrerndeckue U 3proHOMHYECKUE
acreKThl paboThl B KOHTAKTHOI 30HE
6. Pabota c xanobamu ¥ KOHQIUKTAMH
IIpaktuueckoe 3anarue Ne 3 Tema 3. Pabora B 2/1
KOHTaKTHOU 30HE
CamocrosrensHas paboTa 6/10
OIIK-2: TEMA 4. ITPABOBBIE ACITEKTHI U 4/0,5 Hoxunan,
NOIIK-2.1, CTAHJIAPTU3ALIMS CEPBUCHOM coo01eHne
NOIIK-2.2, JAEATEJIBHOCTU ITpakTudeckoe
OIIK-3: CopneprxaHue JEKIHU: 3ananue Ne5.
HOIIK-3.1, 1. VcToyHHMKM U OCHOBaHUS MPAaBOBBIX




Ilnanupyembie Buael yueoHoi padoThl
pe3yJIbTaThI KonrakTHas padora
OCBOCHHSI: sg b S—
Ko @ 2ol B o z 2 TeKyIIero
dopmupyemoit = Ec| 28 5 =
KOMIIeTeHIMH 1 HanmeHoBaHue pa3/ie/10B, TeM =27 8% £ KOHTPOJIsI
T E £ E ; ; 3 £ (HaMMeHOBaHMe
JEO————— = 28 ES| 8% OLIEHOYHOI0
. = eSSl = E S & cpeacTBa)
KOMITETeHIH = SS| &5 | 3
= = @)
NOIIK-3.2 OTHOIIEHHH B cepe cepBuca
2. TocynapcTBeHHBIE CTaHAAPTHI B
pa3nuuHbIX cepax cepsuca (1o
0TpacisM)
3. Ceprtudukamus B chepe cepBuca
4. JluteHsupoBaHue B chepe cepBuca
5. TIlpaBumna oka3zaHHS YCIYT B PA3ITHIHBIX
cdepe cepsuca (TI0 OTPACIIAM)
6. IIpaBoBbBIC OCHOBBI M IIPaBHJIA OKA3aHUS
ycIyr B chepe COUaIbHOrO
obcmyKuBaHus
7. OcHOBHOE cofiep’KaHHe 3aKOHOJaTeIbCTBA
10 3alUTe MPaB NOTpeOUTEs
IIpaktudeckoe 3anarue Ne 4. Tema 4. IlpaBoBbie 4/0,5
ACIIEKTHI M CTaHIAPTH3aLUs CEPBUCHOM
JIeSTeIbHOCTH
CamocrostensHas paboTa 8/10
OIIK-2: TEMA 5. OPTAHM3ALIMA OBCIIYXKVBAHMA 2/0,5 Hoxman,
NOIIK-2.1, B VCJIOBUSAX HPEAINPUATUI CEPBUCA coo0menne
HNOIIK-2.2, CopnepxaHue JEKLUU: IIpaktuueckue
OIIK-3: 1. OGcmyxuBaHHe Kak CUCTEMa 3amanus Ne6, 7
HOIIK-3.1, 2. OcHoBHBIE (DOPMBI OPTAHU3AIIH CUCTEMBI
NOIIK-3.2 cepBuca
3. YmnpasieHue nepcoHaIIOM OpraHu3alui u
IpeAIPUITHH CEpBUCA
[MpakTnueckoe 3ansrue Ne 5. Tema 5. Opranuzanus 2/0,5
00CITy)KMBaHHs B YCJIOBHUSIX IPENIPHUSITHII cepBUCa
CamocrostensHas paboTa 6/10
OIIK-2: TEMA 6. YITPABJIEHUE KAYECTBOM U 2/0,5 Peodepar,
NOIIK-2.1, MAPKETHUHI YCIYT [pesenranus,
HNOIIK-2.2, CognepxaHue JEKLUU: IIpaktuueckue
OIIK-3: 1. TloHsTHe U CYNTHOCTH KaYECTBA YCIYT 3anaHus Ne§, 9
HOIIK-3.1, 2. CwucreMa mokasaTelneii KauecTBa yCiayT CocraBienue
HOIIK-3.2 3. Crpareruu u TaKTHKa Ka4eCTBEHHOTO TECTOB I10
cepBuca BBIOpaHHON
4. Xu3HEeHHBIH UK ycayrd. Pa3zpaboTka u TeMe
MPOJIBI)KEHNE HOBBIX BHJIOB YCIIyT
5. CoBpemeHHBIE CTTOCOOBI IPOABHKECHHUS
YCIIYT Ha PhIHKE
IIpaxTrdeckoe 3anstue Ne 6. Tema 6. YpaBnenne 4/0,5
Ka4eCTBOM W MapKETHHT YCIIyT
CamocrosrensHas paboTa 6/10
HUTOro | 16/4 | -/- | 18/4 | 74/60

[Tpumeuanue: -/- 06vem uacos coomseemcmeenHo 0isi O4UHOMU, 3A04HOU opm 0bYUeHUs




4. METOAUYECKHUE YKA3AHUSA JJIs1 OBYYAIOIIUXCA IO OCBOEHUIO
JUCIHUIIVINHBI

41. OOmue MeToAMYECKHE  PEKOMEHJANUM MO  OCBOCHUIO WCHUILIHHBI,
o0pa3oBaTejibHbIe TEXHOJIOTHH

JIMCIMITIMHA pPealu3yeTCsl IIOCPEICTBOM IPOBEACHUSI KOHTAKTHOM paboThl ¢ 00yYarOIIUMHUCS
(BKIIIOYAsh TPOBEICHUE TEKYLIETO KOHTPOJI  yCHEBAEMOCTH), CaMOCTOSITEIbHOH  palboThI
00YyYaIOUIMXCS U TPOMEKYTOUHOM aTTECTAIHH.

[lpn mpoBeneHMH y4eOHBIX 3aHATUH MO JUCHUIUIMHE OO0ECHEeYMBACTCS pa3BUTHE Y
00y4aromMXxcs HaBBIKOB KOMAaHIHOM padOThI, MEKIIMYHOCTHOW KOMMYHUKAIIMH, TIPHHATHS PELICHUH,
JUICPCKUX KauecTB (BKJIIOYAs NPOBEJCHUE HMHTCPAKTUBHBIX JICKIWH, TPYNIOBBIX JTUCKYCCUH,
pOJIEBBIX WIp, TPEHUHIOB, AaHAIW3 CUTyalMd M HWMHTAIMOHHBIX MOJENel, MpenoJaBaHue
JHMCIMIUIMHBL B (OpME Kypca, COCTABICHHOI'O Ha OCHOBE pE3yJbTaTOB HAYYHBIX HMCCIICIOBAHUH,
NPOBOAMMBIX ~ YHHBEPCHUTETOM, B TOM UHCIE C YYETOM pETHOHAIBHBIX OCOOCHHOCTEH
po(hecCHOHATIBHON e TEIbHOCTH BBIITYCKHUKOB M MOTpeOHOCTEN paboToaareneil).

[lpenogaBanue  JUCHMIUIMHBI ~ BEAETCS C  NPUMEHEHHEM  CIEAYIOIIUX  BUIOB
0o0pa3oBaTeIbHBIX TEXHOJIOTHii:

-0a11bHO-PEUMUH208A5 MEXHOI02US OYEHUBAHUSL,

- 9JleKMpPOHHOe 00yueHue,

- unghopmayuonnwvle mexnonoeuu: Miro, Google-ooxymenmsi, Zoom, BigBlueButton.

JInsi OLlEHKW 3HAHWMW, YMCHHIA, HABBIKOB U YPOBHS C(HOPMHPOBAHHOCTH KOMIIETCHIUH IO
JMCUUIUIMHE TPUMEHSeTCsl OaJUIbHO-PEUTHHIOBas CHUCTEMa KOHTPOJIS W OLCHKH YCHEBaEMOCTH
CTYyZIeHTOB. B OCHOBY 0a/uIbHO-PEHTHHTOBOM CHCTEMBbI IMOJOXEHBI MPUHIIMIIBI, B COOTBETCTBUHU C
KOTOPBIMH (DOPMHPOBAHHE PEHTHUHra CTYAEHTAa OCYIIECTBISETCS B XOJAE TEKYHIErOo KOHTPOJIS
ycrieBaeMocTH. MakcuManbHOe KoJm4ecTBo 0amioB B cemectpe — 100.

4.2. MeTonnuyeckue yKa3aHHMsl /Jisi OOy4alOIIUXCS MO OCBOCHHK) JTUCHUILUIMHBI HA
3aHATUSX JEeKIMOHHOI0 TUIIA
Jlexyuonnulil Kypc npeononazaenm CUCmMemMamuzuposanHoe U3L0NCeHUe OCHOBHBIX 8ONPOCO8
mMemMamuyecko2o niana. B xooe nekyuorHbix 3aHsmuil packpvieaiomesi 6a306vle 60NPOCHL 8 PAMKAX
Kaxcoou memvl oucyunaunvl. OO03HAYAIOMCA KIIOUe8ble ACNeKmbl meM, d MmakKice 0elarmcs
AKYEeHMblL Ha HAUOOIee CLONCHBIE U BANCHBIE NOJIONCEHUS U3YUAEMO20 MAMEPUAA.
JICKITMOHHBIE ~ 3aHSITHS TPOBOAATCS B IMOTOYHOM  ayJUTOPUU C  TPUMEHEHUEM
MYyJIBTUMEAUIMHOTO TPOEKTOpa B BUE yueOHoi nmpezenTanuu wiu B SVOC yHuBepcureTa.
B xo0e nexyuonnvix 3ansmuil peKoMeHOYemcs KOHCHeKMmUposaHue y4eOHo20 Mamepuand.
Bosmoorcno sedenue koncnekma nekyuti 6 8uoe UHMmMeLIeKm-Kapm.
OmoenvHble membl npednazaromcs OJisi CAMOCMOAMENbHO20 U3YUeHUsl (KOHCNEKMUPYIOMCSL).
Mamepuanvl  nekyuii  A61510MCL  ONOPHOU  OCHOBOU OISl NOO20MOBKU  0OVUAIOWUXCS K
NPAKMUYECKUM 3aHAMUAM / 1a00pamopHbiM padomam u 6bINOJIHEeHUS 3A0AHULL CAMOCMOSMENbHOU
pabomsi, a makce K MEpONPUIMUAM MeKYue20 KOHMPOJs YCHe8aeMOCmu U NPOMEN’CYMOYHOU
ammecmayuu no OUCYUNTUHE.

4.3. MeToanyeckue yKa3aHusi JJsi O0YYalOLIUXCSl MO OCBOEHUI0 JAMCHUIUIMHBI Ha
JIa00paTOpPHBIX padoTax
Jlabopamopnwsie pabomul no oucyuniure He npedycCmMoOmpeHol.

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

Ilpakmuueckue (cemunapcrue) 3aHamMus. NPeOCmMasIsAOm coool 0emanu3ayuro 1eKYUuOHHO20
meopemuyeckoe0 Mamepuana, HpoBOOAMCS 6 UYelax 3aKpenjienus Kypca U OX6amvlearom 6ce
ocHosHble pazoenvl. OCHOBHOU (hOPMOT NPOBEOEHUS CEMUHAPO8 U NPAKMUYECKUX 3AHAMULL A6TIAEMCs
obcydcoeHue Haubonee NPOOIEMHBIX U CIONCHLIX BONPOCO8 NO OMOENbHLIM MeMAaM, d MAaKice
pewierue 3a0a4 u pazbop npumepos u CUmyayuti 8 ayOumopHuLX YCio6usix.



Ipakmuueckue (cemunapcrue) 3anHamus 00yUarWUxcs 006ecnevusarom:

- NPOGEPKY U YMOYHeHUe 3HAHUU, NOYYEHHbIX HA NeKYUAX,

- noyyuenue YMeHuUll U Ha8blK08 COCMABIEeHUsL OOKIA008 U COOOWEeHULL, 0OCYHCOEHUsL BONPOCO8
nO yueOHOMY Mamepuany OUCYUNIUHbL,

- noogedeHue Umoe08 3aHAMULl NO PetumuHe080l cucmeme, CO2NACHO MEXHOI0SULEeCKOU
Kapme OUCYUNIUHDL.

Ipakmuyeckue 3aHAMUsL OP2AHUZYVIOMCS, 8 MOM HUCTLe 8 YOpMe NPAKMUUECKO NOO20MOBKU,
KOmMopas npedycmampusaem yiacmue 00y4arouuxcs 8 8bINOJIHEHUU OMOEbHbIX dNeMEeHmMo8 pabom,
CBA3AHHBIX C OYOYUell NpopheccuoHaIbHOU 0esIMenlbHOCIbIO.

4.5. MeToanueckne yKa3aHus 10 CaMOCTOSATeJIbHOI padoTe o0y4aromuxcst

CamocrtosiTenbHass paboTa oOecneuyrBaeT MOATOTOBKY OOYyYarolerocss K ayAuTOPHBIM
3aHATUSM U MEPONPHUATHAM TEKYIIEr0 KOHTPOJS M MPOMEKYTOUHOW aTTECTallMK 1O H3y4aeMoil
TUCHUIUIMHE. Pe3ynbTaThl 3TOM MOATOTOBKM MPOSBISIOTCS B aKTHMBHOCTH OOy4arolIerocss Ha
3aHATHUSAX U B KQUECTBE BBHIMOJHEHHBIX MMPAKTUYECKHUX 33aHUH U APYruX (OPM TEKYIIEro KOHTPOJIS.

CaMocTosiTenbHast paboTa CTyICHTOB BKIIFOUYAET:

1. U3yyenue yuebHolU u HAy4HOU 1Uumepamypol o Kypc).

2. [loozomoska peghepamos.

3. Iloocomoska npezenmayuti.

4. Pabomy c pecypcamu Hnmepnem, mamepuanamu nepuoouyeckoll neuamu.

5. [loo2omo6ky mecmogvix 60npocoe no memam Kypcd.

6. [1o020mogKy Kk npomexncymounol ammecmayuu no Kypcy.

[Ipy BBITIONIHEHUM 3aJaHUNA JIT CaMOCTOSITEJIBHOW paboThl PEKOMEHIyeTCsl TpopadoTka
MaTepuaoB JEKIUH MO KaXKA0H IPOHICHHON TeMe, a TaKKe U3ydeHHEe PEKOMEHIYeMON JTUTEepaTypHl.

Jnst oOydaromuxcsi 1Mo 3a04HOi ¢Gopme OOydeHHs CaMOCTOsTEeNIbHas padoTa sBISETCS
OCHOBHBIM BHJIOM Y4€OHOH 1eATeIbHOCTH.

st oOecrieyeHHsT CaMOCTOSITETILHONM Pa0OThI OOYYAIOUIMXCS MCIIONB3YETCS SJIEKTPOHHBIN
yueOHbIi Kypce, coznannbiii B OMMOC ynuBepcureTta http://sdo.tolgas.ru/
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5. YYEBHO-METOJUYECKOE MW HWH®OPMAIIMOHHOE OBECIIEYEHME
JUCIHUIIVIMHBI

5.1. IlepeyeHb OCHOBHOW M JONOJHHUTEILHON Y4eOHOM JUTEPATYPbI, HEOOXOAMMOM ISt
OCBOEHHUS TUCUHUILINHBI

Bes nutepatypa, BKIIOUEHHAsh B JIaHHBIM IepedeHb, MPEJCTaBlIeHA B BUAE AJIEKTPOHHBIX
pecypcoB B d3neKTpoHHOH OuOmmoreke yHuBepcurera (OBC). Jluteparypa, ucnoib3yemas B
MEYaTHOM BHJIE, IMpe/CTaBleHa B Hay4yHOW OuOnnoTexe yHuBepcurera B oObeme He menee 0,25
HK3EMIUIIPOB HA OHOTO 00YYaOLIETOCH.

OcHoBHas1 JIUTEpaTypa

1. Kanaues, C. JI. CepBucHas nestensHOCTH : yueO. ms By3oB / C. JI. Kamaues, M. A.
Hukomnaesa. - JlokymeHnt read. - Mocksa : JlamkoB u K, 2024. - 298 c. - (YueOHbIe M3MaHUS IS
By30B). - [Ipun. - URL: https://znanium.ru/read?id=439577 (nata obpamenus: 21.12.2023). - Pexxum
JIOCTYyTIA: JyIsl aBTOpU3. mojb3oBarenei. - ISBN 978-5-394-05342-9. - TekcT : 31eKTpOHHBIM.

2.  PomanoBuu, XK. A. CepBucHasi A€ATENBHOCTD : y4yeO. Ui By30B IO CHEIHATBLHOCTH
"CepBuc" (nmo o6x. mpumenenus) / XK. A. PomanoBuu, C. JI. KamauyeB ; mox oOmi. pem. XK. A.
PomanoBuua. - 7-e usn., crep. - JJokymenrt read. - Mocksa : Jlamkos u K, 2019. - 284 c. - [Tpui. -
URL: https://znanium.com/read?id=358379 (aara obpamenus: 21.06.2023). - Pexxum moctyna: s
aBTOpH3. mosb3oBareneit. - ISBN 978-5-394-03453-4. - Tekct : 2neKTpOHHBIH.

3.  Pesnumk, I'. A. CepBucHasi nesSTENBbHOCTH : yued. mocoOue Ijsi CTYACHTOB BY30B IO
Hanpasienuto moarot. 43.03.01 "Cepsuc" / I'. A. Pe3nuk, A. U. Mackaesa, }O. C. IlonomapeHko. -
Hoxyment read. - Mocksa : UH®PA-M, 2020. - 202 c. - (Beicuiee oOpa3oBanue - bakanaBpuar). -
URL: https://znanium.com/read?id=357472 (nara oOpamenwns: 10.12.2020). - Pexxum mocryma: ass
aBTOpH3. moyib3oBaTenei. - ISBN 978-5-16-005710-1. - 978-5-16-10121407. - TekcT : 3AEKTPOHHBIM.

4.  Csupunenko, FO. II. CepBucHas aeaTeNnbHOCTb : y4e0. mocoOue Uit BY30B II0
HanpasneHusM noarot. 43.03.03 "T'octunny. neno", 43.03.02 "Typusm" (kBanuduxanus (cTerneHs)
"0akamapp") / 0. II. CBupunenko, B. B. Xwmenes. - 2-e usn., ucnp. u jpon. - Jlokyment read. -
Mocksa : UTHOPA-M, 2022. - 173 c. - (Beiciee oOpa3zoBanue - bakanaspuar). - Tectsl. - Kiroun. -
URL: https://znanium.com/read?1d=400299 (mara o6pamenus: 07.10.2022). - Pexxum noctyma: s
aBTOpH3. nosib3oBareneil. - ISBN 978-5-16-105613-4. - TekcT : 31eKTpOHHBII.

5.  CepBuc: opranusanus, ynpaBjieHUe, MAPKETUHT : y4eO. /JJis By30B M0 HaIPaBJICHUSAM
noarot. "Cepsuc", "Typusm", "['octuneu. neno", "Menemxment" (ypoBeHb OakanaBpuata) / E. H.
Bonx, A. W. 3eipsHOB, A. A. JIummnuackas, H. B. XapuroHosa. - 3-¢ u3z. - Jlokyment read. - MockBa
: HamkoB u K, 2022. - 250 c. - (YueOuble u3nanus s OakamaBpoB). - Tect. 3amanus. - URL:
https://znantum.ru/read?1d=431948 (nara oOpamenus: 27.12.2023). - PexxuMm gocTymna: As aBTOPU3.
nosab3oBarene. - ISBN 978-5-394-04914-9. - Tekct : 31eKTPOHHBIH.

JlomoJiHuTeIbHAS JIUTEpaTypa

6. Jlparanuyk, JI. C. [loBenenue morpedbuteneii : yued. mocobue sl BYy30B 10 HAMPABICHUIO
noarot. 38.03.02 "MenemxmenT" (kBanupukauus (crenenn) "Oakamasp" / JI. C. JlparaHuyk. -
Hoxyment read. - Mocksa : UHOPA-M, 2024. - 192 c. - (Breiciee o6pa3oBanue - bakamaBpuar). -
URL: https://znanium.ru/read?id=431090 (mara oOpamenus: 28.12.2023). - Pexxum pocryna: ans
aBTOpH3. mmosb3oBarenei. - ISBN 978-5-16-018917-8. - 978-5-16-111758-3. - TekcT : 2IEKTPOHHBIH.

7. Csupugesko, lO. I1. CepBucHast 1eATeIbHOCTh B 0OCITY>)KUBAaHUH HaceleHus : yuel. mocodue
11t By3oB 1o HarpasieHuto noarot. "Cepsuc” / 0. I1. Ceupunenko, B. B. Xmenen. - JlokymeHT
HTML. - MockBa : JlammkoB u K, 2012. - 219 C. - URL.:
http://znanium.com/bookread.php?book=415409 (mata oopamenus: 07.10.2022). - Pexxum mocryma:
JUTst aBTOpU3. monb3oBareneil. - ISBN 978-5-394-01503-8. - TekcT : 27IeKTPOHHBIH.

8. CxoOkmH, C. C. IlpakTuka cepBHca B WHAYCTPHH TOCTEIIPHMMCTBA W Typu3Ma : y4eO.
nocobue / C. C. CxobkuH. - JlokymenT read. - MockBa : Maructp [u ap.], 2018. - 493 c. : Tabm. -
[Tpaktuxym. - URL: https://znanium.com/read?1d=372104 (nara o6pamenus: 18.04.2023). - Pexxum
JOCTyMa: Ui aBTopu3. noib3oBareneid. - ISBN 978-5-9776-0018-7. - 978-5-16-004273-2. - Tekcr :
3JIEKTPOHHBIMN.
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9. Camuu, E. JI. Opranmsaius CepBUCHOTO OOCITYXHBaHUS JIETKOBBIX aBTOMOOHWJEH : yueO.
nmocoOwue TSl BBICII. 00pa30BaHus MO CreUaNbHOCTAM "TexH. skcruTyaTanus apTomoomneit”, "IIpod.
o6yuyenue u aBtocepsuc" / E. JI. CaBuu, M. M. bonbac, A. C. Caii ; nmog pen. E. JI. CaBuua. -
Hoxyment Bookread2. - Munck [u np.] : HoBoe 3Hanue [u np.], 2018. - 159 c. : un., Tadi. - (Beicuiee
obpaszoBanme). - URL: http://znanium.com/bookread2.php?book=920520 (mata oOpameHus:
15.10.2020). - Pesxxum moctyna: i aBTOpH3. mojib3oBareieii. - ISBN 978-985-475-496-3. - 978-5-
16-005681-4. - 978-5-16-104882-5. - TekcT : 31eKTPOHHBIH.

10. TynbTaes, T. A. MapkeTHHr yciyr : y4eOHUK : y4eO. mocoOue /i By30B 110 HAIIPAaBICHHIO
"Mapketunr ycuyr" / T. A. Tynbraes. - Jlokyment read. - Mocksa : UH®PA-M, 2020. - 207 c. -
(Beiciiee oOpazoBanme). - ['moccapuit. - URL: https://znanium.com/read?id=356219 (mata
obpamenust: 15.10.2020). - Pexxum moctyna: s aBTopu3. nois3oBateneid. - ISBN 978-5-16-005021-
8. - TekcT : 2JIeKTPOHHBIH.

11. YuebHo-MeTOquueckoe mocobue 1o aucuuiuinae "CepBUCHAs EATENbHOCTH" © IS
obOyvarontuxcsi HanpapieHui moarotr. 15.03.02 "Texnon. mamuubl U obopymnoanue", 43.03.01
"CepBuc", 43.03.02 "Typusm", 43.03.03 "I'octuruu. gemo", 51.03.03 "Cou.-KynbTyp.
nesrenbHocTh", 54.03.03 "HckyccTBo kocTioma U Tekctuis" / IloBoik. roc. yH-T cepBuca (PI'bOY
BO "TIBI'YC"), Ka¢. "Com.-kynbryp. aesrensHocth" ; cocT. O. B. Kopabnesa. - Jlokyment Adobe
Acrobat. - Tompsrr : IIBI'YC, 2017. - 873 Kb, 82 ¢ - URL:
http://elib.tolgas.ru/publ/Metod SVDb B 28.12.2017.pdf (mata obpamenus: 21.10.2020). - Pexxum
noctyna: s aBTopu3. nonb3oBatenei. - 0-00. - Tekcr : aeKTpOHHBIH.

12. [loBenenue motpedutenelt : y4ed. mocodue s BY30B IO HarmpaBieHHIo moarot. 38.03.02
"MenemxmenT" (kBanudukanus (ctenensb) "Oakanasp") / O. H. Pomanenkosa, H. I1. byrakosa, 1. A.
KuneroB [ gp.] ; mox odmr. pexn. O. H. PomanenkoBoit ; ®uHaHCOBEBIN yH-T npu [IpaBuTenbcTBe
P®. - lokymenT read. - Mocksa : Bys. yue6. [u ap.], 2020. - 320 c. - IIpun. - I'moccapumii. - URL:
https://znanium.com/read?id=356056 (mara oOpamenus: 14.01.2021). - Pexum pgocryma: mis
aBTOpH3. oyib3oBaTenei. - ISBN 978-5-9558-0404-0. - 978-5-16-102322-8. - TekcT : 3JeKTPOHHBIMH.

5.2. Ilpodeccuonajibubie 0a3bl JAHHBIX, HH(POPMALNMOHHO-CNPABOYHBbIE CHCTEMbI,
HHTEPHET-PECYPChI

1. eLIBRARY.RU : HayyHas aiekTpoHHas OubOnmoreka : caidT. — Mocksa, 2000 - . -
URL: https://elibrary.ru (mara oOpamenus: 13.04.2023). — Pexum goctyma: aiasi 3aperucTpup.
nosb30BaTenen. — TeKCT: JIEKTPOHHBIM.

2.  Koucynprantllmoc : cmpaBowyHas mpaBoBas cuCrema : caidtr / 3AO0
«Koncynprantllmrocy. — Mocksa, 1992 - . - URL: http://www.consultant.ru (mata oGparenus
13.04.2023). - TekcT : 3JIEKTPOHHBIH.

3. DnektpoHHas  OubnmoreyHas  cuctemMa  [IOBOIDKCKOTO  TOCYIapCTBEHHOTO
yauBepcutera ceppuca : cat / ®I'bOY BO «IBI'YC». — Tompsrru, 2010 - . - URL. :
http://elib.tolgas.ru (mara obpamenus 13.04.2023). - Pexxum gocTyma: ajist aBTOPU3. TOJTb30BaTENEeH. -
TekcT : 3IeKTPOHHBI.

4. DnekTpoHHO-OMOIHMOTeuHas cuctema Znanium.com : caiitr / OOO "3HAHUYM". —
Mockasa, 2011 - . - URL.: https://znanium.com/ (nata oopamenust 13.04.2023). - Pexxum gocTymna: st
aBTOpU3. MOJI30BATEINEH. - TEKCT : AIEKTPOHHBIN.

5. DnexrponHo-6mOimoteunas cucrema Jlans : caiit / OOO "OBC JIAHB". - Mockaa,
2011 - . - URL: https://e.lanbook.com/ (mata oOpamenust 13.04.2023). - Pexkxum pgoctyna: st
aBTOPH3. NOJIb30BATENEH. - 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

Wudopmannonnoe obecriedeHne y4eOHOro mMmpolecca Mo JUCHUIUIMHE OCYILECTBIISETCS C
UCIOJIb30BAaHUEM  CIIEYIOLIEr0 IPOrpaMMHOr0 obOecnedeHus: (JIMLEH3UOHHOTO U CBOOOAHO
pacnpocTpaHsieMoro), B TOM YHCJI€ OT€YECTBEHHOIO IIPOU3BO/ICTBA!

Ne HaumenoBanme YcaoBus gocryna

n/n

1 Microsoft Windows W3 BHYTPEHHEH ceTH YHUBEpCcHUTEeTa (JIMIICH3MOHHBIHN TOTOBOD)

2 Microsoft Office 13 BHYTPEHHEW CETH YHUBEPCHUTETA (JIMIICH3HOHHBIN JIOTOBOP)

3 Koncynprantllntoc W3 BHYTPCHHEH CETH YHUBEPCUTETA (JIMIICH3HOHHBIH JT0TOBOD)

4 CI0 MOODLE 13 I000# TOYKH, B KOTOPOIl UMeeTCs IOCTYI K ceTr IHTepHeT
(JTMLICH3UOHHBIN JIOTOBOP)
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6. OMMCAHUE MATEPUAJIbHO-TEXHUYECKOM BA3bI, HEOBXOJIUMOM 1151
OCYHIECTBJIEHUA OBPA3OBATEJIBHOI'O ITPOLHECCA IO JUCHUIIJIMHE

[TomerieHust MpeACTaBIAIOT COO0N y4eOHbIE ayTUTOPHH JJIS IPOBEACHUS YUEOHBIX 3aHSATHIH,
MPEyCMOTPEHHBIX y4eOHBIM IUIAaHOM U palouell mporpaMmoN AMCHUUIUIMHBI, OCHAIIEHHBIE
000pyIOBaHUEM U TEXHUYECKUMU CPEICTBAMH OOyUCHHUSI.

3aHATHSA JIEKHMOHHOTO THUNA. Y4eOHble ayIuTOPUHU JUIsl 3aHATUN JIEKIMOHHOIO THIIA
YKOMIUIEKTOBAaHBl MeOeIbl0 M TEXHUYECKHMMH CPEACTBAMU OOyuYeHHs, CIYXKAIUMH  JUISA
npeicTaBieHuss — yuyeOHoW — uHpopMmanuu  (CTallMOHApHble  WJIM  IEPEHOCHbIE  HabOpbI
JIEMOHCTPAIIMOHHOTO 00O0pyAOBaHUs (IIPOEKTOP, IKpPaH, KOMITBIOTEP/HOYTOYK), YUeOHO-HATJISIHBIC
nocobust (mpe3eHTaluyd IO TeMaM JIeKIUi), O0eCreuYMBarONINe TEMATUYECKUE WIUTFOCTPAIUH,
COOTBETCTBYIOIIME JAHHON MpOTrpaMMe TUCHUTUTUHBIL.

3aHATUS CeMHHAPCKOro THNA. Y4yeOHbIE ayIuTOPHM JUIA 3aHATUH CEMHHAPCKOTO THUIMA
YKOMIUIEKTOBaHbl ~MeOeIbl0 M TEXHUYECKHMMM CpEACTBAMH OOY4YeHHUs, CHYyXKallUM{  JUIS
npelacTaBicHus — ydyeOHOW — wHpOpManuu  (CTallMOHApHBIE  WJIM  TIEPEHOCHBIE  HaOOPBI
JEMOHCTPALIMOHHOTO 000pya0BaHusl (IPOEKTOP, IKPaH, KOMIBLIOTEP/HOYTOYK).

IIpome:xxyToyHast arrecraums. /[[nd mpoBeAcHUS MNPOMEKYTOYHOM aTTECTalUU IO
JTUCITUIIMHE HCIIOJIb3YIOTCS KOMIIBIOTEPHBIE KIIACChl, OCHAIEHHBIE KOMIBIOTEPHON TEXHHKOHU C
BO3MOXXHOCTBIO TOJKIIOYECHHsT K ceTh VIHTepHeT M oOecrmeyeHHeM JOCTyma B JIEKTPOHHYIO
nH(OPMALIMOHHO-00pa30BaTEeIbHYI0  Cpely  YHUBEpPCHUTETa W/MIu  y4eOHbIE  ayIuTOpHH,
YKOMIUIEKTOBAaHHBIE MEOEIBIO0 U TEXHUYECKIMH CPEICTBAMHU O0YUICHUSI.

CamocrosiTesibHast pabora. [lomemeHus Ui caMOCTOSTENbHONW pPAaOOTHI OCHAIIEHBI
KOMITBIOTEPHON TEXHUKOH C BO3MOXKHOCTBIO TOAKIIOUEHHsSI K ceTh «MHTepeHeT» M JOCTYIoM K
JNIEKTPOHHOW  HMH(POPMAIIMOHHO-00pa30BaTeNbHOM cpele yHuBepcuTera. /[l  opraHu3anuu
CaMOCTOSITENIbHOW PadOThI 00YUYAIOIIMXCS HCIIOB3YIOTCS:

KOMITBIOTEPHBIE KJIACChl YHUBEPCUTETA;

oubnmoreka (Meauasai), UMEIoIas MecTa JUIsi 00YJarOIIUXCs, OCHAIIICHHBIC KOMITBIOTepaMu
C IOCTYIIOM K 0a3am JaHHBIX U ceTu MHTepHerT.

DJleKTPpOHHAsi HUHQopMannoHHO-00pa3oBaTejbHass cpeaa yHuBepcutera (DUOC).
Kaxnplii oOydaronuiics B TeueHHEe BCero Inepuoja oOy4deHHMs oOecredeH WHIUBHYaIbHbIM
HEOTPAaHWUYEHHBIM  JIOCTYIIOM K  DJEKTPOHHOH  HWH(OpMarMoHHO-00pa30BaTeNbHOW  cpefe
yuusepcutera (DUOC) http://sdo.tolgas.ru/ u3 nr00o0i TOYKH, B KOTOPOil HMMeeTcs AOCTYI K
WH()OPMAIMOHHO-TEIEKOMMYHUKAITMOHHOW ceTH "MHTepHeT", Kak Ha TEPPUTOPUU YHHBEPCHUTETA,
TaK U BHE ee.

OUOC ynuBepcuteTa 00ecrneynBacT:

JOCTYyNl K y4eOHBIM IIaHaM, paboduM MporpamMmaM TUCHUIUIMH (MOJIyJei), mporpammam
NPaKTUK, OJJIEKTPOHHBIM Yy4eOHBIM W3JaHHUSIM W DIIEKTPOHHBIM 00pa30BaTeNbHBIM pecypcam,
YKa3aHHBIM B pab04MX MporpaMMax JUCIUIUTHH (MOIyJei), mporpaMMax MpakTuK;

(hopMupoBaHHE IEKTPOHHOTO MOPTHOIHO 00YUAIOMIErocs, B TOM YHCIIe COXPAaHEHHE €T0 padoT
U OLIEHOK 32 3TH PalOTHI.

B caywyae peanmuzanuu o0pa3oBaTeNbHOM MPOrpaMMbl € TPHUMEHEHHUEM D3JIEKTPOHHOIO
00y4yeHHs, AMCTAaHIIMOHHBIX 00pa3oBaTenbHbIX TexHoMoruit MOC n1omnonHuTeN HO 00eCTIeYMBAET:

¢ukcanuo xoma oOpa3zoBaTENBLHOrO Mpoliecca, Pe3yJbTaTOB MPOMEXKYTOUYHOM aTTecTaluu M
pe3yIbTaTOB OCBOEHUS 00pa30BaTeIbHOM MPOrpaMMBbl,

MpOBe/IeHNuEe YYeOHBIX 3aHATHHA, TPOIEAYpP OIEHKH pe3yJIbTaTOB OOYYEHUS, pean3aius
KOTOPBIX  TpEeIyCcMOTpeHa C TNPUMEHEHUEM  DJICKTPOHHOIO  OOYy4YeHHs, JIUCTAHIIMOHHBIX
00pa3oBaTeNbHBIX TEXHOJIOTHH;

B3aMMOJICHCTBHE MEX/ly YIaCTHUKaMHU 00pa30BaTEeIbHOIO MpoIecca, B TOM YUCIIE CHHXPOHHOE
U (UJIM) aCHHXPOHHOE B3aUMOJAENCTBUs mocpeacTBoM cetu "MHrepHer".
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7.  OCOBEHHOCTH OPrAHM3AIIMU OBYYEHUA I JULIO C
OT'PAHUYEHHBIMHU BO3MOKHOCTAMMHU 31I0POBbs 1 UHBAJINIOB

[Ipu HeoOxomumocTu paboyas mporpamMma TUCIUIUIMHBI MOXKET OBbITh aJanTHpOBaHa Ui
oOecrieyeHns 00pa30BaTENLHOTO MpPOIlecCa MHBAIMIOB M JIMIl C OTPAHUYCHHBIMHA BO3MOXXHOCTSIMH
3JI0pOBBS, B TOM YHCIIE AJISl TUCTAaHIIMOHHOTO 00yueHus. [ aToro TpedyeTcs 3asBIeHUE CTYACHTA
(ero 3aKOHHOTO TPEACTABUTENS) W 3AKIIOUEHHE ICHUXOJIOTO-MEAMKO-TIeIarornYecKOi KOMHUCCHH
(IIMIIK).

B cnydyae HeoOX0AMMOCTH, 00YYArOIIUMCS M3 YHUCIIa JIUI] C OTPAaHHYEHHBIMH BO3MOKHOCTSIMU
3M0pOBbs (IO 3asBICHUIO OOyyaromierocs) a Jjs MWHBAIMJIOB Takke B COOTBETCTBHH C
UHIMBUIYAIbHOW TPOTpaMMOil peadWInMTalMu WHBAJIWAA, MOTYT MPEANaraTbCs CIeIyolue
BapHaHThl BOCIPUATUS yueOHOW HMH(OpPMALMKU C YYETOM MX HHJMBUIYaJbHBIX NCUXO(PU3UYECKUX
0COOEHHOCTEH, B TOM 4HCIE€ C MPUMEHEHHEM DJJCKTPOHHOTO OOy4YeHHMS M JUCTAHIIMOHHBIX
TEXHOJIOTHIl:

- ISl JIAL ¢ HApYLICHUSAMHU 3pEHHs: B MedaTHOU (opMme yBenmueHHBIM mpudTOM; B Gopme
3JIEKTPOHHOTO JIOKYMEHTA; B opMme ayauodaitia (mepeBoa yaeOHbIX MaTepuaioB B ayaunodopMmar);
B TieuyaTHOM ¢opMme Ha s3bike bpaind; WHAMBHIYyanbHbIE KOHCYJIBTAMH C IPHUBICUYCHUEM
TU(dIOCYpIOTIEPEBOIUNKA; HHANBUAYAIbHbIC 331aHUS U KOHCYJIbTAIIUH.

- U JIUI] ¢ HApYIIEHWsIMH CIIyXa: B MeYaTHOH ¢opme; B popMe AIIEKTPOHHOTO JOKYMEHTA;
BUJEOMATEpHaNbl €  CyOTUTpamMH; HHIUBUAYalIbHbIE  KOHCYJNbTAlUU C  [PHUBJICYCHHEM
CYpZIOTIEPEBOJUMKA; WHANBUIYAIbHBIC 3aJJaHNUS U KOHCYJIbTALINH.

- ISl JIMI ¢ HApYIICHUSMU OTIOPHO-JBUTATEIBHOrO aliapara: B nmeyaTHoi (opme; B popme
AIIEKTPOHHOTO IOKYMEHTa; B (hopMe ayanodaiina; HHIUBUIYaIbHBIC 3aJaHUS U KOHCYJIbTAIHH.
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8. OHEHOYHBIE MATEPHAJIbBI (®OHJ OHEHOYHBIX CPEACTB) IJIsA
TEKYIEI'O KOHTPOJIA YCIIEBAEMOCTHU U ITPOMEXYTOYHOU ATTECTALIUN

8.1. Onucanme mnoka3zatejedl M KpHUTEepHeB OIeHMBAHUS KOMIETEeHUUH Ha
Pa3JIUYHBIX 3Tanax uX GopMUPOBAHNSI, ONMHCAHUE KA OLleHUBAHUS

JIJIs OLICHKW 3HAHWM, YMEHWW, HABBIKOB W YPOBHS C(HOPMHPOBAHHOCTH KOMIIETCHIIUH I10
JTUCIUIUIMHE TPUMEHSIETCS OaUTbHO-PEHTHUHTOBAs CUCTEMa KOHTPOJS M OIEHKH YCIEBAaeMOCTHU
CTYJICHTOB. B OCHOBY OaJllIbHO-PECHTHHIOBOW CHCTEMBI IOJIOXCEHBI MPUHIUIILI, B COOTBETCTBHH C
KOTOPBIMH (DOPMHPOBAHHE PEUTHHra CTYACHTA OCYIIECTBISETCS B XOJE TEKYIIEro KOHTPOJIS
ycneBaeMocTd. MakcumanbHOe KosmdecTBO O0amioB B cemectpe — 100.

Ika/ja oueHKH pe3yJibTATOB OCBOCHUS M CHHUIJINHBI, C(POPMUPOBAHHOCTH Pe3yJIbTATOB

o0yueHust
®dopma npoBeieHuUs IIxaabl OLEHKH YPOBHSA
MPOMEKYTOYHO M chopMHUPOBAHHOCTH IlIxaia OlleHKH YPOBHS OCBOECHUS TUCHUTIINHBI
aTTecTaluu Pe3yJIbTaTOB 00y4eHHsI
YpoBHeBast 100 100 5-0ayutbHas mKana, HenuddepeHn
IIKaJjia OI[eHKH OanbHAs OabHAs muddepeHmpoBaHHas HpOBaHHAS
KOMIIETEHI[UI mkaina, % mkaina, % OILICHKa/0aI 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
TIOBBIIICHHBIH 86-100 86-100 «OTIAMYHOY / 5 3a4TEHO

Ilo umozam mexyweil ycnegaemocmu CMyOeHmMy Modicem Oblmb GblCMAGIEHA OYEHKA NO
APOMEIICYMOUHOU ammecmayuy 6 COOMEemcmeuu 3a HAOpauuwvlmu 3a cemecmp oainamu (no
HakonumenbHomy peumuney). Cmyoenmam, HAOPAGWUM 6 XO0e MEKYUe20 KOHMPOIS YCnesaemMocmu
no oucyunaune om 61 0o 100 6ann06 u evinoIHUBWUM Bce 0OA3amMeENbHbIE 8UObL 3ANIAHUPOBAHHBIX
VUeOHbIX 3aHAMULL, NO PeueHUi0 npenodasamelis 6e3 nPOXoHCOeHUst NPOMENCYMOUHOU ammecmayuu
BLICMABISICNCSL OYEHKA 8 COOMBEMCMBUU CO WKANOU OYEHKU Pe3YIbMAmMOo8 0C80ECHUsL OUCYUNTUHDL.

Pesynomam o00yuenusa cuumaemcsa c@opmuposanHsim (NOGLIUEHHDLI YPOGEHD), eclu
meopemuyecKoe Co0epICanue Kypca 0C80EHO NOJHOCMbIO, NPU YCMHbIX COOeCe008anusx CmyoeHm
ucuepnvigarouje, NOCie008amMeNbHO, YemKO U JN02UYeCKU CMPOUHO u3iazaem Y4eOHblll Mamepua,
CB0000HO CHpABNAemcs ¢ 3a0a4amu, GONPOCAMU U OpYyeUMU BUOAMU 3A0AHUL, MPeOyrOUUX
NpUMeHeHUs 3HAHUU, UCNONb3Yem & omeeme OONOJHUMENbHbIIL Mamepuai, éce npedycmMompeHHble
paboueti yueOHOU NPOSPAMMOU  3A0AHUL BbINOJIHEHbL 6 COOMBEMCMEUU C YCMAHOBIEHHbIMU
mpebosanuamu, CmyOeHm CHocOOeH aHAIUUPOBAmb NOJYUEeHHble pe3Vibmamsl, Nposassem
CaMOCMOSIMENbHOCMb NPU BLINOJHEHUU 3A0AHUL, KAYeCmE0 UX 8bINOIHEHUsL OYEHEHO YUCIOM OALI08
om 86 oo 100, ymo coomeemcmayem NOBLIUEHHOM)Y VPOBHIO CHOPMUPOBAHHOCIU DE3YIbMAMO8
00yuenus.

Pesynomam o0yuenus cuumaemca copmuposannvim (nOpozoevlit yposeeHsv), eciu
meopemuyeckoe co0epicanue Kypca 0c80eHO NOJIHOCMbIO, NPU YCMHbIX c00ece008anuax CmyoeHm
nOCe008amenbHO, 4emKo U JI02UYeCKU CMPOUHO u3ideaem Y4eOHblll mamepuai, CApasisiemcs ¢
3a0ayamu, 6onpocamu U OpyeuMu GuUOaMU 3A0aHUL, mMpedYIoWUX NPUMEeHeHUs 3HAHUL, 6ce
npeodycmMompenHvle paboueli yueOHOU NpocpaAMMOl 3A0aHUsL BbINOIHEHbL 8 COOMBEMCMEUU C
YCMAHOBNIEHHBIMU MPEOOBAHUAMU, CIYOEHM CHOCODEeH aHANU3UPO8AMb NOLYYEHHbIE Pe3)Ibnamyl,
nposGIsAiem CAMOCHMOSMENbHOCIb NPU BbINOIHEHUU 3A0AHUL, KA4ecmeo UX BbINOJHEHUS OYEeHEeHO
yuciom 6annoe om 61 oo 85,9, umo coomeemcmeyem nopo2co8OMy YPOGHIO CHOPMUPOBAHHOCMU
pe3yIbmamos 00yueHus.

Pezynomam o0yuenus cuumaemcs nHechopmuposanHviM, eciu cmyoenm npu 6blNOJIHEHUU
3a0anull He OeMOHCHmpUpYyem 3HAHUU Y4eOHO20 Mamepuand, OOnycKaem OWUOKU, HeY8ePeHHO, C
OonbuUMU  3aMPYOHEHUAMU  BbINOJIHAEM 3A0AHUs, He OeMOHCMpUpyem HeoOX00UMbIX YMeHU,
KAuecmeo 8blNOIHEHHbIX 3A0aHUll He COOMEEMCMBYem YCMAHOBIEeHHbIM MPeO08AHUAM, KA4eCmE0 UX
BbINOTHEHUS OYEHEHO YUCTIOM 0alN08 Hudce 61, umo coomeemcmeayem 00nopo2080oM) YPOGHIO.
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@opMBbI TEKYLIEr0 KOHTPOJIS yCIeBAeMOCTH

DopMBbI TeKYLLIEr0 KOHTPOJIsI Konngectso Kommuectso | Makc. Bo3M.
KOHTPOJIBHBIX 6amtoB 3a 1 KOJI-BO
TOYEK KOHTD. TOUYKY 0asioB
Joxman/coobiienue 6 5 30
CocraBJieHHE TECTOB 110 BHIOPAHHOH TeMe 2 10 20
[oaroroBka u 3amuTa pedepara o BEIOpaHHOH TeMe 1 10 10
[loaroroBka npe3eHTanny 0 BEIOPAHHOU TeMe 1 10 10
BerInosHeHNe NpaKTHYECKUX 3aJaHuiH 3 10 30
Hroro no aucuuninge 100 6as110B

Cucrema OLICHMBAHWA TIPCACTABJICHA B  3JICKTPOHHOM y‘Ie6HOM Kypcc 10 JUCHUILINHE
http://sdo.tolgas.ru/.
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8.2. TumoBble KOHTPOJbHbIE 3aaaHusi WJau uHble Matepuaabl i TEKYHIEI'O

KOHTPOJIAA YCIIEBAEMOCTHU

ook wndE agsrwONE

NN E

8.2.1. TunoBble 3aJaHUsl K MPAKTHYECKHM (CEMUHAPCKUM) 3aHITHAM

IpakTnyeckoe 3ausitue 1. TEMA 1. TeopeTn4yeckne acneKkThbl CEPBUCHOM eATEIbHOCTH
TeMbl 10KJ1210B/COODIIEH U

[TonsiTHe U CYITHOCTD YCIYTH KaK Crenu(UYEcKOro nNpoIyKTa

CYH_IHOCTB 1 OCHOBHBIC IIOHATHUA CepBI/ICHOfI ACATCIIBbHOCTHU

[ToTpeOHOCTH KaK CYIIHOCTHAs COCTABIAONIAsl CEPBUCHOMN AESITEIbHOCTH

Knaccugukaum ycnyr u cepBUCHON AEITEIbHOCTH

JuBepcudukanuy cepBUCHOM NESTEIBHOCTH C YU€TOM HAlIMOHAIBHBIX, PETHOHATIBHBIX,
THUYECKHX, EMOTpaUUECKUX U MPUPOAHO-KIMMATUIECKUX YCIOBUI 00CTY)KUBaHUS

IIpakTnueckoe 3ansaTue 2. TEMA 2. UcTropnueckne acnieKTbl CEpBUCHOM AeATEJIbHOCTH
TeMbl JOKJIAA0B/CO00ICHUI

OBOJIOLUS CEPBUCHON IEATENBHOCTH 32 pyOex oM

Crienuduika pa3BuTHs CEpBUCHOM AesiTenbHOCTH B Poccun

Hcropust koonepaTuBHOIO IBUKEHHUs B Poccun

@DakTOopbI pa3BUTHS CEPBUCHOM JesATEIbHOCTH 3a pyOexoM u B Poccun

CoBpeMeHHbIE CTpaTErny CEPBUCHOM 1€ATEIbHOCTH

[Tpumeps! U1t moapaxkaHust

IIpakTuyeckoe 3ansaTue 3. TEMA 3. Pa6oTa B KOHTAKTHOM 30He
Tembl 10KJ1a10B/cO00IEH NI

[ToHsiTHE U BUABI KOHTAKTHOM 30HBI

Ortansbl U 3a/1a4 paboThl B KOHTAKTHOM 30HE

[Tcuxonoruyeckue acnekThl pabOThl B KOHTAKTHOW 30HE

OTHUKET U KyJIbTypa paboThl B KOHTAKTHON 30HE

OcTeTUYecKre U SProHOMUYECKUE aCTIeKThl pabOThl B KOHTAKTHOM 30He
PaGora ¢ Bo3pakeHusIMuU

Pabota c sxanob6amu 1 KOHQIUKTaAMU

[Tpodunaktuka xanod

IIpakTuyeckoe 3ansatue 4. TEMA 4. IIpaBoBbIe acmeKTbl W CTAHAAPTHU3ALMS

CEPBUCHOH JeATEIbHOCTH

LCoNoOA~WNE

N ol
ODhwNE O

Tembl 10KJ1210B/CO00IIEH U

VcTOYHHKM U OCHOBaHUS NMPaBOBBIX OTHOLIEHUH B chepe cepBuca
['ocynapcTBeHHbIE CTaHAPThI B pa3IMYHbIX cpepax cepBuca (110 OTPaCIIM)
Ceprudukanus B cepe ceppuca

JlunensupoBanue B cepe ceppuca

[TpaBuia okazaHus ycnyr B cepe Typuzma

[TpaBuia oka3zanus yciayr B cepe rocTenpuuMCTBa

[TpaBuna okazaHust ycnyr B chepe 0OIeCTBEHHOTO TUTaHUS

[IpaBuna okazanus yciayr B chepe OBITOBOTO 00CITYKUBAHUS

[TpaBuna okazaHust yciyr B chepe TOProBiIn

. IIpaBuina okazanus yciayr B cgepe nH(HOPMaLMOHHOTO CEPBHCA U CBA3H

. IlpaBuina oka3anus yciyr B chepe Jerkoi MpoMBIIIIEHHOCTH

. I[IpaBuna okazaHus yciayr B cepe cepBHca TPAHCIIOPTHBIX CPEJICTB

. IIpaBoBBIE OCHOBBI U IIPaBUIIa OKa3aHUs YCIyT B chepe COlnanbHOro 00CIyKMBaHUs
. OcHOBHOE coJiepKaHUE 3aKOHOIATENIbCTBA 110 3aIIUTE IIPAB MOTPEOUTENs

. AKTyanbHbIe TPOOJIEMBI 3aIIUTHI IPAB MOTPEOUTENS U CIOCOOBI UX PELICHUS
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IIpakTuyeckoe 3ausitue S. TEMA 5. Opranusanusi o0CJIY:KMBAHUSA B YCJOBHAX

NpeanpUATHH cepBUCca

CoNoRrwWNE

[EEN
o

Tembl 10KJI1a10B/CO00IEH AT

OO0cmyKuBaHUE KaK cUCTEMa

3aja4u CEpBUCHOM OpraHu3alumu

OcHoBHbIE GOPMBI 00CTYKUBAHUS

[IpuHIMIIBI OPraHU3alMY U 33]]a4d CEpBHCA

OcHoBHbIE (OPMBI OpTraHU3AINN CUCTEMBI CEpBUCA

TexHonoruu opraHu3ai CEPBUCHON NEATEIBHOCTH
VYnpasiieHue nepcoHaoM OpraHu3alui U NpeAnpusTuil cepuca
[Ipumeps! U1 oxpaxkaHus

Hossie Texnonoruu B cepe yciayr

. [IporpeccuBHbIe HhOpMBI 0OCTY)KUBAHUS
. Hudposuzanus B chepe ceppuca (110 0Tpacisim)

IIpakTuyeckoe 3ansaTue 6. TEMA 6. YnpaBJjieHHe Ka4eCTBOM U MAPKETHHI yCJIyr
Tembl 10K1210B/cO00IEHMIT

[lonsiTHE M CYHITHOCTH KayeCcTBa YCIyTr

Crpareruu 1 TakTHKa KaueCTBEHHOT'O CEpBUCa

basoBble cTpaTeruu cepsuca

Kpurepun kauecTBeHHOr0 cepBuca

MOHMTOPHHT Ka4ecTBa CEPBUCA

KuzHenHbli nuki yeayru. PazpaboTka 1 npoiBUKEHUE HOBBIX BUJIOB YCIIYT
HccnenoBanus chepbl NOTpedIeHUs yCIyr

. CoBpeMeHHbIE C1IOCOOBI IPOABUKEHUSI YCIIYT HA PbIHKE
. @panyaii3uHr B chepe yciyr.

8.2.2. TunoBble NpaKTHYECKHUE 32TAHNS K CEMHUHAPCKUAM 3aHSATHAM

IIpakTnyeckoe 3aganue Ne 1.
Hamummurte »cce Ha TEMY «Bansane HallMOHAJIbHBIX, PEruOHaJIbHbIX, J3THHUYCCKUX

0COOEHHOCTEH Ha Pa3BUTHEC CCPBUCAN.

IIpakTnyeckoe 3aganue Ne 2.
OxapakTepu3yiiTe OCHOBHBIE 3Tallbl, YCIOBUs, (PAaKTOpPbl U clielUu(UKY pa3BUTHS CEpBHCA B

Poccum u 3a pybexom.

IIpakTnyeckoe 3aganue Ne 3.
CocraBbpTe cXeMy OpraHu3alMu paboThl B KOHTAKTHOM 30HE: JTallbl, 33Ja4M, MPOOJIEMbI U
CHOCOOBI UX PELICHHUS.

IIpakTnyeckoe 3aganue Ne 4.
O3HaKOMBTECH € COCPKAHUEM KHUTH M 3aKOHCIIEKTUPYHTE OCHOBHBIE MBICIU. BaliHIBENT A.

besynpeunslii cepuc. UTOObI KaXK/IbIi KIIMEHT YyBCTBOBAJ ce0s1 kopoieM. M.: Jlo6pas kuura, 2006.
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IIpakTuyeckoe 3axanue NeS.
[Mpoananm3upyiite 3akon P® «O 3amure mpa morpedutenein» ot 07.02.1992 Ne 2300-1.
3anoJHUTe TaOIHILy.
3akoHoaarebcTBO PD 0 3amuTe npaB norpeduTesiei

IIpaBa morpeduTeei MexaHu3M MX peajiu3anuu
1. [MpocBemenne B 00JacTH 3alIUTHl paB obecrieynBaeTCs MOCPEICTBOM BKJIIOUEHHUS BOIIPOCOB
noTpeduTesneu. M0 OCHOBaM IOTPEOUTEIHCKUX 3HAHUI B HPOrpaMMbI
00111e00pa30BaTeNbHON MIKOJIBI, a TaKXKe IT0CPEICTBOM
OpTraHW3aIlA CHCTEMBI WH(POPMHUPOBAHUSI MOTPEOUTEIS
0 €ro mpaBax U HEOOXOIMMBIX ACUCTBHH IO 3aIlIUTE ITUX
npas.
2. Wudopmanuio o ToBapax (paborax, yciayrax), a
Takke 00 WX H3rOTOBUTENAX (MCIIOIHHTEIIX,
[poaaBIax).
3. BezomacHocTs TOBapoB (padort, yciyr).
4, CBoOonHEII BEIOOP TOBapoB (paboT, yciyr).

IIpakTuyeckoe 3axanue Ne 6.

O3zHakoMbTech ¢ cogepkanueM kHuru IHoyn k. IlepBokiaccHblii cepBUC Kak
KOHKYpeHTHOe npeumyniectBo. M.: Anbnuna busnec bykc, 2017.

Hamnumure scce o teme «HYemy mens Hayuwi xon [loyn?»

IIpakTHyeckoe 3aganue Ne 7.
[Ipoananu3upyiite TPUYMHBI U TOCICACTBHS MPOOJIEeM (YHKIIMOHUPOBAHUS TPEATIPHITUHN
cepBHca. 3aMOTHATE TaOIHUILy.
YrnpaBjieHHe Ka4eCTBOM YCJIYT HA MPeINPHUATHSIIX CEPBHUCA

IMocnencrBus

IIpobaema

Hpuunnb

Ynpasienue

[Ipobmema
CErMEHTALUH 110 BBITOJIaM —

Ob6cyxnas
OJIHU U T€ XKeE

Pasznoe monnmanue
" TOJIKOBAHHC

TmarenpHOE
W3yUYeHHE MPeIIOYTCHUH

pacxokaeHe B OKUIaHUAX | KOMIOHEHTHI YCIYTH COCTAaBIISFOLINX notpeouTenei ¢

HOTpeOuTENeH U peakuu CTOpPOHBI TOBOPSIT Ha MIOJTHOLIEHHOTO BBIJICTICHUEM

MPOU3BOIUTEIS «Pa3HBIX A3BIKAX) o0CITyXUBaHUS 0COOCHHOCTEN KaXKa0To
mosToMy pupma umeer | OOHAPYKHUTCS MO3KE, U cermenTa. CocTaBieHue
JIOXKHEIE KIIMEHT Oy/IeT 4yBCTBOBATh MpOrpaMMBbI
IIPEJICTaBICHUS O cebs oOMaHyTBIM. DTO CTUMYJIUPOBAHUSA C
MPEANOYTEHUAX HETaTHUBHO OTPA3UTCS HA €T0 | y4eTOM TpeOOBaHUH U
norpeburenen OTHOIIEHHSX ¢ PUPMOI] - MOKEeTaHUH

ITpobnema

TMO3UIIUOHUPOBAHUA —

PYKOBOJIUTENH 3HAIOT, YETO
XOTAT UX MOTPEOUTEITH, HO
HE CIIOCOOHBI MK He
JKENAIOT YIOBICTBOPUTD 3TH
MOTPEOHOCTH

OxkazaHHas yciryra He
COOTBETCTBYET pabo4nm
cnenuuKausIm

VYcnyra B peaqbHOM
WCIIOJTHEHUH HE
COOTBETCTBYET OOCIIaAHHUIM

Oskunanus noTpeduTene B
OTHOIIICHUH
nproOpeTaeMoi yCIIyru He
OTIPaBJIATHCH
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IIpakTuyeckoe 3axanue Ne 8.

[TpoBeanTe MapKETHHIOBOE KCIIPECC-UCCIEIOBAHIE COOTHOIICHUSI TTOTPEOICHUS TOBAPOB U

CEpPBHCHBIX YCIYT CBOEH CEMBH 3a Hezemo (Mecsl). TeXHOJIOrHus 3TOro UCCiIeJOBaHHUs BKIIIOYACT B
ceOs1 CIIeAYIONINE ATAIBL: CO3/IaHUE TAOIUIIBI U3 TPEX KOJIOHOK.
B nepesoii konouke yKaxuTe NaTy MOTpeONeHHs (MTOKYNKH) TOBapa WIH YCIYTH, 60 8MOpOl —
Ha3BaHUE U CTOMMOCTb NPUOOPETEHHOTO TOBapa M, HAKOHEIl, 8 mpembeli — Ha3BaHWE U CTOMMOCTD
CEpPBHCHOW YCIYTH; CPAaBHEHHE CBEICHUI B aOCONIOTHBIX YHCIAX W HPOLEHTHBIX OTHOIICHHUSX;
HarJsIIHOE  OTOOpaKeHHWE TOJYYCHHBIX JaHHbIX B (opMme rpaduka; aHaIW3 IONTY4YEHHBIX
PE3YJIBTATOB; MOArOTOBKA aHATUTUYECKOTO MaTepraia K CEMHHAPCKOMY 3aHSATHIO.

IIpakTnyeckoe 3aganue Ne 9.

Hcnonb3ys 3HaHus O (akropax M 3JIEMEHTaxX JMHAMMKM IOBEJICHMsI HOTpeOuTenei,
OTIpENIeNIUTE, YTO SIBJISICTCS JAJIsl BAaC JOMHHAHTHBIM B MOTPEOJICHUU TOBApOB M yciyr. YTo s Bac
HauOoJyiee 3HAYMMO B MPHOOPETEHHWH TOrO WM MHOIO TOBapa WIM YCIYTH: CeMbsl, pedepeHTHas
IpyIIa, COIMAIBHBIN CTAaTyC, BO3PACT, )KU3HEHHBIN OMBIT. [Ipopamkupyiite pakTopsl.

8.2.3. TunoBsble TeMbl 1715 pedepaToB/mpe3eHTALUIA
Benymue xomnanuun Poccuu B cdepe cepsuca.
Benyme komnanuu 3apy0eKHBIX PHIHKOB YCITYT.
@dopmbl 00CTyKUBAHUS U ITI0OKA3aTellb 3aTPaT BPEMEHH.
DTUKO-TICUXOJIOTUYECKAE OCOOCHHOCTH B3aUMOOTHOILICHHH CIENUAINCTa IO CEPBUCY H
KJIMEHTA.
KynbeTypa paboTHuKa cdepsl cepBuca.
[Tonsitue o xxanobe. CriocoObl pazpenieHns KOH(INKTA.
Cranmaptusanus u ceptudukanus B chepe yciyr.
OcoGennoctu pa3sutusi cepsl yeiayr B CCCP u B coBpemennoi Poccun.
Teopus m mpakTUKa cepBHCAa C YYETOM HAlMOHAIBHO-PETHOHAJIBHBIX OCOOCHHOCTEH
00CTy)KUBaHUS.
10. DBoJTFOIIHS CEPBUCHOM JICSITEILHOCTH 32 PyOEIKOM.
11. Uctopuueckue 3Tarbl pa3BUTHS cepBUCHOM aestenbHOcTH B CIIA.
12. Cneun¢uka u pa3BUTHE CEPBUCHOMN AeSITETHHOCTH B Poccum.
13. OcobenHocTu cepBuca B MHAYCTPHATIBLHOM OOILECTBE.
14. OcoGeHnHOCTH cepBHUCa B TOCTHHAYCTPHAIIBHOM OOIIIECTBE.
15. Pa3Butue cdepsl ceppuca B Poccun.
16. Mecto cepsl cepBrca B CTPYKTYpe COBPEMEHHON pOCCUUCKON HSKOHOMHKHU.
17. 3aBUCUMOCTh ~ CEPBUCHOW  JIEATENIBHOCTH OT TreorpaduuecKux, pPETHOHAIBHBIX W
nemorpapuieckux (GpakTopos.
18. Pons rocynapcTBa B peryJIMpoBaHuu cepsl cepBHca.
19. ®opmebl 00cTyKMBaHUS U TIOKA3ATENb 3aTPaT BPEMEHH.
20. Opranu3anust paboThl «KKOHTAKTHOH 30HBI».
21. TlcuxonoruvecKre aceKThl padoThl B KOHTAKTHOW 30HE.
22. DproHOMHYECKHE U ICTETHUECKHE aCTIeKThl O()OPMIICHHUSI CEPBUCHOTO MPEANPHUSITHUS.
23. Opranu3alnoHHas CTPYKTypa CEpBUCHOTO MPEATPUSITHUS.
24. KavecTBO 11 6€301aCHOCTH YCIYT KaK MPOOJIEMBbI CTaHIapTH3AIINH.
25. Ilonsarue «KadyecTBO ycimyr» U ero nmokasaTesnu.
26. Ctpareruu yrpaBleHHsI KAYECTBOM YCIIYT.
27. AccopTUMEHTHas MOJIMTHKA B chepe cepBuca.
28. TepputopuaibHbIe aCTIEKTHI Pa3BUTHSI PHIHKA YCITYT.
29.T ocTUHUYHBIN CEpBUC: TPATUIMH U MHHOBAIIMOHHbIE TEXHOJIOTHH.
30. TypucTrdeckuii CepBUC: TPAAUIIUN 1 NHHOBAIIOHHBIE TEXHOJIOTHH.
31. PecTopaHHbIif cepBUC: TPAAULIUU U HHHOBAIMOHHBIE TEXHOJIOTHH.
32. AHUMAaIMOHHBIN CepBHC: TPAAUIINN M HHHOBAIMOHHBIC TEXHOJIOTHH.
33. Opranusans pa3BieyeHn Kak cepa CEpBUCHOM NeSTETbHOCTH.
34.CraHOBJICHHE U pa3BUTHE PECTOPAHHOTO CEPBHCA.

P

©Co~No O



20

35. TpaHCIIOPTHBIE YCIYTU: UCTOPUS U MIEPCIIEKTUBBI PA3BUTHSL.

36. Ycmyru chepst XKKX: ucropus u COBpeMEHHOCTb.
37.00pazoBarenbHbIE YCIYTH: UCTOPUS U COBPEMEHHOCTb.

38. MeaumuHCKNUe yCIyTh: UCTOPUS U COBPEMEHHOCTD.

39. ConnanbHble YCIYTH: UCTOPUS U COBPEMEHHOCTb.

40.PutyanbHbIe YCIYTH: UCTOPHUS U COBPEMEHHOCTb.

41. BbITOBBIE YCIYTH: HCTOPUSI U COBPEMEHHOCTb.

42.Ycnyru B cepe KpacoThl U 3I0POBbsI: HUCTOPHS U COBPEMEHHOCTb.
43.Ycnyru B chepe pU3KyabTyphl M CIIOPTA: UCTOPUSI K COBPEMEHHOCT.
44.TlouToBBIE YCIYTU U YCIYTH TOCTaBKU: UCTOPHS U COBPEMEHHOCTbD.
45. )Ku3HEeHHBIN HUKIT YCIYTH.

46. ®paHvaii3uHT Kak GopMa IpoIBIKEHHS OpeHia B cepe cepBuca.
47.MepuaHaaii3uHT KaK CPEACTBO IPOABMKEHUS TOBAPOB U YCIIYT.
48. MupoBO#l pbIHOK YCIIYT: OCHOBHbBIE XapaKTEPUCTUKH.

49. KoHKypeHTOCITOCOOHOCTh yCIYT.

50. PR, mapketusr ycayr (1o cgepam).

TpeboBanus kK opopmieHuto pedepara
O06bem paboTsl — OT 15 cTpanwuil.
[pudt — TNR, pazmep mpudra — 14, MexxcTpouHblit uHTEpBa) — 1,5.
[Tons: mpaBoe — 1 cMm., 1eBoe -2,5 cM, BepxHee, HIbKHee — 1 cM.
Tekct BhIpaBHUBACM I10 NIUPUHE CTPAHUIIBI.
Hywmeparus cTpanull — cepeinHa CTPaHUIIbI, BBEPXY.
KomnnuecTBo ucnonb3yeMbIX HCTOYHUKOB — OT 5 HanMeHoBaHui. Crincok odopmiisseM 1o
I'OCTy.

TpeboBanust kK 0HOPMIICHUIO TIPE3CHTALINN
IIpe3enTalius BBIIOIHIETCS ¢ UCIONb30BanueM miardopm Canva wiau PowerPoint.
O6bem paboTsl — oT 15 cnaiioB.
[Ipe3enTanus 10KHA BKIIOYATh IPUMEPHI, Pe3yabTaThl UCCIIEJOBAHUM, CTATUCTHUKY,

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

dopma mpoBeIeHUs MPOMEKYTOYHON aTTECTAIMK M0 AUCHUILIINHE: 3auem (o pe3yibsmamam
HAKONUMENbHO20 PEUMUH2a Ul 8 (hopme KOMNbIOMEPHO20 MeCMUPO8aAHUsL).
Yemuo-nucomennasn popma no sxzamenayuonHviM Ouiemam npeonoiasaemcs, Kax npasuio,
07151 COauU aKademu4eckoll 3a00JIHCEHHOCU.

Bomnpocsl )i NOATOTOBKH K 3a4eTy

OIIK-2 . Cnoco0eH onuchbIBATH COLMAJIbLHBbIE SIBJIEHUS M MPOLECCHI HA OCHOBE
a”Haamn3a u 00001meHust npogeccnoHaNbHON HHPOPMALMH, HAYYHbIX TEOPHii,
KOHLICNIMI U AKTYaJIbHBIX I0X010B

Yrto Takoe yHU(UKAIUSA B CEPBUCHOM JCSITEIBHOCTU?

Urto Takoe auieH3us?

KTo Takoii moTpeduTens coriacHo JeHCTBYIOMIEMY POCCUIICKOMY 3aKOHOIATEIbCTRY?

KTo0 Takoii HCIIOJHUTEINb COTJIACHO IEHCTBYIOIIEMY POCCUHCKOMY 3aKOHOAATEILCTBY?
Kakyio OTBETCTBEHHOCTh MOXET HECTH IpojJaBel (HMCIOJHUTENb, W3FOTOBUTEID,
YIIOJTHOMOYEHHAsl OpraHH3als, UMIIOPTEp) 3a HapylIeHHe NpaB MOTpeOuTenel, YCTaHOBICHHBIX
HOPMaTUBHBIMU I1paBOBBIMU akTaMu Poccuiickoit @enepauyu?

agkrwbPE

6. Ecnu usroroButens (MCHOIHUTENH) HE YCTAHOBHII Ha TOBap (paboTy) CpoK CIIykObI, B
TEYCHHE KAKOTO CPOKa OH 00s513aH 00ecreynTh 0€30IacHOCTh TOBapa (padboTsl)?

7. C KaKoro MOMEHTa UCYUCIIAETCS CPOK CITYkKObI TOBapa?

8. Uto Takoe CpoK CIIy)Obl TOBapa, pe3yabTaTa yCIyru?

9. Kak Ha3bIBaeTCsi HOPMATUBHBIA JIOKYMEHT, pa3pa0OTaHHBI Ha OCHOBE KOHCEHCYcCa,

YTBEP>KJICHHBI IIPU3HAHHBIM OpPraHOM, HANPABICHHBIA Ha JOCTHKEHUE ONTHUMAJIbHOW CTEIECHU
YIOPSI0OYCHHUS B ONIpeIeIeHHOM 001acTu?

10. B TedeHme Kakoro Cpoka JIOJDKHO OBITh yIOBJIIETBOPEHO TpeOOBaHWE MOTPEOUTENS O
COpa3sMEepHOM YMEHbIIIEHUH MTOKYITHOW 1IEHbI?

11.  KakoBbI CPOKH YIOBIETBOPEHUS TPeOOBAaHUSI TOTPEOUTENS O 3aMEeHE ToBapa?

12. KoMy mnotpebuTens MOXKET MNperbsSBUTh TpeOOBaHUE IO TOBOJAY COPA3MEPHOro
YMEHBIICHUS TIOKYITHOH 1IeHBI?

13. B kakoif cpok MOKymaTeleM MOTYT ObITh MpeabsBICHbl TPeOOBAHUS, CBA3AHHBIE C
HEIOCTaTKOM TOBAapa, €CJIM He YCTaHOBJICH TapaHTHIHBIA CPOK WIIM CPOK TOJTHOCTH HA TOBap?

14. B TeueHMe KakKoro BpeMeHH, MO OOIIeMy MpaBUIy, HOTPEOUTENb BIpaBe OOMEHSThH

HGHPOI[OBOJII)CTBGHHLII\/'I TOBApP B MECTEC €T0 IMMOKYIIKHU Ha AHAJOTUYHBIN WIIH MOJIYYUTH YIIUIAYCHHYIO 3a
HEr'o ICHC)KHYIO CYMMY C MOMCHTA II€peaaiu My TOBapa?

15.  Kewm Bo3memarorcsi yObITKH, IPUUYMHEHHBIE MOTPEOUTENSIM BBIHYXJIECHHBIM OT3bIBOM
napTuu ToBapa’?
16. B kakom pa3mepe 3aKOHOAATEIHCTBOM O 3aIIMTE MPaB MOTPEOUTENCH ycTaHOBIIEHA

HEYCTOMKa 3a TMPOCPOUKY  YAOBIETBOPEHHUS TpeOOBaHUN  TWOTpeOUTENs] TpU  MPOJAKe
HEKaYEeCTBEHHOTO TOBapa?

17. KakoB Cpok HCKOBOW MJaBHOCTM s OOpamieHus B CyA 3a 3allUTod MpaBa
norpedurens?

18.  C xakoro MOMEHTa UCUUCISETCSI CPOK TOJAHOCTH HA TOBap?

19. B kako#l CpoK JODKHO OBITH YIOBJICTBOPEHO TpeOOBaHHWE IMOTPEOUTENII O 3aMEHE

TOBapa HEHAJIEKAIIETO KayecTBa, €CIIM HEOOXOUMBINA TOBAap, OTCYTCTBYET Y MPOJaBlia HA MOMEHT
obpareHus?

20. Bri OTKPBUIN BKJIA/ B Oanke. B ciIyvdac, eCjin 'y 0aHKa OT3BIBAIOT JIMIICH3UIO, BIIPABC JIN
BbI IIPETCHAOBATh HA BO3MCIICHUEC 110 BKJIaay, U €CJIM a, TO KaKOB €ro MaKCHMAaJTbHBIN pa3Mep?
21. BnpaBe I O0aHK B OOTHOCTOPOHHEM TMOPAAKEC MCHATH YCIOBUA KpPCAUTOBAHUA

(HampuMmep, yBeINYUBATh MPOLIEHTHYIO CTaBKY)?
22.  Bwol norepsnu SIM-kapTy U mocie 3TOro MpocTo Kynuiu HoBylo. Cmycts 4 mecsua
BaM IPHIUIO YBEAOMIIEHHUE O HEOOXOAMMOCTH CPOYHO MOTrACUTh 3a0JKEHHOCTh 3a YCIIYTU CBSI3U B
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pasmepe 1500 py0. BeposiTHO, Bamieli KapToil BOCIIOIB30BAJICS KTO-TO APYrou. JIOMKHBI JM BBI
OIUIAYMBATh JIAHHYIO 3a/10J>KEHHOCTD?

23.  Bwr mpuobpenu Ounetsl B 1upk. Ha o0OpoTHOH CTOpOHE yKa3aHO, YTO OHHU HE
NOJIeXKAaT BO3BPATy WM OOMEHyY. 3a J1Ba HS A0 COOBITUS BalllM IUIAHBI M3MEHWINCH, U TETIEPh BBl HE
CMOJKETE MOUTH Ha npejacTaBieHue. ViMeere i Bl IpaBo Ha BO3BpAT JieHer?

24, Bb1 kynuim OOTHHKHM M peIlIMiIM HaJeTh UX OpsMo B marasute. [1o mopore oMol BbI
MOHSUIM, YTO NMpUoOpeTeHHass 00yBb CHIIbBHO *MeT. EcTh 5u y Bac mpaBo OOMEHSTH B Mara3zuHe
JaHHYIO Mapy Ha 0oJiee moaXosIyo?

25. Bbel mpuoOpenu siekTpudeckuii yailHUK. B rapaHTuiiHOM TalloHe yKa3zaH Cpok 12
MECSIEB, OHAKO B TOBAPHOM YEKE IMPOJAaBEel] OTMETHJI, YTO rapaHTUsi cocTaBisieT 6 mecsueB. Ha
KaKO# CpOK BbI OyJ1€Te OpUEHTUPOBATHCS?

26.  Bsl npuoOpenu ¢oroamnmapar, HO BCKOpe Mocje MOKYIKHA OH cioMaics. Bel cianu ero
B Mara3uH Ha IapaHTUIHbBIA PEMOHT, HO BPEMsI PEMOHTA KaK pa3 COBIAAAET CO BPEMEHEM IOE3/IKH, B
KOTOPOM BaM YK€ XOTeloCh Obl HMETh BO3MOXHOCTH (oTorpadupoBarb. MokeTe U BB
noTpedoBaTh MPEAOCTABUTH BaM JIpyroil poToanmnapaT Ha BpeMsi peMOHTA BaIero?

27.  Bsl 3aka3anu geTanb A1 aBTOMOOWIIS B MHTEPHET-Mara3uHe M MOJHOCTBIO OIIaTHIIN
MOKYNKy. 3aka3 OyaeT nocTaBieH uepe3 Henmenmro. OmHAKO Ha CIEIYIONMH JCHb BBl MPHOOpENH
HEOOXOIUMYIO JIeTallb B PO3HUYHOM Mara3uHe M MOATOMY XOTHUTE OTKa3aThCsl OT BEIIH, 3aKa3aHHOM
yepe3 uHTepHeT. EcTh 1iu y Bac Takoe npaso?

28. Bpl oOparunuch B arenbe MU 3aKIIOYIIM JIOTOBOP Ha TOLIMB KOCTIOMA. TKaHb
IIPEIOCTaBUIIO aTenbe. Yepes 2 Henenu BaM MO3BOHWIM M COOOLIMIIM, YTO Marepuall MOoJopoKall,
MO03TOMY HEOOXOJUMO MPHUNTH U 3aKJIIOYUTH HOBBIA JOTOBOP — Ha OoiblIyi0 cymMMy. Ha 4TO BBI
MMEEeTe MPaBo B 3TOM cuTyauun?

29.  BsI cany nanbTo B XUMYHCTKY, HO KOT/la MPUIILTH €ro 3a0upaTh, YBUJIEIH, YTO BEllb
UCTIOpUYEHA — KPACUTEINb PACTeKCs, a TKaHb aedopmupoBaiack. Ha 4ro BBl BIpaBe IpeTEHI0BATh B
JAHHOW cuTyanuu?

30.  KakuM nmeprooM OmpeelisieTcsi CPOK BBITIOTHEHHS paOOThI (OKa3aHUs yCIyTrH)?
31.  IIpu kakux 0OCTOATENHCTBAX HA3HAYAIOTCS MPOMEXKYTOUHBIE CPOKH?
32.  Kakwue mpaBa MpeIoCTaBISFOTCS TOTPEOUTENIO B CIydae, €CIIM UCITOJHATEb HAP YU
CPOKH BBITIOJTHEHUSI pa0OTHI (OKa3aHUs yCiIyru)?
33. 3a kakoil CpoOK B3MMaeTcs HEYCTOWKa (TeHs) 3a HapylmeHHe CpPOKOB W Kak
onpezensercs e€ pazmep?
34. Korma moTpeOuTeNnb MOXET OTKa3aThCs OT WCIOJHEHHS JOTOBOpPA O BBIMOJHEHHU
pabort (oka3aHuu yciyr)?
35.  Yrto BmpaBe TpeOOBaTh WCHOJHHUTENH IPU COCTABICHHH CMETHl Ha BBIOJHEHHE
paboThI (OKa3aHUE YCIYTH)?
36. UYrto o00s3aH chenaTh HCHOIHHUTENb, €CIM pPadoTa BBIMOJHACTCS ITOJHOCTHIO WIH
YaCTUYHO U3 MaTepHuaa (C Belllblo) MoTpedouTens?
37.  Yro ob0s3aH chenaTh MOTPEOUTENH MOCIE OKOHYAHUS BBIIOJHEHUs paboT (OKa3aHWs
yCIIyT) UCHIOTHUTENEM?
38. JlaiiTe ompeneneHNe IOHITHIO «KOHTAaKTHAas 30Ha» B CEPBUCHON NEATEIHHOCTH H
Pa3sHOBUHOCTEH KOHTAKTHOM 30HBI B cepBHce?.
39. Bb1 paboTHHK KOHTAKTHOHN 30HBI C€pBHCHOM opranu3zanuu. Kakossl Bamm nelictus B

ciyyae KOH(MIMKTHOHN cutyaruu?
40.  Yro takoe ¢ppaHyaiizuHT B chepe yciayr?
41.  Yro takoe pedepeHTHbIE IPYIIBl MOTpeOUTENs?

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 3P PeKTsl HHpopMaTH3aMu 115 o01ecTBa?

45.  C yem cBsi3aHa CepBUCU3ALINS SKOHOMUKU?

46. KakoBa poib ayTCOpCHHIa B YKpEIUIEHHMHM CBSI3€ MEXAYy MpPOM3BOJICTBOM U

KaIlnUTajIoOM, MEX]y CEpBUCHBIMU U HECEPBUCHBIMU OTPACSIMU?
47.  KakoBbI OTIHYUTENbHBIE 0COOEHHOCTH MOCTUHAYCTPHATEHOW S9KOHOMUKHU?
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48.  Yro Takoe kacTomu3anus B cepe cepBuca?

49.  Yro moHUMaETCS MO CePBUCHU3AIMEH B MPOMBIIIUIEHHOM IMPOU3BOICTBE?
50.  KaxkoBbl hakTOpBI CEpBUCH3AIIMN B TPOMBIIIIICHHOM IPOU3BOICTBE?
ol. KakoBo 3HaueHue cepBUCU3AIMK B IPOMBIIINIEHHOM ITPOU3BOICTBE?
OIIK-3. Cnoco0eH cocTaBJIATH U 0OPMIAATH OTUYETHI MO Pe3yabTaTaM

npodeccuoHaIbLHOM 1esiTeJIbHOCTH B cepe cOUAIBbHOI PadoThI

52. Uro Ha3bIBa€TCA CPOKOM OKA3aHUS yCIYTH?

53. Kak Ha3bIBaeTcs nponeaypa, mocpeacTBOM KOTOPOH TPEThbs CTOPOHA JAAa€T MUCEMEHHYIO
rapaHTHIO, YTO YCIyra COOTBETCTBYET 3aJaHHBIM TPeOOBaHUAM?

54. Yto Takoe KayecTBO YCIyru?

55. Yro Takoe ctanaapTu3anus’?

56. Uro Ha3bIBaeTCA MOKa3zaTeiaeM KauecTBa?

57. Uro BKIIOYAeT B ceOst KOHTPOIb KadecTBa?

58. Uro Takoe mokasareib KauecTBa ycIyru?

59. Yrto moapazymeBaeTcs 1Mo MOHATHEM «IKOJOTHUYeCcKasi 0€30MacHOCThY YCIyTrH?

60. Uro Takoe mokaszareiar Ha3HAYEHUS YCIYTH?

61. Yto XapaKTepHu3yIOT MOKa3aTeIu MPUMEHEHUs?

62. Uro BKIIOYAIOT B ce0sl OKa3aTeNH MPEeANpHUsITHs cepBuca?

63. Yto Takoe pyHKIMOHATIbHAS COBMECTHMOCTh KaK IMOKa3aTellb COBMECTUMOCTHU YCIIyTH?

64. Uro npeamnonaraet OUONIOrHYECKasi COBMECTUMOCTh?

65. Uro mpeamnonaraer METPOJIOTHYECKAs COBMECTUMOCTH?

66. UYto Takoe WHPOPMAIIMOHHAS COBMECTUMOCTD?

67. Urto Takoe TEXHOJIOTHYECKask COBMECTHMOCTh?

68. Uro mpeamnonararoT YproHOMUYECKHE MOKA3aTeU KauecTBa MPEINpHUsITHs cepBuca?

69. Yto BKIIOYAIOT B Ce0s1 CAHUTAPHO-TUTUEHUYECKHE YCIOBHS OOCITYKUBaHUS?

70. Kakue moHSTHS OTHOCATCA K MOKa3aTensiM Oe30MacHOCTH JUIsl >KU3HH, 370POBbS H
MMYIIECTBA TPaxaaH?

71. Kak onpenensrorcs IOKa3aTenu HaIeKHOCTH yCiayr?

72. Uro mpeamnonaraet HaICKHOCTh MPEIOCTABIICHUS YCIYTH?

73. YTto0 Takoe HaJIeKHOCTb pPe3ysbTaTa yciayru?

74. Kakue moka3areiau OTHOCSTCS KOJUYECTBEHHBIM IMOKa3aTessiM OIIEHKU 3(P(HEKTUBHOCTH
cepBuca?

75. Kaxue mokaszarenu OTHOCATCS Ka4eCTBEHHBIM I10KA3aTeNsIM OLEHKH 3((EKTUBHOCTH
cepBuca?

76. Urto Takoe WHICKC YIAOBIECTBOPEHHOCTH MTOTPEOUTENS?

77. Y10 TaKkoe CyIIeCTBEHHbII HEOCTATOK PabOThI, YCIyTru?

78. Kem B Poccum ycraHaBiamBa[OTCsS TpaBWia OKa3aHWs OTAEIBHBIX BHIIOB YCIYT,
BBINOJIHEHUS OT/IEIbHBIX BUI0B paboT?

79. Uro Takoe CpOK roTHOCTH?

80. Kak Ha3bIBaeTcs MepHOJ], B TEUEHHE KOTOPOro B cCiydyae OOHApYyXKEeHHs B TOBape
(paboTe) HenoCcTaTKa U3TOTOBUTEND (MCIIOIHUTEIND), IPOAABEL], YIIOJTHOMOYEHHAs OpTaHu3alus WK
YIIOJIHOMOYEHHBI HMHIMBUAYAJIBHBIA MpeANpUHUMATENb, HUMIOPTEP O0OS3aHbI  YIOBJIETBOPUTH
TpeOoBaHus moTpedurens?

81. Ha xakoiif u3 nepeunciennsix ToBapoB HE ycranaBnuBaeTcst Cpok TOAHOCTH: CKaTepTb,
ryOHas nmomMaja, kedup, xKapormoHUKAIOIIee CPEeICTBO?

82. U3 kakoil M3 MEpPEUUCIIEHHBIX TOBAPOB, YCTAHABIMBAETCS CPOK TOJHOCTH: T'yOHas
1omaJjia, CKaTepTh, Jionarta, TyajaeTHas Oymara?

83. Ha kakoil W3 mHepeuncieHHBIX TOBAPOB, YCTAHABIMBAETCS CPOK TOAHOCTH: Keup,
CKaTepTh, JIOMara, TyajleTHas Oymara?

84. Ha xakoif U3 nepeyrcIeHHbIX TOBAPOB, YCTAHABIUBACTCS CPOK TOAHOCTU: aHTUOMOTHK,
dyxep, jomnara, TeTpaab?

85. YTto Takoe rapaHTHIHbII CPOK?
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86. Uto moTpeburens BIpaBe MOTPEOOBATH MPU OOHAPYKEHUN HEAOCTATKOB BBHITTOJTHCHHOU
paboTsI (OKa3aHHOU yCcIyTH)?

87. KakoBBI CPOKH yIOBIETBOPEHHS OTIICIBHBIX TPEOOBaHMM MOTpeOUTENS?

88. Uto BKIIOYAET B ce0st KOHIETIINS OOCITYKUBAHHS?

89. Uro mpenmonaraer cBoboga pemieHWH Kak KpuUTepuid 3(PGEeKTHBHOCTH BHYTPEHHETO
CTaHJapTa 00CIIyKUBaHUS KIHUEHTOB B cekTope B2B?

90. Yro mpemmnojaracT KOMIUIGKCHOCTh Kak KpuTepuil 3()(eKTHBHOCTH BHYTPEHHETO
CTaHJapTa 00CIIYKUBAHUS KIUEHTOB?

91. Yro mpenmojaraer 3KOHOMHUYECKAs IEJIECO00Pa3HOCTh KaK KpuTepuil 3PpPeKTuBHOCTH
BHYTPEHHETO CTaHAapTa 00CITy)KUBaHUS KIINEHTOB?

92. UYro mnpexamonaraeT M3MEPUMOCTb Kak KpUTepUid HPPEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CITyKHBAaHUS KJIMCHTOB?

93. UYro mnpeamosaraeT peleBaHTHOCTh Kak KpuTepuil 3((HEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CITyKHBAaHUS KJIMCHTOB?

94. Yro mnpenmonaraeT NpPO3PaYHOCTh Kak KpuTepuid 3((HEKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CITyKMBAaHUS KJIMCHTOB?

95. UYro mpeamonaraeT akTyaJbHOCTh KaK KpUTepUil S(P(EKTUBHOCTH BHYTPEHHETO
CTaHJapTa 00CITyKMBaHUS KJIMCHTOB?

96. Kakum kpurepusMm 3()(HEKTUBHOCTH JTOJDKEH COOTBETCTBOBATh BHYTPEHHHH CTaHIAPT
00CITy>)KUBaHUSI KIIMEHTOB?

97. Uro Ttakoe Lifetime Value (LTV) kak mnokaszarens 3()(EeKTHBHOCTH BHEIPECHHUS
CTaHJapTOB 00CITYy)KUBaHU?

98. UYto rtakoe Customer Satisfaction Score (CSAT) kak mokazarens 3(QeKTHBHOCTH
BHEJIPCHHS CTAHIAPTOB 00CITY)KUBaHUS?

99. Yo Takoe Customer Customer Effort Score (CES) xak moxa3zatens 3ddexruBHOCTH
BHEJIPCHHS CTAHIAPTOB 00CITY)KUBaHUS?

100. Yro takoe Net Promoter Score (NPS) kakx mokazartens 3(pQeKTHBHOCTH BHEIPEHUS
CTaHJapTOB O0CITYy)KUBaHUS?



