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1. lean u 3agaun AUCHUATIHMHBI

1.1 Henp qucuuruivHel — GopMUpOBaHUE KOMIIETEHIIHIA:

OK-4 Crnocob6HOCTh paboTarh B KOMaHIE,
KOH(ECCHOHAIBHBIC U KYIBTYPHBIC PA3THUIUS

TOJICPAHTHO BOCIpHHHUMAsA COLHAJIBHBIC,

STHHYECKHE,

[TK-6 CriocoGHOCTh BBIOMpATh JIEIOBBIX IMAPTHEPOB, MPOBOAUTH C HUMHU JICJIOBBIE ITEPETOBOPHI, 3aKIII0UaTh

A0TroBOpa U KOHTPOJIIMPOBATh UX BBIITOJTHCHUC

1.2 Bunsl u 331241 IpoQeCCUOHATBHON A€ATEIbHOCTH O AUCHUIUINHE:

- OpraHU3alMOHHO-YIIpaBIeHYECKas

1.3 B pe3ynbTare 0CBOCHHS JUCHUIUIMHBI y 00YYarOIUXCs TOJKHBI OBITH C(OPMUPOBAHBI CIICAYIOIINE

KOMIICTEHITUH:
O06001TIeHHBIEC TPYIOBEIC Kon n HanmMeHoBaHue
(hyHKIMH / TPYAOBBIC komrteteHiu GI'OC BO,
(YHKIMY / TPYAOBBIC HIIH HEOOXOMUMOH IS 3HaHUSA U YMEHHsI, HEOOXOAUMBIC TSI JOPMUPOBAHHS
npodeccroHaIbHEIC (hopMHpOBaHUS TPYJIOBOTO TPYJOBOTO JICHCTBHS / KOMITETCHIINU
nercTBus (MIPH HAUTHIUAH WIH TIPO(heCCHOHATBLHOTO
npodcrangapra) TEHCTBUS

OK-4 CriocoOHOCTE
paboTaTh B KOMaH/IE,
TOJICPAHTHO BOCTIPHHHUMAS
COLlMAJIbHBIE, STHUYECKHUE,
KOH(ECCHOHAITLHBIC U
KYJBTYPHBIC Pa3Tuyus

3HACT ¥ MOHUMAET:

3HAaTh TPUHIUNBI KOMAaHIHOW paboThI, TOIEPAHTHOTO
BOCIIPHUATHUS COILIMAJTIFHBIX, STHUYECKHX,
KOH()ECCHOHABLHBIX U KYJIBTYPHBIX Pa3InIuii

YMmeer (criocoOeH IPOAEeMOHCTPUPOBATH ):

YMETh HCIOJb30BaTh HABBIKM pabOTBl B KOMAaHJE,
TOJIEPAHTHO BOCIPUHUMAThH COLMATbHBIE, 3THUYCCKUE,
KOH()ECCHOHAIBHBIC U KYJIBTYPHBIC Pa3InIUs

Bnaneer:

BIIAJCTh MIPUHITUTIAMH KOMaHIHOW pabOTHI, TOJIEPAHTHOTO
BOCTIPUATHS COLMaIbHBIX, STHHYECKHX,
KOH(ECCHOHAIBHBIX U KYJIBTYPHBIX pa3Iuduii

I1K-6 Croco0HOCTH
BBIOMPATH JEITOBBIX
MapTHEPOB, IIPOBOAMTD C
HUMHU JI€JIOBBIC IEPETOBOPHI,
3aKJII0YaTh J0r0BOpa U
KOHTPOJIMPOBATh UX
BBINIOJTHEHNE

3HaeT ¥ MOHUMAET:

3HATh CYIIHOCTh, TPUHIUIBI IIOBEACHUS IapTHEPOB;
MPUHIUAIIEI  0TOOpa TAPTHEPOB HCXOAS W3 NPHUHIIUIIOB
SKOHOMHYECKOH BBITOABI M HANEKHOCTH

YMmeeT (crocoOeH MPOoAeMOHCTPUPOBATH):

BBIOMPATh JIEJIOBBIX IAPTHEPOB IO PA3IMYHBIM BHIAM
JESATeIbHOCTH, TIPOBOJUTH C HUMH JICJIOBBIC MIEPETOBOPHI,
3aKJIF0YaTh JJOTOBOPA U KOHTPOJIUPOBATH UX BBHITIOIIHCHHUE.

Bnaneer:

HAaBBIKH IMMPOBCACHUA NCJIOBLIX MEPETOBOPOB, 3aKIIIOYCHUA
AOTOBOPOB, U KOHTPOJIA 3a UX BBIIIOJITHCHUCM.

1.4 CormacoBanue MCKIUCHTUIITIMHAPHBIX CBsI3eH JAUCIMIIINH, OGCCHG‘-II/IBEIIOH_II/IX OCBOCHHC KOMHGTGHHHﬁ:

OK-4 Crnoco6HocTh paboTarb B KOMaHZE, TOJEPAHTHO BOCIPHUHUMAs COIHAJIbHBIC,
THUYECKHUE, KOH()ECCUOHATBHBIE U KYJIbTYPHbIE Pa3InIHs

Ne HanmenoBanwme ®opma oOyueHus
/1 JIACLIVIUINH,
3aouHas
OMNPEASTISIONINX
(cemecTtp)
MEXIUCIUIUTHHAPHBIC TS 21516
CBS3H




1 [MenemxMeHT 1 + | +
MapKCTHUHT B
TOPTrOBOM
JIeSITCIIBHOCTH

2 |OcHOBBI TOProBOTO + | +
Jena

3| YpasieHue +
YeI0BEYeCKHUMHU
pecypcamu B
JIOTHCTHUKE

[1K-6 CnocoOHOCTb BBIOMpaTh [EJIOBBIX MHApTHEPOB, MPOBOJUTH C HHUMHU JEJIOBBIE
[IEPETOBOPBI, 3aKJII0YATh 10I0OBOPA M KOHTPOJIMPOBATH UX BHIIIOJIHEHHE

Ne HanmenoBanwme ®opma oOyueHus
n/m JIACLIVIUINH,
OTIPEJICIISIOIINX
MEXTUCIUTUIMHAPHBIE
CBSI3U

3aouHas
(cemecTp)
213161718

1 |AyTcopcuHr B +
JIOTUCTHKE

2| lyXOBHO-HPAaBCTBEHH | +
0€ BOCIIUTaHUE

3 |HTEpHET-peKIIamMa +

4 |nTepHeT-TOproBiIst +

5 |MudopmarrionHoe +
obecrieyeHue B
JIOTUCTHYCCKOM
JIeSITeIbHOCTH

6 | TexHomornueckast + | +
MIPaKTHKA

7|Ynpasnenue +
3arpaTamy B
KOMMEPYECKOU
JeSITeIbHOCTH

8 | OnexrponHas +
KOMMEPLHS

2. Mecto nucuunimnHbl B cTpykrype OIl 6akanaBpuara:

JucuumuinHa «@opMHpOBaHUE KIMEHTYPHBIX OTHOIICHUID» OTHOCUTCS K 0a30BOM 4acTW yuyeOHOTO IiaHa
OII no nanpasnenuto noarorosku 38.03.06 - Toprosoe xeno.

Hucuuminza «PopMUpOBaHUE KIIMEHTYPHBIX OTHOIIEHUI» U3y4aeTcs B 7 CEMECTpE.

3.00beM U coep:kaHMe TUCHUILTHHBI
3.1.00beM QUCIUILUIMHEL: 3 3.€.
3aounas: 3 3.e.

Bun yueOHo# paboThI 3aounas
(Bcero 4yacoB)
O0mast Tpy10éMKOCTb TUCHHUILIHHBI 108
Konrakthas pabota 12
Jlexmm (Jlextmm) 6
[Tpaktuueckue (Ilpakt. pab.) 6
CamocrostensHas padota (CP) 92




3auer 4

3.2.Conepxanue Kypca:

No Haspanue Bun yuebnoit | dopmbl TekyIiero
TEMBI pasnena/TeMbl paboThI, yac. KOHTPOJIS

Jlek |IIpa | CP
L[UH | KT.
pao.
313 1|3

7 cemecTp

1 CucreMa KauecTBa CobecenoBanue
00CITyKUBaHUS
KJINEHTOB:
OCHOBHBIE
COCTABJISIOIINE U UX
B3aUMOCBS3b

2 OcCHOBHEIE 3a7a4U TecTtupoBanue;
CTaHJIapTOB Omnpoc
o0cITy)KMBaHUS
KIIMEHTOB

3 Tunonorus Omnpoc
KIIMEHTOB

4 OddexkTuBHOCTH Ompoc
KaK KpUTepui
ycrnexa

OpraHu3aluu

5 [TpunHIIATIBEI CobecenoBaHue;
MOCTPOCHUS TecTtupoBanue
CHUCTEMBI
MOTHBAITUU

6 NucTpymeHTHI CobecenoBanue
KOHTpOJISI KauecTBa | 1 I |15
o0CcITy)KUBaHUS

(ITIK-6)

Jlekumus.
Ounocodust cepBuca U €€ BIMSIHHE Ha OOCIYy)XMBAaHHME KIUEHTOB. YCJIOBHS IOBBIIIEHUS KayecTBa
o0CITy’KMBaHMsI KJIIMEHTOB MPOUCXOAUT MPHU YCIOBUU peaTM3alMi CUCTEMHOIO IMOJXO0/1a, BKJIIOYAIOIIETO B
cebs: orOop TmepcoHana, COOTBETCTBYIOIIETO TPEOOBAaHUSM KIMEHTOPHUEHTHPOBAHHOTO TIOAXO/MAa K
00CITy’KMBaHHIO; HaJMYME YETKUX W TOHATHBIX COTPYAHHMKAM MpaBUi pabOThl ¢ KIMEHTAMH, OMUCAHUE
OCHOBHBIX pabounx mnporuenyp («CTaHmapToB 00CITyKUBAHUS KIIMEHTOBY);

IIpakTnyeckoe 3aHsATHE.
Hannaue cuctemsl o0ydeHwsl: BBOJHOTO, M PErylsipHOTO. [[pUHIIUTIBL, TTO3BOJISIONINE OBICTPO YCBaUBaTh U
MPUMEHSTh Ha IPAKTUKE CTAaHAAPTHI, M BBIPAO0OTaTh HEOOXOAMMBIC HABBIKH JIJISl X UCTIOJTHCHHS,
MotuBanuu (Kak MOHETApHOM, Tak ¥ He(hUHAHCOBOM), MOOYKIAIOIIAsl COTPYIHUKOB COOITIONATh
YCTaHOBJICHHBIE CTAHJIAPTHI OOCITYKUBAHUS; PETYASPHBIN H CUCTEMAaTHYECKHUI KOHTPOIb 33 COONTIOICHIEM
CTaHJapPTOB U MPEAOCTABICHUE COTPYIHIUKAM OObEKTUBHON 0OPATHOM CBS3H 110 UTOT'aM OIICHKH.
Pe3ynbrarhl MOHUTOPHHTA JOJKHBI HAXOIUTH CBOE OTPAXKEHHE B CUCTEME MOTUBAIIUH H SBIISTHCS
OCHOBaHHUEM ISl AOPAOOTKHU WIIK KOPPEKTHUPOBKU CTAaHAAPTOB. DIEMEHTHI CUCTEMBI.

3ananus AJ51 CAMOCTOSITEILHOI padoThI.
1. Cnenuduueckue XapakKTepUCTUKH CEpBHCA.
2. lllecTh KIIIOYEBBIX ACTIEKTOB, OMPEACTSIONINX KaueCTBO CEPBHCA.



3. I3y4nTh U CUCTEMAaTU3UPOBAThH CIIPABOYHbIE MAaTEPHAIIBbI C UCIIOJIB30BAHUEM ITI00AIBHON CETH
«aTepHeT», yueOHOM, HayYHOH U METOIUYECKON JIUTEPaTyphbl, MAaTEPHATIOB IEPUOTUUECKUX U3JaHHH C
MIPUBJICYCHUEM DJIEKTPOHHBIX CPEICTB OQUIIMATEHON, CTATUCTUYECKOM, IEPUOAMYECKON 1 HAyIHOU
MHPOPMALIUH 110 TUCIHUILIIHE.

4. IIpoBecTH CpaBHUTEIBHBIN aHATIN3 XapaKTEPUCTUK CEPBUCA B KOMIIAHUH.

5. YrnyOneHHoe u3yuyeHrne MaTepHaioB TEMEI.

Tema 2. OCHOBHbIE 32/1a4M CTAHAAPTOB 00CaAy:;KUBAaHUA KJIUeHTOB (OK-4)

Jlekumus.
VYHudummpoBaHHble TEUCTBUS MepcoHaa B cepe oOcTyKuBaHUS CETeBbIX KoMranuid. [Tonsitue Openna u
€ro y3HaBa€MOCTH 3a CUET eIMHOO00pa3us MOps/iKa MPEJOCTAaBICHUS YCIYr U KauecTBa OOCITYKMBAHUS
kiueHToB. Paboune mpoueaypsl. Ctannaptsl oOciyxkuBanusa. Komruieke o0s3aTenbHBIX ISl UCIIOTHEHUS
MpaBWJI OOCITYy>)KUBaHHUSA, KOTOPbIE MPU3BaHbl TapaHTHPOBATh YCTAHOBIICHHBIM YPOBEHb KauecTBa ISl BCEX
MPOM3BOAMMBIX omnepauuid. KauecTBo oOcCiyXMBaHMsSI B OpraHu3alUgaX HHAYCTpuH cepBuca. Kpurepuu
CTaH/JapTOB: COU3MEPSEMOCTb, PEAIbHOCTh MCIIOJHEHUS, MPO3PAYHOCTh JMJIsi COTPYIHUKOB IIEJEH,
JOCTUTaeMBbIX 3a CYET HCIOJIHEHMsI CTaHAapTOB, aKTyallbHOCTb, BapHUaTUBHOCTb, KOMIUIEKCHOCTb U
SKOHOMHYECKas 1eIecoo0pa3HocTh. Miaeonorust o0CTyKuBaHuUS.

IIpakTn4yeckoe 3aHsATHE.
VYpOBHU ynpaBI€HMs CEPBUCHBIM ITOBEICHUEM: CTPATErMUECKUM 1 onepaTUBHbIN. CTpaTernueckuil ypoBeHb
ynpasieHus cepucom. Llennoctu u ¢pmnocodus komnanuu u 6penaa. Kinmenrckoe nocinanue OpeHaa.
KnuenTckas nonutrka kommnanuu. OnepaTuBHBINA ypOoBeHb yiipaBieHus. [lonoxenne mo padote ¢
KIIMEHTaMU. HOPMBI U CTaHAApThL. TpeOoBaHUS K TIEPCOHAITY, MOJIETh KOMIIETCHIIUN COTPYIHUKA
¢dponT-oduca. Ouenka paboThl epcoHana. ATTECTallMOHHBIE TPOLEAYPHI. YIIPABICHUECKUH MOHUTOPHUHT,
KOHTPOJIb CEPBUCHOTI0 MIOBEACHMSI IEPCOHAIIA.
OneHka kauecTBa 0OCITYy)KMBaHHS «U3BHE», CO CTOPOHBI KJIMEHTa. MOTHBAaLIMOHHBIE U 3apIIJIaTHBIE CXEMBI,
CTUMYJIUPYIOILIUE CEPBUCHOE MOBEJCHHE

3aganus AJ151 CAaMOCTOSITEIbHOM PadoThlI.
1. [Inan ynpaBiieHUsI CEpBUCHBIM MMOBEJCHUEM.
2. Kelic mo Moaeny KOMIETEHINN CEPBUCHBIX MOAPA3ACICHUN
3. HenoBas urpa «THTEpBbIO IO KOMIIETEHIUSAMY
4. TauHCcTBEHHBIN MTOKyMNaTeNb - Mystery shopping
5. YrrybneHHOoe u3ydeHnue MaTepraioB TEMBI.

Tema 3. Tunosiorus knuenros (I1K-6)

Jlexknus.
[TonsTre W KIaccU(UKAIUS TUIOJIOTUN KIHMEHTa U WX OCOOCHHOCTh B OOCTYXMBAHHH MOTPEOUTEINS.
Kputepun TUMONOrMM KIMEHTA: OPUEHTHUPYSCh HAa HUX IOBEACHUYECKYI0 AKTMBHOCTb U SMOLIMOHAIBHYIO
or3bIBuMBOCTD (T. MynamkanoBa): 1) « AHAIUTHK» — eMy IPUCYIIU TACCUBHOCTH MOBEIEHUS U OTCYTCTBUE
HMOIMOHAIBHON OT3BIBYUMBOCTH. 2) «J0OpsIK» — eMy HPUCYIIH MTACCUBHOCTh MOBEICHHS M AIMOIIMOHAIbHAS
OT3BIBYMBOCTD. 3) « AKTUBHUCT» - €My NPUCYIIU aKTUBHOCTh B MOBEJAEHUM U OTCYTCTBHUE OT3BIBUMBOCTU. 4)
«OHTy3HacT» - €My IpPHUCYIIM AKTUBHOCTb IOBEIECHUS M AMOLMOHAIbHAs OT3bIBYMBOCTH. KIMEHTAMHU.
L[BeTHas TUIOJNOTHS, reoMeTpuueckas u ap. Pabora ¢ pa3smUUHBIMU KAaTETOPHSIMH KJIMEHTOB: «OOBIYHBIC»
KJIUEHTBI, KIIFOYEBBIC KIUEHTHI, VIP-KINEHTHI.

IIpakTH4eckoe 3aHATHE.

PeanbHbIi 1 naeanbHbIA ypOBEHb KauecTBa. [IporieccHbIi moaxo/] Kak OCHOBA YIIPABIICHHS CEPBUCOM M €10
KauecTBOM. [[ppuMeHeHne MeXTyHapOIHbIX CTAaHIAPTOB B yIpaBiieHH kayecTBoM cepsuca: I[CO 9 000, ITIL
u ap. Pazpaborka KPI B o6mactu cepBuca. UHCTpyMEHTHI JTs1 OLICHKU KaueCcTBa CEPBUCA.

3ananus AJ51 CAMOCTOSITEILHOI padoThI.

O1ieHKa KIMEHTOPUEHTUPOBAHHOCTH KOMIIaHUU Ha npumepax. Beinenenune KPI i1t pa3Hbix TUIIOB yCIIyT.
Pa3paboTka nepedHss MHCTPYMEHTOB sl OLIEHKH KauecTBa CepBUCa Ha IPUMEPE Pa3HbIX TUIIOB yCIYT.
VYrinybneHHOe n3yuYeHrne MaTepuaioB TEMBI.



Tema 4. DppexTBHOCTHL KaK KpuTepHii ycnexa oprannzanuu (OK-4)

Jlexknus.
B3anMoOTHOIIEHNS — OCHOBa pPa3BUTHA OpraHu3anui. BosHukaromue mnpoOieMbl U3 «MHUpPa YyBCTB»
(TICUXONOTHYECKHE OTHOLICHHSI, KOMMYHHUKALIMHU, [ICHHOCTH, MOTUBBI) JIOJDKHBI OBITH MPUOPUTETHBIMU T10
CpaBHEHHIO C TpolieMamMu U3 «MUpa (PaKTOB» (TEXHHUKA, TEXHOJOTHUS, opraHuzanus). [IpuHIun «KIMeHT
MIpeX/ie BCEro» 0oee MpeanouTUTENICH, YeM «HepapXus MPEXkKIe BCEToy.
KauectBo kak kputepuii 3¢p(peKTHBHOCTH B3aMMOCBS3aH C IMOJCHCTEMAaMM: JIMYHOE KayecTBO, KaueCTBO
KOMaH/Ibl, KaU€CTBO MPOIYKTa, KAYECTBO CEPBUCA U KAYECTBO OpraHU3aLMU.

IIpakTH4Yeckoe 3aHATHE.
Komanansiii cTiiib ynpasieHus. OOydeHre — OCHOBA Pa3BUTHSI U HEOThEMIJIEMask YacTh )KU3HEHHO Ba)KHOTO
nporiecca mpoABMKeHus1 opranu3amnuu. Cinyx0a yrpasieHus: nepconanom. [locienoBarenbHOCTb 1eHCTBUIMA
IIPU BHEAPEHUH HOPM U CTaHAApTOB. BO3MOKHBIE IPENATCTBUS IIPU BHEAPEHUHN CTaHAAPTOB CEPBUCA.
MeTtonsl npeonosienns npenaTcTBuid. BuyTtpennnit PR naeomorun otnmmunoro ceppuca. O0ydenue
COTPYIHHUKOB (pOHT-0duca

3aganus 1J151 CAaMOCTOSITEJIbHOM PadoThlI.
Pa3paboTka mpoeKTOB BHEIPEHUS CHCTEMBbI. Pa3paboTka npoekTa BHEIPEHUSI CUCTEMbI YIIPaBICHHS
cepBucoM. Pa3pabotka PR-akuuii mo BHEIPEHUIO UACOIOTHH OTIIMYHOTO CepBUCa. YIIIyOJIeHHOE U3yUeHHE
MaTepUajIoB TEMBI.

Tema S. Ilpuanunsl nocrpoenns cucrembl MmotuBanuu (OK-4)

Jlexknus.
HpI/IHLII/IHBI NMOCTPOCHUA CUCTCMbI MOTHBALIWUH, OpHCHTHpOBaHHOﬁ Ha AOJOCTHMXXCHHE BBICOKOTO Kadu€CTBa
oOciyxuBaHus: (UHAHCOBAS MOTHBAIMA (CHCTeMa MpPEeMHUi) JOKHA O0s3aTeNbHO YYUTHIBATH Kak
AOCTUTHYTBIC COTPYAHUKOM PE3YJIbTATBI MNpOAaX B ACHCKHOM BBIPAKCHUH, TaK H OICHKY KadyCCTBa
00CITy>)KUBaHHS KITUEHTOB.
OHGHKI/I, pacnpeaciiCHHbIX B IHPOHCHTHOM OTHOHMICHUW IO CTCIICHU CBOCH 3HAYMMOCTU JJIS I[ElHHOfI
koMImaHnuud. PUHAHCOBBIC OKA3ATENH.

IIpakTH4eckoe 3aHATHE.
Ornenku notpeduTeneit. oHaa OTIaThl ¥ €r0 BIMSHUE HA MOTUBAIMIO PAaOOTHUKOB. [IpHHITMN «OMIaThl 3a
VIBIOKY».
Urto s knveHTa uaeanbHblil cepBuc? CTpyKTypa YCIyrd ¢ TO3UIUU KIIMEHTA. YPOBHHU YCIYTH: SKOHOM,
ousnec, VIP. [Iperen3un norpeduteneit — kak ¢ HUMHU paboTtarb. OCHOBHBIC TPUYMHBI BOSHUKHOBEHUS
MPETEeH3UI

3anaHus AJ51 CAMOCTOSITEILHOI padoThI.
Pa6ora ¢ nperen3usamu kiueHTa. /J[luarnoctuka NpuYuH NPETEH3MU U TUAJIOT ¢ KiIneHToM. Paz6op
TUMIUYHBIX OMIMOOK. YIITyOlIeHHOE U3yUeHHEe MaTepHUaoB TEMBI.

Tema 6. UHcTpyMEeHTBI KOHTPOJIsSI KauecTBa 00cay:;kuBanus (ITK-6)
Jlekumus.

[ToHsiTie BHYTpPEeHHUI W BHEUIHWA KOHTPOJb. [IpemMyinecTBa U HEAOCTATKHM BHYTPEHHErO W BHEIIHETO
KOHTpoJsl. [aBHBIe ycnoBusi oOecnieueHus 3PPEKTUBHOCTH KOHTPOJIA:  PETyASIPHOCTh. MOHHUTOPHUHT
paboTBl CO CTOPOHBI MEHeIKepa; OlleHKa paldoTbl MeToaoM «TaliHbI MOKyHarenb»; BKIIOUEHUE
pEe3yJIBTaTOB KOHTPOJII B CHCTEMY OIUIaThl Tpyda, a TaKKe B PE3yJbTaTbl €KErOAHOW  arTecTaluuu
NepcoHaia; MpeJoCTaBlIEHWE COTPYAHMKAM pa3BHUBAIOIIEN OOpaTHOW CBSI3UM IO UTOraM KOHTPOJS CO
CTOPOHBI HETTOCPEACTBEHHOTO PyKOBOAUTEIIS.

IIpakTH4eckoe 3aHATHE.

JleTanpHBIN pa300p CHIIBHBIX M CJIA0BIX MOMEHTOB B pabOTe COTPYAHHKA C (OPMYIUPOBKOM KOHKPETHBIX
PEKOMEH/IAIMI 110 YIyUIIeHUI0 KadyecTBa pa0oThl. [loHATHE MOTPEOUTENHCKOM JIOSITLHOCTH. BUbI
nosmbHOCTH. MI3MepeHue J0sIbHOCTH.



Hcnonp30BaHuE JOSUIBHOCTH JUIs OIIPEIEICHNS TOTEHIIMAja phIHKA. DMOLMOHAJIBHAS U palllOHAJIbHAS
COCTaBJISIONIUE JIOSIIBHOCTH. YTO X04eT nokynaresnb? BiausHue GpakTopoB yI0BIETBOPEHHOCTH
BOBJICUCHHOCTH HA MPOJOJDKUTEILHOCTh OTHOLIEHUH C KIMEHTOM. DaKTOpBbI, BIMSIOUE HA TIOCTOSHCTBO
KJIMEHTA. YIIPaBICHUE )KU3HEHHBIM [IUKIJIOM KJIUEHTA.

3anaHus AJ51 CAMOCTOSITEILHOI padoThI.

OcHOBHBIE TIOKA3aTeIN KauyeCcTBa yep:KaHus KIueHTOB. [oHsITHE MOKU3HEHHOM IEHHOCTH KJIMEHTA.
Metona pacueTta npuObUILHOCTH KIMEHTA. AHAJIN3 CTATUCTUKU MTPOAAXK JJIs ONPEACTICHUS] IPUOPUTETHBIX
HaNpaBJIECHUI pa3BUTUS KIMEHTCKON 06a3bl. MaTpuIlbl MUKpOCEIrMEHTalUU: TPUOBLIL/ TOTEHIIUAI, BEIpyUKa/
pasmep u T.4. OnpeneneHue NpUOPUTETOB B KIHMEHTCKOM nonutuke. ONTUMH3AIMS pacXo0B Ha CIIykO0y
MpoAax U cepBuca. PazpaboTka METOAUKHN U3MEPEHUS JIOSUIBHOCTH /1711 KOMIIAHUI Y4aCTHHUKOB.
VYrinybneHHOe n3ydYeHrne MaTepuaioB TEMBI.

4. KoHTpO/Ib 3HAHUI 00yYAKOIIMXCS U THIIOBbIE OLIEHOYHbIE CPeACTBA
4.1. Pactipenenenue 6amios:
baniabHO-peHTHHTOBBIE MEPOTIPUSATHS HE MPETyCMOTPEHBI

4.2 TunoBsie OLIEHOYHBIE CPEACTBA TEKYIIIETO KOHTPOJIS
Omnpoc

Tema 2. OcHOBHBIC 3a7]a4U CTAaHAAPTOB 0OCITYKMBAHUS KIIMEHTOB
YpOBHU yIIpaBIIEHUsI CEPBUCHBIM MTOBEICHUEM: CTPATETUYECKUI U ONIEPAaTUBHBIN.
Crparernueckuii ypoBEeHb YIPABICHUSI CEPBUCOM.
Lennoctu u ¢punocodus KOMIaHUU U OpeHAaa.
Kimentckoe nocnanue OpeHna.
Kinenrtckast moMTrKa KOMIAHUU.
OrnepaTuBHBIN YPOBEHb YIPABICHUSA.
[TonmoxeHue 1Mo paboTe ¢ KIIMEHTaMU. HOPMBI ¥ CTaHJAPTHI.
TpebGoBaHus K MepcoHaTy, MOJIETh KOMIIETCHIIMKN COTpYIHHUKA GPOHT-0dHca

Tema 3. Tunonorust KJINEHTOB
[TonsiTre 1 KIacCU(pUKAIUS THITOJIOTHIA KIIMEHTA U UX OCOOCHHOCTH B OOCITY)KHBAHUH MTOTPEOUTETIS.

Kputepru THIIONOTHN KIIMEHTA: OPUEHTHPYSICh HAa UX TIOBEACHYECKYIO aKTUBHOCTh M SMOLIMOHAIBHYIO
oT36IBUMBOCTH (T. MynamkaHoBa):

«AHAIMTUK» — €My IIPUCYIIH TACCUBHOCTD IOBEACHUS U OTCYTCTBHE SMOLIMOHATIBHON OT3bIBYMBOCTH.
«/100psK» — eMy IPUCYIIH TACCUBHOCTbH MOBEACHHS U SMOIIMOHAIBLHAS OT3bIBYMBOCTD.

«AKTHBHCT» - €My IPUCYIIU AKTUBHOCTb B IIOBEACHUH U OTCYTCTBHE OT3bIBUMBOCTH.

«OHTY3HaCT» - EMY IIPUCYIIM aKTUBHOCTb NIOBEJIEHUS U SMOILIMOHAIbHAS OT3bIBUNBOCTD. KIIMEHTAMHU.
[[BeTHAs TUIONOIHS, FEOMETPHYECKAs U AP.

PaboTta ¢ pa3nu4HBIMU KaT€TOPUSIMHU KIMEHTOB: «OOBIYHBIC» KIIMEHTHI, KITIOUEBbIC KIMEHTHI, VIP-KIHEeHTHI.

Tema 4. DPPeKTUBHOCTH KaK KpUTEPHUIl ycriexa OpraHu3aluu
B3anmMooTHOIIEHNSI — OCHOBA PAa3BUTHSI OPraHU3AIINH.
Bosznukatomue npoOiieMbl U3 «MUpPA YyBCTB» (TICUXOJIOTUYECKHE OTHOLICHHUS, KOMMYHHKAIIUHU, [IEHHOCTH,
MOTHBBI) JIOJKHBI OBITh IPUOPUTETHBIMU 10 CPAaBHEHHIO ¢ TIpoliIeMaMu U3 «MHpa (pakToBy (TEXHHUKA,
TEXHOJIOTHsI, OPTaHU3ALIH ).
[TpyuHIND «KIMEHT Hpek/ie BCEro» Ooee MPEeaIOuTHTENICH, YeM «HepapXusl IIPEKIe BCETO.

KauecTBo kak kputepuii 3¢p(peKTHBHOCTH B3aMMOCBS3aH C IMOJACHCTEMAaMM: JIMYHOE KayecTBO, KaueCTBO
KOMaH/Ibl, KaU€CTBO MPOIYKTa, KAYECTBO CEPBUCA U KAYECTBO OpraHU3aLMU.

KoMaHHBIN CTHIIb yTIpABIECHHUS.
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OOyuyeHne — OCHOBa Ppa3BUTUS U HEOThEMIIEMas YacTh >KU3HEHHO BAXXHOTO IMpoIiecca MpPOIBUKECHUS
OpraHu3aLNH.
Cayx0a ynpaBieHuUs! IEPCOHAIOM.

CobecenoBannue

Tema 1. Cucrema xauecTBa 0OCTY)KHBAHHS KIIMEHTOB: OCHOBHBIC COCTABIISIONINE U UX B3aMMOCBS3b
1. ®unocodus cepBuca U ee BIUIHNAE HA 00CITy)KHUBaHNE KIIUEHTOB.

2. YcnoBus OBBIIIEHHS Ka4eCTBA 00CTYKUBAHUS KJIMEHTOB MTPOUCXOIUT MPH YCIOBUH PEeaTU3aIiH
CUCTEMHOIO IOAXO0a.

3. IlpoaHanu3upyiTe ciaenyromue MoHsATHs: 0TOOp MepPCoHala, COOTBETCTBYIONIETO TPEOOBAHUAM
KJIMEHTOPUEHTUPOBAHHOTO MOJX0AA K 00CITY)KUBAaHHIO; HAJTMYUE YETKUX U MOHATHBIX COTPYAHUKAM MPaBUII
paboThI ¢ KJIMEHTAaMH, ONMCAHNE OCHOBHBIX pabouunx nporenyp «CTtaHnapToB 00CTy»KUBaHUS KIMEHTOB

Tema 5. IIpyuHIUIIBI TOCTPOECHUS CUCTEMBI MOTHBAIIUN
Onenku norpeOuTenei.
@doHJa O1UIaThl U €ro BIMSHKE HA MOTHBAIMIO paOOTHUKOB.
[TpuHIMIT «OTIaTHI 32 YIBIOKY».
UTo 171 KIMEHTA UieanbHbINA CepBUC?
CrpykTypa yClIyTrH ¢ MO3UIHNH KIUEHTA.
YpoBHU yciyrH: 5koHOM, OusHec, VIP.
[Ipeten3un norpeduTenel — Kak ¢ HUMU padoTaTh.
OCHOBHBIE TPUYMHBI BO3HUKHOBEHUS MIPETEH3UI

Tema 6. THCTpYMEHTBI KOHTPOJIS Ka4eCTBa 00CITy )KHBaHUS
IloHsiTHE BHYTPEHHUN U BHEIIHUN KOHTPOJIb.
[Ipeumy1iecTBa U HEAOCTATKU BHYTPEHHETO M BHEIIIHETO KOHTPOJIS.
I'maBHbIe ycnoBus obecniedeHust 3H(HEKTUBHOCTH KOHTPOJS: PEryIIIPHOCTD.

MOHHUTOPHUHT pabOTHI CO CTOPOHBI MEHEKEPA; OIICHKA padOThl METOIOM « TalfHBIN MOKYIIATEIbY,
BKJIIOYEHHE PE3YIbTaTOB KOHTPOJIS B CUCTEMY OILIAThI TPy, a TAKKE B PE3yJbTATh €KETOJHON
arTecTalliy epcoHala; MpeI0CTaBIeHNe COTPYIHUKAM pa3BUBAIOLICH 0OpaTHOM CBSA3U MO UTOTaM
KOHTPOJISl CO CTOPOHBI HETIOCPEICTBEHHOTO PYKOBOAUTEIIS.

JleTanbHBIN pa300p CHIIBHBIX U CJIA0BIX MOMEHTOB B Pab0Te COTPYAHHKA C (OPMYIUPOBKOM KOHKPETHBIX
PEKOMEHIAINH TI0 YITy4YIICHUIO KauecTBa pador.

[TonsiTHe MOTPEOUTETHCKOM JIOSITBHOCTH.

Bupel nosmeHOCTH. M3MEpeHUE NOSIIBHOCTH.

Hcnonb3oBaHue JOSIBHOCTH JJ1 ONPEAECICHUS MOTEHIMAa PhIHKA.

DOMOLMOHAIbHAS U PAIIMOHAJIBHASI COCTABIISIIOLIUE JIOSIBHOCTH. YTO XOUeT MoKymnaTeb?

Bnusinue ¢pakTopoB y10BI€TBOPEHHOCTH U BOBICYEHHOCTH Ha MPOIOJIKUTENILHOCTh OTHOLICHHH €
KIIUEHTOM.

(DaKTOpBI, BJIMAOIIMUE HA MIOCTOAHCTBO KJIIMCHTA.
YHpaBJIeHI/IG KHU3HCHHBIM ITHUKJIOM KIIMCHTA

TecrupoBanue

Tema 2. OcHOBHBIE 33Ja4¥l CTAHAAPTOB 0OCTYKMBAHUS KIIMEHTOB
1. VYposnu ynpaenenus cepgucHvim nogederuem.
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a) CTpaTeruyecKuii;
0) oOmepaTHUBHBIN.
B) HeT BEPHOI0 BapHaHTa.
2. Cmpameauueckutl yposeHb YNpasieHus cepeucom 8K4aen :
a) OpeHn
0) 1eHHoCTH U GUIoCO(Us KOMITAHUH B OpeHaa
B) KJIHEHTCKAs MOJUTHKA KOMIAHUH
r) (yHKIUA MEHEIKMEHTa
3. OnepamusHbvlii ypo8eHb YNPAGIeHUsl BKII0YAe:
a) TIOJIOKEHHE 1O PaboTe C KIMEHTAaMU, HOPMBI ¥ CTaHIAPThI
0) MoaeJIb KOMIIeTeHIIUH COTPYAHUKA GPOHT-0(puca
) ynpaBieHYECKH MOHUTOPHHT, KOHTPOJIb CEPBUCHOTO TIOBECHHS EpCOHANA
I') KOpIIOpaTUBHAs KyJIbTypa
4. Vnpasnenue xauecmeom cepguca npeononazaen.:
a) MPOIECCHBIN MOAXO
0) MpUMEHEHHE MEKTyHapPOAHBIX CTAaHIAPTOB
B)pa3padorka KPI B o0sacTu cepBuca
I') MHCTPYMEHTHI JIJIsl OLIEHKU KauecTBa CepBUca
5. B yuem 3akj04aeTcs KJIOYeBas KOMIETEHIUs TMPEKTOPa MO CEPBUCY :
6. [lorpeOuTENBCKAA JTOAJIBHOCTD — 3TO
7. OnpeneneHue NPUOPUTETHBIX KJIMEHTOB COCTOMT:

Tewma 5. [TpyHUIUIIBI TOCTPOCHUSI CUCTEMBI MOTHUBALIMK
1. B kakoii nepuoa npogeccuoHaIbLHOM 1eITeJbHOCTH ()OPMUPYETCH MOTHBAIUA Tpyaa?

a) 10 Ha4YaJIa MPo(ecCHOHATbHOM 1eITeTbHOCTH;

0) nmocie nmpuobperenus Tpynosoro craxa 10-15 ner;

B) BO BpeMsl aJIaliTAllH B KOJUICKTHBE;

T') TIOCJIE TTOJYYCHUS JKEeIAeMOW OTIAa4H OT TPYIOBOM ACATSIBHOCTH;

1) TIOcJie TPU3HAHMS BAXKHOCTH Tpy/a.
2. B coorBercTBHH ¢ Teopueit «X» Jlyrimaca Makl 'peropa 4esioBek:

a) CTPEMHTHCS K MIPOSBIICHUIO CAMOCTOSTEIILHOCTH;

0) 00yagaeT TBOPYSCKUM MBIIIJICHUEM;

B) MIPOSIBIIIET UHTEPEC K paboTe BHE 3aBUCHMOCTH OT (hOpM MOTHBAIINH;
r) He JIIOOUT padoTaTh U cTapaeTcs n30eKaTh 0TBETCTBEHHOCTH;

1) OTBETHI a) U 0).
3. B ueM 3akiIl04aeTcsi OCHOBHasI Hesl KJIACCHYeCKOi Teopun MoTUBanuu?

a) CaMOYTBEP>KACHNE — €IMHCTBEHHBI MOTUBUPYIOIIUI (pakTop B paboTe;



0) 1eHbI'M — eIMHCTBEHHbIH MOTUBHPYIOILIUII (pakTOop B padore;
B) aK/1a BIACTH — OCHOBHOM MOTHUBUPYIOIIHI (akTop B pabore;
I') MOTUBHPYET CTPEMJICHUE K PACHIMPEHUI0 MacIITaba KOHTPOJIS;

1) 4eJI0BEKAa MOTUBHUPYIOT OTPEOHOCTH BBICIINX YPOBHEH.
4. B yem 3ak/r049aercs mejb CTUMYJIMPOBAHNS NEPCOHATA?

a) moOyIUTh YeIoBeKa n30erarb KOH(IINKTOB;

0) moOyIuTH YeJIOBeKa JAe/1aTh 00JIbIIe U JIy4Ylle TOro, YT0 00yCJIOBJIE€HO TPYAOBbIMH OTHOLICHUSIMU;
B) MOOY/INUTH YEIOBEKa HE MPEBBIIIATh CBOUX MMOTHOMOYMIA;

I') BHYIIUTbH YEJIOBEKY UyBCTBO COOCTBEHHOT'O JOCTOMHCTBA;

1) 00eCTIeYNTh YeJIOBEKY TOCTOMHBIN yPOBEHb KHU3HH.
5. B 4eM cyTh KJIaccHYeCKO TeOPHMH MOTUBAIIUM ?

a) 1eHbI'M — eAMHCTBEHHbI MOTHBAINMOHHBIN GaKkTOp;

0) 4enoBeKa 3aCTaBIIAIOT ICWCTBOBATh BHYTPEHHUE TTOTPEOHOCTH;

B) IIOBEJICHUE YEIOBEKA OMPEIEIIIETCS €ro OXKHUIaHUIMU;

') CAMOYTBEPKICHUE — €IMHCTBEHHBIM MOTUBUPYIOIINI (aKkTop B pabore;

1) J)Ka)KJ1a BJIaCTH — OCHOBHOM MOTHUBHpYIOIUHN (hakTop B paboTe.
6. BeposiTHOCTDH YBOJIbHEHHUSI 110 COOCTBEHHOMY *KeJIAHUIO BbIIIIe

a) y HeIaBHO HAHSATHIX Ha PadoTy COTPYIHMKOB

0) y COTpyAHHKOB, IPOpadOTaBIIUX B opranu3anuu 8-10 mer;

B) Y COTPY/JIHUKOB, MPOpadOTaBIINX B opraHu3anuu 15-20 ner;

') Y COTPYIHHUKOB, JIIUTEIBHOE BPeMsl paOOTAIONINX B OpraHU3aIiH;

1) HE 3aBHCHUT OT CTa)ka pabOTHI B OpraHU3aIIHH.
7. Ans yBeaunvenusi 3¢pGeKTUBHOCTH TPYAA HEOOXOAMMO:

a) 4eTKO (popMyJIMPOBATH 1eJIb PA00OTHI;
0) maBath oOIIiee MPeICTaBICHUE 0 HEOOXOIUMBIX Pe3yJIbTaTax;

B) OPMEHTHPOBATHLCS HE Ha PE3yNbTaT, a Ha MPOIecC padoThI;



I') CBOEBPEMEHHO CTUMYIIUPOBATh PAOOTHHKOB,;

1) BCE BMECTE.

8. Ecam pe3yabTarbl [1esiTeJIbHOCTH Pa0OTHUKA HEYIO0BJIETBOPUTENIbHbI, TO KAaK PYKOBOJUTEII0
NnpeAnoYTHTEIbHEe COOOIIUTH 00 ITOM:

a) BbICKa3arh CBOIO o1leHKy B CMU dupmsr;
0) BBICKa3aTh CBOIO OIIEHKY COTPYAHHKY ITyOIMYHO;

B) BOOOIIIE HE TOBOPUTH PAOOTHUKY O XapaKTepe JNaHHOW €My OLEHKH, a Cpa3y HMPUHSATh COOTBETCTBYIOIIHE
MEpBHI;

I) BbICKA3aThCS B OTHOLIEHUM OTAEeJIbHBIX JOCTUKEHHI COTPYIHUKA U MOAPOOHee OCTAHOBUTHCH Ha
TeX pe3yJIbTaTaxX, KOTOpbie He YI0BJIeTBOPSIIOT PYKOBOJACTBO KOMIIAHUH;

1) BOSMOXKHBI BAPUAHTHI ) U 0).
9. 3a 4yTo JIyullle BCEro, ¢ TOUKH 3pEeHHUsi KOMIIAHUHU, IVIATUTHh COTPYIHUKY NMPEMHIO:

a) 3a TOCTIDKECHHUE TUIAHOBBIX ITOKA3aTeIeH;

0) 3a MEPEBBINOTHEHHUE TUIAHA,

B) 3a BBIJIAIOIIMECS 3aCITyTH;

T') HE 32 YTO-TO, & IPOMOPITMOHAIILHO YeMY-TO, HAIIpUMEp 3apIriare;

1) OTBETHI Q) U B).
10. 3aBpIIeHHe pa3MepPOB BO3HATPAKICHHS COTPYIHNKA 00BIYHO NPUBOJUT K:

a) IOCTOSIHHOMY YBEJIMYEHUIO 3(PPEKTUBHOCTH €ro padoThI;

0) BpeMEHHOMY YBeJM4YeHHNI0 3(PPEeKTHUBHOCTH ero padoThl;
B) MOCTOSTHHOMY YMEHbBIIIEHUIO 3()()eKTUBHOCTHU €T0 PabOThI;
') Bp€MEHHOMY YMEHBIIEHUIO 3P PEKTUBHOCTH €ro padoThI;

1) CHIDKCHHIO MOTHUBAIIMH PaOOTHHKA.
11. 3akir04eHue TPYIAOBbIX IOTOBOPOB MO3BOJIsSIET YI0OBJIETBOPUTH MOTPEOHOCTD:

a) B YBOXKCHUU;
0) B camopeanu3aluy;
B) B 0€301IaCHOCTH;

') B CTPEMJICHUH K BIIACTH;



,Z[) B CTPCMJICHUHU K HC3aBUCHUMOCTH.
12. K 100poB0JIbHBIM COUUAIBbHBIM JIHIOTAM OTHOCSATCS

a) 00s13aTeIbHOE METUIIMHCKOE CTPAXOBaHNUE;
0) orutara OOJILHUYHBIX JIUCTOB;

B) 00s13aTE€IIbHOE TTIEHCUOHHOE CTPaXOBaHUE;
I) OIJIaTA MUTAHUS;

1) BCE MEPEYUCIICHHBIE JIbIOTHI SIBISIIOTCS TOOPOBOIHHBIMHU.

13. K npeacraBuTe/siM KaKOH Ipynnbl TEOPHM MOTHBAIUM OTHOcATcs AOpaxam Maciaoy, p3Bua
MaxkKaenana, @penepuk I'epudepr?

a) coaepiKaTeJbHOM;
0) mpoueccyanbHOM;
B) KJIaCCHYECKOM;

I') KOJIMYECTBEHHOM;

1) aIMUHUCTPATUBHOM.
14. K npoueccyaJbHbIM TEOPHSIM MOTHBALIMHA OTHOCUTCS:

a) Teopus AByX (akxrtopoB ['epidepra;
0) Teopusi O:KUTAHMI;

B) Teopust ERG Anbnepdepa;

r) Teopust A.Macnoy;

n) teopust A.Daitosi.
15. Kak yc/10BHO Ha3bIBalOT Teopuio MoTuBauuu Bukropa Bpyma?

a) Teopusl OKUTAHUIA;

0) Teopwsl CIIPaBEIITUBOCTH;
B) Teopust X, Y;

r) nmupamusia Bpyma;

1) cofeprKaTenbHas TEOPHS.

4.3 IIpomexxyTouHast aTTeCTaIMsA 110 AUCIIUIUIMHE MPOBOIUTCS B opMe 3adeTa
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Tunosbie Bonpockl 3auera (OK-4, ITK-6)
Cucrema KauecTBa 00CITy)KHBaHHS KIMEHTOB: OCHOBHBIE COCTABIISIOIINE U MX B3aHMOCBS3b
OcCHOBHBIE 331241 CTAaHJAPTOB OOCITYKUBAHHSI KITUCHTOB
Cucrema ynpaBJeHHUs IEPCOHATIOM B OpPTraHU3AIIIX
O hexkTUBHOCTH KaK KpUTEPU ycIiexa OpraHu3auu
[IpuHINTBI TOCTPOEHUS CUCTEMBI MOTHBALINT
WHCTpyMeHTBI KOHTPOJIS KadecTBa 00CITyKUBaHHS
OOydenue kak HeOOXOMMBII AMEMEHT CUCTEMBI KadecTBa 00CITyKHBAHUS KIIMEHTOB

NN R DD

KopnoparusHast KyasTypa u OpaIHI.

dopmupoBaHHUE LIEHHOCTEH, MPUHIIUIIOB U PaBUJI KOPIOPATUBHOM KYJIBTYpHI B 00JaCTH paboThI C
KJIMEHTaMHU.

10. Cepsuc u 6paH.
11. CranpapTsl ¥ oKa3aTean KauecTBa M 3PPEKTUBHOCTH pabOThI ¢ KJIMEHTAMHU.

12. Pabora ¢ pa3nuIHBIMH KaTeTOPUSIMH KIUEHTOB. "OObIUHBIE" KIIMEHTHI, KIIOYCBBIC KITUCHTHI,
VIP-kineHTHI.

13. IlpuHIMIIBI ONIpeneNieHrs 1 0COOCHHOCTH MOAXO0A0B B pabOTe C HUMH.

14. TexHOIOTUH MOKCKA, IPOJAKU, MHOOPMUPOBAHHUS, YEpKaHUA KIHeHTOB. PopMupoBaHe Oa3bl
JTAHHBIX KIMEHTOB, KOTOpPasi CTAHOBUTCS 0a30i 3HAHHI OpraHu3aIlug.

15. Posnb, 3aauu ¥ HABBIKM PYKOBOAMTENCH B YIIPABICHUU OTHOIIEHUSMU C KineHTaMu. OOyueHue
Heo0XxoaUMBIM HaBbIkaM. Co31aHue [[ENOYKH "MOMEHTOB UCTUHEI".

16. Ponb, 3aa4n ¥ HaBBIKK TIEPCOHANA, PA0OTAIOIIETO C KITUEHTaMHU.
17. Oco3nanue cBoeii ponau. OO0ydeHrne HEOOXOTUMBIM HaBBIKaAM.

18. TlocTpoenue u noauepxaHue OTHOIIECHUH 10BEPUS C KIIMEHTAMH.
19. Ponb COBpEMEHHBIX TEXHOJIOTHH.

20. D¢ddexTuBHOE NCTIONB30BaHNE BeOCATOB, MHTEPHETA, TelaeoHOB, call centers. KoprnopaTuBHblii cTHIIB
U KYJIBTypa o0IIeHus uepes e-mail.

21. IHCTpYMEHTHI U CUCTEMBI.

22. Heobxomumbie UTsl YIIpaBICHUSI OTHOIICHUSMU C KIIMEHTAMH MOYJTH.
23. VYmpaBieHue KIUEHTCKOM 6a30ii. BHenpeHne cuctemsl.

24. OOyuenue nepcoHana paboTe B CUCTEME.

Tunosble 3aganusa 1 3adera (OK-4, IIK-6)

1.  IIpoBecTu CpaBHUTEIHHBIN aHATH3 3TAMOB OOCITY)KHUBAHUS C KITUEHTAMH. «OOBIYHBIC» KIIHEHTHI,
KJIIOUEBbIC KIUEHTHI, VIP-KINEHTHI.

2.  BrbigeneHue KpUTEpPHUEB I CPAaBHEHUS U CPABHUTENBHBIN aHAJIN3 COBPEMEHHBIX TE€HICHIIHH
o0CITy>)KUBaHHS OTpeOuTENEH.

3.  Belaenenue KpUTepHueB sl CPABHEHUS U CPAaBHUTEIIbHBIN aHAJIN3 COBPEMEHHBIX I1OJIX0/I0B K
nporeccy 00CIyXHBaHUS OTPEOUTECH.

4.4. llIkana oueHMBaHUS TPOMEKYTOUHOM aTTECTALMKI

JleckpunTopsl (YpOBHH) — OCHOBHBIC TIPU3HAKH OCBOCHHUS (ITOKA3aTeIu

Ornenka Komnerentuu
TOCTHKEHHMSI pe3ynbTaTa)

OK-4 JIeMOHCTpUpPYET BBICOKMW YpPOBEHb 3HAHUN HHCTPYMEHTAJIbHBIX
cpenctB  oOpaboTku  nmaHHBIX. CBOOOJHO  OPUEHTHUPYETCS B
COBPEMEHHOM aHaJIM3€ IMOBEACHHsS MOTpeOUTeNel 3KOHOMUYECKUX
Onar ¥ NPUHIMIIOB KOMaHIHOW paboThl. OTBET MOCTPOEH JIOTUYHO,
MaTepuan  M3JaraeTcs  YeTKO, SICHO,  XOPOILIUM  SI3BIKOM,
apryMEeHTUPOBAHO.
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I1K-6 CBOOOAHO OPHEHTHPYETCS B CYLIHOCTH, NPUHLMIAX IIOBEACHUS
NapTHEPOB; MPHHLUIAX O0TOOpa MapTHEPOB MCXOAS M3 MPHHIIMIIOB
SKOHOMHYECKOH BBITOOBI M HamexxHocTH. CroocobeH CcBOOOIHO
BBIOMpaTh  JETOBBIX  MAapTHEPOB IO  Pa3IUYHBIM  BHJAM
ACATCIIbHOCTH, HpOBOI[I/ITB C HUMHU OCIIOBBIC HeperOBOpr, 3aKJIK04YaThb
,Z[OrOBOpa nu KOHTpOHI/IpOBaTB HX BBIIIOJIHCHUC

Ha Bompochl OoTBe4aeT KpaTKo, apryMEHTHPOBAHO, YBEPEHHO, IO

«Ba4YTCHO»

CYILECTBY.
OK-4 JleMoHCTpHUpyeT cradblii ypoBeHb 3HAHUI TEOPHH JUCIUTUINHBL
He Brnanmeer UHCTPYMEHTAIBHBIMU ~ CPEIICTBAMU  00pabOTKU

HSKOHOMHUYECKOW M MapKEeTHHIOBOW MH(OpMAIMM B COOTBETCTBUU C
MOCTAaBJIECHHON 3ajadeil. He BiageeT METOAMKON COBPEMEHHOTO
aHanmu3a TOBEIEHHUs MoTpeOuTeneil HSKOHOMUYECKHX Omar u
MIPUHIIMIIOB KOMaHIHON PaOOTHI..

He MoxeT BbLAEINTD MEXIUCIUIUIMHAPHBIE CBA3H

«HE 3a4TCHO» HeyBepeHHO U 10rn4ecKy HEMOCIEI0BATEIBHO U3JIaracT Marepuall.

I1K-6 He opuentupyercs B CylIHOCTH, IPUHIUIIAX IIOBEACHNS TAPTHEPOB;
OPUHIUIAX ~ OTOOpa  MapTHEpOB  MCXOAS M3 IPUHIIMIIOB
HSKOHOMHUYECKOW BBITO/BI W HaJeXHOCTH. He cmocobeH BbIOMpaTh
JEJIOBBIX IApTHEPOB IO PA3JIMYHBIM  BUAAM  JEATEIbHOCTH,
IIPOBOJUTL C HUMH JEJIOBBIE IIEPErOBOPHI, 3aKII04YaTh JOrOBOpa U
KOHTPOJIMPOBATh UX BBIIIOJIHECHUE

HeyBepeHHO U 10rnYeCcK HETIOCIIEI0BATEIBHO U3JIaracT Marepuall.

5. Metoanueckue yKkazaHus JJisi 00y4al0UUXCsl IO OCBOCHHMIO IMCIUILIMHBI (MOXYJIA)

5.1 Meronuueckue yKa3aHus IO OPraHU3aUN CaMOCTOSITEIbHOI paboThl 00yUYaromuXCs:

[Ipuctynas K W3y4eHHUIO TUCIUIUIMHBI, B MEPBYIO ouepe/b OOydaromuMcsi HEOOXOAMMO O3HAKOMUTHCS
comepkanremM padoueii mporpammbl aucturumabl (PIT[]), koTopas ompenenseT comepskaHue, oObem, a
TaKKe MOPSAIOK U3YUEHHsI U MTPEToAaBaHus yueOHOM TUCIUILIMHEIL, €€ pa3/iena, YacTu.

J171 caMOCTOSATENbHOM paboThl BaKHOE 3HaYEHHE UMEIOT pa3zeibl «O0beM U collepikaHue AUCIUTITMHBD),
«YuebHo-MeTonyeckoe U HHGOpMAIIMOHHOE O0ecTieyeHIe TUCIUIUIUHBD U «MaTepruaabHO-TEXHUYECKOe
obecrnieueHre JUCITUTUIMHBI, TPOrpaMMHOE obecriedeHue, MpodecCHoHaIbHBIC Oa3bl TaHHBIX 1
MH(OPMAIIMOHHBIE CIIPABOYHBIE CUCTEMBI».

B pazmene «O0beM u copepkaHHE AMCHUIUIMHBDY YKA3bIBAIOTCS BCE pas3leiabl M TEMbl H3ydaeMoi
JTUCLMILTMHBL, @ TAK)KE BUJIbI 3aHIATHI U TUTAHUPYEMBI 00bEM B aKaJIeMUYECKHX Yacax.

B pasgene «YdeOHo-meTomumueckoe U HH(POpMaLMOHHOE oOecleueHrne AMCHUIUIMHBDY — yKa3aHa
pEKOMeH1yeMasi OCHOBHAsS U JOTIOJIHUTENbHAS JINTEpaTypa.

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

5.2 PexomeHnanuu o0y4aronmMcs o padore ¢ TEOpeTUYeCKUMU MaTepraiaMy Mo TUCIUIUINHE

[Tpu u3yuennu u npopaboTKe TEOPETUIECKOTO MaTepraia HeoOX0IuMO:

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

- IIPY CAMOCTOATEILHOM U3YYEHHH TEOPETUYECKONW TEMBI CAENATh KOHCIIEKT, UCIIOJIb3Yysl PEKOMEH/I0BAaHHbIE
B PIT/] ucrounuku, npodeccuoHanbHbie 0a3bl JAHHBIX U HHPOPMALIMOHHBIE CIIPABOYHbIE CUCTEMBI:

- OTBETUTH HA BOIIPOCHI JJIsi CAMOCTOSATENILHOW pabOTHI, 10 TeMe MpecTaBIeHHbIe B myHKTe 3.2 PI1/I.

- TIPH MIOAATOTOBKE K TEKYILIEMY KOHTPOJIIO UCIIOIb30BaTh MaTepuaibl (poHna oueHouHbix cpeacts (POC).
5.3 Pexomennamuu 1o pabote ¢ Hay4HOU U y4eOHOM uTepaTypoit
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PabGota ¢ OCHOBHOM M JONOJHUTENBHOM JHMTEPaTYpOl SBISETCS IIaBHOM (OpMOI caMOCTOATENbHOM
paboThl M HEoOXOoOMMa MPH MOATOTOBKE K YCTHOMY ONpPOCY Ha CEMUHApPCKUX 3aHATHAX, K Jebartam,
TECTHUPOBAHHUIO, 3Kk3aMeHy. OHa BKIIOYaeT MpopabOTKy JIEKIMOHHOTO MaTephalia M PEeKOMEHIOBAHHBIX
HCTOYHUKOB U JINTEPATYpPBI I10 TEMATUKE JICKLIUN.

KoHCHeKT JIeKInu JOIKEeH coliepKaTh peepaTUBHYIO 3alIUCh OCHOBHBIX BOIPOCOB JICKIIUH, B TOM YHUCIIE C
ornopoii Ha pa3MmeleHHsle B cucteme MOODLe mpe3eHTany, OCHOBHBIX MCTOYHUKOB M JIMTEPATYphl IO
TeMaM, BBIBOJBI MO KaXKAOMY Bompocy. KOHCIeKT MOXKeT OBITh BBITIONHEH B paMKax paclieuyaTKH BbIIa4uH
NPe3eHTAlUi JIGKIUH WM B OTACNIBHOW TeTpaau mo mpeaMery. OH JODKEH OBITh aKKypaTHBIM, XOPOIIO
YUTAaEMBbIM, HE COAEPIKAaTh HE OTHOCALIYIOCS K TeMe UH(POPMAITUIO HITH PUCYHKH.

KoHcnieKThl HayyHOW JMUTEparypbl MPU CaMOCTOSATENBHOM IOATOTOBKE K 3aHATHUAM JOJDKHBI CONEPIKaTh
OTBETHl HA KaX/bli TOCTAaBICHHBIH B TEME BONPOC, MMETh CCHUIKY Ha HCTOYHHK WH(POpPMALUU C
00s13aTeNbHBIM YKa3aHUEM aBTOpA, HAa3BaHMS W TOJA HW3AAHUS HUCIOJIb3YeMOH HaydyHOW JHMTEpaTyphl.
KoHcniekT MoXeT ObITh ONOpPHBIM (COAEpXkAaTh JUIIb OCHOBHBIC KIIIOUYEBBIC MO3MIMH), HO TPH 3TOM
MO3BOJISIIOIMM  JIaTh TIOJIHBIA OTBET IO BOINPOCY, MOXET OBITh NOAPOOHBIM. OO0beM KOHCHEKTa
OIIPENIETSAETCS CAMUM CTYIACHTOM.

B nporecce paboThl ¢ OCHOBHOM U JOTIOTHUTEIIBHON JTUTEPATYPOI CTYICHT MOXKET:

- JCJIaTb 3alluCu IO XO4Yy UYTCHUA B BHUAC MPOCTOr0 WJIMW PAa3BCPHYTOIrO IJIaHA (COB,Z[aBaTI: MEpCUCHb
OCHOBHBLIX BOITPOCOB, PACCMOTPCHHLBIX B I/ICTOLIHI/IKG);

- COCTaBJATH Te3HUCHl (LMTHpOBaHHE HauOoJee BAKHBIX MECT CTaTbU MJIM MOHOTpaduu, KOpPOTKOE
U3JI0KEHUE OCHOBHBIX MBICJIEH aBTOpA);

- TOTOBUTH aHHOTAIMH (KpaTKoe 00001eHe OCHOBHBIX BOIIPOCOB PadOTHI);
- CO3/1aBaTh KOHCIIEKTHI (Pa3BEPHYTHIC TE3UCHI).
5.4. PexoMeHalMy 10 OATOTOBKE K OTAEIBHBIM 3a/IaHUSM TEKYIETO KOHTPOJIS

CobecenoBanue MpennojaraeT OpraHu3aluio Oecelpl MpernoAaBareist cO CTyAEHTaMH 10 BOIpOCam
MPAKTHYECKOTO 3aHATUS C LIEJbl0 Oojiee OOCTOATEIHHOTO BBISBICHHUS UX 3HAHUN MO OINpeneIeHHOMY
pasgeny, TeMme, mpobieme U T.I. Bce wieHbl Ipynmbl MOTYT Y4acTBOBaTh B OOCYXKIEHUU, J00aBIATH
nH(pOpMaIUIO, TUCKYTUPOBATh, 3a/1aBaTh BOIIPOCHI U T.1I.

YCTHBIE OMpOC MOXKET TPUMEHATHCS B pas3audHbIX (Qopmax: (PpoHTAIbHBIN, WHIWBUIYAIBHBIN,
KOMOMHUPOBaHHBIA. OCHOBHBIE KaU€CTBA YCTHOTO OTBETA MOJIJIEIKAIIETO OL[CHKE:

- IPaBUJIBHOCTB OTBETA IO CONEPIKAHHUIO;

- IOJTHOTA U TIIyOnHa OTBETA;

- CO3HATEIIBHOCTh OTBETA;

- JIOTMIKA U3JI0KEHUsI MaTepuaa;

- PallMOHAIILHOCTD MCIIOJIb30BAHHBIX IIPUEMOB U CIIOCOOOB PELIEHHs OCTABICHHON yueOHOIl 3a1auy;

- CBOEBPEMEHHOCTh M 3((EKTUBHOCTH MCIIOIB30BAHUS HATNISIHBIX MOCOOMH M TEXHUYECKUX CPEICTB IPH
OTBETE;

- HCIIOJIb30BaHUE JOIIOJHUTEIBHOIO MaTepHUaa;

- PallMOHAJILHOCTb UCIIOJIBb30BaHUS BPEMEHH, OTBEJICHHOIO Ha 3a/laHNE.

YCTHBIM OIIPOC MOXKET CONPOBOXKAATHCS IMPE3ECHTALUEH, KOTOpas IMOATOTaBIMBAECTCA IO OAHOMY U3
BOIIPOCOB MPAKTHUYECKOTO 3aHATUS. [IpH BRICTYIUIEHHH ¢ Mpe3eHTanueld HeoOXoauMo oOpamarb BHUIMaHUE
HAa TaKM€ MOMEHTBHI KaK:

- colep)KaHUE MPE3CHTAllUN: AKTYaJIbHOCTh TEMBI, MOJHOTA €€ PACKPBITHS, CMBICIOBOE COACpIKaHUE,
COOTBETCTBHE 3asBICHHOW TEMBI COJIEPIKAHHUIO, COOTBETCTBHE METOAMYECKUM TPEOOBaHUSIM (IIETTH. CCBHUTKH
Ha PECypChl. COOTBETCTBHUE CONEPXKAHHS M JUTEPATYphl), MPAKTHUECKasT HANPaBICHHOCTh, COOTBETCTBHE
CoZIepKaHus 3asiBICHHON (opMe, aJeKBaTHOCTh UCIIOJIb30BaHHS TEXHHUECKUX CPEICTB yUEOHBIM 3aqadam,
MOCIIEIOBATEIIEHOCTD U JIOTHYHOCTh MPE3CHTYEMOTO Marepuara,

- odopMiieHHE Mpe3eHTAlMU: 00bheM (OMTHUMaTbHOE KOJWYECTBO), AW3alH (YUTAEMOCTh, HAJIUYHE U
COOTBETCTBHE TpapUKd W aHUMAIMH, 3BYKOBOE OQOpMIICHHE, CTPYKTYpHpPOBaHUE WH(POPMAIUH,
COOTBETCTBHE 3asBJICHHBIM TpPEOOBAaHUSIM), OPHUTHHAIBHOCTH OQGOPMIICHHS, ACTETHKA, HCIIOJIIb30BaHHE
BO3MO)KHOCTH ITPOTPAMMHO# CpeJIbl, COOTBETCTBHE CTaHIapTaM 0(hOpMIICHUS;

- JUYHOCTHBIC Ka4€CTBa: OPaATOPCKUC CIIOCOOHOCTH. CO6J'IIOI[€HI/IC periiaME€HTa, SMOIMOHAJIBHOCTh, YMCHHUC
OTBETUTH HAa BOIIPOCHI, CHCTCMAaTU3NPOBAHHLIC, FJ'I}’60KI/I6 1 IIOJIHBIC 3HAHUA 110 BCEM pasgcjiaM IIporpaMMBbl:



- CoJepXaHWE BBICTYIUICHHUS: JIOTUYHOCTh W3JIOKCHHUS Marepualia, PacKpbITUE TEMBI, JOCTYIHOCTh
u3noxkeHus, dPpdexTuBHOCT npuMeHeHust cpeactB WKT, cmocoObl ©u  yClIOBHS — JTOCTHIKCHHUS
PE3yABTaTUBHOCTH M IPGEKTUBHOCTH IJIsS BBIOTHEHUS 3a/ad cBOed MpodeccHoHaTbHOW WU y4eOHOU
JEeSATeNbHOCTH, JOKAa3aTeIbHOCTh MPUHUMAEMBIX PEIICHUHN, YMEHHE apryMEHTHPOBATh CBOM 3aKIIIOYCHUS,
BBIBOJIBI.

6. YueOHO-MeTONM4YecKoe M HHPOPMALMOHHOE o0ecieyeHre JUCHMIITTHHbI

6.1 OcHoBHas UTEpaTYypa:

1. YexmapeBa I. B. Cepsuchas nestensHocTh. - HoBocuOupck: HoBocuOupckuii rocynapcTBeHHBIN
texHuueckunii yausepcuret, 2011. - 40 c. - Teker : anexrponnsiii / IBC «YHHBepcuTeTcKas OubanoTexka
onnaitn» [caiit]. - URL: http://biblioclub.ru/index.php?page=book&id=228826

2. PomanoBuu JK.A. CepBucHas nesaTeabHOCTh : yueOHUK. - Mocksa: JlamkoB u K, 2013. - 284 c. - Tekcr :

anektponnbii  //  OBC  «KoHcynmbTaHT — CcTymeHTa By3a W MeaBy3a  [cait]. - URL:
https://www.studentlibrary.ru/book/ISBN9785394012747 .html

6.2 JlonosHUTENBHAS IUTEpPATYpA:
1. Mreitaronbr; b. Y. CepBucHas nesteabHOCTh : yueOHOe mocooue. - HoBocubupck: HoBocubupckuit
rocyJapCTBEeHHbIN TexHuueckuit ynmBepcuter, 2013. - 130 c. - Tekcr : osmekrponusiii // 3BC

«YHUBEPCUTETCKAS OmoOIMoTeKa OHJIAHH» [caiT]. - URL:
http://biblioclub.ru/index.php?page=book&id=229143

2. Hazapkuna B. A., Ctpeokosa JI. H. CepBucHas nesTenbHOCTh (CXeMBbI M TAOJIUIIBI) : yaeOHOe mocooue. -
HoBocubupck: HoBocuOupckuii rocymapcTBeHHbIN TexHu4Yeckuii yHusepcuret, 2015. - 104 c¢. - Teker :
anekTponnbii  // OBC  «YHuBepcurerckas ~— OMOnMMOTEKa  OHJIAMHY [caiir]. - URL:
http://biblioclub.ru/index.php?page=book&id=438415

3. Térymkun B. A. CepBucHas [eATETbHOCTh: OCHOBHBIC TIOHSATHS W COBPEMEHHBIC TPOOJIEMBI
(pernoHaNBHBIA acmekT) : yuyeOHoe mocobue. - TambOoB: TamMOOBCKHMIT TOCYIapCTBEHHBIM TEXHUYECKHI
yuuBepcuter (TI'TVY), 2015. - 125 c. - Teker : snexkrponssii // OBC «YHuBepcurerckas OubOmmorexa
onaiin» [caitT]. - URL: http://biblioclub.ru/index.php?page=book&id=445052

4. dypcos B. A., Jlazapesa H. B., Kanuaun U. B., Kyapsmos O. A. CepBucHas AesT€ILHOCTD : yueOHOE
nocobwue. - CraBponoisib: CeBepo-KaBkazckuit @enepanpabiii yauepcuteT (CKDY), 2015. - 148 c. - Teker :

anekTponnbii  // OBC  «YHuBepcurerckas ~— OuOnmoTEeKa  OHJIAMHY [caiir]. - URL:
http://biblioclub.ru/index.php?page=book&id=457959

5. Oxormra H. M. CepBucHas HeATenbHOCTH @ yuebHOe mocobme. - Momkap-Oma: IloBomkckmii
TOCYJIapCTBEHHBIN TexHoMoruyeckuii yHupepcutet, 2016. - 116 c¢. - Tekcr : smekrponHbii // OBC
«YHUBEPCUTETCKAS OmoOImoTeKa OHJIANH» [caiT]. - URL:

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

6. Hazapkuna, B. A., Bnagsikuna, FO. O., llrteiinronsn, b. M. CepBucHas nesrenbHOCTb. [IpakTukym :
yduebHoe nmocobue. - 2025-02-05; CepBucHas nesarenbHoCcTh. [Ipaktukym. - HoBocubupck: HoBocubupckuit
roCyJIapCTBEHHBIN TexHn4deckuili yausepeuret, 2014. - 100 c. - Tekct : anexkrponnsiii / IPR BOOKS [caiT].
- URL: http://www.iprbookshop.ru/45014.html

6.3 VHpIe MCTOYHUKU:

1. TOCT P 50763-2007 Ycnyru oOmectBeHHOro mnuTaHus. [Ipomykuus OOIIECTBEHHOTO IHTaHUS,
peanuzyemast HaceneHuto. OOIIe TEXHUYECKUE YCITIOBUS -

2. TOCT P 50762-2007 Ycnyru obmecTBeHHOTO nutanus. Knaccudukanus npeanpustuii 00IeCTBEHHOTO
MMUTaHUA -

3.TOCT P 50764-2009 Ycnyru obmectBeHHOro nutanus. Ooue TpeGoBaHus -

4. Kypunan CoBpemeHHble mpoOneMbl cepBuca W TypusMa. OduuumanbHelii  calT. -
https://www.spst-journal.org
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7. MaTepuaibHO-TeXHHYECKOe o0ecnedeHue M CHUILIMHBI, IPOrPpaMMHOe odecrieveHne,
npodeccuoHaIbHbIe 0a3bI JAHHBIX U HHPOPMAIIMOHHBbIE CTIPABOYHbIE CHCTEMbI

I[J'DI MMPOBCACHUA 3aHATUM TI0 JUCHUITIINHEC HGOGXO,Z[I/IMO CJICAyomee MarcpruaJIbHO-TCXHUYCCKOC
obOecrnieucHue: y‘-Ie6HI>Ie AyauTOpruun Jid TIPOBCACHUA 3aHATHI JICKIUOHHOI'O W CCMHUHAPCKOT0 THIIA,
rpynmnoBbIX W HWHIAWBHUAYAJIbHBIX KOHCYHLTaLII/If/’I, TCKYLICTO KOHTPOJA H HpOMe)KYTOqHOﬁ arrecranuu,
IIOMCIICHUA 1A CaMOCTOSITEIIHbHOM pa6OTI:I.

VYdeOHble ayTUTOPUN U MIOMEICHHUS JJIS1 CAMOCTOSTEIbHON pabOThl YKOMIUIEKTOBAHBI CHICIIMATM3UPOBAHHOM
MeOeNbI0 U TEXHUYECKUMHU CPEACTBAMH 00yUeHHUsI, CITy>KalllMMU JJIsl TIPeICTaBIeHus yueOHo nHpopManuu
OO0JIBIION ayTUTOPHH.

[TomereHus: 111 CaMOCTOSITEIbHON PabOThl YKOMITJIEKTOBAHBI KOMIIBIOTEPHOW TEXHUKOM C BO3MOXKHOCTBIO
MOAKITFOYEHHUS K ceTn "UnTepuer” u obecrieueHreM JloCTyna B AIEKTPOHHYIO
MH(pOPMAITMOHHO-00pa30BaTEILHYIO CPeNy YHUBEPCUTETA.

Jlnst mpoBeeHusl 3aHATHI JIEKIIMOHHOTO THIIAa UCTIONB3YIOTCS HA0OPBI IEMOHCTPAILIMOHHOTO 000PYI0BaHUS,
o0ecreYnBarole TEMaTHIEeCKHE WILTIOCTPAIH (TIPOEKTOP, HOYTOYK, SKpaH/ MHTEPaKTUBHAS JOCKA).

JIumeH3noHHOE MPOrpaMMHOE 00ECIICUCHHE:!

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

Onepanuonnas cucrema Microsoft Windows 10

Adobe Reader XI (11.0.08) - Russian Adobe Systems Incorporated 10.11.2014 187,00 MB 11.0.08
7-Zip 9.20

Microsoft Office [Ipodeccuonanbusiii moc 2007

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

1. CrpaBounas npaBosas cucrema "Koncynsrant mitoc”. — URL: http://www.consultant.ru
2. Poccuiickas rocynapctBenHas onoauoreka. — URL: https://www.rsl.ru

3. OnekrponHbli cripaBouHuK «MHDOpMuo» . — URL: https://www.informio.ru

4. Hayunast snextponHast onbamoreka «KubepJlenmnka». — URL: https://cyberleninka.ru
5. Hayunas snexkrponHas 6nbmorexka eLIBRARY.ru. — URL: https://elibrary.ru

6. [Ipesunentckas 6udnuorexa umenu b.H. Expriuna. — URL: https://www.prlib.ru

7. Poccuiickast HarmoHanbHas Oubnauoreka. — URL: http://nlr.ru

8

TamOoBckasi ob6nactHas yHHMBepcaibHass HayuHas Oubmuoreka wum. A.C. Ilymkumna. — URL:
http://www.tambovlib.ru

9. VHuBepcurerckas  OuOnuoTreka OHJAMH:  3JEeKTpOoHHO-OMOnMoreunas  cucrema. —  URL:
https://biblioclub.ru

10. OBC «YuuBepcuterckast oubnmmoreka onnaita» . — URL: http://www.biblioclub.ru
11. Dnexrponnas oudanorexka PODU. — URL: https://www.rfbr.ru/rffi/ru/library

12. ONEKTPOHHBIN KaTajaor dyHIaMEeHTaJIbHON OoubmuoTeKn TTV. — URL:
http://biblio.tsutmb.ru/elektronnyij-katalog

13. KOpaiit: snexTponHo-0mbaunoreunas cucrema. — URL: https://urait.ru

yIeKTpPOHHAS HH(POPMALIMOHHO-00pa3oBaTe/IbHas cpeaa
https://auth.tsutmb.ru/authorize?response type=code&client id=moodle&state=xyz

B3aumogeiicTBue mpenopaBatens U CTy[AeHTa B Ipolecce OOy4eHHs OCYHIECTBISIETCS MOCPEICTBOM
MYJIBTUMEIUNHBIX, THIIEPTEKCTOBBIX, CETEBBIX, TEICKOMMYHUKALMOHHBIX TEXHOJOTHH, MCHOJb3yEeMbIX B
AIIEKTPOHHON MH(POPMAIIMOHHO-00pa30BaTeIbHOM Cpesle YHUBEPCUTETA.
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