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1. EJIN OCBOEHUSA JUCHUIIJINHBI

Henstmu ocBOeHUS TUCITATUTHHBI «CepBUCHBIA TU3aWH» SBIISIOTCS:
- IJIAaHUPOBAaHUE M OPTaHHU3alMs MPOIECCOB, JIIOACH, HHPPACTPYKTYPHI, C HENbI0 YIYYIIUTh B3aMMOACHCTBHE MEXIY

KIIMEHTOM U KOMIIaHHEH (CEPBUCOM), YEITOBEKOM U TPOIIECCOM.

2. MECTO JUCHHUIIVIMHBI B CTPYKTYPE OIIOII
Jucnunirna CepBucHbId qu3aiiH otHocutcst K bioky 1, B.1.B.18. Jucuumaunsr (Moxynu) Yacts, popmupyemas
y4JacTHUKaMH 00pa3oBaTesIbHBIX OTHOIECHUH, - 00513aTeNbHbIC TUCLIUIUIMHBL.

[penuecTByroNye AUCIUTUIAHBI (KYPChI, MOJTYJIH MPAKTHKH)

Iocnenyromue TUCIMILIMHBL (KYPCBI, MOIYJIH PAKTHKH)

IIpodeccronanbHas ITUKA U STUKET

EVCI’It-MeHGH)KMGHT

OpFaHI/I3aHI/I${ KOHTaKTHOI 30HBI CCPBUCHOTI'O MPCANIPUATUA

TexHomoTHH U OopraHn3anus yCjayr nUuTaHus

yr[paBJ'IGHI/IG Ka4CCTBOM B CCPBUCC

TexHoMOTHH U Ooprannszanus roCTUHUYHBIX YCIIYT

9KCH€pTI/I3a U JUarHoCTHUKa HpeZ[HpI/IﬂTI/Iﬁ CCpBHCA

[TpousBoacTBenHast npakTuka (IIpenuniuomMHas npakTuka)

TexHomoruu OPOABMIKCHUSA YCIIYyT

MapKeTuHr B cepBuUCe

MeHeKMEHT B CepBHCE

IIcuxonorus

CepBuCOJIOTHS

CepBI/ICHaH JACATCIBbHOCTD

I/IH(i)OpMaIII/IOHHLIe TCXHOJIOTUU B CCPBUCE

[TpousBoxacTBenHas npakTrka (CepBHCHas IPaKTHKA)

IIpousBoacTBeHHAs IIPAaKTHKA (OprannzanioHHO-
ynpaBieHYeCKas! IPAKTHKA)

3. HJTAHUPYEMBIE PE3YJIBTATBI OBYUEHUSA IO JUCIIUTIJINHE

KOZ[ 1 HAMMCHOBAHUC
KOMIICTCHIITUH

Kox n mamuKaTop (MHIUKATOPHI)
JOCTIDKEHHSI KOMICTEHITHH

PesynbraTel 00y4deHust

MK-1. Crioco6eH opraHu30BaTh
CEPBHUCHYIO JCSATEILHOCTh

IK-1.2. OcymecTBuseT NpUBICYCHHUE
KJIMSHTOB Ha NPENIPHATHS CepBUCa

3HaeTr  MeTOOBI  BEACHHUS  JEJIOBBIX
TEPETOBOPOB,  METOABl  I(PPEKTUBHBIX
MyOJWIHBIX BBICTYTIIICHUH U MTPE3EHTAIHA
3Haer HWHCTPYMEHTHI 3¢ dexTuBHOTO
OCYIIECTBIICHHS ITPOTAK

YMeeT OCYIIECTBIATh KOMMYHMKAIlUH C
pasHBIMH THUIAMHU KJIMCHTOB, BO3MOXHO C
HCIOJIb30BaHUEM MyJIbTUMEINA-
NpEe3eHTAlK, B TOM YHUCIIE Ha PYCCKOM U
HMHOCTPAaHHOM SI3bIKaX

Baaneer HaBBIKAMM TPOBEICHUS
Tpe3eHTAalMs NPEANPUsITUS CEPBHCA,
HOBOCTEH IJIS1 pa3MEIICHUs B CETH
Wurepuer

IIK-1.3. OcymecTBaseT B3auMOICHCTBIE
C NOTPEOUTEISIMUA U 3aHHTEPECOBAHHBIMH
JIMIIAMHU Ha TPEAIPUSITHIX CEPBHCA

3HaeT CTaHIApTHl, HOPMBI, TIpaBUIA
OKa3aHMs yCIYT Ha TMPEATIPHISATHAX CEPBHCA
3HaeT MeETONBI OpraHW3allid  JICJOBBIX
KOMMYHUKaUMd B KOHTAaKTHOM  30HE
TIPEATIPUATHUS CEpBHCA

3HaeT OCHOBBI YIpaBJICHUA HPOEKTaMH,
TalM-MEHEKMEHT

YMmeer QopmMHpoBaTh JETAJBbHBIA IUIAH
OpraHM3alli CEPBUCHOW JEATENbHOCTH Ha
MIPEANPUATHSIX CEpBUCa

YMeer OBICTPO NpPUHUMATH PEIICHUS B
cilydae OTKJIOHEHHUs OT pa3paboTaHHOTO
JeTaJbHOTO IIJaHa OpraHM3allUM IIpoLecca
NPEIOCTABJICHUS. YCIYI Ha INPEANPUATHIX
cepBuca

YMeer  onpeneniTh  KOJMYECTBO U
KBATH(DUKAIUIO HEOOXOIUMOTO TepCcoHaIa
IU1st pabOTHl KOHTaKTHOM 30HBI CEPBHUCHOTO
MIPEAIIPUATHS




Ymeet pacnpenensits 3a1a4u Jis
MepCOHaNIa ¥ KOHTPOJINPOBATh UX
BBITTOJTHECHHE

Baapeer HABBIKAMH OpTraHU3aIIH
WCTIONTHEHUSI OO0YCTPOWCTBA KOHTAaKTHOMH
30HBI  CEPBHCHOTO  NPEANPHUATHI B
COOTBETCTBHE CO CTaHIapTaMH, HOpPMaMH,
TIpaBUIAMHU

Baaneer HaBBIKAMH oOecricucHUs pabOTHI
KOHTaKTHOM 30HBI MPEANPUSATHUS CEpBHCA
Baaneer HaBbIKAMM pelieHus
OTIEpaTUBHBIX BOIPOCOB, BO3HUKAIOMIMX B
X0/Jl1e MPEJOCTABIEHUS YCIYT NPEaNpUITHEM
cepBuca

Biaaneer HaBbIKAMM KOHTPOJIS Ka4eCTBa
MPEIOCTABISIEMBIX YCIYT CEPBUCHOTO
TPEIIPUSATHS

IK-2. Crioco6eH ynpaBJsTh
TEKYIIEeH 1eATeIbHOCThIO
CTPYKTYPHBIX TOpa3aeICHIHA
MIPEOIPHUATHS CepBHCa

MK-2.1. OcymecTBisieT ynpaBieHUe
YeJIOBEUECKUMH U MaTepUaIbHBIMU
pecypcamu NpeAnpuUsITHSI CEpPBHCa

3HaeT OCHOBHI OpPTaHU3AINH JEATCIFHOCTH
CEPBHUCHOTO TIPEIIPUATHS "
KOMITBIOTEPHEIC MIPOTPaMMEI,
HCTIONIB3YEMBIE B UX JESTEITFHOCTH

3uaer OCHOBBI (hUHAHCOBOTO,
OyXraJTepCKOr0 M CTATUCTHYCCKOT'O ydeTa
Ha MPEIPUATHIX CEPBUCA

YMeer KOOpPIMHHPOBATH, KOHTPOIHPOBATH
U TIPOBOJWUTH OHEHKY 3((GEKTHBHOCTH
JeSITeIbHOCTH CEPBUCHOTO MPEATIPUSITUSL
YMeer OCyIIECTBIATh IUIAHUPOBAHHE U
OpPTaHU3AINI0 [EATCIFHOCTH CEPBHCHOTO
TPEAIPUATHS

YMeer uCHONB30BaTh HACTaBHHUYECTCBO,
JIeNeTUPOBaHUe, KOYIUHT U Apyrue (GOpMBbI
pa3sBUTHA  PYKOBOISIIETO  COCTaBa M
KIIOYEBBIX  COTPYOHHMKOB  CEPBHCHOIO
TPEIIPUITHS

Baaneer cTpaTernyecKuMU U TaKTUYECKUM
METOaMK aHaIn3a mOTPeOHOCTH
CEPBHUCHOTO MPEINPUITHS B pecypcax
Baageer HaBBIKAMH JIEIIOBEIX,
MEKINIHOCTHBIX KOMMYHHUKaIUH,
MIPOBEJICHUS] COBEMaHWH W coOpaHWid B
TPYJIOBOM KOJUICKTHBE

MK-2.2. OcymecTBisieT KOHTPOJIb U
OIEHKY 3P (PEKTUBHOCTH JNEATEIHLHOCTH
MoJIpa3/iesieHus PEINPHUSITUSI CEPBHCA

3HaeT MPUHIMIBI W METOABI CO3JAHHUS
CHUCTEMBI KOHTDPOJIS IEPCOHAIa CEPBHCHOTO
TPEAIPUSATHS

3Haer CrocoObl OLEHKH COOTBETCTBUS
KayecTBa  YCIyr  pa3pabOTaHHBIM  Ha
OPENPUITHU PEriIAMEHTaM M CTaHJapTaM
3HaeT MeTOABI A(PPEKTHBHOCTH CUCTEMBI
KOHTPOJIS eI TENLHOCTH CEPBUCHOTO
TPEIPUSITHS

YMmeer aHanmu3upoBaTh npoOneMbl B
(YHKIIMOHMPOBAaHUU CHUCTEMbBI KOHTPOJIS,
IIPOTHO3UPOBATH ux IIOCJICACTBUA )5
IIPUHUMATh MEpbl [0 UCHOPABICHUID U
HEJOMYIIEHNI0 TIOMOOHBIX CHUTyalluid B
Oymymiem

Baaneer MeTOOMKONW CO3JaHUSI CHCTEMBI
KOHTPOJISI Ha IPEPHUATHIX ChEPhl CepBHCa




4. OBbEM JUCLUILINHBI U BUJIbl YYEBHOI PABOTHI
OOt 00beM AUCHMIUIMHEI COCTABIISIET 4 3a4eTHBIX €ANHUIL, 144 akageMUYeCKrX Jaca.

Ounas popMma o0yueHus:

Bun yue6HO# paboThI Bcero gacos TpumecTpsl
A

KonTtakTHas pa6oTa (Bcero)

42,5 42,5
B TOM YHCIIE!
1) 3ansarTus nekuuoHHoro Trmna (JIK) 20 20
n3 HUX
— JIEKIIUH 20 20
2) 3aHaTHs ceMuHapckoro tumna (I13) 20 20
n3 HUX
— cemuHapsl (C)
— npaktuyeckue 3aasatus (I1P) 20 20
— naboparopusle padotsl (JIP)
3) rpynnoBble KOHCYJIBTalUU 2 2
4) neauBUAYyaIbHAs paboTta
5) mpoMeKyTOYHasl aTTECTaIHs 0,5 0,5
CamocrosTeabHas pagora (Bcero) (CP) 101,5 101,5
B TOM YHCIIE!
Kypcogoii npoekt (pabora)
PacuetHo-rpaduueckue paboThl
KonrponbHas padorta
Pedepar 20 20
CaMONoAroTOBKa (CaMOCTOATEIIFHOE N3yYEHUE Pa3JIesioB, IPOPadOTKa U
MOBTOPEHHE JIEKIIHOHHOTO MaTepualna 1 MaTepraia yIeOHHKOB U yIeOHBIX 55 55
OCOOMH, MOArOTOBKA K JIAOOPATOPHBIM U MPAKTUYECKHM 3aHATHSIM,
KOJJIOKBHYMaM H T.1.)
IToaroroBka K aTTecTalun 26,5 26,5
OO0t 006eM, Yac 144 144
DopMa IPOMEKYTOUYHOM aTTECTALNH JK3aMEH

OuHo-3204Hasi popmMa o0ydeHHs
Bun yueGHO# paboThI Bcero gacos TpumecTpsl
A

KonTtakTHas pa6oTa (Bcero)

22,4 22,4
B TOM YHCIIE!
1) 3ansarus nekuuoHHoro Tumna (JIK) 10 10
13 HUX
— JIEKIUH 10 10
2) 3anartus cemuHapckoro tumna (I13) 10 10
13 HUX
— cemuHapsl (C)
— npakruyeckue 3austus (I1P) 10 10
— naboparopusie pabotsl (JIP)
3) rpynnoBble KOHCYJIBTAlUU 2 2
4) nauBUAyabpHas pabora
5) npoMeKyTO4Hasl aTTECTaIHs 0,4 0,4
CamocrosTeabHas padora (Bcero) (CP) 121,6 121,6
B TOM YHCIIE!
Kypcogoii npoekt (pabora)
PacuetHo-rpaduueckue paboThl
KonrponbHas padorta
Pedepar 20 20
CaMOnoAroTOBKa (CaMOCTOSATEIIFHOE N3yYEHUE Pa3JIesioB, IPOPadOTKa U 75 75




MIOBTOPEHUE JIEKLIHOHHOT'0 MaTepuala 1 MaTepraia y4eOHHKOB U Y4eOHBIX
OCOOMH, MOArOTOBKA K JIAOOPATOPHBIM U MPAKTUYECKUM 3aHATHSIM,
KOJJIOKBUYMaM H T.11.)
IToaroroBka K aTTecTarun 26,6 26,6
OO0mumii 006eM, gac 144 144
®dopma NpoMeKyTOUHOH aTTECTALUH -
3aounas ¢opma odyueHns
Bun yueGHOI paboTh Bcero 1acos TpumecTpsl
A

KonTtakTHas pa6oTa (Bcero)

14,5 14,5
B TOM YHCIIE!
1) 3ansartus nekuuoHHoro Trmna (JIK) 6 6
n3 HUX
— JIEKIUH 6 6
2) 3aHaTHs ceMuHapckoro tumna (I13) 8 8
n3 HUX
— cemuHapsl (C)
— npaktuyeckue 3aasatus (I1P) 8 8
— naboparopusle pabotsl (JIP)
3) rpynnoBble KOHCYJIBTalUU
4) neauBUAYyaIbpHAs paboTta
5) mpoMeKyTO4Hasl aTTECTaIHs 0,5 0,5
CamocrosTeabHas pagora (Bcero) (CP) 129,5 129,5
B TOM YHCIIE!
Kypcogoii npoekt (pabora)
PacuetHo-rpaduueckue paboThl
KonrponbHas padorta
Pedepar 20 20
CaMONoAroTOBKa (CaMOCTOATEIIFHOE N3yYEHUE Pa3JIesioB, IIPOPadOTKa U
MIOBTOPEHUE JIEKIIHOHHOTO MaTepuala 1 MaTepraia y9eOHHKOB U YIeOHBIX 101 101
MOCOOMH, MOJrOTOBKA K JIAOOPATOPHBIM U NMPAKTUYECKUM 3aHATHSIM,
KOJUIOKBHYMaM H T.J1.)
IloaroroBka k aTTecTauu 8,5 8,5
OOmuii 006eM, uac 144 144
®dopma NpoMexKyTOUHOH aTTECTALUH -

5. COAEPKAHUE U CTPYKTYPA JTUCHUIIJIMHBI

5.1. CoaepxxaHue IUCUMILIMHBI
No HaumenoBanue pazaena (Tembl) Coneprxanue pazjena (Tembl)
paszgen
a
(Temsr)
1. | CepBucHbIit TU3alH: obmas | [lonatne cepBucHOrO nu3aiiHa. [IpUHOWIIBI CEPBUCHOTO AM3aifHA.
XapaKTEePUCTHKA OCHOBHBIE WMHCTPYMEHTBI CEpBHCHOTO 1am3aiiHa: Personas, Customer
Journey Map (CJM), Service Blueprint.
2. | 3HaueHHE «IIyTH KIHEHTa» B cepBUCHOM | «IlyTh KnmeHTa»: TEOpHss M TpaKTHKA. 3Ha4eHHE (HOPMHPOBAHUS
I3aiHe cueHapus moBeAeHH noTpeOurend. OTCIeKUBaHHE U H3MEPEHHE
JIOSUTBHOCTH TOTPEOUTES IIPH KAXKIOM B3aHMOJCHCTBHM C OpEHIOM.
Mertpukn Uil OTCJIEXKHMBaHHs IOBEICHMS I0JIb30BaTENECH M OLEHKA HMX
ynosierBopénHocTH. ®@opmupoBanne CJM MeTpuku BXoza, oOpaTHOM
CBSI3H, yJCP)KaHMs U Pa3BUTHS.
Poms  cepBucHoro  nmuszaifHepa W paboTe C  BO3HHUKAIONIIMMH
OTpaHUYCHUSIMU.
3. | Phygital-mapketuar B cepBucHoM | Phygital-MapkeTHHr Kak HMHCTPYMEHT Ui (OPMHpPOBAHHUS JIOBEpUSl H




nu3aiine smonuit notpedurens. [IpuHIUIBI BoBIIeUeHUs ToJb3oBaTeneid. Co3manue
0a30BOT0 BOBJICKAOIIETO CIICHApHUS. MeXaHWKH BOBIICUCHUS ayTUTOPUU U
rapaMeTphl €€ U3MEpEHUsI.

4. | Cnou mosb30BaTENbCKOTO OMBITA CepBHCHBIEC CJIOW: TIOCTPOEHWE OTHOIIECHUH ¢ TOTPEOUTEISIMU B KaKIOH
TOYKE KOHTaKTa — OT KOHBEPCHH IO (OPMHPOBAHUS MPHUBBIYEK M WOW-
pelIeHui.

3HaveHue au3aiiHa ISl yaep)KaHus BHUMAaHUs notpedutens. [IpuBbIYKA
noTpeduTeneld MW BO3MOKHOCTM BIMSHHS Ha HMX TOBeIeHHE. OTHKA
CEPBHCHOT'0 MPOCKTHPOBIITHKA.

MoTuBBl TEpexofa: 4YeM PYKOBOACTBYIOTCS MOTPEOUTENIN MPH MOKYIIKE
yenyr. Teopus Jobs To Be Done — moHnMaHue kenaHus NOTpeOuTeNne u
(hopMHUpOBaHUE ACCOPTUMEHTA YCIYT.

5. | Ipuamun MAY A B cepBucHoM nu3aitie | Most Advanced Yet Acceptable (MAYA) kak KOHIEHIUS CO3ITaHUS
«ONTHMAJBHON HOBH3HBEIY. [IpHHIMII «3CTETUYECKOTO O3apeHHS» U
¢dopmuposanue High Concept npoaykra/yciiyril B CEpBHCHOM JIM3aiHe.

6. | Ucnome3oBanme wuHCTpyMeHTa Service | Service Blueprint — kapta cepBucHOTro cuieHapus. [IpUHIUITEI TOCTPOCHUS
Design Blueprint B cepBrucHOM nu3aiine U OCHOBHBIE KOMITOHEHTBI KapThl CEPBUCHOTO CcIieHapusa. OTimdus
HHCTpYMeHTOB Service Blueprint (kapTa CcepBHCHOTO CIEHapHs) |
Customer Journey Map (kapta myTw mojb3oBaTels). [IpoekTupoBaHue
HOBBIX YCJIYT U 3JIEMEHTOB KIMEHTCKOTO OIBITA C IMOMOIIBIO HATJISIAHON
BU3yalM3allid  OpPraHM3alMOHHBIX  mponeccoB.  OnTuMuzanust U
VIIYYIICHHE KJIUECHTCKOTO OIBITA M OMBITa COTPYAHUKOB C MOMOIIBIO
Service Design Blueprint.

7. | 3nauenne Employee Experience Frame B | Onpenenenne Employee  Experience (EX). EX - pe3ynbTat
CEpPBHCHOM JIU3aiiHe B3aMMOOTHOIICHUH NPENNpUSATHSI C COTPyAHUKaMH. I[IpoexTHpoBanne
MOJIO)KUTEIBHOTO  OIBITA COTPYAHUKOB. 3HAa4YCHHWE BOBJICYCHHOCTH
nepcoHaja B Ou3Hec mpouecchl. VHIEKC yAOBICTBOPEHHOCTH IEPCOHANA
W ero 3Hau€HWE Ul Pa3BUTHS CEpBUCHOTO mpennpusrus. OnpenencHue
YPOBHS ¥ IPHYHH «TEKYYKI» KaJIpOB Ha MPEANPUATHIX CEPBHCA.
CepBucHas 1aboparopus — TOCTpOSHUE CBsized W 0OMeH WHpopManuei
MEXIy OTeTaMH ¥ NOAPa3AeICHUIMH IPEAIIPUSITHS CepBUCA.

8. | Pa3BuTHE CEPBUCHOTO MBIIIICHHUS [IpumeHeHne METOONK AW3alfH-MBIIUIEHUS K CEPBHCY M KO BCEM TOYKaM
B3aMMOJIEHCTBHSA C Tonb30oBaTeneM. [locaenoBaTenbHOCTD MIaroB, MpaBmiia
U3aifH MBINUICHUS W Ou3aiH crpuHT. [IpaBuna m mpuémsl Reframing
Method Ha IpeANPHUATHIX CEpPBHUCA.

5.2. CTpyKkTypa AMCHUILIHHBI
Ounas popma oOydeHust

Ne paznena HaumenoBanue pazaena (Tembl) KomunuectBo uacos
(TeMbr) Bcero JIK C I1P JP | ... CP

1 CepBucHBII Jau3aiig: o0rmas 14 2 2 10
XapaKTePUCTHKA

2 3Ha4yeHUe «I1yTH KJIUEHTa» B CEPBUCHOM 16 4 2 10
IHM3aiHe

3 Phygital-mapkeTHHT B CEpBHCHOM 14 2 2 10
IHM3aiHe

4 C1ou 1oJIb30BaTEIBCKOTO OMBITA 14 2 2 10

5 ITpunnun MAYA B cepBUCHOM au3aiiHe 16 2 4 10

6 Hcnons3oBanne MHCTpyMEHTa Service 18 4 4 10
Design Blueprint B cepBucHOM nr3aiine

7 3nauenne Employee Experience Frame 14 2 2 10
B CEpBHCHOM Jlh3aiiHe

8 Pa3BuTHE CEPBUCHOTO MBITIICHUS 9 2 2 5
['pymnmoBsie KOHCYTBTANH 2
TTpomexxyTodHast aTTECTAIHS 27
OO0muit 06beM 144 20 20 75

OuHo-3a04Has ¢popma o0yUeHus!
Ne paznmena HanmenoBanwue pasaena (Tembl) KonnuectBo yacos
(Temsr) Bcero JIK C I1P JP | ... CP
1 CepBUCHBIIH IN3aiig: oOmas 13 2 11




XapaKTePUCTHKA
2 3Ha4yeHUe «IIyTH KJIUEHTa» B CEPBUCHOM 14 2 12
U3anHe
3 Phygital-MapkeTHHT B~ CEpBHCHOM 14 2 12
U3anHe
4 Crou mob30BaTeIILCKOTO OTBITa 16 2 2 12
5 ITpuamn MAY A B cepBUCHOM Ju3aiiHe 16 2 2 12
6 Hcnonb30Banne WHCTpYMEHTa Service 14 2 12
Design Blueprint B cepBucHOM u3aifne
7 3nauenne Employee Experience Frame 14 2 12
B CEpBHCHOM JlU3aiiHe
8 Pa3BuTHE CEpBUCHOTO MBITIICHUS 14 2 12
['pynmoBsie KOHCYTBTAINU 2
[IpomMexyTodHas aTTecTarus 27
OO6mwuit 06beM 144 10 10 95
3aounasi popma o0yueHust
Ne paznena HanmenoBanwue pazaena (Tembl) KommaecTBo gacos
(Temsr) Bcero JIK C I1P JIP CP
1 CepBHUCHBI IN3aig: oOmas 18 2 16
XapaKTepUCTHKA
2 3HaueHUE «ITyTH KIMEHTa» B CEPBUCHOM 18 2 16
U3anHe
3 Phygital-MapkeTHHT B~ CEpBHCHOM 18 2 16
IH3aiHe
4 C1ou 1oJIb30BaTEIBCKOTO OIbITA 18 2 16
5 ITpunnun MAYA B cepBUCHOM au3aiiHe 16 2 14
6 Hcnons3oBanne WHCTpyMEHTa Service 16 2 14
Design Blueprint B cepBucHOM nu3aiine
7 3nauenne Employee Experience Frame 16 2 14
B CEPBHCHOM JM3aliHE
8 PasButue cepBHUCHOTO MBIIIUIEHUS 15 15
[IpomexxyTodHas aTTecTarus 9
O6muii 00BeM 144 6 8 121
5.3. 3aHATHS CEMHHAPCKOIO THNA
Ounas ¢popma o0yueHHs
Ne Ne Bun Haumenosanue Komnunuectso
n/n pasacia 3aHATHUA 4yacoB
(Tembr)
1 1 I1P CepBHCHBIN TU3aliH: 00IIas XapaKkTepUCTHKA 2
2 2 I1P 3HaueHNE «ITYTH KIHEHTa» B CEPBUCHOM IH3aiiHe 2
3 3 1P Phygital-mapkeTHHT B CEpBHCHOM JTH3aiiHe 2
4 4 I1P Cron oIb30BaTENIECKOTO OTIBITA 2
5 5 I1P ITpunuun MAY A B cepBUCHOM Ju3aifHe 4
6 6 P Ucnonp3oBanne wHCTpyMeHTa Service Design Blueprint B 4
CEpBHUCHOM JIM3aiTHE
1P 3nauenune Employee Experience Frame B cepBrucHoM nu3aiine 2
8 8 I1P Pa3BuTtHe cepBUCHOTO MBILIJICHUS 2
OuyHo-3a049Has Hopma 0OyIeHHS
Ne Ne Bun HanmenoBanue Komnunuectso
n/n | pasgena 3aHATHS 4acoB
(Tembl)
1 4 I1P CI10M 1MoJIb30BaTENBCKOTO OMbITA 2
2 5 I1P ITpunun MAY A B cepBUCHOM an3aliHe 4
3 6 1P Hcnons3oBanne wuHCTpyMeHnta Service Design  Blueprint B 4
CEpPBUCHOM JH3aliHE




4 7 I1P 3nauenne Employee Experience Frame B cepBucHOM nu3aiine 2
5 8 I1P Pa3Butue cepBUCHOTO MBILIICHUS 2
3aouyHas popma oOydeHuUs

Ne Ne Bun Hanmenosanue Konunuectso

n/n | pasgena 3aHATHS 4acoB
(Temsl)

1 2 I1P 3HaueHue «ITyTH KJIMEHTa» B CEPBUCHOM JU3aliHe 2

2 4 11P Crnou 1oIp30BaTEeNIECKOTO OBITA 2

3 5 I1P ITpunuun MAY A B cepBUCHOM Ju3aifHe 2

4 6 1P Ucnonp3oBanne wHCTpyMeHTa Service Design Blueprint B 2

CEpPBUCHOM JH3aliHe

5.4. KypcoBoii npoekT (KypcoBas pa6ora, pepepaT, KOHTPOJILHASA paboTa)
TunoBoii nepeyeHb TeM pedepaTroB:
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24.
25.
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31.
32.
33.
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35.
36.

37.
38.
39.
40.

[ToHsATHE KIIMEHTOPUEHTUPOBAHHOTO ITOJIX0J1a OPTaHU3alUK CHEPHI YCIYT.
Hcnons3oBanne CRM — texHonoruii npu GopMHpPOBaHUHU KIMEHTCKOI JOSUIBHOCTH.
TeopeTHKo-MeTOA0IOTHIECKHE TIOXO B! K MCCIICTOBAHHIO JTMIHOCTH, €€ CTPYKTYPHI.
Bubl THIHOCTHBIX ONMPOCHUKOB MTOTPEOUTENEH.

Brenrane npu3Haky TMIHOCTH TTOTPEOUTEIS.

OreHKa CONMANBHOTO THITA THYHOCTH.

DdPEeKTHI BOCIPHATHS TOTPEOUTETIS.

Br16op cTpaTernu nmoBeaeHUs MOTPEOUTEIIS.

JuarnocTrka noTpeOuTeNs 10 Havana KOHTAKTa ¢ HAM.

. SI3bIK Kak HHOOPMAIIMOHHO-3HAKOBAs CHCTEMA: CHHTAKCHYCCKHMA, CEMaHTHUCCKUH, IParMaTUICCKUIN aCIICKTHI.

. KoMMyHHKaTUBHBIH mpoliece Kak mnporece koaudukanuu - aekoaupukanun. CriocoObl OOLMICHUS U UX Pa3IHYHsL.

. Bapeeps! appekTuBHOTO OOIICHMS.

. JImarHocTuka CHTHAJOB TJ1a3 ¥ BEIOOpP ONTUMATBHOMN CTPATETHH M TAKTUKHU B3aMMOJICHUCTBUS C TIOTPEOUTEICM.

. Omnpenenenue pa3HOBUIHOCTEH TICHXHYCCKOTO COCTOSIHUS IMYHOCTH U €0 BIIMSHUE HA )KU3HEACATCIIEHOCTb.

. PacrniozHaBanue IMOIMOHAILHOTO COCTOSIHHS MOTPEOUTEIS 10 ero MUMHKE. [IHarHoCTHKA XKecToB, 1mo3. JKecTsl Jku 1

obMaHa.

OmnpezeneHne COMMATBFHOTO THIIA TIOTPEOUTEINS C ONPECICHHBIM YPOBHEM J0X0/1a TI0 aTprOyTaM BHEITHOCTH.
OmnpeneneHne MCUXUYESCKUX CBOWCTB MOTPEOUTENS MO ero MOpQOJOTHISCKUM TPHU3HAKAM ISl BBIOOpa CTpaTerdu
MTOBECHUS NIPU OOIIEHUH C HUM.

IToBeneHueckass TUarHOCTHKa BepOaIbHBIX M HEBEPOATBHBIX CPEJCTB OOIICHNSI.

CocTraBieHHE COIUATBHO-TICHXO0JIOTHIESCKOTO MTACMIOPTA TMYHOCTH MOTPEOUTENS.

MHauBHIyanbHO-TICUXOJIOTHYECKUE OCOOCHHOCTH TIOTPEOUTEIS.

Tumonorust moTpeduTeNeH.

Crparerus NoBeJCHUS OTPEOUTENEH B CUTYallUy B3aMOICHCTBHSL.

MeTob! BBISBICHUS TOTPEOHOCTEH 1 BO3MOXKHOCTEH MOTPEOUTENs: BepOalbHbIC, HeBEpOATbHEIC.

Crparerndyeckue ¥ TaKTHIECKHE TTO3UINH IS BRIABICHHUS OTPEOHOCTEH M BOBMOXKHOCTEH moTpeduTeneil.

Mertonrka KOPPEKTHOTO OTpeAeIICHUS] BO3MOXKHOCTEH U IOTPEOHOCTEH MOTPEOUTEIIS.

AHanuTHgeckoe HabIroeHne KOMMYHHUKAaTHBHOTO BO3CHCTBUSI.

®dopMUpOBaHUE JIMIHOTO «apceHana» d3p(EKTUBHBIX CPEICTB U CIIOCOOOB OOIIICHMS.

IIpueMbl W3y4YeHHWs JIMYHOCTH TIOTPEOWTENsA: TIIepBOE BIEYATICHHWE, OKCHETAluH (OXHOAHHWE), HMIIaTHs,
OOIIUTETBHOCTS.

MeTombl 1 HHCTPYMEHTHI pabOTHI ¢ 0a3aMU JaHHBIX, C HCTOYHHKAMH MapKETHHTOBON HH(OpMAITHH.

OCHOBBI JICTIOMPOU3BOJICTBA MPEIIPUATHS CSPBHCA.

MeTomp! BeIeHHsI IETOBBIX MIEPErOBOPOB, METOABI 3(P()EKTUBHBIX MyOIMIHBIX BBICTYIICHHUN U MPE3CHTAIIHH.
HucTpy™MenTh 3 ()EKTUBHOTO OCYIIECCTBICHUS MPOIAXK.

CrannapThl, HOPMBI, IPaBHJIA OKA3aHUS YCIIYT HA IPSANPUITHIX CEPBHCA.

MeTopl OpraHU3anyy IEIOBBIX KOMMYHUKAIUI B KOHTAKTHOW 30HE MPEIAIPUSITHS CEPBUCA.

OCHOBHI yTIpaBIICHUS TPOEKTaMH, TAMM-MEHEIPKMEHT B CEPBHCE.

OCHOBBI OpPTaHU3AINH ACATSIEHOCTH CEPBUCHOTO NPEATPHATHS M KOMIIBIOTEPHBIC MTPOTPAMMBI, UCIIOIB3YEMBIE B UX
JIESITETTFHOCTH.

OcHOBHI (hHHAHCOBOTO, OYXTaNTEPCKOTO ¥ CTATHCTUYECKOTO YUeTa Ha MPEAIIPHATHSIX CEpBHCA.

[IpuHIUOB 1 METOIBI CO3AAHMS CHCTEMBI KOHTPOJISI IEPCOHATIA CEPBUCHOTO MPEATPHTHS.

CriocoObI OIICHKH COOTBETCTBUS KaueCTBA YCIYT pa3padOTaHHBIM HA MPEANPUATHN PEriIaMEHTaM U CTaHAapTaM.
Metomp! 3 HEeKTUBHOCTH CUCTEMBI KOHTPOJIS ICATCILHOCTH CEPBUCHOTO MPEAIPHUSITHS.



5.5. CamocTosiTeibHas1 padoTa

No paznena Bunbr camocTosiTensHOM paboThI KonunuectBo yacos
(Tembl) 0P0 0300 300
1-6 IToaroToBka Kk MPaKTUYECKOMY 3aHSATHIO 75 95 121

M3ydenne cnenuaabHON METOAMYECKOM JUTEPATYPhl U aHAIHU3
HAYYHBIX ICTOYHHKOB

IToAroTOBKA K yCTHOMY OIIPOCY

1-6 TToaroroBka K aTTecTallin 26,5 26,6 8,5

6. OBPA3OBATEJIBHBIE TEXHOJIOI'HA
HNHdopMannoHHbIe TEXHOJOTHH, HCIO0JIb3yeMble PU OCYLIECTBIEHHH 00pa30BaTeILHOIO MPOLecca 10 TUCIUILINHE

— cOop, XpaHeHue, CHCTeMaTH3aIus 1 Bhljada yaeOHO!W U HaydYHOU WHPOpMAIUH;

— 00paboTKa TEKCTOBOH, rpadaeckoil M SMIUPUIECKON HHPOPMAITHH;

— MMOJIrOTOBKA, KOHCTPYHUPOBAHKE M MPE3SHTAIIMS UTOTOB HCCIIEIOBATENILCKON U aHATNTHIECKOM IS TeIbHOCTH;

— CaMOCTOSITENbHBII MOUCK OMOJHUTEIBHOTO y4eOHOTO W HAyYHOTO Marepualia, ¢ HCIOJIb30BaHHEM ITOMCKOBBIX
CHUCTEM U CalTOB ceTu MIHTEpHET, SIEKTPOHHBIX SHIIMKIIONC Vi U 0a3 JaHHBIX;

— WCIOJB30BaHUC IICKTPOHHOM MOYTHI MpENoaBaTeiiell U OOyYaIOMMXCsl IS PACCHUIKH, TIEPEIIUCKA U OOCYKICHHUS
BO3HUKIIKX YUCOHBIX TPOOIIEM.

I/IHTepaKTHBHI)Ie W AaKTHBHbIC 06pa30BaTeJII>HI)Ie TEXHOJOTHH

Ne pa3nena Bup 3anstus Hcnonp3yeMbie MHTEPAKTUBHBIC U AKTUBHBIC KonmgectBo yacos
(Tembl) JL 11P, C, 00pa3oBaTeNbHBIC TEXHOJIOTUN 0d0 0300 300
JIP)
4 I1P Pemrenue npakTHIeCKUX 3alaHUi 2 2 2
5 I1P Pemrenue npakTHIeCKUX 3a1aHU 2 2 2
6 T1P Pemenmne npakTHIeCKuX 3a1aHni 2 2 2

HpaKanecxaﬂ NMOoAroTOBKA Oﬁy'-lalOIIll/lXCﬂ

No paznena Bun 3anarus Bunet pador KonunuectBo yacos
(Tembl) (JL 11P, C, (01]0) 0300 300
JIP)
5 I1P CocraBbTe Customer Journey Map noTeHITHATBHOTO 2 2 2

KITMeHTa — abUTypHeHTa, TNIAHUPYIOIETO TOCTYIAaTh
Ha CIId AHO BO CKCH Ha kaxaoM dTamne
B3aMMOJICHCTBUS C CEPBUCOM.

6 1P CocraBbte KapTy Service Blueprint s 2 2 2
MOTEHIMAJIBHOTO KIINEHTa — a0UTYPHEHTA,
mianupyromero nocrynats Ha CII® AHO BO CKCH.

7. ®OHJI OHEHOYHbBIX CPEJICTB (OHEHOYHBIE MATEPUAJIBI) JJId TEKYHIEI'O KOHTPOJIA
YCHEBAEMOCTH, IPOMEXYTOUYHOM ATTECTALIUA

2. METOANYECKHNE MATEPHAJIbI, ONTPEAEJAIOINUE MPOLHEAYPbI ONEHUBAHUS

2.1. MeTroan4eckne MaTepHaJIbl, ONIpeAeJIAIONIe NPoLeyPhbl OLCHHBAHNA B PAMKAX TEeKYIIero KOHTPOJIA
ycneBaeMOCTH

[Ipouenypa oleHUWBaHUS MPOUCXOAUT C MCIOJIB30BAHUEM METOJA TECTUPOBAHMSA, YCTHOTO ONPOCA, U MPAKTUYECKUX
3aJaHNMH.
Bce BUIbI TEKYIIET0 KOHTPOJISl OCYIIECTBISIOTCS HA 3aHATUSIX CEMUHAPCKOTO TUTIA.

MeToanyeckoe onucaHue MOATOTOBKYU U NMPOBeAeHUST TECTHPOBAHUSA

He menee, yeM 3a Hemenmo J0 TECTHPOBAHUS, MPETOIABATENb ONpEaeIsieT 00yJIaomnUMcs UCXOTHbIC TaHHbBIE IS
MTOJATOTOBKH K TECTHPOBAHUIO: Pa3deibl (TEMbI, BOIPOCHI), IO KOTOPBIM OYAYT 3aJaHusi B TECTOBOW (opMme, TUTepaTypy U
HACTOYHUKH (C TOYHBIM yKa3aHUEM pa3/ieioB, TEM, CTATeH) JIJIsl IOATOTOBKH.

TecThl BBIMONHSAIOTCS BO BPEMs ayAUTOPHBIX 3aHATUH (TIPAKTHUCCKUX).

KonuuectBo BOpocoB B TECTOBOM 3aJaHUH ONPEIENSIeTCS MPEnoJaBaTeIeM.

Ha Beimonnenue TectoB orBogutcs 0,5-1 akageMHUYeCcKHi Jac.

WuauBHayanbHOE TECTOBOE 3aJaHUC BBIOACTCSA OOydaromieMycs Ha OyMaXHOM HocHTene. Takke TEeCTHPOBaHUC
MOJKET MPOBOJIUTHCS C MCIIOJIBb30BAHHEM KOMITBIOTEPHBIX CPEICTB M MIPOTPaMM B CIICIIUATEHO 000PYJOBAHHBIX MOMEIICHUSX.

Ipu mpoX0KICHUN TECTUPOBAHUS TOIB30BATHCS KOHCIICKTAMU JICKIUH, y4eOHUKAaMU HE pa3peIleHO.

IIpumepsl TECTOBBIX 3aJJaHHM, & TAK)KEe KPUTEPHUH U TIKaIa OIICHKU MpUBEeHBI B 11.3. DOH/a OIIEHOYHBIX CPEJCTB.
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MeTtoauueckoe oNucaHue MOJATOTOBKH U NMPOBEIEHUs YCTHOTO OMpoca

YcTHBIE OMPOCHI MPOBOISITCS IPETIOJABATENIEeM BO BPEeMsl ayIUTOPHBIX 3aHATHH (JICKIMOHHBIX MM NPAKTHYSCKUX).

OCHOBHbBIE BOIPOCHI AJIsl yCTHOTO OMPOCa JOBOJSITCS IO CBEJCHUS CTYACHTOB Ha MPEbLAYIIEM 3aHITHH.

KosnuecTBo BOMIPOCOB ONPEIEIISeTCs MPEojaBaTeleM.

Bpewmst mpoBenenus onpoca ot 10 MuHYT 0 1 akageMHdecKoro Jaca.

YcTHBIE ONMPOCHI HEOOXOIMMO CTPOUTH TaK, YTOOBI BOBIEYh B TEMY OOCYXKICHHS MaKCHMAalIbHOC KOJUYECTBO
00ydaromuxcst B TPYIIE, MPOBOIUTH HApaLICd C yKE NPOWUIACHHBIM Y4YeOHBIM MaTEpPHaIOM IAHHON IUCIMIUIHHBI U
CMEXXHBIMU KypCaMH, HaXOJWUTh yJAYHbIC MPUMEPHI U3 COBPEMCHHOW JCHCTBUTEILHOCTH, YTO YBeIUUUBaeT 3(P(QEeKTUBHOCTH
YCBOCHHS MaTepHalia Ha acCOIMALIUsX.

IlepeueHp BOPOCOB IS POBEACHUS YCTHBIX OMPOCOB, a TAKXKE KPUTECPHH U IIIKajla OLICHKU IPUBEICHBI B 11.3. DoHaa
OIICHOYHBIX CPEJICTB.

MeTtoanyeckoe onucane MOArOTOBKHU U NMPOBeAeHUs MPAKTHYECKUX 3aJaHUM

[IperomaBaTens 3apaHee MOATOTABIMBAET BECh MWHPOPMAIMOHHBIA KOMIUICKC, TOTOBUT OJAaHKH C NMPAKTHYECKIMH
3amaHuAMH. BpeMs pemeHuss MpakTHUecKOro 3aJaHus ykKa3aHo B camoM OmaHke. CTyIeHTBI CaMOCTOSITENIFHO H3Y4YaloT U
IpopadaThIBaIOT TEOPSTUIECKHUI M CIIPABOYHBIA MaTepHal 1Mo TeMe. [IpakTudeckue 3agaHus HA YCMOTPEHHE MPETIoiaBaTeNs
MOTYT OBITh TIPEIOKEHBI IS PEIIeHIs KaK HHANBHUIAYAIBHO, TaK M MOATPYIITIE CTYACHTOB (0 3 4eIOBEK).

ConepkaHue MPAKTUYCCKUX 3aJaHUM, a TAaKKe KPUTCPUHM W IIKala OLCHKH MpuBEIcHBI B 1.3. DOHIA OLICHOYHBIX
CPEJICTB.

2.2. MeTtoan4ecKue MaTepUaJIbl, ONpeAesone NpoueIypbl OeHNBAHUA B PAMKAX IPOMEKyTOYHOI
aTTecTaluH

IIpomesxyTouHas aTTectanus NpoBOAUTCA B hOopMe SK3aMeHa.

JKk3aMeH — 3T0 (opMa IPOMEKYTOYHOH aTTECTALMHU [0 NUCUUIUIMHE, 3aJadeil KOTOPOH SIBJISETCS KOMIUICKCHAS
OLICHKA YPOBHEH NOCTHKEHUS IUIAHUPYEMBIX Pe3yJIbTaTOB 00y4YeHH 110 IUCIUILINHE.

Ipouenypa npoBeneHUs JaHHOTO OLICHOYHOI'O MEPONPHATHS BKIIOYAaeT B ceds: coOeceoBaHUE MPENoaBaTeNs Co
CTYICHTaMH 110 BOIIPOCY 3K3aMEHAMOHHOTO OMJIeTa M CUTYallMOHHOHN 3a1ay4e.

Buner k sx3aMeHy coIepKuT 1 BOIIPOC M3 IepeyuHs] KOHTPOJIBHBIX BOIPOCOB, M 1 CUTyallMOHHYIO 3a/lauy W3 MepeyHs,
IIPUBEJEHHOro B 1. 3.21.

KOHTpOJ'II)HLIe BOIIPOCHL KOHTpOHLHI:IfI BOIIPOC — 3TO CPEACTBO KOHTPOJIA YCBOCHUS yqe6H0r0 Marepuaia
JAUCHUIIIIUHBI.

Hpoue,uypa MpoOBEACHUA NAHHOTO OHLHCHOYHOI'0 MCEPOIPUATHSA BKIHOYACT B cebs:
6€C€Ily npernoaaBareiis € 06y‘~Ia}OIIII/IMCH Ha TCMbI, CBA3aHHLBIC C I/I3y‘{a€M0ﬁ HHCHHHHHHOﬁ,
U pPACCUMTAHHOC Ha BBIACHCHUC o0bemMa 3HAHUUI 06yqa}omerocsl o omnpeacjicHHOMY
pa3zaciny, TEMC TUCHUITIINHEBIL.

CuryannoHHas 3a/1a4a O1eHOYHOE CPEICTBO, BKIIOYAOIIEE COBOKYITHOCTH YCJIOBHI, HAaIpaBIICHHBIX Ha
pemIeHne MPaKTHYeCKH 3HAYMMOW CHUTYallMl C IeNbI0 (OPMHUPOBAHUS KOMIICTCHINH,
COOTBETCTBYIOIUX OCHOBHBIM THIIAM MPO(ECCHOHATBHOMN NeSTEIHHOCTH.

[Iporienypa mpoBeneHUs] JaHHOTO OIICHOYHOTO MEPONPHATHS BKIIOYACT B CeOs:
OIIEHKY TPaBWIBHOCTH pEUICHHS TNPAKTHUYECKOTO 3aJaHhs, KpPaTKO W3JIOXKHUTh ee
coJiep)kaHne, OOBSICHUTH CYTh BO3HHUKIIEH NPOOJEMHOW CHUTyallMH, KpaTko pa3o0parh u
OLICHUTH JIOBOJBI YYaCTHHKOB, OOOCHOBaTb CO CCBUIKAMH HAa HOPMATUBHBIC aKThI
COOCTBEHHOE pelIeHUE NPEIUIOKEHHON 3a1aun. B ciiyyae BapuaTHBHOCTH pelICHUs 33/1a4n
B IIPAaKTHYECKOM 33/IaHHH, CIEAYeT 000CHOBATH BCE BO3ZMOXKHBIE BAPHUAHTHI PEIICHUSL.

Bormpocs! k 3k3aMEeHY JOBOJASATCS IO CBEACHUS CTYICHTOB 3apaHee.

[Ipu moaroToBKEe K OTBETY IMOJB30BaHUEC YYCOHHMKAMH, y4eOHO-METOAMYCCKHMH MOCOOUSIMH, CPEICTBAMHU CBSI3U H
AJIEKTPOHHBIMH PECYpCaMH Ha JIFOOBIX HOCHUTEIISAX 3alPEIICHO.

Bpewmst Ha moaroToBKYy oTBeTa — OT 30 10 45 MUHYT.

Io ucrevyeHnn BpEMEHHU MOATOTOBKH OTBETA, CTYACHT OTBEYaeT Ha BONPOCHI SK3aMeHalnnoHHOro Ounera. Ha orser
CTY/ICHTA 110 KaXXIOMY BOIIPOCY OuIieTa OTBOAUTCS, KaK MPaBUIIO, 3-5 MUHYT.

Iocie oTBeTa CTyAeHTa MpENoJaBaTelib MOXET 3a1aTh JOIOJHHUTENbHbIE (YTOUYHSIOLIME) BOIPOCHI B Mpenesiax
MpeAMETHON 00JIaCTH SK3aMEHAIIMOHHOTO 3a/IaHMI.

IMocie okoHYaHHs OTBETA MpENoaBaresib 00BSBISIET 00ydYarOMIEMyCsl OLIEHKY MO pe3yJbTaTaM JK3aMeHa, a TaKKe
BHOCHT 3Ty OIICHKY B aTTCCTAI[HIOHHYIO BEJOMOCTh, 3a4CTHYIO KHIKKY.

YpoBeHb 3HAaHUI, YMEHUH H HABBIKOB OOYYAIOMIETOCS OMNPEHCIACTCS OICHKAMH «OTIUYHO», «XOPOIIOY,
«YIOBJIETBOPUTEIBHOY, «HCYIOBICTBOPUTEIEHOY.

3. OHEHOYHBIE CPEJCTBA, KPUTEPUHN U IKAJIA ONIEHKHA

3.1. TunoBsble 3aJaHNA A/ TEKYIIEro KOHTPOJIS yCIIeBAeMOCTH

11




IlepeyeHb THIOBBIX TECTOBBIX 3aJAHUI
1. ITouemy HEOOXOIMMO YIBIOATHCS, OOIIASICH C KIMEHTOM I10 Tesie(OoHYy?
BriOepure npaBuibHbII BapuaHT:
1 IloToMy 9TO M3-3a 3TOTO Yy Bac yIydIIaeTCs HACTPOCHHE.
2 IloToMy 9TO KIMEHT HAa TOM KOHIIE TPOBOAA IO TOJIOCY YCIBIIMINT, YTO BBl YIbI0ACTECH.
3 TToToMy 49TO HM3-32 3TOTO PaccaabIAIOTCS MBI Ha JIUIIE.

2. 3puTenbHBIA KOHTAKT MPH OOIICHUH ¢ KITMEHTOM Ba)X€H, IIOTOMY UTO...
Bribepure npaBruibHbII BapuaHT:

1 3TO ecTecTBEHHO.

2 OH IIOMOTaeT yOeIUTh KIMEHTa, YTO BCE Ballle BHUMAaHUE COCPEAOTOUYCHO HA HEM.
3 Tak BbI IOKa3bIBAETE CBOIO FOTOBHOCTH IIOMOYb KJINEHTY.

3. Uto MOXKeT nMoAyMaTh KJIUEHT, €CJIA Bbl BCerJja OTBEYAeTe Ha 3BOHOK C MATOTO WK IIECTOTo pasza?
Bri0GepuTe npaBUIBHBIN BapUAHT:

1 M®I 11eHnM Bac.

2 MBI CITATIKOM 3aHSATHI, YTOOBI YACTUTH BaM BHIMAaHUE.

3 Ecnu BBI BEXXIIMBEI M YYTHBEI, HEBAYKHO, CKOJIBKO pa3 3BOHUT Tele(oH Mpexe, 4eM BBl HOJHUMETE TPYOKY.

4. Ecav ¢ KIMEHTOM BO3HUKAeT HEJOMOHNMAaHKE, BaIlla 3a/1a4a —. ..
Bribepure npaBuibHbII BapuaHT:

1 M3BMHMTHCS 32 BO3HUKIIYIO IIPOOJIEMY, 1aXKe €CIIM BBl B HEH HE BUHOBATHI.
2 CHPOCHUTH, YTO BBl MOYKETE CJEJIaTh, YTOOB! HAUTH PEIICHHE TPOOIIEMBI.

3 oba BapuaHTa BepHbIE

5. KitueHTsl, KOTOpbIE KanyroTCH, ...

BriOepuTe npaBUIBHBIN BapUAHT:

1 OKa3BIBAIOT BaM YCJIYTY, IIOMOTas BEIIBUTH HEIOCTATKH BAIIEro OM3HECA MM OPTaHU3AIINH.
2 HE CTOSIT MOTPAYCHHOTO HA HUX BPEMEHH.

3 TOJDKHBI TIONTyYaTh CKUAKY, YTOOBI UX JKaJI00bl HE TOILIHN JI0 APYTUX KIUECHTOB.

6. Kak cienyer Bectu ceOs1, €CJIM KIMEHT 37UTCS?

Bribepure npaBuibHbII BapruaHT:

1 [IposiBUTH NOHUMaHKE, BBICIYIIATh KJIMEHTa, OCTABATHCS CIIOKOMHBIM.
2 HemezieHHO niepeaath KJIIMEHTA CTapIIeMy 110 JOJKHOCTH.

3 IlepeBecTu pa3roBop Ha APYIYIO TEMY.

7. Ecnu BaM HY>KHO OTOWTH OT TenedoHa BO BpeMs 3BOHKA, UTO JIYUIIE CKa3aTh KIUEHTY?
BriOepuTe npaBUIBHBIN BapUAHT:

1 TIpomury mpoieHusi, MHE HY>)KHO YTOYHHUTH 3Ty HHPOPMAITUIO, OcTaBaiiTech Ha TuHUH. Criacnu6o.
2 IMogoxaure.

3 41 mepe3BOHIO BaM 4epe3 5 MUHYT, oxkuaanTe 380HKa. Criacuoo.

8. Uro nmoMoraer KOMIIaHUU pacTd ObICTpee 1 NpUObIIbHEE?

Bribepure npaBuibHbII BapuaHT:

1 VBenudeHnue uucia NpoMOYTEPOB U COKpAIlEHUE YKCcIIa JeTPaKTOPOB.
2 CokpallleHH€e YMCIa KOHKYPEHTOB U yBEIHMUEHHUE YHcia JETPAKTOPOB

3 CokpallieHue 4ynciia IpoMOYyTEPOB U yBEIUUEHHUE YHcIa JETPAKTOPOB.

9. Kakoii B njeane 100KkHa OBITH CKOPOCTHh PEYHM MEHEKEpa BO BpeMs Pa3roBopa ¢ KIMEHTOM?
BriOepuTe npaBUIBHBIN BapUAHT:

1 Hy»HO TOBOPHTH Tak, Kak Bbl Pa3roBapuBacTe OOBITHO.

2 Hy>xHO mOACTpamBaThCS MO CKOPOCTh PEYH KIMEHTA.

3 Hy>xHO TOBOpHUTH MeIeHHEE, YTOOBI HH()OPMAIIHS JTYUIIIe 3aKPETHIIach.

10. Y3HaBaTh KOHTAKTHI KIIUEHTA CIAEAYET. ..

Bribepure npaBruibHbII BapuaHT:

1 mpexie, 4eM BBl HA30BETE LICHY TOBAPa/yCIyTH.

2 mociie Toro, Kak Bbl HA30BETE IICHY TOBapa/yCIyTIH.

3 TOJIBKO B CITydYae, €CJIM KIIMEHTa YCTPOUT LIEHA TOBapa/yCIyrH.

11. TlpaBwibHOE TIOBEIEHUE MEHEKEpa B Cllydae, €CJIM KIHMEHT COOOIAeT, 4TO YK€ COTPYIHHUYAET C IPyrou
KOMIIaHHUCH:
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BriGepuTe npaBUIBHBIN BapUAHT:

1 BBIACHUTB, YTO TPHUBIEKAET KIMEHTa B COTPYAHUUIECTBE C APYroil kommaHuei. OOpaTHTh BHUMaHHE KIHMEHTA Ha
JIOCTOMHCTBA Ballled KOMITAHUH C yIETOM HHTEPECOB KIIHEHTA.

2 BBISCHUTH, YTO OCTAHABIMBAET KIMEHTA OT COTPYAHWYECTBA C Balleld KOMIAHWEH. Y3HaTh, YTO KOHKPETHO HE
yCTpamBaeT KIMEHTAa B Balllel KOMITAHUH, U TIOCTapaThCs OOBIACHUTH €My, UTO OH HE IPaB.

3 BrIscHHUTH, YTO NPHUBIEKAET KIMEHTa B COTPYAHUYECTBE C Apyroil kommanued. OOpaTuTh BHUMAaHHE KIMEHTAa Ha
HEJIOCTaTKHU 3TOH Kommanuu. [loctapathcs yOSIUTh €ro OTKa3aThCsl OT COTPYAHUYECTBA C HEHl.

12. Ipu nosmy4yeHnu axpeca JIEKTPOHHOM MMOYTHI KJIMEHTa MEPBBIM J€JI0M HEOOXOANMO BBICIIATh:

Bribepure npaBuibHbII BapuaHT:

1 TecroBo€ MMCHMO, YTOOBI YOSAUTHCS, YTO BBI 3aITMCAIN BEPHBIH aipec.

2 [IucbMo ¢ nepedncieHneM ycIyr Balled KOMIIaHUH, YTOOBI y KIIMEHTAa CJIOXKHIIOCH 00Iiee MpecTaBlIeHHE O Bac.

3 IImceMO ¢ KOHKPETHBIM MPEAJIOKEHHEM, KOTOpOE HHTEpPECYeT KIHEHTa, YTOOBI cpa3y MEepeiTH K Oely W He
OTHHMATb y KJIMEHTa BPEMSI.

13. Eciii XJIMEHT He X04eT JaBaTh CBOW HOMep Telle(hoHa, MOKa He PEIIUTCS Ha TOKYTIKY:

Bri0GepuTe npaBUIBHBIN BapUAHT:

1 OObBscHHTE, YTO 3BOHKH WHOTJA CPBIBAIOTCA, IMO3TOMY BaM HEOOXoIuM ero TenedoH, 9TOOBI B TaKOM cClIydae
MEPE3BOHUTH U MPOJOKUTH PA3roBop.

2 Ipenynpenure, 4To y Bac MHOTO APYIMX KIMCHTOB, U B CIydac MOSBICHHS HOBBIX BBITOJHBIX MPEUIOKCHUN U
aKIUii, BBl HE CMOYKETE BOBPEMsI COOOIIHUTE O HUX, €CJIH y Bac He OyJeT ero Homepa tenedoHa.

3 Coo0mmuTe, 4T0O B TAaKOM CiIydac Balle MPEIJIOKCHHUE O COTPYIHUYCCTBE MOMKET OBITH HAMPABICHO JAPYrOMY
KIIUCHTY, 00Jiee paCcOI0KEHHOMY K OOIICHHUIO.

14. KoMnaHWIO MOXHO CYUTATh KIMEHTOOPHETHPOBAHHOM, €CIIH. ..

Bri6epuTe npaBUIBHBIN BapUAHT:

1 3a00Ta 0 KIMEHTaX yKa3aHa B MECCUHM KOMIIaHUH.

2 WHTEPECHI KIIMEHTOB CTOST HA TIEPBOM MECTE BO BCEX OTAENaX KOMITaHHUH.

3 MmuanMyMm 18% BceX COTPYAHUKOB KOMIIAHHUH SBIAIOTCSA MEHEIDKEPAMU TI0 paboTe ¢ KIIHMEHTaMH.

15. BeiGepure Tpu KauecTBa, KOTOpble HAN0OJIEE BayKHBI JUIs1 B3aUMOJCUCTBHS C KIIMEHTOM.

Bribepure npaBuibHbII BapuaHT:

1 IIpodunbHoe 0O6pa3oBaHue, 3HAHKUE MTPOAYKTA, TPUBJIEKATEIbHBIM BHELIHUI BUI.

2 3aMHTEpEeCOBAaHHOCThH ITPO0IEMaMHt KINEHTa, HOHMMaHHUE [IEHHOCTH ITPOIyKTa, KOMMYHUKA0EIbHOCTb.
3 Crparerndyeckoe MbIIIJICHUE, SHTY3Ua3M, OPUEHTHPOBAHHOCTD HA PE3YNbTaT.

16. Kakas aOOpeBuaTypa O3HAYaeT CcaMyl0 paclpPOCTPAHEHHYIO CHCTEMY, KOTOpas IIOMOTaeT HalaInuTh
MePCOHN(UIIMPOBAHHBIE OTHOUICHUS C KaXIbIM KIMEHTOM, HAKalUIMBaTh W CHCTEMAaTH3MPOBAaTh MaHHBIE O 3alpocax
KITUCHTOB?

Bri6epuTe npaBUIBHBIN BapUAHT:

1 ERP

2 ECR

3 CRM

KpuTepuu u mKaJjia oleHKH TeCTOBBIX 3aJaHMIi:

TecT - cuctema CTaHAAPTU3UPOBAHHBIX 3a/JaHMH, MO3BOJIIOIIAS IPOLEAYPY W3MEPEHUS YPOBHS 3HAHUH U
yMeHHll oOyd4aromierocs, sIBJISIIOTCS HpocTeiiield ¢(opma KOHTpOJS, HampaBieHHas Ha IIPOBEPKY BIAJCHHUS
TEPMHUHOJIOTMYECKUM aNIapaToM, COBPEMEHHBIMH MH()OPMALMOHHBIMU TEXHOJOTUSAMH M KOHKPETHBIMHM 3HAHUSMH B
obnactn yHIaMEHTANBHBIX M MPUKIAAHBIX AUCHMIUIMH. TecT COCTOMT M3 HEeOOJIBLIOr0 KOJMYECTBA AJIECMEHTAPHBIX
3a/1a4; MOXET MPEIOCTABISITh BO3MOXKHOCTh BBIOOpA W3 MEPEUHsT OTBETOB; 3aHMMAaeT 4acTh ydeOHoro 3anstus (10-30
MUHYT); TIpaBHJIbHBIC pEIICHHs pa30oWparoTcs Ha TOM JK€ WM CJICAYIOIEM 3aHSITHH; YacTOTa TECTHPOBAHUS
OTIpe/IeIIICTCS TIPETIoAaBaTeIeM

KonmuecTBo NpaBUIIBHBIX OTBETOB:

Menee 50% - «HEyIOBIETBOPUTEILHOY

51-60% — «yA0BIETBOPUTEIEHOY
61-80% — «xopomo»
81-100% — «oTmmaHO»
IlepeyeHb THNOBBIX MPAKTHYECKUX 3aJaHUI

IIpakTuyeckoe 3axanue Ne 1

Bam mpencrasiena kapra myTH nosnb3oBarenu. Kapra mytu nosbezoBatens (Customer Journey Map, CIM) — arto
BU3yaJIbHOE MPEACTABICHUE MpoLecca, Yepe3 KOTOPhIH NPOXOIMT HOJb30BaTesb st gocTkeHus nenu. CIM monesna s
onucaHus 00IMX UCTOPUH U POOJIEM, BBISIBICHHBIX B X0/1€ JTHEBHUKOBBIX HCCIICIOBAHHH.
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CJM, otpaxkaromas J3Tambl TIIOMCKa, TECT-ApaiiBa W TIOKYNIKM HOBOTO aBTOMOOWIIS.
BBEICOKOYPOBHEBOE OITMCAHNE TIPOIIECCa MIPOXOXKACHHS MO CIICHAPHIO C TOUKH 3PSHHS MOTH30BATEIIS.

Ora KapTa MTyTH MOJB30BATENS COACPKHUT HHMOPMAIMIO, HEOOXOAMMYIO UIS TOHUMAHHS W AaHajh3a OIbITa
MIOJIB30BATENS MPH TTOKYNIKE HOBOTO aBTOMOOMIL. Ha 3T0i#f KapTe HaMEpeHHO MPOMYIIeH OAWH U3 KIIFOYEBBIX AJIEMEHTOB —
WICH U BO3MOXXHOCTH, BEISIBIICHHBIE B IIpoIlecce ee co3qanus. JJaHHBIN 3JIeMeHT 0OBITHO HAXOAWUTCS B HIDKHEH YacTH KapThl U
coo0mraer, Kak KOMITAaHHSI MOJKET ONTHMHU3UPOBATh U YIYYIIUT MTOJIH30BATEIHCKUN OIIBIT.

KAPTA MYTU NOJIb3OBATENA [Tokyrka HOBOro aBTOMO6M/IS

[IpencraBnsieT coboi

3MOLMOHA/IbHbIN 3PUK 0XXUOAHMA

3puK - 3MOLMOI r as OH nokynaer - p nux

Ha ero acTeTuke 1 CTaTyce. HeMCIPaBHOCTH

CueHapmii: IpUK HeaBHO Nepeexarn 8 HOBbIA paitoH. OH NOKyNaeT aBTOMOGKb, Ha KOTOPOM - Xopolwas poTorpadus aBTOMOGMIA KPYNHLIM NNaHOM, U3HY TP
NPUATHO E3ANTH U KOTOPBIN JOCTATOUHD HA/IEKEH [INA Ee[JHEBHbIX NOL3/0K Ha PaBoTy M ¥ CHapyXu

obpartHo.

PACCMATPUBAET

1 Hegens

u

1. BUAWT TENEBUSUOHHYHO
peknamy caiiTa YourCarNext.net,
KDTOphII;‘ NOMOreT NAsSM
Kynutb ﬂBTOMDﬁl‘Iﬂb} 3axoauT Ha
caunt

2. MpocMaTpKUBAET peKnamy Ha
Facebook

“Bay! ITOT CaiiT oTMdHO

MCCAEQYET

2 mecAla

]

3. Uccnepyet canT u
npocMaTpUBaeT aBTOMOGHN,
CTOMMOCTb KOTOPbIX
BNHUCbIBAETCA B ero Grogxer

4. CospaeT aKkayHT; COXpaHsieT
NOHPaBUBILEECA aBTOMOGUAN
B BULINUACTE

5. Cka4mBaeT MOGHNbHOE
npunoxXeHue, NOKa HaxoauTCa
B oduce

CPABHWBAET

1 mecay

-

6. YuTaeT 0T3biBbl M 0630pbI
APYrvX NoNnb3oBaTened, sefeT
TabnuLy Ans cpaBHEeHUs
aBTOMOGMAeN

7. CoBeTyeTcA C TEMW, KOMY
AoBepAeT

8. MoCcTOAHHO 3aX0ANT Ha CalT
W NpOBEpsEeT NoABNeHne
HOBbIX BapHaHTOB
aBTOMOGHAEN,
COOTBETCTBYIOIMX E70
KPUTEPHAM

- Buaeoo63op aBTOMOGHNA C AeMOHCTPALMed

TECTUPYET

2 Hegenu

[

9. BbIBMpaeT HECKONbKO
aBTOMOGHNEN ANA TecT-ApaiiBa

10. OTMeYaeT NOKaLMUIO KaXAOro
aBTo-canoHa B Google-kapTax

11. MocelLaeT aBTo-canoH;
3anonHser HEOﬁXDﬂMMhiE
AOKYMeHTbI, o6cyxaaeT AeTanu
TeCT-ApaiiBa C MEHEAXEePOM,
BepeT mMallMHy, nocne
TecT-ApaitBasafaeT BONpochl
MeHeKepy; npoliecc
NoBTOPSAETCH ANA KaX[0ro
aBTOMOGHNA

12. O6HapyXuBaeT, 4To B

MOKYMNAET

1 Hegens

-

13. BoibupaeT aBTOMOGHb

14. MNony4aeT oT MeHeKepa
nHpopmaLmio o GrHAHCOBbIX
YCNOBNAX, O6LLEN CTOMMOCTK
TIOKYMKM M €XXEMECHUHOM
nnavexe

15. MNpogonxaeT uccneaosatbh
PbIHOK, 0CO6EHHO LieHbl

16. [lenaet NpefnoxeHue no
PbIHOYHOW CTOUMOCTH K
nokKynaeTt CBOW HOBbIW
aBTOMOGMAL

noaxo4nT 4ns ebi6opa
asToMoGHiR.”

"MHe HpaBuTCs, 4T0 7 MOry
COXPAHATE MOHPEBIELIEECH
aBTOMOBUITA B CIIMCKE,
KOTOPbIN co3naeTcs

ABTOMATHHECKH.”

MPUNOKEHUN OH MOXET HalTH
CRpaBoyHY0 MHAOPMALWIO O
Ka/A0M aBTOMOGUNE, KOTOPBII OH
npoTecTupoBan

A TaK cHacTame, 4To Y
MEHA HOBbIA
asToMobHb!"

‘B aT0M MOBGMAEHOM
NPHNOKEHII HET

MHOCAX KLU “MHe HpABUTCA, 410 8 MOrY

HAATH [OMONHUTENS HyIO
r MHPOPMALIIO 060 BoEX aTinX
EBTOMOBUNAX B NPHNOKEHUA."

“A 61 XOTEN, TOBb! BCE ABTOCANOHBI
BbINM OTMEYEHEI Ha KAPTE, 4TOBB! A
MOI CAaHMPOBaTL MaplipyT.”

"H COMHEBAIOCH, MOXET 5
CMOrY 38K/I04HTS CAeNKY
Ha 60sTee BbIrOgHAX

HCOBUAX?"

“Mens He yeTpansaioT
HEKOTOPBIE CTOAHMUBT...
CRAMIIKOM Mano oTorpadi.”

"3T0T caiiT coBCeM He
TaKOM, KaK 1 B
pekname.”

N

“7 Moy RponyCTATE
HAeANEHLI
asToMO6NL, ecan
He Byy 3axofuTs Ha
CaiT HECKO/bKO paa
B heHb.”

“Moveny TecT-fipaiie 570 Tak
Aonra? Al Bet xoTen awars
3aparee, 110 370 ByfeT
BKIIQYATE CTOMBKO
GropokpaTiiA 1 peknamer "

"[0BOALHO CAOKHO
oToBpath Bce NOAXOARLME

BAPMAHTSI C PA3HBIX
pecypcos. Mue HyxiHa
Tabnaya.”

NN/g

3amaun:

1. TIpoBenute anHanmu3 KapThl IYTH IOJH30BATENs, YTOOBI BBIIBUTH
MOJIb30BATEIbCKUIA OTIBIT.

2. HaliguTe MOMEHTBI, KOTOPbIE HE COOTBETCTBYIOT OKHIAaHMSM IoJIb30BaTesst. OO0CHYyITE OTBET.

3. BrisiBuTe M100BI€ HEHYXXHBIE TOUKH B3anMoJieiicTBus. OOOCHYy#TE OTBET.

nHpopManuio, KOTopasi HOMOXKET YIYYIIHTh

IMpakTuyeckoe 3axanue Ne 2

Hcnone3ys kapTy myTH noJib30oBaTe I U3 3aaanus Ne 1 pemure ciaeayronme 3a1aqm.

Ecmm BBl mocMOTpHTE Ha BECh IyTh MOJB30BATENS IIEIMKOM, TO CMOXETE BBIIBUTH MOMEHTHI, B KOTOPBIX
I0JI30BaTEh UCIBITHIBAET HamOosbiee pazodapoBanue. OOBIYHO ATH ToukH m300pakarorcs Ha CJM B BHUIe MPOBAIOB Ha
JUHAY, BHU3YaJIbHO TMPEICTABIIONICH IONB30BaTeNbCKUH ombIT. [locMoTpuTe, B KakOW TOYKE ATa JHHHSA JOCTHTAeT
MUHUMAaJIBHOTO 3HAUCHHS U CPABHUTE €€ C IPYTMMHU OTHOCHTEIIFHO HU3KUMHU TOYKaMH. Bce 3TH TOYKH TOJDKHEI OBITH B BallleM
CIIUCKE HEOOXOAUMBIX ONTHMHU3ALUI U YITyJIICHHH.

Kak npaBmio, IpoxoXaeHUE IIyTH IOJIb30BaTENsl CONPOBOXKIACTCS HMCIOIB30BAHUEM PA3JIMYHBIX YCTPOHCTB WM
KaHAJIOB KOMMYHHKAIMU. Bo MHOTHX CiTydasix 00JICBBIC TOUYKHA BO3HHKAKOT UMCHHO MPH UX CMCHE.

3agaun:

1. BoisiBute OoseBble TOYKH. OOBSICHUTE, TOYEMY MOJIB30BAaTENIb HCIBITHIBAET HauOOJbLIEE pa3odyapoBaHUE —
00JIeBbIC TOYKH.

2. BrraBute 00NeBBIE TOYKH, BO3HHKAIOUINE IPH CMCHE KaHAJOB KOMMYHHKAIIMHM WM YCTpoHcTB. OOBsSCHHUTE
MIPUYHHEI IT0 KOTOPOM 3TO ITPOUCXOIUT.

IMpakTuyeckoe 3axanue Ne 3

Hcnonb3ys KapTy yTH 10JIb30BaTeNU U3 3aganHus Ne 1 pemure ciieyromyto 3agady.

OrneHUTE, CKOJBKO BpEeMEHH TPeOyeTcsl MOJIb30BaTeNsAIM ISl MPOXOXKICHHUS OCHOBHBIX 3TAallOB CICHAPHS. JTOrO
BPEMCHHU JOCTATOYHO? 3aTpayeHHOE BPEMs 3a4acTyl0 3aBHCHUT OT KOJHMYCCTBA YCHJIHNA, KOTOPHIC HECOOXOIUMO HPUIOKHUTH
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monbp3oBareo. OTMEThTE Te ATambl B IIYTH IOJB30BATENSA, NMPOJODKUTEIBHOCTh W TPYIHOEMKOCTH KOTOPBIX BBI3BIBACT
COMHEHWSL.

3agaum:

1. OuenuTe MoTpadyeHHOE BpeMs IOTPeOUTENsI. YKaKUTE MPOTOJDKUTEIIEHOCTh OCHOBHBIX dTarnoB cueHapus B CJIM.

IIpakTuuyeckoe 3axanue Ne 4

Hcnonb3ys kapTy MyTH MOJIb30BaTeNu U3 3aganus Ne 1 pemmre cieayromme 3aaum.

Hexoropble MOMEHTBHI B MOJIb30BATEILCKOM OIBITE HACTOJBKO Ba)KHBI, YTO BCS OCTABIIAACA YACTh OINBITA MOXKET
3aBHCETh TOJBbKO OT HuX. [lomymaiiTe 00 OTHOIICHUH, TOTPEOHOCTIX M MPUOPUTETAX NEPCOHBL. ECTh T MOMEHT B mpoliecce
MIPOXOKJCHHUS IO CIICHAPHUIO, KOTIa IIePCOHA PUHIMACT KIFOUYEBOC PEIICHUE — 3aKOHYUTh U 000PBATh CLICHAPUIl MU PONTH
ero 10 koHua? Takoll MOMEHT HCClEeOBaHUE MOXET OTpa)kaTh B BHUJE LEJOT0 CIEKTPa CUJIbHBIX AMOLUN, UCIIBITHIBAEMBIX
MIOJIB30BATEISIMA MITH CHIIBHOTO PAaCXO’KICHUE ITyTeH, BRIOMPAeMbIX Pa3HBIMHU TOJIb30BaTEIISIMHU.

HMeHHO Takue “MOMEHTHI MCTHHBI BIUSIOT Ha KOHEYHBIH Pe3ylbTaT OT OIMbBITA B3aUMOJEHCTBUS TOJIH30BATENS C
BaIllM IPOIYKTOM:

Ecnu Takoii MOMEHT TIPOHIET yCIIeNTHO — OTIBIT TI0JIh30BATEIS OYIET CIIaceH;

Ecnu uto-TO moiiieT He Tak — KIIMEHT MOXKET YHTH K KOHKYPEHTaM.

3agaum:

1. Haiinute «MoMeHTBI UCTHHBD». [lomymaiiTe 00 OTHOIICHWH, MOTPEOHOCTAX M MPHOPHUTETAX MEPCOHBL. EcTh Jm
MOMEHT B THPOIIECCE MPOXOXKICHUS 10 CIICHAPHIO, KOTJa IMepPCOHa MPUHUMACT KIIOYCBOE PEUICHUE — 3aKOHYUTh U 000pBaTh
CLEHApU WK MPOWUTHU €ro A0 KoHua?

IIpakTuyeckoe 3axanue Ne S

Hcnonw3yst kapTy MmyTH moJib30BaTe u 13 3aaanus Ne 1 pemmnre cneayronlyo 3anaqy.

KommerentasiM UX-crienuanucraM Beeraa ClIeayeT MOoANepKUBaTh CBOM aHaN3 B OaJlaHCe, yKa3bIBas Ha DJICMEHTHI,
KOTOpBIE XOpOomIo paboTaloT B JM0O0OM ombiTe. OOpaTHTe BHHMAaHWE HA MOMEHTHI B IYTH, B3aHUMOJCHCTBHEM C KOTOPBIMH
MOJB30BaTeH OBUTH NOBONBHBL. OHH OTMEYEHHl HAWBHICIIUMH TOYKAMH, PACIIOJIOKEHHBIMH Ha JHWHUH, BHU3YaJbHO
MIPECTABILIONICH OMBIT IONb30BaTeNeil. DTH TOYKH Takke BaXKHBL. BO3MOXKHO, BBl CMOXKETE MX YCHIIUTH WIH HCIOJIB30BATh
U7eH, JIS)Kalue B IX OCHOBE, Ha APYTUX dTarax MOJIb30BATEIBCKOTO OIBITA.

3agaua:

1. Onpexnenute MOMEHTBI, B KOTOPBIX OXHIAHHS MOJIH30BATENS YIOBICTBOPCHBI HIIH MPEBEIIICHBI.

Kputepnu u mkaja oneHKH NPAKTHYECKUX 3a1aHHIT
OrieHKa 3a NPaKTHYECKOE 331aHKE BBICTABIISICTCS 110 YeThIPeX0aJIbHON IIKaJIE.

Onenka Kpurtepuu

[IpakTuueckoe 3aJaHue pEIIEHO NPAaBUIBLHO, MJAaHO pa3BEpHYTOE IMOSICHEHHE U
000CHOBaHHE CJICIAHHOTO 3aKio4eHUs. CTYACHT JEMOHCTPUPYET METOJOJIOTHYCCKHE U
TEOPETUYECKUE 3HAHWSA, CBOOOJHO BIAJCET HAy4YHOH TepMmuHONOrHen. [Ipu paszbope
MIPEUIOKEHHON CUTYallly MPOSBIAECT TBOPUYECKUE CTIOCOOHOCTH, 3HAHUE JTOTIOHUTEIFHON
TUTEpaTyphl. J[eMOHCTPUpPYET XOpOIINe aHAJUTHUYECKHE CIIOCOOHOCTH, CIOCOOEH IpH
000CHOBaHHMHU CBOETO MHEHHS CBOOOIHO MPOBOIUTH aHAIOTHH MEXIY TeMaMH Kypca

OTJIMIHO

ITpakTHyeckoe 3aaHue PEeLICHO NPaBIIbHO, JAHO MOSCHEHNE U 0OOCHOBAHUE CAECTAHHOTO
3akmroueHus. CTYAEHT AEMOHCTPUPYET METOAOJNOTHYECKHE U TEOPETHUIECKHE 3HAHUS,
X0poLIo CBOOOHO BiaJieeT HAYYHOW TEPMHHOJOTHEH. [IeMOHCTPHpYET XOpOIIne aHAINTHIECKUE
CHOCOOHOCTH, OZHAKO JOIYCKAaeT HEKOTOphIE HETOYHOCTU INPH ONEPUPOBAHMM HAYYHOMH
TEPMHHOJIOTHEH.

HpaKTI/ILleCKOG 3aJaHuC PpCUICHO IPaBUJIbHO, MOSCHCHUC U 000CHOBaHHE CACJIIaHHOI'O
3aKJIIOUYEHUS OBLIO JaHO 1pu aKTHBHOM MOoMOIIU IperoaaBaTelid. Hmeer OrpaHUYCHHBIC
YI0BJECTBOPHUTEJIBHO TCOPCTUYCCKUEC 3HAHHA, JAONYCKACT CYIICCTBCHHBLIC OLIHOKHU Inpu  YCTAaHOBJICHUU
JIOTUYCCKHUX B3aPIMOCB5[3€I>i, JAOITYyCKaeT OLIHOKHU npu  HCHOJIb30BaHUN Hay‘IHOﬁ
TCPMHUHOJIOTUH.

[MpakTryeckoe 3aaHue PeIeHO HeMPaBUIIbHO, 00CYK/ICHHE U MOMOIIb [IPENoAaBaTess He
MIPUBENIA K TPaBHILHOMY 3akitodeHuio. OOHApyKHBaeT HECITOCOOHOCTh K IOCTPOSHHIO
CaMOCTOSTENIbHBIX 3akifoueHuid. ViMeeT ciabble TeopeTndecKre 3HaHUs, HE HCIOJIb3YeT
HAYYHYIO0 TEPMUHOJIOTHIO.

HEYTOBJICTBOPUTECJIBHO

IlepeyeHb THNOBBIX 3aJaHMIi 1JIs1 YCTHOTO ONpoOCa
. [lonsiTue cepBUCHOTO qU3aiiHa.
. IIpuHLIUDIBI CEPBUCHOTO AU3aliHa.
. OCHOBHBIE UHCTPYMEHTHI CEpBHCHOTO Ju3aiiHa: Personas, Customer Journey Map (CJM), Service Blueprint.
. MeToabl ¥ MHCTPYMEHTHI paboThI ¢ 6a3aMM IaHHBIX, C HICTOYHUKAMH MapKETHHIOBOW HH(OPMALIUH.
. OCHOBBI J1e1ONPOU3BOACTBA IPEANPHUSITUS CEPBUCA.
. «IIyThb KJIUEHTa»: TEOPUs U NPAKTHUKA.

NN A W=
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7. 3navueHre GOpPMHUPOBAHHMS CIICHAPHSI TIOBEJCHUS TIOTPEOUTEISL.
8. 3HaueHue pabOTHI C ACTOBBIMH DJICKTPOHHBIMH W WHTEPHET-UCTOYHHUKAMHU, C OCHOBHBIMH O(MHCHBIMH

MPOTPaMMHBIMHU TTAKETaMH JUTSI IPEOIPUSATHHA CepBHUCa.

9. 3HavueHrne OYMa)KHOTO U DJIEKTPOHHOTO JOKYMEHTOO00POTa PEINPHUITHS CEPBHUCA.

10.
11.
12.
13.

14.
15.
16.
17.
18.
19.

20.
21.
22.
23.
24.
25.
26.
27.
28.

29.
30.
31.

32.

33.

34.
35.
36.
37.
38.
39.
40.
41.

42.

43.
44.
45.
46.
47.

48.
49.
50.
51.

52.
53.
54.
55.

56.

OTcnexxuBaHUE U M3MEPEHHE JIOSUTEHOCTH IMOTPEOUTEIIS TIPU KaKJJOM B3aUMOJCHCTBUH C OPEHIOM.
MeTtpuku 11t OTCIISKUBAHUS TOBEICHUS MOJIH30BATENICH M OIICHKA UX yIOBICTBOPEHHOCTH.
®opmuposanue CIM MeTpuKH BXoaa, 00paTHOI CBSI3U, yaep KaHHUS M Pa3BUTHSL.

Mertoapl BeOEHUS JIEJIOBBIX IE€PEroBOPOB, METOIbl 3((MEKTHBHBIX IYOJIMYHBIX BBICTYIUIGHUH U
Mpe3eHTalHuH.

3HaueHHEe HHCTPYMEHTOB 3(D(hEeKTHBHOTO OCYIIECTBICHUS MTPOAAK.

Pous cepBucHOro au3aiinepa 1 paboTe ¢ BO3HUKAIOIINMH OTPaHUYESHHUSIMU.

Phygital-MapkeTHHT KaKk HHCTPYMEHT JUIsi (JOPMHUPOBAHUS JOBEPHSI U SMOLMH TTOTPEOUTEIIS.

[IpuHIUTE BOBNIeUeHNs mois3oBarenei. Co3maHue 6a30BOTO BOBJICKAIOMIETO CIIEHAPHSI.

MexaHUKH BOBJICUCHHS Ay TUTOPHUU U MTApaMETPHI €€ H3MEPEeHNSI.

CepBHCHBIE CIIOH: TIOCTPOCHNE OTHOIICHUH ¢ TMOTPEOUTENIMH B KaXKA0I TOYKE KOHTaKTa — OT KOHBEPCHH
110 (OpMUPOBAHUS IPUBBIYECK H WOW-PCIICHUH.

ITocTpoeHre KOMMYHHUKAIMN C pa3HBIMU TUTIAMH KIIMCHTOB.

[IpoBeneHne npe3eHTAINH TPEAIPUATHS CEPBHCA, HOBOCTEH IS pa3MeIIeHus B ceTn VHTepHeT

3HaueHHe 1u3aiiHa JuIs yAep>KaHWUsl BHUMaHUS TOTPeOUTeEs.

[TpuBbIYKH nOTpEOUTENEH M BO3SMOXKHOCTH BIIMSIHUS HA MX ITOBEICHUE.

OTHKA CEPBUCHOTO MPOCKTHPOBILIHUKA.

MoTHBEI Ilepexo/ia: 4Y4eM PYKOBOACTBYIOTCS OTPEOUTENHN IIPH MOKYIIKE YCIIYT.

Teopust Jobs To Be Done — nmonumanue sxenanus norpedureneil 1 GpopMUpoOBaHHE aCCOPTHMEHTA YCIIYT.
Most Advanced Yet Acceptable (MAY A) kak KOHIETIITHS CO3IaHUS «ONTUMAILHON HOBU3HBD).

[puanun «actetndeckoro o3aperms» u ¢dopmuposanne High Concept mpomykra/yciayrn B CEpBHCHOM
U3anHe.

Service Blueprint — kapTa cepBUCHOTO CIICHAPHSL.

[IpuHIUTE TOCTPOCHNUS  OCHOBHBIC KOMIIOHEHTHI KapTHl CEPBUCHOTO CLIEHAPHS.

Otnmuust nHCTpyMeHTOB Service Blueprint (kapta cepBucHoro cuenapusi) u Customer Journey Map (kapta
IYTH TOJIb30BATEs).

[IpoekTupoBaHue HOBBIX YCIYT M 3JIEMEHTOB KJIMEHTCKOTO ONbBITA C ITOMOLIBIO HAMIISAHOW BU3YyaJIM3alnu
OpTaHHU3aIIOHHBIX ITPOLIECCOB.

OntuMuzanyst M yJydlleHHe KIMEHTCKOr'O OIbITa M ONbITa COTPYAHHMKOB ¢ momolublo Service Design
Blueprint.

CrannapThl, HOPMBI, IPaBHUJIA OKA3aHUs YCIYT HAa IPEANPUITHIX CEPBHCA.

MeTomp! OpraHu3anyy IEIOBEIX KOMMYHUKAITNI B KOHTaKTHOW 30HE MPEIIPHUSATHS CEpBUCA.

OCHOBHI yTIpaBIICHUS TPOEKTaMH, TAHM-MEHEPKMEHT.

Omnpenenenne Employee Experience (EX).

EX kak pe3ynbpTaT B3aMMOOTHOIIECHUHN IPEANPUATHS C COTPYAHUKAMU.

[IpoexTHpoBaHKE MOIOKUTEIFHOTO OTIBITAa COTPYIHUKOB.

JleTtanbHbIil TIaH OpraHU3aldKd CEPBUCHON JAEATEILHOCTH Ha MPEANPUATHIX CEpBUCA.

BapuaTHBHOCTH A€TaNbHOTO IUIaHA OPraHU3alMy MIPOLEcca IO MPEAOCTABICHHUIO YCIIYT Ha MPEANPHATHIX
cepBuca.

3HaueHHE KOJMYECTBA M KBaIM(UKAIMK HEOOXOAMMOro IepcoHana aisl paboThl KOHTAaKTHOW 3O0HBI
CEpPBUCHOT'O NPEIIPHUATHSL.

Pacnpenenenue 3a1a4 uist IepcoHasa U KOHTPOJIb UX BBITIOJIHEHHUE.

3HaueHue BOBIICYCHHOCTH IEPCOHANa B OM3HEC MPOIIECCHI.

WHpexc yIoBIETBOPEHHOCTH TIEPCOHAIA M €T0 3HAUCHHE ISl Pa3BUTHUS CEPBUCHOTO MPEAIPUSITHS.
OmnpezneneHne ypoBHS U MPUINH «TEKYYKI» KaJIPOB Ha MPEIIPUATHIX CEPBHUCA.

3HadyeHne 00yCTPONHCTBA KOHTAKTHOW 30HBI CEPBHUCHOTO MPEINPHUSATHS B COOTBETCTBHE CO CTaHIapTaMH,
HOpMaMH, TIpaBUJIaMH.

Ob6ecnieuenue pabOThl KOHTAKTHOHN 30HBI PEINPHUATHS CEPBHUCA.

Perienne onepaTuBHBIX BOIPOCOB, BOSHUKAIOUIMX B XOJI€ NTPEIOCTABICHHS YCIIYT NPEANPHATHEM CEPBHCA.
Brnaneer HaBbIKaM¥ KOHTPOJISI KaYeCTBa MPEAOCTABIISIEMbBIX YCIYT CEPBUCHOTO IPEIPUSITHS

CepBuchast jaboparopusi — IIOCTpOEHHE CBs3ed M OOMeH uH(OpManMed MexXIy OTIeNaMH |
HOApa3eJICHUSMHE MIPEAIPUSATHS CEPBHCA.

[IpuMeHeHne METOAMK IU3aMH-MBINUICHHS K CEPBHCY M KO BCEM TOYKaM B3aUMOJCHCTBHS C
MOJIE30BATEINIEM.

IlocnenoBarenpbHOCTH IAr0OB, NPaBUiIA JU3alH MBIIICHUS U JU3alHH CIPUHT.

IIpaBuna u mpuémel Reframing Method Ha mpennmpusATHIX cepBHUCA.

OCHOBBI OpraHM3alMN ACATENHHOCTH CEPBHCHOTO MPEINPUSATHS ¢ KOMIIBIOTEpHBIE IPOTPAMMEL,
HCIIONIB3YEMBIE B UX JESTEIHHOCTH.

OcHOBHI (hWHAHCOBOTO, OYXTaNTEPCKOTO U CTATHCTUYECKOTO YUeTa Ha MPEANIPHATHSIX CEpBHCA.
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57. KoopauHaiusi, KOHTPOJIb U MPOBEACHUE OIICHKH YPPEKTUBHOCTH ACATEIFHOCTH CEPBUCHOTO MPEIIPUSITHSL.
58. IlmanmpoBaHWE W OPTaHU3AIMS JESITEIHPHOCTH CEPBUCHOTO IIPEATIPUATHS.
59. Hcmonp30BaHWE HACTABHUYECTCBA, JIEIETHMPOBAHUS, KOYIMHTa U APYTHX (HOpM pa3BUTHS PYKOBOIAIIECTO
COCTaBa M KIIOYEBBIX COTPYIHUKOB CEPBUCHOTO MPEATIPHUSTHS.
60. CrtpaTterndeckue v TAKTHIECKHE METOIBI aHAIM3a MOTPEOHOCTH CEPBUCHOTO NPEANIPHATHS B pecypcax.
61. Ponb nenoBBIX HABBIKOB, MEKJIMYHOCTHBIX KOMMYHHKAIIMH B TIPOBEJCHUM COBEIIAHWA W COOpaHHWiA B
TPYAOBOM KOJIJICKTHBE CEPBUCHOTO MPEATIPHUSITHSL.
62. TIpuHIHMITBI U METOJIBI CO3IAHUS CUCTEMbI KOHTPOJIS IEPCOHANIA CEPBUCHOTO MPEIIPUSITHS.
63. CrocoOBbl OILIGHKM COOTBETCTBHUSI KAauecTBa YCIyr pa3pab0TaHHBIM HA MPEINPUATHH PEriIaMEHTaM |
CTaHIapTaM.
64. Metoabl 3pPEKTHBHOCTU CHCTEMBbI KOHTPOJIS ACATEIBHOCTUA CEPBUCHOTO MPEIIPUSATHSL.
65. Ananu3 mpo6sieM B ()YHKIIMOHUPOBAHUHU CUCTEMBI KOHTPOJISI, IPOTHO3UPOBAHUE MX MOCICICTBUA U MEPHI
TI0 MCTIPABJICHHUIO M HEJOMYIICHUIO TTOAOOHBIX CUTyallnii B Oy TyIieM.
66. MeToauka CO3AaHMs CUCTEMBI KOHTPOJISI HA MIPEIIPHATHIX chephl CEpBHCA.
Kputepuu u nmkaJja olieHKH 0TBEeTa NMPH YCTHOM ompoce
Ouenka Kpurepuu
OTJHYHO OneHka «OTIMYHO» CTaBUTCS, €CIH OOydJaromuiics: 1) TOMHO W apryMEHTHPOBaHO
OTBEYACT IO COJACPXKAHUIO 3aJaHus;, 2) OOHApYXKMBAeT MOHMMAaHHE MaTephaia, MOXKET
000CHOBATh CBOM CY)XIEHH, MPAMEHUTH 3HAHWS HA MPAKTHUKE, IPUBECTH HEOOXOIMMEIC
MPUMEPEI HEe TOJBKO 1O yYCOHUKY, HO M CAMOCTOSTENHEHO COCTABJICHHBIC; 3) M3JaracT
MaTepHal MOCICI0BATESIFHO U MPABIIHHO.
Xopomo OrneHKa «XOpOII0» CTABUTCS, €CIM OOYJAIOIIHUKCS JaeT OTBET, YJOBJICTBOPSIONIHNA TeM
ke TpeOOBaHMSM, UTO U JIJISl OIICHKH «OTIWYHO», HO JOMycKaeT 1-2 omuoOKH, KOTOpBIE camMm
K€ NCTIPABIISIET.
Y0BIeTBOPUTEIBHO OreHKa «yIOBICTBOPUTEIBHO» CTaBUTCA, €CI 00ydaromuiicss oOHapyKMUBaeT 3HaHHE U
ITOHNMaHHUE OCHOBHBIX IOJIOKEHUH TaHHOTO 33aJaHus, HO: 1) M3/araetT MaTeprajl HeTOJIHO
U JIOIYCKaeT HETOYHOCTH B OIPEHICICHUM TMOHITHUN WIN (OPMYIUPOBKE NpaBWI, 2) HE
yMeeT JOCTaTOYHO TIyOOKO W JOKa3aTeJbHO OOOCHOBAaTh CBOM CYXICHHS W NPHBECTH
CBOM MIPUMEPHI; 3) U3JIaracT MaTepra HEMOCICIOBATEIBHO U JOMYCKACT OIUOKH.
HeynoBieTBopuTeIHHO OneHKa «HEYJTOBICTBOPHUTEIIFHO» CTABHTCS, €CIU OOyJaromuiics OOHapy»KHBaeT
HE3HAHHWE OTBETa Ha COOTBETCTBYIONICE 33aJaHHE, IOIYCKAeT OIMHUOKH B (HhOPMYTHUPOBKE
OTIpE/ICIICHUH U TIPaBUJI, HCKAXKAIOIINE UX CMBICI, OCCIIOPSI0YHO ¥ HEYBEPEHHO HM3JIaracT
Matepuan. OICHKa «HECYIOBICTBOPUTEIHHO» OTMEUACT TaKHE HEIOCTATKUA B IOATOTOBKE
CTYICHTa, KOTOpBIC SIBISIOTCS CEPHE3HBIM IPEIMATCTBHEM K YCHECITHOMY OBJAICHHIO
MTOCTICTYFOIITUM MaTepHAJIOM.
3.2. TunoBble 3afaHNUA A5 MPOMEKYTOYHOM aTTecTaluM
TunoBble KOHTPOJIbHbIE BONMPOCHI K YCTHOMY ONpocy
1. IloHsTHE CEPBUCHOTO AM3alHA.
2. [IpuHIUIIBI CEPBUCHOTO JAHM3aifHA.
3. OcHOBHBIE HHCTPYMEHTHI CEpBUCHOTO Au3aitHa: Personas, Customer Journey Map (CJM), Service Blueprint.
4. MeTopl ¥ MHCTPYMEHTHI pabOTHI ¢ 0a3aMH JaHHBIX, C HCTOUHHKAMH MApKETHUHTOBOU MH(OPMAIIUH.
5. OCHOBBI ACTOMPOU3BOJICTBA MPEIIPHUSATHS CEPBHCA.
6. «I1yTh KIIUCHTAY»: TCOPUS U TPAKTHUKA.
7. 3HaucHUEe POPMHUPOBAHUS CLICHAPUS TTOBEACHUS MTOTPEOUTEIIS.
8. 3HaueHue pabOTHI C [EIOBBIMU JJICKTPOHHBIMH W HWHTEPHET-HCTOYHHKAMH, C OCHOBHBIMH O(HCHBIMU
MPOTPAMMHBIMHU TTAKETaMU TSI IPEIIPUSATHIA CepBHUCA.
9. 3HavueHrne OYMa)KHOTO U DJIEKTPOHHOTO JOKYMEHTOO00POTa PEIPHUITHS CEPBHUCA.
10. OtcnexxuBaHue ¥ H3MEPEHHUE JIOSITBHOCTH TIOTPEOUTEISI IPU KaXKIOM B3aUMOJICHCTBHH C OPEHIOM.
11. Metpuku ajig OTCIEKUBAHUS ITOBEICHUS TTOJ30BAaTENIEH U OLIEHKA UX YAOBJIETBOPEHHOCTH.
12. ®opmupoBanne CJM MeTpHKH BX0/a, 0OpaTHOM CBSI3HU, yIEPKaHUSI U PA3BUTHSI.
13. Meroasl BemeHHUS JEIOBBIX TIEPETOBOPOB, METOABI d3((EKTUBHBIX ITyONMYHBIX BBICTYIUICHHA U
Mpe3eHTalUH.
14. 3HaueHHe HHCTPYMEHTOB 3(P(PEKTHBHOTO OCYIECTBICHUS MIPOIAXK.
15. Ponb cepBrcHOrO Au3aiiHepa ¥ paboTe ¢ BOSHUKAIOIIMMHU OIPaHIHYCHHUSIMHU.
16. Phygital-mapkeTHHT KaK HHCTPYMEHT JUIsl JOPMHUPOBAHUS JOBEPUSI U SMOLMH ITOTPEOUTEIS.
17. TlpunHnums! BoBJIeYeHUs moyb3oBaTeneil. Co3ganue 6a30BOr0 BOBICKAIOIIETO CIICHAPUSI.
18. MexaHUKHU BOBJICUCHUSI ayTUTOPHUH U NTAPAMETPHI e€ H3MEPCHUS.
19. CepBucHsle cJI0U: MOCTPOSHNE OTHOWICHUN C MOTPEOMTEIIMH B KaXKIOH TOUKE KOHTAKTa — OT KOHBEPCHUHU

110 (OpMUPOBAHUS IPUBBIYCK K WOW-PCIIICHUH.
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20.
21.
22.
23.
24.
25.
26.
27.
28.

29.
30.
31.

32.

33.

34.
35.
36.
37.
38.
39.
40.
41.

42.

43.
44.
45.
46.
47.

48.
49.
50.
51.

52.

53.
54.
55.

56.
57.
58.
59.

60.
61.

62.
63.

64.
65.

66.

ITocTpoeHre KOMMYHHUKAIMK C pa3HBIMU TUTIAMH KIIMCHTOB.

[IpoBeneHne nmpe3eHTATNH TPEAIPUATHS CEPBUCA, HOBOCTEH IS pa3MeIIeHus B ceTn VHTepHeT

3HadyeHNe TU3aiiHa I yAepKaHNs BHUMAHUS IIOTPEONTEIS.

[IpuBbIYKH OTpEOUTENCH M BOSMOKHOCTH BIMSHUS HA MX IIOBEICHUE.

OTHKa CEPBUCHOTO NMPOSKTHPOBIIUKA.

MoTuBHI IIepexoaa: 4eM pyKOBOACTBYIOTCS MOTPEOUTEIH MTPH NOKYIIKE YCIIYT.

Teopust Jobs To Be Done — nmonumanue sxenanus norpedureneil 1 GpopMUpOBaHHE aCCOPTUMEHTA YCIIYT.
Most Advanced Yet Acceptable (MAY A) kak KOHIETIIXSA CO3aHHUS «ONTHMATBHON HOBU3HBD.

[puHuun «acretnyeckoro o3apenus» u ¢popmuposanne High Concept mpomykra/yciyri B CEpBHCHOM
nu3aiHe.

Service Blueprint — kapTa cepBUCHOTO CLIEHapHsL.

[TprHIMTIBI TOCTPOCHUS U OCHOBHBIE KOMIIOHEHTBI KapThl CEPBUCHOTO CLIEHAPHS.

Otnmuus nHCTpyMeHTOB Service Blueprint (kapta cepBucHoro cuenapusi) u Customer Journey Map (kapta
ITyTH MOJI30BATEIS).

[IpoexTipoBaHre HOBBIX YCIYT M 3JEMEHTOB KIMEHTCKOTO OIBITA C TOMOIIBIO HATTISAHON BH3YyalTH3alluU
OpTaHM3AIIMOHHBIX MTPOIECCOB.

OnTumu3anus W yaydllieHHe KIMEHTCKOT'O OIbITa W OTbITa COTPYAHHMKOB C MomoImipio Service Design
Blueprint.

CrannapThl, HOPMBI, IPaBHJIA OKA3aHUS YCIIYT HAa IPSANPUATHIX CEPBHCA.

MerTo/1bl OpraHu3alyy JeOBbIX KOMMYHUKAIMKA B KOHTAKTHOM 30HE MPENPHSTHS CEpBHUCA.

OCHOBBI yIIpaBJIEHUs IPOEKTAMH, TaliM-MEHEKMEHT.

Omnpenenenne Employee Experience (EX).

EX kax pe3ynbrar B3aMMOOTHOLICHUH NPEANPUSITHS C COTPYTHUKAMH.

[IpoexTHpoBaHKE MOIOKUTEIFHOTO OTIBITAa COTPYIHUKOB.

JleTtanbHbIil MIaH OpraHU3aldKd CEPBUCHON AEATEILHOCTH Ha MIPEANPUATHIX CEPBUCA.

BapuatnBHOCTE eTaTBHOTO TUIaHA OPTaHU3AIMH MPOIIecca MO MPEIOCTaBICHUIO YCIYT Ha IPEATPHSITHIX
cepBuca.

3HaueHue KONMYeCTBA W KBATH(UKAIMKM HEOOXOAMMOTO TEepCOoHaNa I pabdoThl KOHTAKTHOW 30HBI
CEPBUCHOTO MPEATIPHUATHSI.

Pacnpenenenue 3ana4 uist IepcoHasa U KOHTPOJIb UX BBITIOJIHEHHUE.

3HaueHKE BOBJICYEHHOCTH NIEPCOHAIA B OM3HEC MIPOLIECCHI.

WHnekc ynoBIeTBOPEHHOCTH IEPCOHANA M €r0 3HaUEHHE JUIS Pa3BUTHS CEPBUCHOTO MPEATIPUATHS.
Omnpenenenne ypoBHS M IPUUUH «TEKYYKH» KaJpOB Ha NPEAIIPUSATHSIX CEpBUCa.

3HaueHHe 00yCTPOWCTBA KOHTAKTHOI 30HBI CEPBHCHOTO IPEANPUSITHS B COOTBETCTBHE CO CTaHIapTaMH,
HOpMaMH, TIPaBUIIAMH.

Ob6ecnieuenue pabOThl KOHTAKTHOHN 30HBI PEINPHUATHS CEPBHUCA.

Pemenne onepaTHBHBIX BOTIPOCOB, BO3HUKAIOIINX B X0/I€ MPEIOCTABICHNS YCIYT MPEANPUATHEM CepBHUCA.
Brageer HaBBIKaMH KOHTPOJIS KAU4ECTBA MPEIOCTABISEMBIX YCIYT CEPBUCHOTO MPEIIPUATHS

CepBucHasi jabopaTopusi — TIIOCTpOSHHE CBs3ed W oOMeH wuHpopMalueln MeXIy OoTAelaMu |
TOpa3ICIICHISIMA TIPEATPHUSATHS CepBUCA.

[IpuMeHeHHEe METOAWK AW3aMH-MBIIIICHUS K CEPBHCY M KO BCEM TOYKAM B3aWMOJIEHCTBUS C
MOJIE30BATEIIEM.

[ocnenoBarenbHOCTD IIATOB, IIPaBUJIA AU3AHH MBIIIICHHS U TU3aiH CIIPUHT.

[IpaBuna u npuémsl Reframing Method Ha npennpusitusx cepsuca.

OCHOBBI OpraHW3alUU JIESITEIFHOCTH CEPBUCHOIO NPEANPHUATHS M KOMIIBIOTEPHBIE IPOTrPaMMBbI,
UCIIOJIb3YEMBIE B HX JESITEIILHOCTH.

OcHOBHI (PHHAHCOBOTO, OYXTaNTEPCKOTO U CTATHCTUYECKOTO YUeTa Ha MPEANIPHATHSIX CEpBHCA.
Koopaunarwst, KOHTPOJIb U MPOBEICHHUE OEHKH 3()(HEKTUBHOCTH NESTETHHOCTH CEPBUCHOTO MPEATPHTHS.
[ImaHnpoBaHme U OpraHU3auys ACITEIEHOCTH CEPBUCHOTO MTPEIIPUSATHSL.

Hcnonp3oBaHne HACTABHUYECTCBA, JCICTUPOBAHIS, KOYIMHTa M OPYTUX (OPM Pa3BUTHS PYKOBOISIIETO
COCTaBa M KIIOYEBBIX COTPYIHUKOB CEPBUCHOTO NPEATIPHUSTHS.

Crparerndeckne M TaKTHIECKHE METO/IBI aHaJII3a IIOTPEOHOCTH CEPBUCHOTO MPEINIPHUATHS B pecypcax.
Pontb  1eNOBBIX HaBBIKOB, MEXKJIMYHOCTHBIX KOMMYHHKAalMil B TIPOBEACHHU COBELIAHWH M cOoOpaHHMU B
TPYZIOBOM KOJUIEKTHBE CEPBUCHOTO MPEATIPUSATHS.

[TprHIMIIBI ¥ METOBI CO3/IaHHSI CUCTEMBI KOHTPOJISI IEPCOHANIA CEPBUCHOTO TPEIIPHSTHSL.

Cnoco0Obl OIIEHKM COOTBETCTBUSI KayecTBa YCIyr pa3paOOTaHHBIM Ha NPEINPUITHH pErilaMeHTaM H
CTaHIapTaM.

Mertobl 3h(heKTHBHOCTH CHCTEMbI KOHTPOJIS IESITEIbHOCTH CEPBUCHOTO MPETPHSTHSL.

Amnanus npobieM B GyHKIMOHUPOBAHUH CHCTEMBI KOHTPOJISA, IIPOTHORUPOBAHNE MX MOCIEACTBHNA M MEpPHI
TI0 MCTIPABJICHHUIO M HEJOMYIICHUIO TTOAOOHBIX CUTyalluii B Oy TyIieM.

MeTtoauka co31aHUs CHCTEMBI KOHTPOJIS Ha MPEOIPUATHIX cepsl cepBuca.

Tunosbie CUTYallUOHHBIE 3a1aYM
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Curyanuonnas 3agaya Ne 1

B 2017 rony cetb kodeen «lllokonmamHuia» CTOJNKHYJIACh ¢ MPoOIeMOM: OoJbllas 9acTh WX KIMEHTOB — ITIOJIH,
KOTOphIE 3HaJM PO CeTh ¢ Hadajga HyJeBbiX. Momoaéxe 20-35 mer He accomuupoBana cedst ¢ «lllokomagHureir» wu
npeanounTtana apyrue kogernu. CeTs 3amymaia MpoOBECTH MOJHBIN peOpeHauHr. K pabore ObUTO MOAKIIOYEHO KPEaTUBHOE
areaTcTBo SmartHeart n cnermanuctel o ceppuc-nu3aiiny INEX Partners. UM mipencrosuto pa3zo0parbes, modeMy MOJIOJIbIC
moau He uayT B «l1lokomagHuiny» 1 Kak 3TO MOXKHO HCIIPABUTE.

Ton-menemkepsl  «lllokonagHUIBy BMECTe ¢ Ou3aiiHepaMu W CcepBHC-AM3aiiHepamMu e3nwi B [lapmwk, ropoj-
MPapOUTEIb KOPECH: OHU XOTENIU MOHATh, KaK JTOJKHA BBITIIAACTh HACTOAIIAS KOPCIHS, MEPeHATh €€ TyX M BOILIOTUTH BCE
9T0 B cBoell cetw. [locie moe3NKU CepBHC-AM3aWHEPHI MPOBEIU ONMPOCHI M HAOIOICHHS, M3YYHIM MATTCPHBI MOBCACHUS
KIIUCHTOB, KOTOPBIX XOTEJIOCh IPUBJICYb: KTO 3TH JIFOAH, KyJIa Yallle XOIAT U 3a4eM, YTO MPEIIOYUTAIOT IeIaTh B KO(EHHIX.

CepBuc-au3aiiHephbl CO3/ali KOHIEeNIu0 pedpenannra «lllokomaqHumby: KOUTaX ¢ HATJISIHBIMA MPEIOKCHUSIMH
[0 yIy4IIEHWIO W pa3paboTaind KOHKpPETHBIC TpPeOOBaHWS K IMPOCTPAHCTBY, BHEIIHEMY BUAY M paboTe mepcoHana. B
pesyiprate B «lllokomamgauiie» W3MEHIINCH MO3WIIMOHMPOBAaHUE, (GUPMEHHBIH CTWIb W HHTEpbep. OOHOBIINCH IMOCYAA,
ofexkaa oQUIIMAaHTOB, MPOCTPAHCTBO BHYTPH KO(EHHH, MEHIO, CTHJIb KOMMYHHUKAIIUN C KIUEHTaMH. 3apaboTajo MOOMIBLHOE
MIPUIIOKEHUE TSI OHUIINAHTOB.

B mpomecce wnccrenoBaHUS CEpBUC-IU3AHHEPHl YBHUACTH, YTO BEYEPOM JIIOJM HEOXOTHO TNPHUXOIAT B KOQEHHIO.
OKkazanaoce, YTO MHOTHE NOCETHTENH BBIOMPAIOT APYTHE 3aBEICHUS M YXKHHA, IIOTOMY YTO XOTAT HMOYYBCTBOBATH Ooiree
HHTHMHYIO, PAcCIIa0IIIONIYI0 aTMOC(Epy: BBIMUTH OOKAIl BUHA, CHUIICTh [IPH MPUTITYIIEHHOM CBETE.

«IllokonagHumay, He MOKUAAACH peOpeHIUHra, 100aBMIa B MCHIO «YKHHBI» OOKall BUHA HA PO3JIMB. 3a JIBC HEICIH
9TO PELICHUE OKYIHIO MHBECTHUIIMH B PEOPEHIMHT U MOKA3aJI0 XOPOIIHE PE3yIbTAThI:

[TocemaemocTs 1o Beuepam +20%;

Cpennmit yek +30%;

[Tokazarens like-for-like o6opota +15%.

3agaya:

1. CocraBbTe Customer Journey Map no ganHo# 3agade.

CuryannoHHas 3agaya Ne 2

[TarnemMus KopoHaBUpyca MPUBHECTA U3MEHEHHS B paboTy Bcex kommanwid B Poccun. Crienyst mpuHIMIIAM TU3aliH-
MBIIUICHUS, BaM MPEUIOKEHO HECKOJILKO BEPOSTHBIX CICHAPHEB pa3BUTHs OW3HECA, OCHOBAHHBIX HA MOBEICHYCCKHX
HnaTTepHax JroAeH.

- JIroasiM IOHPABUTCS IEPKATH «COLMATBHYIO JUCTAHIIUIOY.

- BeckoHTakTHOE B3aMMOJICHCTBHE C KYPhEPOM CTAHET HOPMOM.

- O0BEM MOKYIOK Yepe3 HHTEPHET MPOIOJIKUT PACTH.

- Jons ynanéHHOM pabOThI CTAHET OOJIBIIIE.

- [IponomwkuTcs pa3BUTHE TEIEMEIUIMHBI U TUCTAHIIMOHHOTO 00pa30BaHusL.

3agaya:

1. Kak mydmie mepecTpouTh MPOCTPAHCTBO CEPBUCHOTO MPENNPHUATHA W MPOIECC OIUIATH, YTOOBI HE CKAIUIMBAJIHChH
ouepenu?

2. Kak cokoHOMUTH Ha O(HCE U BRICTPOUTH pabOTy COTPYAHUKOB HA yaajaeHKe Hanbosee 3 (HEeKTHBHO?

3. Kak yBeM4IHUTh KOIHYIECTBO KypHEPOB B CEPBUCHOM HPEANPHATAN U IPU ITOM IOAIEPKUBATH CEPBHUC HA BEICOKOM
ypoBHE?

CuryannonHas 3agaya Ne 3

Bribepure r00yH YCIyry CEpBUCHOTO MpEANPHATHA. PaccMOTpuTe, KOrJa HAYUHAETCS OKa3aHHWE YCIYTH
MOTPEOUTEIIO.

3anayva:

1. CocTaBbTe KapTy MyTEIISCTBUS KIUCHTA, IOCYUTANTE, HA KAKOM dTale MOTPeOUTENhb HETIOCPEACTBEHHO HAYMHACT
B3aMMOJICHCTBHE C YCIYTOM.

2. PaccMoTpuTe BO3MOXKHOCTH TIOJMYUYEHUS IMOJIOKHTEIHLHOTO/HETAaTUBHOTO OIBITA, XOTS yCIIyra emé naxe He Oblia
OKa3aHa.

Curyannonnas 3agaya Ne 4

[peanpusitue chepsl cepBruca paspabarbiBacT HOBBII calT. CaliT 0ueHb BasKeH JUIS NPEIIPHUITHS, TaK KaK sBISIETCS
OCHOBHOM «TOYKOH BXO/a» KJIINEHTOB B BOPOHKY IIPOAAXK JAHHOTO MPENNPUATHUSL.

OO0bIYHO, PabOTa O NPOEKTUPOBAHHIO CTPYKTYPHI M 103a0MIINTH caiita soskurcs Ha UX-nun3aitnepa (user experience),
TO €CTh Ha OIBIT HOJIb30BATEIS.

Ha srane pa3paboTku npoToTHna caiita BaM HYXHO IIPOTECTHPOBATh €ro ¢ yYacTHEM MOTEHIUAIBHBIX MM PEalbHBIX
KIIHEHTOB.

3amaya:

1. [l TecTUpOBAHUS caiTa MogdepuTe HHCTPYMEHTApUi, HAPUMED:

- «Bompocs! B KOHTEKCTEY;

- «/dymaTp Beiyx»;
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- «MOKacUHBI.

2. PaccMoTpuTE OCHOBHBIC TUTFOCHI 1 MUHYCHI 3TOU MPOIIEypPhI, 000CHYHTE ¢ HEOOX0IUMOCTb.

CuryannoHHas 3agaya Ne 5

CepBHCHOE TPEANPHUATHE 03aJa9eHO OONBIINM KOJIWYECTBOM HETAaTHBHBIX OT3BIBOB O CEpBHCE B O(pHcCax M XOYeT
YIIy4YUINTh CBOM CEPBUC.

TunugHbI MpuMep, KOTa M3-3a IJIOXO0T0 CEpBHCAa B TOYKAX MPOJaK KOMITAHUS TepsSeT CBOMX KIMeHTOB. [IpuuiHa
BCErJia OJIHA U Ta K€ — JIFOJIM HEKOM(pOPTHO, HEYJJOOHO, HEMPUATHO HAXOJUTHCSA U YTO-JIMOO JIeNaTh B 0(hUCaX KOMIIAHHH.

3agaua:

1. lnst pemienust mpooIeMbl MOAOSPUTE HHCTPYMEHTAPUI, HATIPUMED:

- AHanu3 Hey00CTB;

- «TaitHblil TOKyNaTeNbY;

- «Bompockl B KOHTEKCTEY;

- «MOKaCHHBI»;

- HaOmronenwue;

- UnTepBbio.

2. O6ocHy#Te HEOOXOIUMOCTh TaHHBIX HHCTPYMEHTOB.

3. PaccMoTpuTe, YTO MOXXET MOPTHUTH BIICYATICHHE MOTPEOWTENeHl OT YCIyT Ha NPEeANpHUATHH Cephl CepBHUCcA.
[IpemmoxxnTe BaprHaHTHI, KaK N30€KaTh HETATHBHOTO OMBITA TOTPEOMITETIS.

Kpurtepnu u mkaja oneHKH YK3aMeHAa M0 AUCIUHILIHHE

Ounenka Kpurtepuu
OT1au4HO - 00yJaronHiics TIyOOKO W BCECTOPOHHE YCBOWII MMPOTPaMMHEIN MaTepHalr;
- YBEPEHHO, JIOTUYHO, MOCIEA0BATEIHHO U TPAMOTHO €T0 U3JIaraer;
- OnHpasiCh HA 3HAHUS OCHOBHOM U JIOTIOJTHUTEIFHOU JINTEPATYPHI, TCCHO
- TPUBSA3BIBACT YCBOCHHBIC HAYYHBIC TOJOXKCHUS C MPAKTHYCCKOH JESITEIBHOCTBIO
SKOHOMHUCTA;
- ymMeno 000CHOBBIBACT U apTYMEHTUPYET BBIIBUTAEMbIC UM HICH;
- ZIenaeT BBIBOABI U 0000IIEHNS;
- CBOOOHO BJIAZIEET CHCTEMOM DKOHOMHUYECKHUX ITOHSITHIA.
Xopomo - oOydarommuiicsi TBEPAO YCBOWJI MPOTPAMMHBIA MaTepHai, TPaMOTHO M MO CYIIECTBY
M3JaraeT ero, ONMHUPasch Ha 3HAHUS OCHOBHOM JIUTEPATYPHI;
- HE JIOTYCKAaeT CYIECTBEHHBIX HETOYHOCTEH;
- YBSI3bIBACT YCBOCHHBIC 3HAHUS C MPAKTHYCCKON ACATEIBHOCTHIO YKOHOMHUCTA,
- apryMEHTHPYET HAYYHBIC TIOJOKCHUS;
- IeJaeT BBIBOJBI M 000OIIEHNS;
- BJIaJICET CUCTEMOM SKOHOMHYECKHUX MOHSTUH.
YaoBiaerBopuTEeIbHO - 00YYaIOIIHIACS YCBOWII TOJILKO OCHOBHOW MPOTPAMMHBINA MaTepHal, o CYIIeCTBY
M3JIaracT ero, ONUpasich Ha 3HAHUS TOJBKO OCHOBHOM JTUTEPATypPHI;
- JIOMyCKaeT HEeCYIECCTBEHHBIC ONTHOKH M HETOYHOCTH;
- ICTIBITBIBACT 3aTPYIHEHHUS B MIPAKTHUECKOM IPUMEHEHUH (PMHAHCOBBIX 3HAHUH;
- c1ab0 apryMeHTHPYEeT HayJHBIE TIOJI0KEHNUS;
- 3aTpyAHsIeTCS B QOPMYIMPOBAHUH BHIBOJOB U 000OIICHUIA;
- YACTUYHO BJIAJICET CUCTEMOI SIKOHOMHYECKUX MOHSITHH.
HeynoB/eTBOPUTEIBbHO | - O0YJAONIHMIICA HE YCBOWII 3HAYUTEIHHOW YaCTH MPOTPaMMHOTO MaTepHaa;
- IOITyCKaeT CYIIECTBEHHBIC OINOKHM X HETOYHOCTH TP PACCMOTPEHUN (PMHAHCOBBIX
npobiiem;
- UCTIBITHIBACT TPYIHOCTH B IPAKTUYICCKOM MMPUMCHCHHUY 3HAHMIA;
- HE MOXET apryMCHTHPOBATh HAyYHBIC ITOJIOKCHHUS,
- He ()OPMYIIHPYET BBIBOJIOB U 000OIICHHUIA;

8. YYEBHO-METOJIUYECKOE U UH®OPMAILIMOHHOE OBECIIEYUEHUE JUCHUITJINHBI
8.1. OcHoBHas uTepaTypa
1. Bacunbesa, E. A. CucteMa MapKETHHTOBBIX UCCIICIOBAHUN ¥ MHPOPMALIUHU B CepBUCE : yueOHOE mocooue /
E. A. Bacunbesa, f. O. I'pumanoBa. — Capatos : Ail [Tu Op Meaua, 2018. — 70 c. — ISBN 978-5-4486-0198-9. — Tekcr :
AJIEKTPOHHBIH // DnexTponHo-0nbanoreuHas cucrema IPR BOOKS : [cafiT]. — URL: https://www.iprbookshop.ru/71588.html
2. Mortbeimuaa, M. C. MeHeKMEHT B CONMAIbHO-KYIBTYPHOM CEPBHCE M TypU3Me : YIeOHUK I By30B / M.
C. MorteimnHa, A. C. bonbmakos, B. . MuxaitioB. — 2-e u3., ucrnp. u nomn. — Mocksa : U3parensctBo FOpaiit, 2021, —
282 ¢. — (Bwicmee obpazoBanue). — ISBN 978-5-534-10440-0. — TekcT : anekTpoHHEIH // OOpazoBaTenbHas miaTdopma
IOpaiir [caiit]. — URL: https://urait.ru/bcode/475046
3. Uepnukos, B. I'. MeToasl HayuyHBIX WccleOoBaHUN B cepe cepBuca : ydeObHoe mocobue mms By3oB / B. T
YepHukoB. — 2-¢ n3A., ucnp. u poi. — Mocksa : Uznarensctso HOpaiit, 2021. — 194 c. — (Bricmee oopasoBanue). — ISBN
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978-5-534-13276-2. — Tekcr : oanektpoHHBIH // OOpaszoBarenpHass 1uiatrgopma HOpaiit [caiit]. — URL:
https://urait.ru/bcode/476952

8.2. lonmoiHuTeIbHASA JTUTEPATYPA

I. Bacunbesa, E. A. Mapkerunr B cepBuce : npaktukyMm / E. A. BacuiseBa, A. B. BacunbeBa. — Caparos : At
ITu Op Menua, 2018. — 208 c. — ISBN 978-5-4486-0141-5. — TekcT : 3JI€KTPOHHBIH // DNEKTPOHHO-OMOINOTETHAsI CHCTEMA
IPR BOOKS : [catiT]. — URL: https://www.iprbookshop.ru/72806.html

2. Tlony6esa, T. 5. OcHOBBI MOJCTUPOBAHUS M ONITUMHU3AIIAHN MTPOIIECCOB U CUCTEM CepBHca : ydeOHOe TTocooue
/ T. b. Tony6eBa. — ExatepunOypr : UznatenscTBo Ypansckoro yauepcuteTa, 2017. — 108 ¢. — ISBN 978-5-7996-2109-4.
— Texct : onekTpoHHBIH // DnexkrpoHHO-OmOMMoTeunas cuctema IPR BOOKS :  [caiit]. — URL:
https://www.iprbookshop.ru/106749.html

3. MapKeTHHr-MEHEDKMEHT : y4eOHHK M IpakTUKyM it By3oB / M. B. Jluncun [u ap.] ; nox penaknwmeit 1. B.
Jlunicuna, O. K. Oitrep. — Mocksa : UznarensctBo FOpaiit, 2021. — 379 ¢. — (Bsricmiee oOpa3oBanue). — ISBN 978-5-534-
01165-4. — Tekcr : anektpoHHEIH // O0pa3oBarenbHas mwiaTdopma KOpaiit [cafit]. — URL: https://urait.ru/bcode/469244

4. IMponuyesa, O. K. KinnenroopueHTHpOBaHHBIE TEXHOJIOTUH B TOCTHHUYHOM cepBHce : yueOHoe nocodue / O.
K. IIponueBa. — Owmck : OMCKHIl TOCYAapCTBEHHBIH HHCTUTYT cepBUca, OMCKHH TOCYJapCTBEHHBIM TEXHUYECKUI
yauBepcureT, 2015. — 72 ¢. — ISBN 978-5-93252-351-3. — TekcT : 2JeKTpOHHBIN // DIEKTPOHHO-OMOIIMOTeUHAsT CUCTEMA
IPR BOOKS : [catiT]. — URL: https://www.iprbookshop.ru/75021.html

5. PoxnecrBenckas, JI. H. T'ocrenpuuMcTBO M CepBHC B WHAYCTPHH THTaHHA : ydeOHoe mocoome / JI. H.
Poxnecreenckas, C. . 'maBueBa, JI. E. Uepenunaenko. — HoBocubupck : HoBocubupckuii rocyaapCTBEHHBIA TEXHIUSCKHMA
yauBepcureT, 2017. — 179 ¢. — ISBN 978-5-7782-3095-8. — TekcT : 2JIeKTpOHHBIH // DIeKTPOHHO-OMOINOTETHAS CHCTEMA
IPR BOOKS : [catiT]. — URL: https://www.iprbookshop.ru/91341.html

8.3. IIporpammHoe ob0ecneyenne

Microsoft Windows — Onieparinonsas cuctema

Microsoft Office — OducHOe mporpaMmmMHOe 0OecTieueHNE (TEKCTOBBIA PEIaKTOP, TAOIHIHEIN PelaKkTop, PEIaKTop
MIpe3eHTalHi{, TOYTOBBINA KIIUEHT)

8.4. IIpodeccnonanbHble 0a3bl JAHHBIX

basa nannbix «KopropaTuBHEI MEHEKMEHT. bubnuoreka ympasinenus» — www.cfin.ru
baza nanHbIX «CTpaTernyeckoe ynpaBieHUE U IUIAHUPOBaHUE) — http://www.stplan.ru

baza maHHBIX oTenei mo Bcemy Mupy. - https://ru.hotels.com/skidki-na-oteli/

ba3za m1okyMeHTOB 1 HOPMATHUBHBIX aKTOB ISl TOCTHHULIBI - http://file.prohotel.ru/

I'maBHEIH HHTEpHET-TTOpTaN MHIYyCTpUU rOCTEIPUUMCTBA B MUTaHUs. — http://www.horeca.ru/

8.5. Un(opmanmoHHbIe CIPABOYHBbIE CUCTEMBI
CnpaBoyHo-nipaBoBas cucteMa «Koncynsrantllmrocy. — http://www.consultant.ru/

8.6. UnTepHeT-pecypcesl

IMouckoras cuctema Google. — https://www.google.ru

IMouckosas cuctema Yandex. — https://www.yandex.ru

IMouckoras cuctema Rambler. — http://www.rambler.ru

ITouckoas cucrema Yahoo. — https://www.yahoo.com/
AMUHUCTPATUBHO-YIIPABIEHISCKUH MMOPTAT — WWW.aup.ru/management

8.7. MeTtoauueckue yKa3aHusi 10 OCBOEHHIO M CLHMIJIMHbI

MeTtoauueckue YKazaHus 110 B€ICHUI0 KOHCIIEKTOB JeKIuit
KOHCHGKTHpOBaHI/Ie JICKIIUU — Ba)XHEIM IIar B 3alIOMHMHAHUH MaTtepuajia, mIo3TOMY KOHCIICKT HCKHI/Iﬁ H€06XOHI/IMO

MMETh KKJIOMY CTYAEHTY. 3ajlada CTyJeHTa Ha JIEKUUMU — OJAHOBPEMEHHO CIyIIaTh MpenojaBaTelis, aHaJu3UpOBaTh U
KOHCIIEKTHPOBaTh MH(popMamuio. [Ipr 3TOM Kak CBHIETENBCTBYET MPAKTHKA, HE HYKHO CTPEMHUTHCS BECTH JOCIOBHYIO
3anuchk. TakuM 00pa3oM, JIEKIHIO MpPEenogaBaTessl MOKHO KOHCIIEKTHPOBATh, IIPH 3TOM Ba)KHO HE TOJBKO BHHMATEIHHO
CIIyIIaTh JIEKTOPa, HO M BRIACIATh HaHOOJIee BAKHYIO HH(POPMAIIHIO M COKPAIICHHO 3aUCHIBATh ee. [Ipi 37TOM 0JHO U TO
Ke conmepkaHue (UKCHUpyeTCs B CO3HAHHMHM YeThIpe pasa: BO-NEPBBIX, NP CaMOM CIIyIIAHHH, BO-BTOPHIX, KOT/Ia
BBIJICIIICTCS TJIaBHAS MBICIIB; B-TPETBHX, KOT/Ia MMOABICKIBAETCs 00o0maromast ¢ppasa, 1, HAKOHEI, IPH 3amucu. MaTtepuai
3armoMuHaeTCs 0osee MOJTHO, TOYHO U MPOYHO.

Xopowmuii KOHCHEKT — 3aJlof YETKUX OTBETOB Ha 3aHSATHUSX, XOPOLIEr0 BBHINOJHEHHsI YCTHBIX OIPOCOB,
CaMOCTOSITCIIFHBIX M KOHTPOJIGHBIX paOOT. 3HAYMMOCTh KOHCICKTHPOBAHHWS Ha JICKIIMOHHBIX 3aHSTHUSAX HECOMHCHHA.
IIpoBepeno, uto coctaBicHue FPHEKTHBHOTO KOHCIICKTA JEKIIMHA MOXKET COKPATHTh B YETHIPE pa3za BpeMsi, HEOOXOAUMOE
JUIS TIOJTHOTO BOCCTAHOBJICHHS HYXHOUM mMH(QOpManuu. J[is SKOHOMUM BPEMEHH, Mepel KaxIOoi JICKIUEH HEe0O0X0AUMO
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BHUMATEIBHO MPOYUTATh MaTEPHal MPEAbIAYIICH JICKIMH, BHECTH WCIPABICHHS, BBIICIUTh BAXKHBIC ACICKTHI
M3y4aeMoro MaTepuana

KoHcriekT moMoraetr He TOJBbKO JIydllle yCBaHBAaTh Marepual Ha JIGKIMH, OH OKa3blBACTCS HE3aMEHUM IpH
MOATOTOBKE 3k3aMeHy. ClieoBaTebHO, CTYACHTY B JAbHEHIIIEM Ba)KHO YMETh O()OPMHUTH KOHCIIEKT TaK, YTOOBI BAXKHBIE
MOMEHTBI KYJIbTYPOJOrHYEeCKOH Hien ObUIM BbIJCICHBI rpadHueckd, a TIaBHYIO HH(POPMALHIO CJICAyeT BBIICISATH B
caMocCTosATeNbHbIe a03albl, GUKCUpys ee Oojiee KPYMHbIMA OyKBAMM WIIM IIBETHBIMH Mapkepamu. KOHCHIEKT a0JDKeH
UMETB TOJISL IS 3aMETOK. DTO MOTYT OBITh OuONIMorpaduiueckrue CChUTKH U, HAKOHEI, COOCTBCHHBIC KOMMCHTAPHH.

MeTtoanyeckue yKa3aHusl O MOATOTOBKE K 3aHATHAM CEMHHAPCKOTO THNA (MPaAKTHYeCKAE 3aHATHS)
3ansarus cemuHapckoro tumna (3CT) sBISIOTCS OAHUM U3 OCHOBHBIX 3BEHBCB MPOIECCA U3YyUYCHHS TUCIIMILIMHEL.
Lenp 3aHATHI 3aKarodacTCsl B YSICHECHHMHM M YCBOCHHHM CTYICHTAMHU Ba)KHCWIIMX MPABOBBIX KATErOPUUA W TMOHSATHI,
BBIPAOOTAHHBIX OPHUCIPYACHIMCH M MMCIOMIMX MPUHIMITAATEHOEC METOJOJOTHYCCKOE M MPAKTHYCCKOS 3HAYCHUE IS
BCEro KOMIUIEKCA MPABOBBIX HAYK.

B xonme 3CT crynmeHT 3akperuisier W yriyOunsier 3HaHusl, MOJyYeHHbIE Ha JICKIUAX U B XOJE CaMOCTOSITENIbHOM
MOJTOTOBKH, MPHOOpPETAaeT HABBIKM HAYYHOTO MBIIUICHHUS, 00pabOTKM OOmel W CHerualibHOM WHQPOpMAIMU O TpaBe,
yMEHHE T0CJIeI0BATENIbHO, YETKO M apIYMEHTHPOBAHO U3JIaraTh CBOM MBICIIH, OTCTaUBATH COOCTBEHHBIC MO3UIIHH.

I[Mnaner 3CT, wx TemaTuka, peKOMEHAyemas JHuTepaTypa, Ielb W 3aJaddl €€ HW3YYCHHsI COOOINaloTCs
MpernoaBaTe’IeM Ha BBOJHBIX 3aHATHSX WU B METOJMYCCKUX YKa3aHUSX IO JAHHOU TUCIUIUIAHE.

[pexae yeM NMPUCTYIHUTh K U3YYCHHUIO TEMBI, HEOOXOIMMO MPOCMOTPETh OCHOBHBIC BOIIPOCHI IIAHA CEMHUHApA.
Haumnas monmrotoBky k 3CT, cryneHTamM HEOOXOAMMO, MPEKIE BCEro, MOCMOTPETh KOHCIICKTBHI JICKIUH, pa3Jciibl
Y4CeOHHUKOB M YYCOHBIX TOCOOUHL, YTOOBI MOTyYUTH 00IIIee MPEACTABICHUE O MECTE M 3HAUCHUHU TEMBI B U3y4acMOM Kypce.
3areM cienyeT mopaboTaTh C JONOJHHUTENBHOW JIUTEPATYpOH, CHeIaTh KOHCHCKTHl CEMUHAPCKUX 3aHATHH I10
PEKOMEHI0BAHHBIM UCTOYHHKAM.

Ha 3CT kaxaplii €ro y4acTHHK JOJDKEH OBITh TOTOBBIM K BBICTYIJICHHIO O BCEM IIOCTABJICHHBIM B IUIAHE
BOIIPOCAaM, HPOSBIATh MAKCUMAJIbHYIO AKTHBHOCTh NIPU UX PACCMOTPEHHH. BBICTYIICHHE HOKHO CTPOUTHCS CBOOOJIHO,
yOeMUTEIbHO U apryMeHTHpOBaHO. [IpernojaBaTenb CIEANUT, YTOOBI BBHICTYIJICHHE HE CBOJHMIOCH K PEHNPOIYKTHBHOMY
YpOBHIO (TIPOCTOMY BOCIPOW3BEACHUIO TEKCTa), HE JOIYCKAeTCs M MPOCTOE YTCHHWE KOHCIEKTa, TeM OoJiee ydeOHUKA.
Heo0xoanmMo, 4T00BI BBICTYMAIOLIMIA MPOSBISII COOCTBEHHOE OTHOIICHUE K TOMY, O YeM OH TOBOPHUT, BBICKAa3bIBAJT CBOC
JMYHOE MHEHHE, MOHUMaHKEe, 00OCHOBBIBAI €T0 M MOT CJIICJIaTh MPaBUIIBHBIC BHIBOJBI H3 CKa3aHHOTO. [Ipu 3TOM CTyJeHT
MOJKET O0paIiaThCs K 3aMUCSAM KOHCICKTa M JICKIUH, HEMOCPEICTBCHHO K MEPBOMCTOYHUKAM, HCIIOJIB30BATh 3HAHUC
Y4eOHOH U JONOIHUTEILHOW JIUTEPATYPhl, (PAKTHI U HAOIIOICHUS COBPEMEHHO KU3HU U T. 1.

Bokpyr Takoro BEICTYIUICHHS MOTYT pPa3ropeThCsi CIIOPBI, TUCKYCCHH, K YYaCTUIO B KOTOPBIX JOKEH CTPEMUTHCS
kaxpiit. [IpernogaBarenb, B CBOIO O4epeib, OyAEeT BHUMATEIbHO M KPUTHYECKH CIYIIATh, [I0JMEYaTh OCOOCHHOE B
CYXKICHHUSX CTYACHTOB, YJIABJINBATh HEJOCTATKH M OLIMOKH, KOPPEKTUPOBATh UX 3HAHHUS, M, B Clydae HEOOXOIUMOCTH
pa3peluTh CIIOPHYIO CUTYALIHUIO.

3CT sBaseTcs BaxHeHeH GopMoii yCBOSHHUS 3HAHUH.

Brnanenue MOHATHHHBIM anmaparoM — HEOOXOAMMOE YCJIOBHE YCBOCHHs MpeAMeTa. B yCBOeHHHM HX BechbMa
3¢ (}EeKTUBHO MPOBEACHUE MUCHMEHHBIX M YCTHBIX MOHATHUHBIX KOHTPOJBHBIX PadOT, TEPMUHOJIOTMYCCKUX JTUKTAHTOB,
TecToB. KpoMe TOro, HCIob3yrTCs Pa3IMYHbIC BUIBI YCTHOTO OMPOCA: IKCIPECC-OMPOC, OMPOC-HHBEPCHSI.

Dxrcnpecc-onpoc — 3TO TPEHJIOKCHUE PACKPBITh HAa3BaHHBIC MOHSTUA. Onpoc-uHeepcus, B OTIUYUC OT 3aJaHHS
MOSICHUTH 3HAYCHHUE TCPMUHA, MIPEUIOKEHIE TIOCTABUTh BONPOCHL. Takol mprueM crnocoOCTBYET HE MPOCTO «y3HABAHHIOY
TEPMHUHA, HO ¥ BBOJUT €r0 B aKTUBHBIN CIIOBAPh CTYIICHTA.

3CT mo mpemIoXKEeHUIO MperogaBaTelis MOTYT OBITh MPOBEACHBI B BHJIEC CBOOOIHOW JHMCKYCCHHU IO CYIIECTBY
obcyxmaeMoil TeMbl, B (popMe BBICTYIJICHH C 3apaHee TOATOTOBICHHBIMH IOKJIagaMHu (dCCe) 1O PEeKOMEHIYEeMBIM
BOIPOCAM M UX MOCJIEAYIOUEro o0cyxaeHus. B xoae 3aHATHH CTYAEHThI MOTYT BBINOJIHATh NHCbMEHHbIE 3a/IaHHS T10
BOIPOCAM TEMbI, OTBEYAaTh HA KOHTPOJbHBIE TECThl. TakKe MPAaKTUKYETCs MNPOBEACHHE CEMUHAPCKHX 3aHSATHH B
KOMITBIOTEPHOM KJIaCCe B MHTEPAKTUBHOM (hopme (0Oydaromye Urpbl, TECTHPOBAHME).

IMoxroroBka k 3CT mpoXoAsT B HECKOJBKO ATAIMOB: BO-IIEPBBIX, HEOOXOAUMO BHUMATEIBHO M3YYHTH BOMPOCHI U
JUTEPATypy, PEKOMCHIOBAHHYIO JUIS aHAJIN3a; BO-BTOPBIX, CICAYET MPOU3BECTH MOUCK JTOMOIHUTEILHON HHQOpMAINK U3
W3BECTHBIX HMCTOYHHKOB (3TO MOTYT OBITh AJICKTPOHHBIC PECYPCHI; MOMAIIHUE W BY30BCKHE OMOIMOTEKH; KaOWMHET
KoAu(UKAIMK U T.I.). B TpeThUX, CTYJCHT MOXET FOTOBHTHCSA K CEMHHAPY KaK CaMOCTOSTEIBHO, TaK M MPU y4aCTHU
npernoaBareis, y KOTOPOIO0 MOXHO MPOKOHCYJIBTHPOBATHCS IO BOIPOCAM CEMHHAPCKOTO 3aHATHS. B-4eTBEpTHIX,
MOATOTOBKA K CEMHHApPy MOXET ObITh KaK WHIMBHUIYAJIbHOM, TaK U KOJUIGKTUBHOI (COBMECTHOE 0OCYKACHHE BOIIPOCOB
ceMuHapa, pelIeHHe Ka3ycoB, 3ajau). B-msThiX, MOArOTOBKY K CEMHHapy MOXHO MPOBOAWTH (KelaTelbHO) B
MMCbMEHHOM BHUJIE, COCTABJISISE KOHCIIEKT JIMTEPATYPhI [0 TeME MM KOHCIIEKT OTBETAa HA BOMPOCH CeMHUHapa. B-niecTsix,
IpU TOATOTOBKE K CEMHHAPY HEOOXOJMMO MPOBOJMThH PEHETUIIMH, €CIIM 3TO CBSI3aHA C JICJOBBIMU HUIPAMH, POJIEBBIMHU
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urpamu. B-ceapMBbIX, IpH MOJTOTOBKE K IIPAKTHYECKOMY 3aHSATHIO CTYAEHTY HE00X0JUMO 0c000€ BHUMaHKE 00paTUTh Ha
COCTOSIHME 3aKOHOJATEIhCTBA, KOTOPOE OYECHb JAWHAMHYHO M MOXET H3MCHHTHCS HaKaHyHE 3aHATHA. B-BOCBMBIX,
CTYACHT IOJDKEH OOpaTWTh BHHMAaHWE Ha CTEICHb HAYYHOW pa3pa0OTaHHOCTH TEMBI B CMEXKHBIX AWCIUIUIMHAX:
¢unocopuu, MOTUTOIOTUH, COLMOIIOTHH, UCTOPUH, KYIBTYPOJIOTH U APYTHX.

MeTtoanyecKkue yKa3aHHUs N0 OPTaHU3AIUH CAMOCTOATEIbHOH Pa0oThI CTY/ICHTA

Jlist nHMBUyann3anuy o0pa3oBaTesIbHOTO Nporecca caMocTosTensHyto padory (CP) MoxHO pazaenuts Ha 6a30BYIO
U JIOTIOJHUTEIBHYIO.

BbazoBas CP obecrnieunBaeT MOATOTOBKY CTYICHTA K TEKYIIUM ayIATOPHBIM 3aHATHSIM ¥ KOHTPOJIBHBIM MEPOTPHUSITUIM
JUTS BCEX NUCLUILIMH y4eOHOTro TuiaHa. Pe3ynbraTel 3TOH MOATOTOBKH MPOSBISIOTCS B AKTUBHOCTH CTY/ACHTA HA 3aHATHSAX U B
Ka4yecTBE BBHINTOJHEHHBIX KOHTPOJIBHBIX PadOT, TECTOBBIX 3aJaHUH, CIEIAHHBIX JOKJIAZ0B U IPYTHX (GOPM TEKYIIETO KOHTPOJIS.
BbazoBas CP moer Brumo4ath cienyroniie (GopMbel padoT: H3ydeHHe JEKIIMOHHOTO MaTepHaja, MpeayCMaTpHUBAloIIne
MPOpabOTKy KOHCIIEKTA JICKIIUH W yIeOHOU JUTepaTyphl; MOUCK (ITOJA00p) M 0030p JIUTEPATYPHI B AJIEKTPOHHBIX HCTOYHHUKOB
nHGOPMALINH 110 HHANBHIYaJIHHO 33JaHHON TTpo0iIeMe Kypca; BEIIIOIHEHUE JOMAIITHETO 3a1aHMs WM JOMAITHEH KOHTPOIBHON
paboThI, BHIJAaBACMBIX Ha MPAKTUYECKUX 3aHATHAX; HU3ydEHHE MaTepHaja, BEIHECEHHOTO Ha CAMOCTOSTEIHHOE H3YUCHHE,
MMOJITOTOBKAa K MPAKTUIECCKUM 3aHATHSAM; TOATOTOBKA K KOHTPOJIBHOW paboTe WM KOJUIOKBHYMY; IIOATOTOBKA K 3adeTy,
aTTecTalMsIM; HalcaHue pedepara (3cce) o 3aiaHHON podieMe.

Jomonuutensiass CP HanpaBieHa Ha yriayOJiecHWE W 3aKpeIUICHHE 3HAHUM CTYJCHTA, Pa3BUTHUC AHAIUTHYCCKUX
HaBBIKOB 110 mIpoOiemaruke y4deOHOM aucumiuimHbl. K Hell OTHOCSTCS: NMOATrOTOBKAa K 9K3aMEHY; BBIIOJIHEHHE KypCOBOW
paboOTBl WJIM TPOCKTA; HMCCICIOBATENbCKAas padoTa W ydacTHE B HAYYHBIX CTYACHYCCKHX KOH(EPCHIHUSAX, CEMUHAapax W
OJIUMIIMAJIAX; aHAJIN3 HAayJYHOW MYyOJIMKAI[MK IO 3apaHee OIPEICIICHHON MPErnoaaBaTelieM TEME; aHaju3 CTATHCTUYCCKUX U
(aKkTHUECKUX MaTepuajoB IO 3aJaHHOH TeMme, NpPOBENEHHE pacdyeToB, COCTABICHHE CXEeM W MOJENe Ha OCHOBE
CTAaTHCTHYECKUX MATEPHAJIOB U JIp.

B yuebHOM mporiecce BBIACHSIIOT IBa BHIA CAMOCTOSTENBHOM paOOTHI: ayaIWUTOpHAS W BHEAYIHTOpPHAs. AyTUTOpHAs
caMOCTOATeNIbHAs paboTa MO AWCIWIUINHE BBHIIONHACTCS HAa Y4YEOHBIX 3aHATHAX II0J HEMOCPEICTBCHHBIM PYKOBOICTBOM
IperofaBaTess v 1o ero 3anaHmsiM. OCHOBHBIMHE (pOpMaMU CaMOCTOSITEIBHOM pabOTHI CTYICHTOB C yJaCTHEM IIpeTioiaBaTeseit
SIBIISIFOTCS: TEKYIIHEe KOHCYIIBTAITNH;, KOJJIOKBHYM KakK (popMa KOHTPOJISI OCBOCHHUSI TEOPETHUECKOTO COACPIKAHUS ITUCIIUILINH;
pueM ¥ pa3dop AOMAIIHUX 3a7aHui (B 4achl MPAKTHYCCKUX 3aHSITHI); BBIIIOJTHEHUE KYPCOBBIX padoT (IPOCKTOB) B paMKax
JMUCIHIUIAH (PYKOBOJCTBO, KOHCYJIBTHPOBAHUE U 3alIUTa KYPCOBBIX Pa0OT (B 4ackl, MPEIyCMOTPCHHBIC YYCOHBIM ILIAHOM);
IPOXOXJIeHNE U 0(DOPMIICHHE PE3YIIbTATOB MTPAKTUK (PYKOBOJCTBO M OLIEHKA YPOBHS C(hOPMHUPOBAHHOCTH NPO(ECCHOHAIBHBIX
YMEHUU W HaBBIKOB); BBINOJHCHUE BBITYCKHON KBaTH()UKALMOHHOW PabOTHI (PYKOBOJICTBO, KOHCYJILTUPOBAHHME W 3aIWTa
BBIITYCKHBIX KBAIN(UKALMOHHBIX paboT) U 1p.

BreaymutopHas camocrosTenbHas pa0oTa BEINONHSAETCS CTYACHTOM IO 3aJaHHIO TIPEeToAaBaTelss, HO 0e3 ero
HernocpeAcTBeHHOTO ydacTusa. OCHOBHBIMH ()OpMaMH CaMOCTOSTEIHHOW pabOThl CTYIAEHTOB 0€3 ydacTHsl INperojaBaTeiei
SIBIISIOTCS: (pOPMUpPOBAaHME W YCBOCHHE COJAEPKAHHMS KOHCIIEKTa JIGKIWH Ha 0a3e PEeKOMEHJOBAaHHOH JIEKTOPOM Y4eOHOMH
JIUTEPATYPHI, BKII0Yas HHOOpMAIIMOHHBIE 00pa30BaTebHbIE PECYpPChl (IEKTPOHHBIC YUeOHUKH, DJICKTPOHHBIE ONOIMOTEKH H
IIp.); Hamucanue pedeparToB, dcCe; MOATOTOBKA K MPAKTUYECKUM 3aHATHAM (MIOATOTOBKA COOOIEHWH, MOKJIAIO0B, 3alaHui);
COCTaBJICHUE aHHOTHPOBAHHOIO CIMCKA CTAaTeH M3 COOTBETCTBYIOIIMX JXYPHAJIOB IO OTpacisM 3HaHHUH (IeJaroruyeckux,
TICUXOJIOTUYECKHUX, METOAMIECKUX U JIp.); yrIIyOIeHHbIH aHAIN3 HAyYHO-METOJMYECKOI JIUTepaTypsl (HOATOTOBKA PELICH3HH,
aHHOTAIMHi Ha CTaThlo, OcoOWe M Jp.); BBHINOJHEHHE 3aJaHuil 1Mo cOopy MaTepuana BO BpeMs HPAKTHKH; OBIAJCHHE
CTY/ICHTaMH KOHKPETHBIX Y4eOHBIX MOJyJel, BHIHECEHHBIX Ha CaMOCTOSTEIbHOE H3y4eHHe; Noa0dOop MaTepHana, KOTOPBIH
MOJKET OBITh MCIIONIF30BAH JJIs HamucaHus peepaToB, KYPCOBBIX U KBaJM(PHUKAIMOHHBIX PabOT; MOATOTOBKA MPE3CHTALUMN;
COCTaBJIGHHE TJOCCApHs, KPOCCBOpAA IO KOHKPETHOH TeMe; MOATOTOBKA K 3aHSATHAM, NMPOBOAWMBIM C HCIIOJIB30BaHUEM
aKTHBHBIX (OpM 00ydeHHUs (KPYTIbIe CTOJBI, TUCIYTHI, IEJIOBBIE UTPHI); aHAIHN3 JCJIOBBIX CUTyalnid (MUHU-KeHCcOB). [ paHUIIBI
MEXTy ’TUMH BUJIaMHU pab0T OTHOCHTENBHBL, @ CAMHU BHJIBI CAMOCTOSATEIFHON pabOTHI IIepeceKaroTCsl.

MeToanyeckne yKazaHus 10 MOAr0TOBKe K YCTHOMY ONpPOCY
CamocrostensHas paboTa CTYACHTOB BKJIIOYAaET MOATOTOBKY K YCTHOMY ONpPOCY Ha CEMUHAPCKMX 3aHATHsIX. J[ns aToro
CTY/ICHT U3y4aeT JEKLNH, OCHOBHYIO M JIONIOJHHUTEIILHYIO JINTEPATypy, yOIuKay, HHpopMaruo u3 IHTepHeT-pecypcoB.
Tema 1 BOIPOCHI K CEMUHAPCKUM 3aHSATHSAM, BOIIPOCHI JUIsi CAMOKOHTPOJIS CO/iepXKaTcsi B paboueil yueOHOW mporpaMme u
OBOISATCS 10 CTYINCHTOB 3apaHee. D(PQPEKTHBHOCTH MOATOTOBKH CTYICHTOB K YCTHOMY OIPOCY 3aBHCHT OT KadecTBa
03HAKOMJICHHUS C PEKOMEHAOBAHHOH JuTepaTypoit. s MOATOTOBKH K YCTHOMY OIIPOCY, OJIMI-OIPOCY CTYACHTY HEOOXOIMMO
03HAKOMHUTBCS C MAaTepHaoM, MOCBALNICHHBIM TeME CEeMHHApa, B Y4eOHHWKEe WM APYroil pEeKOMEHIOBAaHHOW IMTepaType,
3aMUCsIX C JICKIIMOHHOTO 3aHATHSA, OOpaTHTh BHHUMAaHWE HAa YCBOCHHE OCHOBHBIX IOHATHH MUCIWIUIMHBL, BBISIBUTH HESICHBIC
BOTIPOCHI ¥ IOJ00paTh AOMOTHHUTENBHYIO JIATEPATYPy [UIA MX OCBEUICHHS, COCTAaBUTH TE3UCHI BHICTYIICHHS IO OTICIBHBIM
poOJIeMHBIM aciekTaM. B cpeaHem, OATOTOBKA K YCTHOMY OIIPOCY IO OJHOMY CEMHHAPCKOMY 3aHSTHIO 3aHMMaeT oT 2 10 4
YacoB B 3aBUCUMOCTH OT CJIO)KHOCTH TEMBbI M OCOOCHHOCTEH OpraHU3alny CTYAEHTOM CBOEH CaMOCTOSITEILHOM paboThI.
MeTtoauueckne yKa3aHus 10 MOATOTOBKe K TECTHPOBAHUIO
VYcnemHoe BBINOJIHEHNE TECTOBBIX 33/IaHU SBJISICTCS. HEOOXOIUMBIM YCIOBHEM MTOTOBOM MOJIOKUTEIBHON OLEHKH B
COOTBETCTBUM C pEHTHHrOBOI cucTeMOil 0OydeHMs. BrInoiHEeHHEe TECTOBBIX 3aaHUM IPEAOCTABIISIET CTYACHTaM
BO3MOXKHOCTh CaMOCTOSTENIbHO KOHTPOJIMPOBATh YPOBEHb CBOMX 3HAaHHUH, OOHApyKHBAaTh MNpOOENbl B 3HAaHHUAX U
MPUHUMATh MEPBI TI0 WX JUKBUAANuH. DopMa HM3II0KEHHS TECTOBBIX 3aJaHUI MO3BOJISACT 3aKPEIHUTh M BOCCTAHOBUTH B
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NaMsTH TpoiaeHHBIN MaTepuan. Jlins GpopMupoBaHus 3aJaHHil MCIIONB30BaHA KaK 3aKpbhITas, TaK M OTKphITas popma. Y
CTYICHTAa €CTb BO3MOXXHOCTh BBIOOpa TPAaBHJIBHOTO OTBETA WJIM HECKOJNBKHX IIPABIIIBHBIX OTBETOB U3 YHCIa
MIPEUTOKEHHBIX BapHaHTOB. [y BBHITIOTHEHUS TECTOBBIX 3aaHUHA CTYACHTHI TOJDKHBI M3YUUTH JEKIIMOHHBIM MaTepHal 1o
TeMe, COOTBETCTBYIOIIHE Pa3iesbl YIeOHNKOB, yIeOHBIX MOCOOUH M APYTUX UCTOYHHUKOB.

Ecmm xakre—T0 BONIPOCH! BBIHECEHBI IPETIOAABATEIEM HA CAMOCTOATEFHOE H3YUICHHUE, CIIeAyeT 00paTHThCS K ydeOHOH
JUTEepaType, PEKOMEHJOBAaHHOHM IMpermojaBaTelieM B KadecTBE WCTOYHWKA CBeAeHMH. Takke TpHM TOATOTOBKE K
TECTHPOBAHUIO CJIEAYET MPOCMOTPETh KOHCHEKT TPAKTHYCCKUX 3aHATUH ¥ BBIICIUTH B IPAKTHUCCKUC 3aJaHUA,
OTHOCSIIMECS K NTaHHOMY pasfeny. Ecnm 3agaHus Ha KakHe-TO TeMbI HE ObUTM pa300paHbl HA 3aHATHAX (WK PEIICHUS
KOTOPBIX OKA3aJIMCh HE MOHITHIMHU), CIEAYET OOpPaTUTHCS K y4eOHOW JTUTEpaType, peKOMEHIOBAHHON IpenojaBaTeieM B
Ka4yeCcTBE UCTOYHUKA CBeleHU. [10J1e3HO caMOCTOSATENIFHO PEIIUTh HECKOIBKO TUITHYHBIX 3aIaHUI [0 COOTBETCTBYIOIIEMY
pasneiny.

MeTtoanyeckue yKazaHusl 10 NOATOTOBKe pedepaTos

Pedepar mpencraBisier co0Oi KpaTKoe H3JIOKEHHE coJepaHus MoHorpaduu (OJHON WM HECKOJIbKHX KHHT),
TEMaTHYCCKOH TPYMITBI HAayYHBIX CTaTel, MaTepHaloB HAyJYHBIX MyOJIMKamWi IO OIpenesieHHOH mpobieMe, BOMpOCY,
IUCKYCCHHM WM KOHIENIMH. PedepaT He mpeamonaraeT caMOCTOSTENbHOTO HAYYHOTO HCCIENOBaHUS M He Tpelyer
OTIpE/ICIICHNUS TIO3UITH aBTOpa.

I'maBHas 3amava, CTOSMIAS MEpe]] CTYACHTAMH MIPH €r0 HAIMCAHHUH, - HAYIUTHCS OCYIIECTBIATH MOI00P MCTOYHMKOB 10
TeMe, KPaTKO M3JIaraTh WMEIOIIHECS B JINTepaType CYXKICHHS MO OIpelesieHHON MmpobiieMe, CpaBHUBATH pa3iIMYHBIE TOUKU
3peHus. PedepaThl SIBISIOTCS OJHOW U3 OCHOBHBIX (POPM CaMOCTOSATECIBHON pabOTHI CTYJICHTOB M CPEICTBOM KOHTPOIS 3a
YCBOCHHEM Y4e€OHOTO M HOPMATHBHOTO Marepuaja B 00beMe, YCTaHABIMBAEMBIM MPOrpaMMoi. J{iisi GOJBIIMHCTBA CTYICHTOB
pedepaT HOCHT y4eOHBIN XapaKTep, OJHAKO OH MOXET BKIIFOYATh AJIEMCHTHI UCCIICAOBATCIBCKON paOOThl U cTaTh 0a30i s
HATKMCaHUs BBIITYCKHOW KBaJTH(PHKAIIMOHHOW PaOOTHL.

IopsiioK MOATOTOBKH K HANMMCAHUIO pedepaTa BKIKYAET CIeTyIONIHE ITAMBI:

1. [ToATOTOBUTENHHBIH STall, BKIIOYAIONTHA H3yIeHIE IPEIMETa HCCIeIOBaHUS.

1) Bwi6op 1 popMyIMpoOBKa TEMBI.

Tema B KOHIIGHTPHUPOBAHHOM BHJIE TOJKHA BRIPAXKaTh COJIEpPKaHMe OyAyIIEero TeKcTa, 3aKiI09aTh Ipo0IeMy, CKPBITHIN
BOTIPOC.

2) TTouck UCTOYHUKOB.

CocraBuTh OMOIMOTpaduIo, UCIONB3YsI CHCTEMATHICCKUN W DJICKTPOHHBIA KaTaJIOTH OMONMMOTeKH (rinana, a Takxke
ANEKTPOHHO-OMOIHOTEUYHBIX CHCTEM;, U3YUUTh OTHOCSIIUECS K TAHHOW TeME UCTOYHHUKH U TUTEPATYPy.

3) PaboTa ¢ HECKONBKUMH HCTOYHHKAMH. BBIIEIUTh ITaBHOC B TEKCTE UCTOYHUKA, OMPEICIUTh WX MPOOIICMATHKY,
BBISIBUTH aBTOPCKYIO IMO3MIIMIO, OCHOBHBIC apTyMEHTHI M JIOKA3aTEeIbCTBA B 3aIINTy aBTOPCKOW IMO3UIIMH, apryMEHTHPOBATH
COOCTBEHHBIC BBIBOIBI 110 TAHHOH MPOOIEMaTHKE.

4) CucteMaTu3alys MaTepHAaIOB JUIs HAIMMCAaHUs TEKCTa pedepara.

2. Hanwmcanue Tekcra pedepara.

1) CocraBnenne moapoOHOro miaHa pedepara.

[Tman pedepara - 3To ocHOBa paboTH. Bompock miiaHa JOMKHBI OBITH KPATKUMH, OTPAXKAIOIIUMH CYIITHOCTB TOTO, YTO
n3JaraeTcs B colepxkaHWU. Pexomenmyercs Opatb He Ooyiee ABYX WM TpeX OCHOBHBIX BOIpOCOB. He ciemyer meperpyxarth
IUTaH BTOPOCTETIEHHBIMHU BOIIPOCAMH.

2) Co3nmanue TekcTa pedepara.

TekcT pedepaTa IDODKEH MOAYMHATHCS ONPEICICHHBIM TPeOOBaHMSAM: OH MOJDKEH pAacKphIBaTh TeMy, 00JanaTh
CBS3HOCTBIO M IENBHOCTHIO. PacKphITHE TEMBI IMpEIojaract, 4To B TEKCTe pedepara H3iaraercs OTHOCSIIUICS K TeMe
MaTepHuall U MPeJUIararoTCs MyTH PEIICHUs CoIepKaiieiicss B TeMe mpooiembl. CBI3HOCTh TEKCTa MPEAIOIAraecT CMBICIOBYIO
COOTHOCHUTEIBHOCTh OTJCIIEHBIX KOMITOHEHTOB. L[eNbHOCTS — CMBICTIOBAs 3aKOHYCHHOCTh TeKcTa. [Ipu Hamucanuu pedepara
HE CIIeTyeT JOIMYCKAaTh:

—  JIOCIIOBHOE MEPEMUCHIBAHUE TCKCTOB U3 KHUT U MHTEpHeT;

—  HCION30BAHHE YCTApEBIIEH INTEPATYPHI;

—  TIOAMEHY HayYHO-aHAJIUTHYECKOTO CTHJIS XyI0’KECTBEHHBIM;

—  TIOAMEHY M3JI0XKEHHUS TEOPETHIECKUX BOIIPOCOB [UIMHHBIMHU OMOIHOTpaduecKuMH CIIpaBKaMU;

—  HeOpexHoro ohopMIeHHS PabOTHI.

CtpykTypa pedepara.

O06beMm pedepara TOHKEH COCTABIATE 15-20 cTpaHUI] KOMITBIOTEPHOTO TEKCTA, HE CUNTAs TIPHUIIOKEHUH.

Crpykrypa pedeparta:

1) TuryneHbI# nucT. TUTYNBHBIN JTHCT SBISIETCS IEPBOH cTpaHHULEH pedepaTa.

2) Coneprxanue.

[Mocne TUTYIBHOTO JIUCTA HA OTJCIBFHOU CTPAHUIIE CICIYST COJCPKAHUE: TOPSIOK PACTIONI0KEHHUS OTIACIBHBIX YacTei
— MOAIMYHKTHI TOJDKHBI IMEET Ha3BaHUsI; HOMEpa CTPAHUII, YKa3bIBAIOIINE HAYAJIO0 3TUX Pa3ICNIOB B TEKCTE pedepara.

3) BeencHue.

ABTOp 000CHOBBIBAET HAYYHYIO aKTYaJIbHOCTH, MPAKTHYECKYIO 3HAUAMOCTh, HOBU3HY TEMBI, a TAK)KE YKa3bIBACT IIETH U
3a/1a4u, mpeaMeT 00BEKT U METOBI UCCIIeIOBaHNs. BBeieHne 0ObIYHO COCTOUT U3 2-3 CTpaHMIL.

4) OcHOBHas 9acCTh.
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MoskeT UMETh OIHY WJIM HECKOJIKO TJIaB, COCTOSIIHX H3 2-3 maparpadoB (MOAMYHKTOB, pa3nenoB). [Ipeamonaraer
OCMBICJICHHOE U JIOTUYHOE W3JI0KEHHUE TIABHBIX IMOJOKEHUN W UIACH, COAepKalllMXcs B M3y4eHHOU nuteparype. B Texcre
00513aTeITbHBI CCBUIKH Ha TIEPBOUCTOYHUKH.

5) 3aknroueHue.

[ToxBomuTCS UTOT MPOBEACHHOMY HCCIIEIOBAHUIO, (DOPMYITHPYIOTCS TIPEIOKESHUS U BEIBOIBI aBTOPA, BHITCKAIONINE U3
Bceld paboThl. 3akiItoueHNue OOBIYHO COCTOUT M3 2-3 CTpaHHMII.

6) bubmorpaduueckuii cnucok.

BrirogaroTes TOIBKO Te pabOThI, HAa KOTOPBIC CIICNIAHbI CCHUIKH B TEKCTE.

7) lpunoxxenus. BKIOYar0TCs UCMONIB3yeMbIC B pab0Te TOKYMEHTBI, TAOJIUIIBI, TpadUKH, CXEMBI U JIp.

TpeboBanus k opopmiennio pedpepara

Pedepar odopMmisroTcs Ha PYCCKOM S3BIKE B BHJE TEKCTA, MOJITOTOBICHHOTO Ha IMEPCOHAIBHOM KOMIIBIOTEPE C
MTOMOIIBI0 TEKCTOBOTO PEIAKTOpa M OTIIEYaTAHHOTO Ha MPHUHTEpE Ha IUcTax popmaTa A4 ¢ 0HON CTOPOHBL. TEKCT Ha JHCTE
OJDKEH WMETh KHIDKHYIO OPHEHTAINIO, ajJh00MHAs OpHEHTAlHWs JOITyCKAeTCS TOJBKO IS TaONHIl W CXeM IPHIIOKEHHH.
Ipudt Tekcra — TheTimesNewRoman, pasmep — 14, nBer — depHsiid. [lons: neBoe — 3 cM., mpaBoe — 1,5 cM., BepxHee H
HUXHee — 2 ¢cM. MexcTpouHbIi uHTepBai — 1,5 nr. A63am — 1,25 cm.

JlotryckaeTcsi MCTIONB30BaHIE BH3YAIbHBIX BO3MOXXHOCTEH aKIIEHTHPOBAHWS BHUMAHWS HA OIPENEICHHBIX TEPMHHAX,
OTIpE/ICIICHUSIX, IPUMEHSSI HHCTPYMEHTHI BBIACTICHUS U MIPU(THI PA3IUIHBIX CTHIICH.

HamMmeHoBaHHs BCeX CTPYKTYpPHBIX 3JIEMEHTOB pedeparta (3a HCKIIOYCHHWEM IIPIIIOKCHHH) 3alHCHIBAIOTCS B BHIE
3aroJIOBKOB CTPOYHBIME OYKBaMH TIO IICHTPY CTPAHUIIBI O0e3 moquepkuBanus (1pudt 14 moryKupHbIif).

CTpaHHUIBI HYMEPYIOTCS apaOCKUMU UPpaMu ¢ COOIOICHIEM CKBO3HON HyMEpaIliH M0 BCEMY TEKCTY.

Howmep cTpaHuIlbl IPOCTABISETCS B ICHTPE HUKHEH YacTH JIucTa 0€3 TOUKH.

TuTynpHBIA JHCT BKJIIOYACTCS B OONIYIH0 HyMEpalui CcTpaHul. HoMep CTpaHUIBI HAa TUTYJIBHOM JIUCTE HE
MPOCTABISICTCS (HyMepallys CTPAHHI] — AaBTOMATHUCCKAs ).

[TpunoxeHns BKIFOYAIOTCS B OOITYI0 HyMEpaIUIo CTPAHUII.

'maBel WMEIOT TOPSIIKOBBIE HOMEpa W 0003HadaioTcsl apabckumu Iudpamu. Homep pasmena rimaBbl COCTOHT W3
HOMEPOB TJIaBHI U €€ pa3zesia, pa3AeiIeHHBIX TOUYKOM.

LuTaThl BOCTIDOM3BOAATCSI C COOJIIOJICHHEM BCEX IPAaBHJ HUTHPOBAaHUS (Copa3MepHas KPaTHOCTb ITUTATHI, TOYHOCTh
nutupoBanus). LlutupoBanHas nH(GOpMAINs 3aKII0YAIOTCS B KaBBIUKH, YKa3bIBAETCS HCTOYHHK ITUTHPOBAHIS, a TAaKXKe HOMEP
CTpaHUIIBl HICTOYHHUKA, U3 KOTOPOTO MMPUBOANUTCS NUTATa (TIPH HAWIHH).

Hudporoii (rpadudueckuii) Matepuan (majee - Marepuaibl), KaKk IpaBmiio, oGopMiIseTcs B BUAC TaONUI], TpauKoB,
IUarpaMM, WDIFOCTPAllMd W HMEET II0 TEKCTy OTACIbHYI0 CKBO3HYH HyMEpalMI0 JUIsl Kak[JOro BHIA MaTepHaia,
BBITOJIHCHHYIO apabckumu nuppamu. B oubimorpaduvyeckoM CIHCKe yKa3blBaeTCs MEPCUCHb H3YYCHHBIX M HCIIOJIB30BAHHBIX
IIpH NOJATOTOBKE pedepara HCTOYHUKOB.

Bubnuorpaduveckuil CUCOK SBISETCS COCTABHOM 4YacThio paboOThl. KOJIMYECTBO M XapakTep MCTOYHHKOB B CIIUCKE
JTAIOT MPEACTABICHUE O CTCIICHU U3yYCHHOCTH KOHKPETHOM MpOOIeMbl aBTOPOM, JOKYMEHTAIBLHO MOATBEPKIAI0T TOYHOCTh U
JIOCTOBEPHOCTh IIPUBEICHHBIX B TEKCTE 3aMMCTBOBAaHWI: CCBUIOK, IMTAT, WH(GOPMANHMOHHBIX M CTATUCTHYECKUX JAaHHBIX.
Crrcok moMenaeTcst B KOHIle paboThl, Tocie 3aKITIoueHUS.

bubnunorpaduuecknii CMCOK COAEPKUT CBENECHUS 000 BCEX HMCTOYHUKAX, WCIONB3YyEMBIX TPH HAIMCAaHUH PAaOOTEHI.
Crricok 00s3aTeNTLHO TOJDKEH OBITh MPOHYMEPOBAH.

[Ipunoxenns k pedepary oGOpMIAIOTCA HA OTHACNIBHBIX JIMCTaX, NPUYEM KaXKIO€ W3 HUX JOJDKHO HUMETh CBOH
TEMaTHYCCKUHA 3arojOBOK M B IPABOM BEpPXHEM YTy CTpaHHWIBl HAaAmuch «lIpuioxkeHwe» ¢ yKa3aHHEM €ro HOpPSIKOBOTO
HOMepa apabckumu nudpamu. XapakTep MPHIOKCHUS OMPEICISICTCS CTYACHTOM CaMOCTOSITEIBHO, UCXOS U3 COJCPKAHUS
paboTel. TekcT KaXAOro MPHIOKCHUS MOXET OBITh Pa3lieicH Ha pas3/ieiibl, KOTOPhIC HYMEPYIOT B MpelesiaX KaxIoro
npuioxeHus. [IpuosKeHust JODKHBI UMETh OOIIYIO C OCTATBHOM YaCThIO paOOTHI CKBO3HYIO HYMEPAIUIO CTPAHUII.

MeTtoanyeckue yKa3aHUs N0 BHINOJHEHUIO MPAKTHYECKUX 3a/IaHUI

[IpakTuyeckue 3aJaHuss MOTYT BBIMOJHATHCS KaK WHIUBUAYAIBHO, TAK ¥ HEOOIBIINMHE TpynnamMu. [Ipu BRINOJHEHUU
MPAKTUYCCKUX 3aaHUil CIIEyeT PYKOBOJCTBOBATHCS CJICAYIONUMH OOIIMMH PEKOMEHIAUUAMHU. [l BBIOJHECHUS
MPAaKTUYECKOTO 3aJaHWsl HEOOXOMUMO BHUMATEIBHO MPOYUTATh 3aJaHHe, MOBTOPUTH JICKIMOHHBIA Marepuan Io
COOTBETCTBYIOIICH TeMe, W3YUHUTh PEKOMEHIYEMYIO JHTEpaTypy, B T.4. JOIONHUTEIBHYIO; €CIH 3aJaHHE BBIIACTCA II0
BapHaHTaM, TO NOJYYHTh HOMEp BapHaHTa HWCXOOHBIX JAaHHBIX Yy IIperojaBaTels, JH00 Iomo0paTh HCXOIHBIC JaHHBIC
CaMOCTOSATENIFHO, MCTIONB3YS pa3InyHbIe HCTOYHUKH WH(POPMAIINH.

Jlns BBITOTHEHMST MPAKTHYECKOTO 3aaHWs MOXKET HCIOJB30BATHCSA METOI MajbIX Tpymm. PaboTa B MaibIxX Trpymmax
MIpeaIoIaraeT perieHre OnpeaesIeHHBIX 00pa30BaTENFHBIX 33/1a4 B paMKaxX HeOOJBIINX TPYII € MOCIECTYIONUM 00CYKICHHEM
MOJYYCHHBIX PE3yNbTATOB. JTOT METOJ DPAa3BHBACT HABBIKM COTPYJHHYECTBA, IOCTI)KEHHS KOMIIPOMHCCHOTO DELICHHS,
aHanmuTHYeCKue crocoOHoctu. OH TpeaycMaTpHBaeT pacIpeieiCHUE B paMKaxX TPYINbI POJCH: BEAyIIero (OpraHu3aTop
paboTHI TPYIIIBI), CEKpeTapst (3aMUCHIBACT PE3yIbTATHI 00CYKICHNUS), TOKIATIUKA (IPEICTABISACT PE3yIbTaThl KOJUICKTUBHOTO
aHanu3a npooyiemMsl). CMBICT pabOTHI 3aKITFOYACTCS HE TOJIBKO B TOM, YTOOBI C(OPMYIIUPOBATH PEIICHUE KAKOW-INOO 3a/1auH,
HO 1 0OBCKTHBHO OLICHUTH KaK CBOIO paboOTy, Tak U Pe3yJbTaThl pabOThl Npyrux. Pe3ynbraTel pabOThI IPYIIN OLICHUBAIOTCS 110
BBIPAOOTAHHOI 3apaHee IIKajie OayioB.

JIJ1s BBITIOJTHEHHS PACYCTHBIX 3a/IaHUI 00yUYaIOIIeMycst HEOOXOIUMO:

— COCTaBHTH AJTOPHUTM PEIICHIS, TPH BHIIOJHEHUN 00O0CHOBBIBATH KAXKIIBIA dTAll PEIICHHUS, UCXOII U3 TEOPETHUECKIX
MOJIOKEHUM Kypca;

— pelIeHre 3auChIBaTh MOAPOOHO, BEYUCICHHS PACIOIaraTh B CTPOTOM MOPSIIKE;
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— JIOBECTH PEIlIeHNEe 10 OKOHYATEILHOTO OTBETa, KOTOPOTO TpeOyeT yCIOBUE 3aTaHHUS.

BrlImosHeHUE pacueTHO-aHATUTHYECKIX 3aJJaHIi OCYIIECTBIIETCS B CICAYIONICH IMOCIeI0BATEIbHOCTH:

— M3YYUTH [TOKA3aTEIH, XapaKTePU3YIOITHE ONPEICIICHHYIO CUTYaINIo, U GOPMYIIBI ISl KX pacyeTa;

— BBISIBUTH, Kakue (haKTOPHI BIMSIOT Ha BETUIMHY THX TOKa3aTelei;

— HaWTH YHCJIOBBIC 3HAUCHUS ITOKA3aTeCi;

— cJIeNaTh COOTBETCTBYIOIIHNE BHIBOJIBI.

JI71s1 BEITTOJTHEHUS aHAJIMTHIECKUX 3aJaHHUi HEOOXOIUMO:

— OIIPENENUTh, KAKOH METOIUKON MOKHO BOCIIOJIb30BAThCS, YTOOBI BBITOIHUTE 3aJJaHUC, H3YYHUTh 3Ty METOJIUKY;

— OIPENeNUTh, KAKYI0 UH(POPMALIUIO HEOOXOIMMO cOOpaTh ISl BHIIOJHCHUS 3a1aHUS;

— MMOATOTOBUTH UCXOAHBIC JaHHBIC ISl HX aHAIN3a;

— MPOAHAJIU3UPOBATH COOPAHHYIO HH()OPMAIHIO, CACTATh COOTBETCTBYIOIINE BHIBOIBI;

— JIaTh OLCHKY CUTYaI[HH.

JIst  BBITIOJTHEHUS TPAKTHYECKOTO 3aJaHHUsS C HCIIOJB30BAaHMEM BO3MOXHOCTEH ceTH WHTEepHEeT HEoOXO0aMMO
03HAKOMUTBCS ¢ HHTep(ecoM pa3IMIHBIX HHTEPHET Opay3epoB, ¢ MpaBWIaMH pPabOTHl C IOMCKOBBIMU CEpBEpaMH, C
MIpreMaMHy ITOUCKa HHPOPMAITUH 110 3aJaHHBIM TTapaMeTpam, IprueMaMu paboThI C IEKTPOHHOH MOYTOH.

[IpakTudeckue 3aJaHus, 3aKIIOYAIONMIMECS B paboTe ¢ pa3sIMYHBIMH JTOKYMEHTAMH, MPEIIOJIaraioT O3HAKOMIICHHUE C
Ha3HAYeHUEM, CTPYKTYpOH M CoOJlepKaHHEM KOHKPETHBIX JOKYMEHTOB, TPEOOBAHHMSMH K WX COCTABICHHIO U O(OPMIICHUIO;
BBITIOJTHEHUE MPAKTHYCCKUX JEHCTBUH MO pa3paboTke MOKyMeHTa (MHCTPYKIIMH, MPOEKTA COTJAMIECHUS W Ap.), 3allOJHEHUIO
JIOKYMEHTA, aHAJIHM3Y MCIIOJIb3YEMBIX B KOHKPETHOM OpraHu3aluy JOKYMCHTOB.

MeToanyeckne yKa3aHus Mo MNOATOTOBKe U MPOBeIEeHHIO IK3aMeHa

[Ipu mOArOTOBKE K 3K3aMEHY CTYICHTY HEOOXOAMMO:

— O3HAKOMHUTHCS C MPEII0KECHHBIM CIIUCKOM BOTIPOCOB;

— TOBTOPUTH TCOPETHYCCKHIA MaTepuall AWUCHUILTUHBI, WCIONb3ys MaTepuall JICKIHMH, MPAKTHUCCKUX 3aHSATHUM,
y4eOHUKOB, YICOHBIX TOCOOUIT;

— MOBTOPHUTH OCHOBHEBIC MTOHATHUS H TCPMUHEI;

— OTBETHTH Ha BOIPOCHI TECTa (CCIIH 3aJaHbI).

B sKx3aMeHaImOHHOM OWJIETE TI0 TUCITUIUIMHE TIpejIaraeTcs Ba 3aJaHusl B BUJE BOTIPOCOB. DK3aMEH CIAeTCsS B yCTHOM
¢dbopme. Bpems Ha MOATOTOBKY K dk3aMmeHy 40 MUH.

9. MATEPUAJIBHO-TEXHUYECKOE OBECINEYEHUME JTUCIIUIIJINHbI

Jist mpoBeieHust 3aHATHH JIEKIIHOHHOTO U CEMUHAPCKOTO THIA MCIIONB3YIOTCS ayAUTOPUH, 000pYAOBaHHbIE YIEOHOM
MeOelIbI0, MYJIbTUMEUHHBIME CPEICTBAMU 00YUYEHHUS: 9KPAHOM, TPOEKTOPOM, HOYTOYKOM (TIpH OTCYTCTBHH dKpaHa, HOyTOyKa
U MPOEKTOpa — yueOHast 0cKa).

Jns mpoBelieHMsI TPOMEKYTOYHOW aTTeCTally 10 JUCLUIUIMHE HCIIONB3YIOTCS ayJUTOpHs, OCHAIIECHHAs Y4eOHOM
MeOeJIbI0, 9KPaHOM, HOYTOYKOM M IPOEKTOp (IpH OTCYTCTBUH KpaHa, HOyTOyKa U POeKTopa — yueOHast JocKa).

Jnst camocTosITeIbHOW pabOThl 00YYAIOIIMXCS MCIIOIB3YETCsl ayAUTOPHs, OCHAIIIEHHAsT KOMITBIOTEPHOH TEXHUKOH C
BO3MOXKHOCTBIO MOIKIIOYEHHs K ceTH MHrepHeTr W o0ecneyeHWeM JOCTyla B DJIEKTPOHHYIO HH(POPMAaIMOHHO-
00pa3oBaTeNbHYIO CPEAY OpraHU3alnH.

Jnisi mpakTH4ecKOW TMOATOTOBKM OOYYAIONI[MXCSl HCIOJB3YIOTCS ayAWTOpHUs, OCHAIlleHHas y4eOHOW Mebelnbio,
9KpaHOM, HOYTOYKOM H MPOEKTOp (TIPH OTCYTCTBHH dKpaHa, HOYTOyKa U MPOeKTOpa — yueOHas J0CKa).

Hcnonp30BaHie MHTEPHET-PECYPCOB IMPEAINOJAaraeT MPOBEICHNE 3aHITHIl B KOMIIBPIOTEPHBIX KllacCaX C BBIXOJOM B
WurepHer. B KOMIBIOTEpHBIX Kiaccax OOydarolIMecs HWMEIOT J0CTyl K HH(GOPMALMOHHBIM pecypcaMm, K 0a3ze JaHHbBIX
O6ubamoTekn (IEKTPOHHO-ONOIMoTedHas cuctema http://www.iprbookshop.ru).

10. OCOBEHHOCTH OCBOEHHUA UCHUIVIMHBI JIMOAMU C OI'PAHUYEHHBIMHU
BO3MOXHOCTSMMH 31O0POBbSI

OOy4arouMcst ¢ OrpaHUYCHHBIMU BO3MOXKHOCTSIMU 3JI0POBbBsI MIPEIOCTABIISIOTCS CIICIUATBHBIC YICOHUKH, yIcOHBIC
MocoOusl ¥ TUNAKTUICCKUE MATCPUAIIBI, CIICIIHAIbHBIC TEXHHUYCCKUE CPEICTBA 00yUCHHS KOJUIEKTUBHOTO M HHIMBHYaTbHOTO
T0JIb30BAHUSA, YCIYT'H aCCUCTEHTA (THIOTOPA), OKA3bIBAIOIIETO 00YJAIOIIUMCS HEOOXOAUMYIO TEXHUIECKYIO TTOMOIIh, 8 TAKKe
YCITyTH CYpIOIIEPEBOAINKOB U TH(HIOCYPAOTIEPEBOIINKOB.

OcBoeHNE TUCIHIUIMHBI 00YYaIOMHUMHUCS ¢ OTPAaHUYCHHBIMU BO3MOYKHOCTSMH 3I0POBBS MOXET OBITh OPTraHW30BaHO
COBMECTHO C IPYTUMH 00YUJaIOMIMMUCS, a TAK)KE B OTACIBHBIX TPYIIAaXx.

OcBoeHNE AUCIUILIMHEI 00yJarOIIUMICS C OTPAaHMYCHHBIMH BO3MOXKHOCTSMH 3/I0OPOBBS OCYIIECTBISIETCSA C YUETOM
0COOEHHOCTEH MCUXO(PU3MIECKOTO PA3BUTHS, HHINBHIYaIbHBIX BO3MOKHOCTEH M COCTOSIHUS 37J0POBBSL.

B memsx MOCTYMHOCTH TOJYYEHHS BBICHIETO OOpa3oBaHUs IO OOpa3oBaTENbHON MporpaMme JHIAMHU C
OTPaHUYCHHBIMU BO3MOYKHOCTSIMH 30POBBSI IPH OCBOCHUH JUCIUILUIMHBI 00CCIICYHBACTCS:

1) amnst UL ¢ OTpaHUYCHHBIMEI BO3MOKHOCTSIMH 3[I0OPOBBS IO 3PCHHIO:

— IPUCYTCTBHE THIOTOPA, OKA3BIBAIOIININ CTYACHTY HEOOXOUMYIO TEXHIHUYECKYIO MTOMOIIb C YIETOM UHIUBUAYAIbHBIX
0COOCHHOCTEH (IIOMOraeT 3aHATh padouee MECTO, EPEABUraThCS, IPOYUTATh U OPOPMHUTH 3aJaHUE, B TOM YHUCIIC, 3alTUCHIBAS
[10J1 TUKTOBKY),

— IMCHhMEHHBIE 3aJaHMs, a TAK)KE HHCTPYKIIMH O TOPS/IKE WX BHIITOJHEHHUS OPOPMIISIOTCS YBETHICHHBIM MPH(TOM,

— CIenUaNbHbIe y4eOHHKH, y4eOHble MOCOOMsS W TUAAKTUYECKHE MaTepHallbl (MMEIOIIe KPYIMHBIH IMPUPT WIH
aynuodais),
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— MHAMBUIYAILHOE paBHOMEpPHOE ocBeleHrne He MeHee 300 ok,

— 1pu HEOOXOMMOCTH CTYJCHTY /ISl BBIIIOJIHEHHS 3a/1aHKs PEIOCTABISICTCS] YBEIMUMBAIOLIEE YCTPOHCTBO;

2) JUIst JIUIL C OTPAHUYSHHBIMU BO3MOXKHOCTSIMHU 3/I0POBBSI 110 CITYXY:

— MPUCYTCTBHE AaCCHCTEHTA, OKAa3bIBAIOIIUIA CTYJCHTY HEOOXOJMMYI0 TEXHHUYECKYI0 IOMOIIb C Y4eTOM
WHIUBHYaIbHBIX 0COOCHHOCTEH (IIOMOTaeT 3aHsATh pabouee MECTOo, MEPEABUraThCs, MPOUNTATH U OPOPMUTH 3aaHUE, B TOM
YHCIIe, 3aMUCHIBAs 101 IUKTOBKY),

— o0ecrieyrBaeTCs HaJIMYUC 3BYKOYCHJIMBAIONICH ammapaTrypbl KOJICKTHBHOTO IMOJIb30BaHUS, MPU HEOOXOIUMOCTH
oOyuaromeMycs Ipe0CTaBIIICTCs 3BYKOYCHIIMBAIOIIAs allapaTypa HHIUBUAYaIbHOTO OJIb30BaHUS;

— obecreynBaeTCs HaJISKAIIMMU 3BYKOBBIMH CPEJICTBAMU BOCIIPOU3BEACHUS HH(OPMAIIHH;

3) Aust UL ¢ OTPaHUYCHHBIMEI BO3MOXKHOCTSIMU 3[I0OPOBbSI, UMCIOIIUX HAPYIICHUS OMMOPHO-ABUTATEIBHOTO aIlapaTa:

— MUCHMECHHBIC 3aJ[aHUs BBIMOJIHSIOTCS HA KOMITBIOTEPE CO CIICIHATM3HPOBAHHBIM IIPOrPAMMHBIM 00CCIICYCHUECM FITH
HA/IMKTOBBIBAIOTCS THIOTOPY;

— 110 XKEJIAHUIO CTYACHTA 33/IaHHsI MOT'YT BBITIOJHATHCS B YCTHOHM (hopme.
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