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1 Hessp, nuiannpyemMble pe3yabTaThl 00y4eHHs 110 AUCHHUIINHE (MOLYJII0)

enp MUCHUIUIMHBI - (POPMUPOBAHUE Y CTYJACHTOB CUCTEMHBIX 3HAHUN M MPAKTUYCCKUX
HABBIKOB B 00JIACTH pa3pabOTKH, pean3aluy U OLEeHKH d()(PEKTHBHOCTH CEPBUCHON MOTUTHKU
KOMIIaHUH, IEHCTBYIONMINX HA MOTPEOUTEILCKOM PhIHKE.

3amaun JUCLUILIMHEL:

1. PackpbITh CYIIHOCTb, L€IM M 3JIEMEHThl CEPBUCHOM MOJIMTUKU Kak
KIIIOYEBOTO MHCTPYMEHTA KOHKYPEHIIHH.

2. N3y4nTh METOIOJIOTHIO IPOEKTUPOBAHMS U CTAHAAPTU3ALMN YCIIYT.

3. CdhopmupoBaTh yMEHHUS aHATIN3a U YIIPABJICHUS KAUE€CTBOM CEpPBHUCA.

4. Pa3Buth HaBbIKM pa3pabOTKU MPOrpaMM JIOSUIBHOCTH U YIPABICHMS
B3aUMOOTHOIIEeHUsAMU ¢ KireHTamu (CRM).

S. Hayuntp oueHuBaTh 53KOHOMHUYECKYK 3(()EKTHBHOCTH CEPBHCHOI
HOJUTUKH.

[TnanupyeMbIMu pe3yibTaTaMu 00y4eHHUs MO AUCHHUIUIMHE (MOIYIIO), SIBISIOTCS 3HAHMS,
yYMEHMsI, HaBbIKU. [lepeueHp IaHupyeMbIX pe3ysIbTaToB OOydeHUs MO JUCUUIUIMHE (MOIYJIIO),
COOTHECEHHBIX C IUIAHUPYEMBIMH pe3yJbTaTaMUd OCBOEHHUS 00pa30BaTENbHON MPOTrpaMMBl,

npezcTasieH B Tabnuue 1.

Tabmuna 1 — Komnerenimu, popmupyemblie B pe3ynbTaTe U3y4eHUS JUCITUILIMHBL (MOJTYIIS)

Pe3ynbTaThl 00y4eHUs MO TUCIIUTUTHHE

Konu Kon n
HazBanue (dhopmyarpoBKa
OIIOII BO, (opmynuposka HHIUKaTOpa Koxn
COKPAIUEHHOE |  yommeTeHmmm JOCTHKEHHUSI pesyib DOpMyIMPOBKa pe3yJbTaTa
KOMITCTEHIINT
TaTa
38.04.06 IIKB-1: [IKB-1.3x : P/12 | YMenue | mpoBOIUTH ayUT CEPBUCHON
«ToproBoe | Cnocoben PazpabarsiBaer JeATEeIbHOCTH KOMITAaHHH;
b1 (S (] YIPaBIATH MIPOEKTHI IO pa3pabaThIBaTh CTAaHAAPTEI
M-TH) JIOTUCTUYECKONH | BHEIPEHUIO 00CITy’)KHBaHSI, aHATN3UPOBATh
CUCTEMOM JIOTHCTHYECKUX XaJo00bl 1 paboTaTh C HETaTHBOM;
TIPEATPUATHS KOHLENINH 1 pacCUNTHIBATh KJIIOYEBbIC
TEXHOJIOTHH, TIOKa3aTeIH
JIOTUCTUYECKUX
UH(OPMALMOHHBIX
CHCTEM B
JeSITeIbHOCTD
HpEeANPUSITHS
IIKB-3: IIKB-3.2x : P/1 3HaHWe | TEOpHUIO U MPAKTUKY CEpPBUC-
Cnocoben KonTtponupyer MEHEPKMEHTA; MOJIENIA OIIEHKH
OpraHM30BBIBAaTh | KayecTBO kagectBa yciyr (SERVQUAL,
u MIEPEBO3KU U «MOMEHTBI HCTHHBI»); METOBI
ONITHMU3UPOBATH | CBOEBPEMEHHOCTH cbopa n aHanmm3a 00paTHOM CBSI3M;
Tporecc JIOCTaBKH I'PY30B, IIPaBOBbIE OCHOBBI 3aIIUTHI IIPaB
TIePEBO3KA BeZICHHE TIOTpeOUTENIeH YCIIyT.
Irpy30B B LIEIIA MIPETEH3UOHHON P12 YMeHue | npoBOAUTE ayJIUT CEPBUCHOM
MIOCTaBOK paboTsI ¢ JIeATeIbHOCTH KOMIIAaHWH;
KJIMCHTaMH pa3pabaTbIBaTh CTaHJAPTHI
00CITy>KMBaHHMS; aHAIN3UPOBATH
JKaoObI U paboTaTh C HETATHBOM,;
PacCUYNTHIBATH KITFOUEBBIC
MTOKA3aTeIH
PI3 HaBpik | HaBBIKaMu pa3zpaboTKH
(hparMeHTOB CepBUCHOM
MOJIMTHKH KOMITAHUY;
WHCTPYMEHTaMH MOBBILICHUSI
JIOSUTLHOCTH TIEPCOHAIA U




KIIMCHTOB, TCXHUKaMH
CCPBUCHOT'O BOCCTAHOBJICHMA.

B mpouecce OCBOCHMS IHUCUMIUIMHBI pELIAIOTCA 3aJadd  BOCIHMTAHMS TapMOHHUYHO
pPa3BUTOM, MATPUOTUYHON U COLMAIBHO OTBETCTBEHHOW JIMYHOCTH HA OCHOBE TPAIUIIMOHHBIX
POCCHICKHX TyXOBHO-HPaBCTBEHHBIX U KYJIBTYPHO-HCTOPUYECKUX LIEHHOCTEH, NIPEACTaBICHHBIC

B TaOnuie 1.2.

Tabmuua 1.2 — L{eneBbie OpueHTHPHI BOCIIUTAHUS

BocnuTarteabHbIe 321241

®opMUpPOBaHUE LICHHOCTEH

eneBble OpUEHTHPHI

DopMuUpoBaHMe TPAKIAHCKONA MO3MLMH U ATPUOTU3MA

®DopMHUpOBaHHUE TOJIEPAHTHOCTU U
YBa)KEHUSI K IPECTABUTEINIAM Pa3IIMUHBIX
HAaIMOHAIIBHOCTEH U KyJIBTYD,
poxuBaroumx B Poccun

I'pak1aHCTBEHHOCTH
IIpaBa u cBOOOIBI YeIOBEKA
Enuncreo HaponoB Poccun

I'ymanHOCTB

KynbTypHas uA€HTHUHOCTh
CobmroeHne MOpaTbHBIX
HPUHINIIOB

®opMupoOBaHUE

JAYXOBHO-HPABCTBEHHBIX IIEHHOCTEH

DopMUPOBAHUE OTBETCTBEHHOI'O
OTHOLICHHUS K TPYLy

CozunaTenbHbIil TPy

MoOTHUBUPOBAaHHOCTh
HacToiuuBoCTh U yIopCcTBO B
JIOCTHKEHUU LIeIIU
TonepaHTHOCTB M TEPIUMOCTD

DopMHUPOBaHUE HAYYHO

0 MMPOBO33PeHHsl H KYJbTYPbl MbIIJICHUS

Pa3BuTre mo3HaBaTeIbHOTO HUHTEpECa 1
CTPEMJICHUS K 3HAHUAM

Bs3aumonomors u
B3aMMOYBa)KEHUE

CHCTEMHOE MBIIIIJICHUE
I'u6KOCTh MBIIIIICHUS
CrpemiieHre K MO3HAHUIO U
CaMOPa3BUTHIO

®opmMupoBaHUE KOMMYHMKATHBHBIX HABBIKOB M KYJIbTYPbl 001LEHMS

Pa3Butne ymenus apdexktuBHo o0ImaThCs
U COTPYIHHYATh

Bs3aumomnomors u
B3aMMOYBa)KEHUE

OMOIMOHATIBHBIN HHTCIUICKT
JloGporkenarenbHOCTh U
OTKPBITOCTh
KoMMyHmMKaben»HOCTh

2 Mecto aucuuniaunbl (MoayJsi) B ctpykrype OIIOIT

B cootBercTBUM C YTBCPIKIACHHBIM yT-Ie6HI)IM IIJIaHOM JHUCHUIIIINHA «CepBI/ICHaH IIOJIMTHKA
Ha HOTpe6I/ITeHBCKOM PBIHKE» OTHOCHUTCA K (baKyJ'IbTaTI/IBHLIM JUCHUITIIIMHAaM.

3. O0beM AUCHUNJIMHBI (MOAYJIs1)

OO0vemM jaucHUIUIMHBL (MOJYJsI) B 3a4eTHBIX EAMHUIAX C YKa3aHHEM KOJHYEeCTBa
aKaJeMHYECKHX YacoB, BBIJIEJICHHBIX Ha KOHTaKTHYIO paboTy ¢ oOydaromumucs (10 BUIAM
y4eOHBIX 3aHATHIA) U Ha CAMOCTOSITEIbHYIO pabOTy, IPUBE/IEH B Ta0IUIIE 2.

Tabmuma 2 — O0mas Tpy10eMKOCTh JUCITUTITUHBI

dopma
CPC P

Cemectp Tpyno- .
Haspane Dopma (0D0) CMROCTH OO0BeM KOHTAKTHOM paboThI (4ac)
Yacts
OIIOII o0yue- VI UITH Kype
BO HUS (3P0, Bueaynu-
0300) 3.E.) Bcero AynuTopHast ——

arTec-
Taluu




nek. | mpak. | ma6. | IIA | KCP

38.04.06
Toprosoe 0300 M04.® 2 2 9 2 6 0 1 0 63 3
JIeT10

4 CTpyKTypa M coJeprkaHue TUCUUIIMHBI (MOXYJIs1)

4.1 Ctpykrypa aucuumianHbl (MoayJs) aiass 0390

TemaTuyeckuidl miaH, OTpakarOUIMI COACpPXKAHUE TUCLUUIUIMHBI (TIEpeueHb pa3/iesioB U
TeM), CTPYKTYPUPOBAHHOE 110 BUJIaM Y4E€OHBIX 3aHATHI C yKa3aHHEM UX 00bEMOB B COOTBETCTBUU
¢ y4eOHBIM IIaHOM, NpHUBeieH B Tabmuie 3.1

Tabmuma 3.1 — Pa3aensl nucuurinabl (MOIYIs), BUIBI y4eOHOUM AeATEIbHOCTH U (POPMBI
Tekymero Koutpos ans O3d0

Kopx pe- Kou-Bo yacoB, oTBeIecHHOE Ha
dopma
Ne HazBanue Temsl 3ynbTara
Jlex IIpaxt J1a6 CPC TEKYIIEro KOHTPOJIS
00y4eHus
Teopernueckue 0OCHOBBI cobecenoBanue,
1 peTiie P/l 2 4 0 25 A
CEPBUCHOM HOJINTUKH NPaKTHIECKOE 3aJaHNe
HHCTpyMEHTHI pa3paboTKH U coBece1oBatHe
2 | peanu3aimu cepBHCHOM P2, P13 2 8 0 30 ’
MPaKTHYECKOe 3aJaHNe
TIOJINTHKU
Hroro no Tadune 4 12 0 55

4.2 Copnep:xanue pa3aejioB U TeM JUCHUILTAHBI (Moxyas) ais O3PO

Tema 1 Teopemuueckue 0oCHO8bl CEPEUCHOU NOIUMUKU.

Copepxanne Tembl: HeobxonuMocTs cepBuca B ToproBom jene. [lonstue cepBuca, 1eib
U OCHOBHBIC 3ajaud cepBuca. Bumbl cepBuca. OCHOBHBIC NMPUHIUIIBI OPTaHHU3AIMK CEpPBHCA
npennpusaTus. OcoOeHHOCTH CepBUCHOM AesiTenbHOoCcTH CepBUCHAs MOJUTHKA KaK KOHKYPEHTHOE
npeumyniectBo. Llenu, 3anaun, ctpykrypa (yciryra, mepcoHall, MpoIecChl, Cpesa).

@opMBl U METOJBI TPOBEACHHS 3aHITUN MO TeMe, MpUMEHseMble 00pa3oBaTeIbHbIC
TEXHOJIOTHH: JICKIIMOHHBIC 3aHATHUS, IPAKTHUCCKUE 3aHSATHS.

Buasl caMocToSATEIbHOM TOATOTOBKH CTYACHTOB I10 TCMC: U3YUCHUC JIMTCPATYPHI, CaﬁTOB,
BBITTIOJTHCHHUE NPAKTUYCCKOT'O 3aJaHus.

Tema 2 Hucmpymenmol pazpabomku u peanu3ayuu CepeucHoli NOIUMuuKU.

Copepxanne Ttembl: CraHzapTu3anus yCIyr M yIOpaBleHME KadecTBOM. Kapra
kiuentckoro mytd (Customer Journey Map). VYmupasnenuwe mosuibHOCTBIO. [IporpamMmbl
nosmbHOCTH. Metpuku NPS, CSI. PaboTa ¢ pekiamManusMu 1 CEpBUCHOE BOCCTAaHOBJIEHHUE.

@®opMBl U METOJbI NPOBEACHMS 3aHITUH MO TeMe, NMpUMEHseMble 00pa3oBaTeIbHbIC
TEXHOJIOTHH: JIEKIINOHHBIE 3aHATUS, IPAKTUUECKNE 3aHATHUS.

Buael camocToSTENBHON NOATOTOBKHM CTYJIEHTOB 10 TEME: U3YUYEHUE JINTEPATYPHI, CANTOB,
BBITIOJIHEHHUE IIPAKTUYECKOTO 3aJaHusl.



5 Meroauveckne YyKazaHusl AJds OOYYAKOINMXCH MO M3YYEHHI0 H PpPealu3alnuu
AMCUUIJIMHBI (MOIYJIs1)

5.1 Meroanuyeckue peKOMeHAAUMH O0YYAWIIUMCH MO0 M3YYEHHUI0 JMCUMIVIMHBI M 10
o0ecrevYeHN 0 CAMOCTOSITEJILHOM PadoThI

VYcnemHoe OCBOEHHE AMCLUMILUIMHBI IIPEAIOJaraeT aKTUBHYIO padoOTy CTYIEHTOB Ha
JEKUUAX W INPAKTUYECKUX  3aHATHSX, BBIIOJHEHHE aTTECTALlMOHHBIX  MEPOIPHUATHH,
3 PEKTUBHYIO CaMOCTOSTENbHYIO paboTy. B mpomecce H3yd4eHUs AUCHHUIUIMHBI CTYACHTY
HEO0XO/IMMO OpPUEHTHUPOBATbCS HA CaMOCTOSITEIbHYI MPOpPabOTKY JIEKIIMOHHOIO Marepuana,
IIOATOTOBKY K IIPAKTHUYECKHUM 3aHATHUAM, U CaMOCTOSITEIIBHOE HM3yYEHUE HEKOTOPBIX BOIPOCOB

Kypca.

5.2 OcobeHHocTH OpraHu3anuu oOO0y4YeHHs A JHUI C OrPaAaHUYEHHBIMH BO3MOKHOCTAMH
310POBbsI 1 HHBAJIHI0B

[Tpu HEOOXOIUMOCTH OOYUYAOIIMMCS U3 YHCIIA JIUI C OTPAHHYCHHBIMH BO3MOYKHOCTSIMHU
3JI0POBbS U MHBAITHJIOB (I10 3asBICHUIO O0YUYAIOMIETOCs ) MPEIOCTABISICTCS yaeOHas
UHpOpMaIUs B IOCTYIHBIX ()OpMaxX ¢ YU€TOM UX WHAUBHUIYAITbHBIX TICUXO(MU3UYECKIX
OCOOCHHOCTEH:

- TS JTUI] C HAPYIICHUSIMU 3pEHUS: B TIeYaTHOH (popMe yBETMYSHHBIM IIPH(PTOM; B hopme
JJICKTPOHHOIO  JIOKYMEHTa; WHUBHyaJIbHBIE KOHCYJIbTAllUU c [IPUBIICYCHUEM
TU(DIOCYpOTIEPEBOIUMKA; MHANBUAYAJIbHbIE 33/1aHUS, KOHCYIbTALUU U AP.

- 17151 JIMLL C HApYIICHUSIMU CIIyXa: B IeyaTHOH (hopme; B popMe 31EKTPOHHOTO IOKYMEHTA;
WHJVBHyaJIbHbIE KOHCYJIbTAallUW C IIPUBJICYECHHEM CYpAONEPEBONUYMKA; HWHAVBUIYAIbHbIE
3a/laHus], KOHCYJIbTAllUU U JP.

- IUTsI JTUT] C HApYIICHUSIMU OTIOPHO-/IBUTATEIILHOTO arllapaTa: B ieuaTHoi hopme; B hopme
3JICKTPOHHOI'O JTOKYMEHTa; NHIUBUYaJIbHBIC 3a1aHNs, KOHCYIbTAlUU U OP.

6 ®oH OLEHOYHBIX CPEACTB JJIf NMPOBeieHUs] TEKYIIero KOHTPOJIsl M MPOMeKYTOYHO
aTTrecTanuy 00y4arImmXxcs 1o JMCHHUIIMHE (MOLYJTI0)

B cootBerctBuu ¢ tpeboBanusmu PI'OC BO nis arrecranmu oOydarommxcs Ha
COOTBETCTBUE HX IMEPCOHAIBHBIX JOCTHIKEHUH IUIAHUPYEMBIM pe3ylbTaTaM OOYYEeHHsS TI10
JTUCIUTITINHE (MOIYJTI0) CO3/aHbl (POH/IBI OIEHOYHBIX CPEICTB. THUMOBBIE KOHTPOJILHBIC 3a/IaHUS,
METOJMYECKUE MAaTepuasbl, OINPEACNSIOUME MPOLEAYpPhl OLICHUBAHUSA 3HAHWM, YMEHHH U
HAaBBIKOB, a TAK)KE KPUTEPUH U MTOKA3ATEH, HEOOXOIUMBIE JJIsl OIIEHKH 3HAHWM, YMEHUM, HABBIKOB
W XapakTepu3ywiuue dTamnbl (HOPMUPOBAHHMS KOMIIETEHIIMH B  MPOLECCE OCBOSHUS
o0pa3oBaTenbHOI MporpamMmsl, npeacrasiieHsl B [Ipunoxenun 1.

7 Y4eOHO-MeTOAMYECKOEe M HH(POPMALMOHHOE o0ecneyeHre JUCHUILINHBI (MOLYJIs1)

7.1 Ocnoenas numepamypa

1. XKykogsa, E. E. Mapketunr ycuyr : yue6Hoe nocodue / E.E. XKykosa, T.B. CyBoposa.
— Mocksa : UTHOPA-M, 2025. — 364 c. — (Bsicuiee oopazoBanue). — DOI 10.12737/2125940.
- ISBN 978-5-16-019538-4. - Texkcr : AJIEKTPOHHBIH. - URL:
https://znanium.ru/catalog/product/2125940 (nata o6parmenus: 31.05.2026)

2. CepBuc-nmu3ailH Ha mpakTHke: [IpoeKTHpOBaHWE IYYIIETO KIHUEHTCKOTO OIIBITa
npaktudeckoe pykooactso / M. CtuknopH, A. Jloypenc, M. Xopmec, f. HInaiinep. - Mocksa :
AnprimHa [Ta6mumiep, 2026. - 560 c. - ISBN 978-5-9614-8146-4. - Tekcr : snextponHsIit. - URL:
https://znanium.ru/catalog/product/2236347 (nara obpamenus: 31.05.2026)



3. Iloyn, . IlepBokiiaccHBII cepBHC KaKk KOHKYPEHTHOE IPEUMYIIECTBO : IMPAKTUYECKOe
pykoBoactBo / JI. llloymn. - 5-e u3a. - Mocksa : Aneniuna [Tabmumep, 2026. - 344 c. - ISBN 978-
5-9614-2269-6. - Tekcr : anexTponHbIid. - URL: https://znanium.ru/catalog/product/2231295 (nata
obpamenus: 31.05.2026)

7.2  Jonoanumenvnas aumepamypa

1. Antomenkos, B. C. Yx To1! CepBuc : mpakTuueckoe pykoBoacTBo / B. C. AHTOIIIEHKOB.
- MockBa : Anpnuna Ilabmumep, 2026. - 304 c. - ISBN 978-5-9614-5417-8. - Tekcr :
anexktpoHHed. - URL: https://znanium.ru/catalog/product/2234236 (mata oOpamieHus:
31.05.2026)

2. CepBuc: opranuzanus, ympasieHue, MapketuHr : ydeOnuk / E. H. Bonk, A. U.
3bipsinoB, A. A. Jlumnunckas, H. B. XapuronoBa. — 3-e u3a. - Mocksa : [lamkos u K, 2022. -
248 c¢. - ISBN  978-5-394-04914-9. - Tekcr : omektponnbii. -  URL:
https://znanium.com/catalog/product/2084343 (Jlata ooparenus - 05.09.2025)

3. Cnmnkona, O. K. CepBucHas nearenbHOCTh : yaeoHoe mocodue / O. K. CnuakoBa. —
berropon : HUY benl'y, 2023. — 118 c¢. — ISBN 978-5-9571-3554-8. — Texkcr :
3JICKTPOHHBIN // Jlanb : AICKTPOHHO-OMOIMOTEYHAS cucTema. — URL:
https://e.lanbook.com/book/448511 (mata oOpamenus: 25.05.2026). — Pexum goctyna: s
aBTOPU3. MOJIb30BATENCH.

7.3 Pecypcol ungpopmayuonno-menekommynuxayuonnou cemu '""Hnmepnem',
eKn0Yan npogeccuonanvuovie 06a3vl OAHHLIX U UHPOPMAUUOHHO-CHPABOUHbIE
cucmemsl (npu HeodX00UMOCMU):

1. DnexrponHo-6ubHoTeuHas cuctema "ZNANIUM.COM"

2. DnextpoHHO-OMOMMoreuyHas cucrema "JIAHB"

3. Open Academic Journals Index (OAJI). [Ipodeccuonanbnas 6a3a naHHbIX - Pexxum
nocrymna: http://oaji.net/

4. Ilpesunentckass Oubnmoreka wuM. b.H.Empnuna (06a3a JaHHBIX —pa3IMYHBIX
npodeccroHaIbHBIX 00aacTeit) - Pexxum goctyma: https://www.prlib.ru/

5. Hudopmannonno-crpaBounas cucrema "KoncynbranTt Ilmoc" - Pexum poctyna:
http://www.consultant.ru/

8 MarepuajbHO-TeXHHYECKOe oO0ecrevyeHHe IUCHUIUIMHBI (MOAYJs]) W IepeveHb
MH(POPMALMOHHBIX TEXHOJIOTHI, MCMOJb3yeMbIX NPH OCYLIECTBJICHHMH 00pPa30BATEILHOIO
npouecca no JUCHUIVINHE (MOAYJII0), BKJIIOYAasl epeYeHb MPOrpaMMHOro odecrevyeHust

OcHOBHOE 000pYIOBaHUE:

e [IpoekTop
IIporpamMmmHOe oOecIieyeHue:
¢ Microsoft Office 2010 Standart
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1 Ilepedennb (popMHEpyeMbIX KOMIIETEH M

Hassarue OIIOII BO, Kon u popmynupoBka KoMHeTeHIN

COKpameHHOe nu

Kon u popMynrpoBka HHANKATOPA TOCTIKCHUS
KOMITCTEHITHU

38.04.06 «Toprosoe 1 | IIKB-1 : Cnoco0GeH ympaBiiTh JIOT
eIno» MCTHUYECKON CUCTEMOH MPEANpUITH
M-TJ) s

[IKB-1.3x : Pa3pabaTsiBaeT mpoeKTHI IO BHEAPE
HUIO JIOTUCTUYECKUX KOHIENIUH U TeXHOJIOT U,
JIOTUCTUYECKUX MH(POPMAIIMOHHBIX CHCTEM B JIe
SITEbHOCTD NPEANPHTUS

ITKB-3 : CriocoOeH opraHu30BbIBAT
b ¥ ONITUMHU3MPOBATH NpoLECC Hepe
BO3KH I'PY30B B IIENIU ITOCTaBOK

IIKB-3.2x : KonTponupyer kauecTBO NepeBO3KU
U CBOEBPEMEHHOCTH JJOCTaBKU I'PY30B, BEICHUE
MIPETEH3UOHHOI Pa0OTHI C KIMEHTaMU

Komnerenmus cuntaercst chopMUPOBAHHOM Ha TaHHOM 3Tarie B CiIydae, eCiIM MOoTy4YeHHbIE
pe3yibTaTtel OOydYeHHMs [0 [UCLUIUIMHE OLICHEHbl IOJOXHUTEIbHO (JUara3oH KpUTEpUEB
OLICHUBAHMSI PE3YJIbTATOB O0YUCHHUS «3aUTEHOY, «YIOBIECTBOPUTEIHLHOY, «XOPOLIOY, KOTIUIHOY).
B ciydae oTcyTcTBUS MOJIOKUTEIBHOM OLIEHKM KOMIIETEHIMsS Ha JAaHHOM 3Tale CUUTAETCs

Hec(OPMUPOBAHHOM.

2 [loka3aTe/iu OLleHUBAHUS NJIAHUPYEMBbIX Pe3yJIbTATOB 00y4YeHHUs

Komnerennust IIKB-1 «CniocoGeH ynpaBisiTh TOrHCTHYECKON CUCTEMOU MPEIIPUSTHS

Ta6muma 2.1 — Kpurepuu OlIeHKH WHIUKATOPOB JIOCTHKEHUS KOMITCTCHIINH

Pesynbrar

Kputepun oneHHBaHMSA Pe3yabT
aToB O0yYCHUS

NPOBOJMTH ayAUT CEPBUCHOM I
eSITeNIPHOCTH KOMITAaHUH; pa3pa
0aTBIBaTh CTAHAAPTHI OOCTYKHI
BaHU; AHATU3UPOBATH KATOOBI
U paboTaTh C HEraTHBOM; paccd
UTBHIBATh KIIFOUEBBIE ITOKA3ATEI

Pe3ynbraThl 00y4eHuUs M0 TUCIUITIMHE

Ko u gopmymupoka unankar | Ko | Tu
opa IOCTYKEHUS KoMneTreHnuu | A I

pe | pe

3- | 3-

Ta | Ta
IIKB-1.3x : Pa3pabatsiBaet mpo
€KTBI 110 BHEIPEHHUIO JIOTUCTHYE v
CKMX KOHLCTIMI 1 TEXHONOTHH | 1| we
, TJOTUCTUYECKUX HHPOPMAIINO 2 .
HHBIX CUCTEM B I€ATENBHOCTH II o
pennpuaTHs

U

yMeeT pa3pabaTeiBaTh CTAHAAPT
Bl 00CITY’)KNBaHMS, aHAJIM3UPOBA
Th TTOKa3aTeIIN CepBUCA TIPEIP
USTUS

Komnerennusi [IKB-3 «CriocoOeH opraHu30BbIBaTh U ONITHMH3UPOBATH MPOIIECC
IIEPEBO3KH I'PY30B B LEIH [IOCTABOK)

Tabnuia 2.2 — Kputepuu OlIeHKH WHIUKATOPOB JTIOCTHKEHUS KOMITETCHIINH

Pesynbrar

Kpurepun onieHnBaHus pe3yiabT
aToB O0y4YeHHUSA

TEOPUIO U TMPaKTUKY CEPBHC-ME
HCPKMCHTA, MOJCIIN OLICHKH Ka
gectBa yeryr (SERVQUAL, «

MOMEHTHI HCTHHBI»); METOJIBI C

PesynbraTel 00y4yeHuUs 110 AUCIMIUINHE

Kox u popmymuposka unguxar | Ko | Tu
opa JI0CTHXEHUs KoMneTeHuu | A I

pe | pe

3- | 3-

Ta | Ta
IIKB-3.2x : KonTponupyer xau
€CTBO NEPEBO3KH U CBOCBPEMEH | 1 3H
HOCTH JIOCTaBKH IPY30B, BEJIeH | 4 aH
He TPETeH3NOHHON pabOTHI C KII ne
HEHTaMHU

6opa 1 aHanu3a oOpaTHOH CBsI3

chopMUpOBaHa cHCTEMa 3HAHU
1 cepBUC-MEHEIP)KMEHTA, 3HAET
MOJIEJIH OLIEHKHU KayecTBa yCIy
r




U; IPaBOBBIC OCHOBBI 3AIUTHI IT
paB notpeduTenen yciyr.
MIPOBOAUTD aYANUT CEPBUCHOM 11
esITeJIbHOCTH KOMIIaHUM; pa3pa
v yMeeT pa3pabaTbiBaTh CTaHAAPT
0aThIBaTh CTAaHJAPTHI OOCITYKH
PO | me bI 00CITY’)KMBaHMs1, aHAJIM3UPOBA
BaHUS; aHAIN3UPOBATH JKAJIOOBI
2 HU Th [TOKA3aTeNN CepBUCA TIPEIIP
u paboTaTh C HEraTUBOM; paccy
e UATUS
UTHIBATH KJIFOUYEBBIE TIOKA3aTel
u
HaBBIKaMU pa3zpaboTku pparme
HTOB CEPBHUCHOM MOIHUTHKHA KOM
Ha BJIafIceT HaBBIKAMH Pa3paboTKH
PA MaHUU; THCTPYMEHTAaMU MOBBILI N
BBI CEPBUCHOH TOIUTHKH NPEINPH
3 < CHHSI JIOSTBHOCTH TlepecoRana m |
KIIMEHTOB; TEXHHUKAMHU CEPBUCH
OT'0 BOCCTAHOBJICHHSI.

3 IlepeyeHb OLIEHOYHBIX CPEICTB

Tabnuua 3anonHseTCs B COOTBETCTBHH € paszesioM 1 PabGodeii mporpaMmbl JUCIATUTHHBL
(Moyist).

Tabmuna 3 — [lepedeHb OIICHOYHBIX CPEJICTB IO TUCITUTUTHHE (MOTYJITIO)

KonTponupyemble muiaHupyeMbIe pe3

yIBTaThl 00yUeHHS

KoHTponmnpyemble TeMBI

HaumeHoBaHME OIIEHOYHOTO CPE/ICTBA U TP
encrasienne ero B POC

HUCIUIIIINHBI

Texkymuil KOHTPOJIb

ITpomexyrouHas at
TecTamus

OuHo-32049Hast popma 00ydeHUS

60TKM (PparMeHTOB CEPBU
CHO MOJMTHUKHY KOMITAaHH
1; HTHCTPYMEHTAMH IOBEI

LIEHUS JIOSITBHOCTH IIEPCo
HaJla ¥ KIHCHTOB; TEXHUK

1.2. MHCTpyMEHTHI pa3pa
OOTKH W peann3anuy CepB
HWCHOM MOJIMTUKHU

HHC

PJI1 3HAHKE : TEOPUIO U MPAKT [Tpaktuueckoe 3aga | IlpakTuueckoe 3ama
UKy CEpBHC-MEHEKMEHT Hie Hile
a; MOJICITH OLICHKH KauecT
Ba yenyr (SERVQUAL, « Hpaxrieckoe sana CobecenoBanue
MOMEHTHI HCTHHBI®); MET | 1.1 Teopernueckue ocao | HHC
o116l cOopa u a"anm3a 00 o
coop . P | BbI CEpBHCHOM MOJUTUKU TpakTHYecKOe 3a1a
aTHOU CBSI3U; TIPaBOBBIE O CobecenoBanue e
CHOBBI 3aI[UTHI IPAB MOTP
ebuteneit yciyr.
CobecenoBanne CobecenoBanne
PJI2 Ymenmue : POBOZUTE ay/l IMpaktuueckoe 3aga | IlpakTuueckoe 3ama
UT CEPBUCHOU JICATEIBHO Hiie Hile
CTH KOMIaHUK; pa3pabar
BIBaTh CTaHIAPTHI 00CITYXK I[MpakTuueckoe 3axa Cobecenoanue
WBaHUS; AaHAJU3UPOBATh 1.2. MHcTpymeHTsI paspa | pye
JKa1o00bl 1 paGoTath ¢ Her | OOTKH U Peajn3aluu ceps oI
i AKTHYECKOE 33713
aTHBOM; pacCuMTLIBaTh ki | HCHOM MOJIMTHKH CobecenoBanue P A
HHE
FOUEBBIC TIOKA3ATEIH
CobecenoBanue CobecenoBanne
PJI3 HaBbIk : HaBbIKaMH paspa IMpaktuueckoe 3ana | IlpakTuueckoe 3ama

HHUEC

[IpakTuueckoe 3ana
HHC

CobecenoBanne

CobecenoBanue

HpaKTI/I‘{eCKOG 3aj1a
HHC




aMU CEPBUCHOI'0 BOCCTAaH

OBJICHHS. CobecenoBanue

CobecegoBanue

4 Onucanue npouexypbl OlleHUBAHUS

KauectBo copmupoBaHHOCTH KOMIETCHIIMA Ha JAaHHOM JTare OICHUBACTCS I10
pe3yibTaTtaM TEKYIIUX W IPOMEKYTOUHBIX aTTECTAI[Ui MPH MOMOIIN KOJMYECTBECHHON OIICHKH,
BEIpaXCHHOW B Oamax. MakcuManbHas cymma OalljioB Mo qucHumuinHe (Moaynio) pasaa 100

Oasuiam.

KadecTBO c(hopMUPOBAaHHOCTH KOMIIETCHIIMI HA IAHHOM 3Tarle OI[CHUBACTCS 110 pe3yJIbTaTaM
TEKYIIMX U MPOMEKYTOYHBIX aTTECTAIMI MPU TTOMOIIN KOJTHYSCTBEHHOW OIICHKH, BBIPAKEHHOM
B Oayutax. MakcumaiibHasi cyMMa 0ajuioB IO AUCIHUIUTHHE (MOy o) paBHa 100 Gaymam.

Bun yaebnoii O1eHOYHOE CPEICTBO

CobecenoBanue [IpakTiueckue padboTh Hroro
JACATCIIbHOCTHU
Jlexuun 10 10
TIpakTrdeckue paboThl 40 40
CamocTosTebHAs paboTa 30 30
IIpomexyTodHas aTTecTarys 20 20
Hroro 100

CYMMa 6aJ'IJ'IOB, Ha6paHHBIX CTYACHTOM II0 BCEM BHaM y‘IC6HOI>i ACATCIIbHOCTU B paMKax
JAUCHUIIIMHBI, ICPEBOAUTCA B OLICHKY B COOTBCTCTBHU C TaﬁHHHeﬁ.

Cymma 6ato
s O1eHKa 110 TPOMEXK
YTOYHOH aTTecTaIu XapakTepuCcTHKa KadyecTBa C(hOPMUPOBAHHOCTH KOMIIETEHINT
MO JUCIHILIN "
HE
CryzeHT IeMOHCTPHpPYET CPOPMHUPOBAHHOCTh JUCIMILTHHAPHBIX KOMIICTSHIINH, 00Ha
PY)XHBaeT BCECTOPOHHEE, CHCTEMAaTHYECKOe U NITy00KOoe 3HaHHe y4eOHOro MaTepraia
o191 10 100 «3a4TeHo» / , YCBOWJI OCHOBHYIO JINTEPATYPY U 3HAKOM C JOIOJHUTEIBHON JUTEpaTypol, pekome
«OTJINYHOY HJ/IOBaHHOHU IPOTPaMMOii, yMeeT CBOOOIHO BBIMOJIHSATE NPAKTUYECKHE 3aJaHusl, P
YCMOTpEHHBIE TPOTrPaMMOH, CBOOOIHO ONIEpHpyeT MPHOOPETEHHBIMH 3HAHUSAMH, yMe
HHSMH, IPIMEHSIET UX B CUTYAIHSIX MOBBIICHHON CIIOKHOCTH.
CTyzeHT IeMOHCTpUpPYeT CHOPMHUPOBAHHOCTH JUCIUTLIMHAPHBIX KOMIIETEHITHH: OCHO
o1 76 110 90 «3a4TeHO» / BHBIC 3HAHUS, YMEHUS OCBOCHBI, HO JIOIyCKAIOTCSl HE3HAUUTEIbHBIC OIIHOKH, HETOUH
«XOPOLIO» OCTH, 3aTPYAHEHUS TIPH aHATUTHYECKUX OTIepalnsiX, IepeHoce 3HAaHUH U yMEHNil Ha H
OBbI€, HECTAH/IAPTHBIE CUTYAIIHH.
CryzieHT AeMOHCTPHpYeT CPOPMHUPOBAHHOCTD TUCIUIUIMHAPHBIX KOMIIETEHIIUI: B X0
«3a4TeHO» / Jie KOHTPOJIBHBIX MEPOTIPHUATHI AOMYCKAIOTCS 3HAYNTENbHBIE OIIHOKH, TPOSBIAETCS O
ot 61 mo 75 «YIOBIIETBOPUTENb | TCYTCTBUE OT/EJIbHBIX 3HAHUH, YMEHHH, HABBIKOB 110 HEKOTOPBIM TUCIMITIIMHAPHBIM K
HO» OMIIETEHIUSAM, CTYACHT HUCIBITHIBACT 3HAUNTENbHbIC 3aTPYIHEHUS IPH OIIEPUPOBAHH
Y 3HAHMSIMH M YMEHHSIMH IPH X ITEPEHOCE Ha HOBBIE CUTYAIIHH.
e 3aTeHO / V crynenTa He cOPMHPOBAHEI AUCIUIIMHAPHBIE KOMIICTEHIIUH, TIPOSIBIISIETCS HEZIOC
ot 41 1o 60 «HEY/IOBJIETBOPUTE Y OpMHpOBA P - TP
TaTOYHOCTh 3HAHUH, YMEHHH, HABBIKOB.
JILHO»
«He 3a4TeHO» /
JlucuuniHapHble KOMIIETEHIMH He copMupoBaHsbl. [IposBiseTcs mojaHoe WK Hpak
ot 0 110 40 «HEYIOBJIETBOPUTE o o
IEHOY THYECKU ITOJIHOE OTCYTCTBUE 3HAHUHN, YMEHUHU, HABBIKOB.

S IIpuMepHBIEe OLICHOYHBbIE CPEACTBA

5.1 IlpumepHblii IepeyeHb BOMPOCOB MO TeMaM M JIJI MPOBeleHUs1 codece0BaHUSA

1. Cepsuc kak cTpaTerus pa3BuTusi busHeca
2. OxapakTepu3yiTe OCHOBHON HHCTPYMEHTapUil CEPBUCHOM MOJUTHKH MPEIIPUATHS




3. Ipemnoxure u 060cHY#TE CBOI BapuaHT 3(h(HEKTUBHON CUCTEMBI CEpBUCA HA
HpEeATPUATHA

[enu 1 3a7a4M CEPBUCHOMN MOJIUTUKH

PackpoiiTe cyTh KOHIICTIIINH «CEPBUC KaK OTACIBHBIA IPOTYKT

PackpoiiTe cyTh KOHIIETIIIUN «CEPBUC KaK MOAJIEPIKKA OTACTBHOTO TPOITYKTa»
PackpoiiTe cyTh KOHIIETIIIH «CEPBUC KAK YaCTh CUCTEMBI»

OOBscHUTE OCHOBHBIE (PYHKIMH CITY>KOBI CEpBHCa HA IPEANPUITHH
[lepeuncnure 3Tanbl IUIAHUPOBAHUS U YIPABICHHUS CEPBUCOM

©CoNo Ok~

10. CopmynupyiiTe OCHOBHBIE CTPATETUU IPOMBILIUIEHHOTO CEpBUCa

11. OObsAcHUTE CYIIHOCTh CTPAaTETWH, CBS3aHHOMW C KOHCTPYKLHMEH (MPOIYKTOBBIM
JTU3AHOM)

12. OObscHUTE CYIIHOCTh CTpPAaTEerMH, OCHOBAaHHOM Ha CHCTEME MOJIEP>KHUBAIOIIECTO
cepBHca

13. M3noxure OCHOBHBIE KOHIIETIIIUH MTOKYNATEILCKOTO CEPBUCA

14. Opranuzamus B2B-cepBuca

15. Packpotiite cymHocTh beHUMapkuHTa ¥ N3y4eHHs MOTPEOUTENbCKUX PEATIOYTCHHUM.
B yem Br1 BuguTe ux cnenuduky?

16. IIpoxkoMMeHTHpYTE OCHOBHBIE CIIOCOOBI OLIEHKH Ka4eCTBa CEpPBHCa

17. Kaxue npobaemsbl, Ha Bai B3riisj, SIBISIOTCS CEroHs KJIFOYEBBIMU B 00J1aCTH OLICHKH
YIIOBJIETBOPEHHOCTH MTOTPEOUTENEH?

18. OOmBsicuuTe copeprkaHue OU3HEC -IPOLIECCHOIO MOX0/1a B OL[EHKE KauyecTBa CepBUCaA.
B uem Bri Bunute ux cnenuduxy?

19. B 4em koHKpeTHO 3aKkitouaercs moaxon KPI?

20. Kak COOTHOCSTCS MTOHATHUS «CEPBUCH» U KKOPIIOPATHBHAS KYJIETypay?

Kpamxue memoouueckue ykazanus

Bo Bpemsi cobeceoBaHMs CTY/IEHTHI aKTUBHO OTBEYAIOT HA BOMPOCHI, MPEABAPUTEIHHO
IOArOTOBUBLINCH 10 KAXI0H TEME.

Ilxana oyenku

Ne Koua-Bo

GALIOB Kpurepuu
BBICTABIISICTCS CTY/ICHTY, €CJIM CTYJSHT BBIPa3uil CBOE MHEHHE 110 c(OPMYITHPOBAHHON IpobiIeMe, aprym
EHTHPOBAJI €r0, TOYHO ONPEIEIINB ee CoJepiKaHue 1 cocTaBistonye. [IpuBeaeHb! JaHHbIE OTEYECTBEHHO
41-50 1 ¥ 3apyOeXHOIT TNTEepaTyphl, CTATHCTHYECKHE CBEIeHNs, NH()OPMAIINS HOPMAaTHBHO-IIPABOBOTO XapaKT
5 Gaion epa. CTyZIeHT 3HaeT U BIIaJIe€T HAaBBIKOM CaMOCTOSITENHOM NCCIIe0BATETbCKON PpabOTHI IO TeME HCCIe
OBaHMS; METO/IaMHU U TIPHEMAMH aHAIIN3a TEOPETHUECKUX H/MITH MPAKTUIECKHX acIeKTOB H3ydaeMoi 00
acT. PakTHYECKUX OMIOOK, CBSI3aHHBIX C IIOHUMAaHHUEM MPOOJIEMBL, HET; rpadudecku pabora opopMireH
a TIPaBUIIHHO
paboTa XapaKTepu3yeTcsi CMBICIOBOI IIETbHOCTEIO, CBSI3HOCTBIO ¥ OCIIEJOBATEILHOCTHIO U3JIOKEHHS; [T
31-40 omyIieHo He 6oiiee 1 omMOKY MpU 00BSICHEHUHU CMBICTIA WM COJiep KaHus mpodiieMsl. st apryMeHTanu
4 6 U NIPUBOJSATCS AaHHBIE OTEYECTBEHHBIX U 3apYOeXHBIX aBTOPOB. [Ip0o1eMOHCTPHPOBAHBI HCCIIEJOBATEIIBC
aon KHe yMEeHUs U HaBBIKH. DaKTHUECKNX OMMOOK, CBA3aHHBIX C TOHUMAHHEM IIPOOIIeMsl, HeT. JIomyIeHs! 0
JTHA-/IB€ OMMOKH B 0(OpMIICHHU pabOThI
CTYZIEHT IIPOBOJIUT JOCTATOTHO CAMOCTOSTEIBHBIH aHAIN3 OCHOBHBIX 3TANOB M CMBICIIOBBIX COCTaBIISIOI]
3 21-30 UX MpoOIeMbl; HOHUMAaeT 0a30BbIe OCHOBBI U TEOPETHYECKOe 000CHOBaHNE BBIOpaHHOI TeMbl. [1puBiede
Gasut HbI OCHOBHBIE HCTOYHUKH IO paccMaTpuBaeMoii Teme. JlomyieHo He 6oee 2 OMUO0K B CMBICIIE UITH COI
epKaHuu mpobyeMbl, 0pOpMIICHUH PAOOTHI
ecim paboTa mpeACcTaBsieT co00H Mepecka3aHHbIi WM MONHOCTHIO TIePETMCAaHHbIN HCXOIHBIN TEKCT 6e3
2 11-20 Kakux OBl TO HH OBLTO KOMMEHTApHeEB, aHai3a. He packpsiTa CTpyKTypa M TeOpeTHIecKasi COCTABIIAIONA
GaoB st TeMBbl. JloTyIeHo Tpu uim 6oJree Tpex OMHMOO0K B CMBICIIOBOM COJICP KaHUHU PACKPBIBAEMOH IIPOOIIEMBI,
B opopMiteHHH paboTEHI.
0-10 .
1 SaIoB Lens 3amanns He JOCTUTHYTA, NCTIOIB3YETCS 3aMMCTBOBAHHBIN MaTepHal

5.2 Ilepeuens 3ananuii

IIpakTHyeckoe 3axaHue 1. AHAIU3 CEPBHCHOM NOJMTHKH HM3BECTHOH KOMIIAHUM.
®opmar: paboTa B MalIbIX Ipynnax (2-3 yenoBeka) ¢ mociaeyromeil KpaTKoi mpe3eHTauei.



Haspanme 3amanusi: «CepBUCHBIM ayquT: MUATHOCTHKA CHJIBHBIX M CIa0bIX CTOPOH
KJIMCHTCKOTO OTIBITAY.

enp: Hay4uuThbcst MPUMEHSATH TEOPETUICCKUE MOJIEIH JIJISl CACTEMHOT'O aHAJIM3a PeabHOM
CEPBUCHOM TIOJMTUKN KOMITaHUH.

3anaHue:

1. Bribepute KoMIaHuiO, paboOTAONIyl0 Ha MOTPEOUTEIHCKOM PBIHKE
(po3Hu4HAs ceTh, OaHK, Kade, OHIIalH-CEePBUC, TEICKOM-0NIEPaTOp U T.1.). PekoMeHIyeTcs
BHIOPATh KOMITAHUIO, KIINEHTOM KOTOPOM BHI SIBIISICTECH.

2. [IpoBeaurte aHamu3, UCHOJB3Ys IPEMIOKECHHBIM YEK-TUCT HAa OCHOBE
Mozenu «5 pa3peiBoB» (Gaps Model) ¥ CTpyKTypbI CEpBUCHOM TOJUTHUKH.
3. OTBeThTE HA KIIFOYEBBIE BOMPOCHI B CTPYKTYPUPOBAHHOM BUJIE:
A. Ananmus o6emranwmii (Pa3psi 1):
o Kak xomnanus no3uUOHUPYET CBOM CEPBUC B PEKJIaMe, HA CalTe, B
corcetsax? [IpuBeaure mpuMepsl CIIOTAHOB UM OOCIIAHUMN.
o CoOOTBETCTBYET JIK 3TO MO3UIIMOHUPOBAHUE PEAIBHBIM OKUIAHUSM

1IeJICBOM ayuTopuH (Ha BaIlll B3TJIs)?
b. Ananu3s Bocripusitus knueHtom (Paspeisel 4,5):

o Onummure CBOM WMIUM CMOJCIMPOBAHHBIN KJIMEHTCKUMA  OIMBIT
(Customer Journey) mo stanam: «Y3HaBanue» -> «llokymnkay -> «/cnonbp3oBanue»
-> «[lompaepxkan.

o Boeigenure 2-3 «MOMEHTa UCTUHBI) (KJIIOYEBBIX TOUYKH KOHTAKTA).
Yrto TaM mpoucxoauT?
o Kak coOupaercs u obOpabarbiBaeTcsi oOpaTHasi CBSI3b (OT3BIBBI,

#ano6s1)? EcTh 1 myOIu4HbIE OTBETHI HA HETaTUB?
B. Ananu3 BHyTpeHHHX nporeccoB (Pa3psiBbl 2,3):

o [Tepconan: Bugnsl nu crannaptel obciayxuanua? OOydeHbl U
corpyanuku? [TposSBISIOT M MHUIMATUBY JJIS1 peHIeHus mpoliaem?

o Cpena: Kak opranuzoBaHo ¢usndyeckoe wWid LU(DPOBOE
IIPOCTPAHCTBO 00CITyXUBaHUsI (y100CTBO, UUCTOTA, HABUTALINs)?

o ITponieccer:  IIpoctbl M OBICTPBI JIM  KJIIOUEBBIE MPOLIECCHI
(opopmnenue 3aka3a, BO3BpaT, KOHCYJIbTALIHS)?
4. Cdhopmynupyiite BBIBOJIBIL:

o CuibHBIE CTOPOHBI CEPBUCHON MOJUTHKH KOMITAHUH (YTO JeNaeT
Xopouio?).

o KiroueBas mpobnema (pa3pbiB), KOTOpasi, Ha Balll B3I, HAHOCUT
HauOOJBIINN yIepO KIMEHTCKOMY OIIBITY.

o OmHO KOHKpPETHOE pEKOMEHIANWI0 IO YCTPAaHEHHUIO JTOM
npoOJIEeMBI.

@opmMar pesynbrara: Nnpe3eHTanus u3 5-7 caanaos.
IIpakTnyeckoe 3aganue 2. Pazpadorka (pparmenTa cepBHCHOIO CTAaHAAPTA.
®opmar: ['pynmnoBast mpoekTHas padbota (3-4 yenoBeka).
Ha3zBanue 3aganus: «lIpoekTupoBaHue 3TajJoOHa: CEpBUCHBINA CTaHAAPT ISl KPUTUYECKOTO
"MOMEHTa UCTUHBI'"».
Henb: IloayunuTs mpakTHYECKUN HaBBIK (POPMAIM3ALMU U CTAaHIAPTU3ALUN CEPBHCHOTO
B3aMMOJEHCTBUS JIJ1sl 0OecTieueHus! CTaOMIbHOIO KayecTBa.
3anaHue:
1. BriGepute Ou3HEC-KOHTEKCT [JJIi HOBOTO BHPTYaJBHOTO CTapTana
(nanmpumep: «CTynusi HOru ¢ OHJIAH-3aMMChio», «CepBUC MO PEMOHTY BEJIOCUIIENIOB C
BBIE3IOM», «MUHU-KO(]EIHS B OM3HEC-TIEHTPEY).
2. Omnpenenure 0UH KPUTHUECKUH «MOMEHT MCTUHBI» B KIMEHTCKOM ITYTH
Balllero cTapramna, KOTOpBIM CHIIbHEE BCEro BIMsET Ha oOliee BHeYaTieHue (Harmp.:
«[lepBast BcTpeua c¢ TpeHepoMm / MmactepoMm / Oapucra», «llodydeHune u mpoBepka



OTPEMOHTHPOBAHHOTO BeJocunenay», «PemeHne mpoOiaeMbl ¢ OTMEHOW 3aHATUS depe3
MIPUITOKEHUEY ).
3. PazpaboraiiTe cepBHCHBIM cTaHmapT mias 3Toro MomeHTta. CraHmgapT
JOJI’KEH BKJIIOYATh:
o) Ilenp cranpapra: Kakol 53MOLMOHAIBHBIM M IPAKTUYECKHUU
pe3yJbTaT Mbl XOTUM HOJYYUTH Y KJIUeHTa?
o Texnuueckuit periaameHT (uro nenath): llocimemoBaTenbHOCTD
00s13aTeIbHBIX JeHCTBUN cOTpyaHMKa (1ar 1, mar 2...).
o KoMMyHHKaTHBHBIH persiaMeHT (4To ToBopuTh): KirtoueBsie (ppa3zs
PUBETCTBUSL, HH()OPMHUPOBAHMUS, IPOLIAHUS. «3anpeiiEHHbIe» Ppa3hl.
o DOMOIIMOHANIBHBIA  perJaMeHT (KakuMm ObiTh): TpeOoBaHus K
BHEIIHEMY BUJY, HHTOHAIIMHU, HEBEpOATbHBIM CUTHANIaM (YJIbIOKa, KOHTAKT IJ1a3).
o HeoOxonumeie pecypcbl: UTo HYKHO COTPYAHMKY JJIsl BBIITOJIHEHUS
cTanjaapTa (raJKer, YeK-JIMCT, IOCTYI K CUCTEME).
o [Tokazarens BeimonHeHust (KPI): Kak mbl u3mepum coOutojieHne
cTaHjaapTa (TailMHUHT, CJIOBa U3 OT3bIBA, PE3yIbTAT OMpoca)?
®opmar pesynbrarta: IlpesenTanms cranaapTa Ha OAHOM Iutakare (B Miro) miu B popmare
OJIHOCTPAHUYHOTO JOKYMEHTAa. Y cTHas 3amura (3-5 MUHYT Ha Tpynimy).
IIpakTuyeckoe 3aganue 3. Pacyér MeTpUK JIOSJILHOCTM U Keiic mo padore ¢
«TPYAHBIM» KJIHEHTOM.
®opmar: KomrekcHas cuTyaliuoHHas 3a/1a4a (MOKHO B IpYIIaxX WM UHJIMBUIYaJIbHO).
Haspanue 3amanus: «KanbKyasTop JOSIBHOCTU: OT KOH(DIUKTa K HKOHOMUYECKOMY
AP PEeKTY».
Henb: OtpaboTaTh HABBIKM KOJWYECTBEHHON OIEHKU JIOSUIBHOCTH U TIPUHSATHUA
YIPaBJICHYECKUX PELIEHUI B CUTyallul CEPBUCHOIO KpU3HCa.
3agaHue:
Yactb 1. Keiic «CrioMaHHBIN TajuKeT»:
KnuenT kynun B BalieM MHTEpHET-MarasuHe OECIpOBOJIHbIE HAYIIHUKH IpeMUuyM-Kiacca 3a 15
000 py6. Yepes 2 Heaenu OH NpULIEN C XKalo00M, UTO HAYIIHUKU NIEpecTanu aepxath 3apal. [Ipu
IPOBEPKE BBIICHWIOCH, YTO ATO HapylIEHHE YCJIOBUH 3KCIUTyaTanuu (IONAJaHue Bjarv), He
MOKpbIBaeMoe TrapaHTHel. KiueHT arpeccuBeH, HaCTaWBaeT HA 3aMEHE, YTPOXkKaeT MyOIMYHBIM
HeraTUBHBIM 0T3bIBOM Ha 100k+ nmoanucunkos u obpamenuem B PocriorpebHanzop.

Bomnpocsr:

1. CepBucHoe BoccTaHoBieHHME: OnuiMTe MO MIaraM Ballk JCHCTBHUS B
quanore ¢ kiaueHToM. Kakue npuHuumns! Oynere NnpuMeHsTh?

2. OxoHoMuueckuit pacuét: IlpumuTe ynpaBieHuecKoe peleHue (0TKazarh,

3aMECHHUTh, OTPEMOHTHPOBATH CO CKHIKOH) W OOOCHYWTE €ro 3KOHOMHUYECKH

Hcnonwsyiite kornenuuto LTV (Lifetime Value) . BBenuTe peanucTuuHble TOMYIICHUS

CpeIHUN YeK KJIMEeHTa, YacTOTa MOKYIOK, MapKHHAILHOCTh. OICHUTE MOTEHIHAIEHEIC

YOBITKH OT HEraTUBHOTO OT3bIBA (TIOTEPS CKOMBKHUX OYAYIINX KIUEHTOB?).

Yactp 2. Pacuér METPHUK:
Ucxonnsie nanuwie: [locnme pemieHust cutyanuu Bbl mpoBenu ompoc cpenud 100 KIMEHTOB,
KYIHUBIIMX TOBAPHI B MIPOIILIIOM MECSIIIC.

. OtBetrin «10» nnn «9» (cropoHHukn) — 60 YeIOBEK.

. OtBeTunn «8» wim «7» (HEUTpabHBIE) — 25 YeToBEK.

. OtBetunu «6» 1 HIKE (KPUTUKHU) — 15 yenoBexk.

. N3 «croponnukoB» Ha Bomnpoc «llopekomenayere nu Hac?» ckazanu «/la,
TO4YHO» — 50 yesoBeK.

. OO6mwme 3aTpaTsl Ha MapKeTUHT U cepBuC B Mecsl — S00 000 pyo.

. Cpenusis BeIpydKa ¢ JIOsuIbHOTO KieHTa 3a roj — 10 000 pyo®.
Bomnpocsr:

1. Paccuuraiite NPS (Net Promoter Score) .



2. Onenute CSI (MHaekc yAoOBIETBOPEHHOCTH KIHMEHTOB) Kak JIOJIIO
MOJIOXKHUTETBHBIX oreHoK (9-10).
3. ChenaiiTe NPUKUIOYHBIM pacuéT: Kakyl JOJII0 OT MapKETUHIOBOI'O
Oro/keTa MOXKHO HAalpaBUTh Ha YJEpXKaHWE M IOBBIIIEHHE JIOSUIBHOCTH TEKYLIUX
KJIMCHTOB, UCXOJIS U3 X HOTeHIUaabHoro LTV?
@opmar pesynaprata: [IMcbMEHHOE pelleHME 3aladud C OTBETAMHM Ha BCE BOIPOCHI,
BKJTI04ast (POpMYJIbl, pacu&Thl M KPATKUE TTOSICHEHUSI.

Kpamxue memoouueckue yxkazanus

CryaeHTbl CaMOCTOSITENIBHO WJIM B MAJIbIX TPYIIAX BHIMOJHSIOT IPAKTUYECKUE 3a]IaHuUs,
CJIeysl IOIIaroBbIM YKa3aHUEM UM OMUPAsCh HA U3yYEHHBIN MaTepran

IIxana oyenku

Koua-Bo
GaI0B Kpurepuu
BBICTABIISICTCS CTYZICHTY, €CIIH CTYJSHT BBIPa3iil CBOE MHEHHE 110 c(OPMYIMPOBAHHON Ipobieme, aprym
€HTHPOBAJI €70, TOUHO ONPEJIEINB e CoJepKaHue 1 cocTaBisttonye. [IpuBeneHb! JaHHbIE OTEYECTBEHHO
41-50 It 1 3apyOeXHOI TUTEepaTypsl, CTATHCTHIECKHUE CBEACHNUS, MH(OPMANNs HOPMAaTHBHO-IIPABOBOTO XapaKT
5 Gaion epa. CTyIeHT 3HaeT U BIIaJIeeT HAaBBIKOM CaMOCTOSITENHOM UCCIIeI0BATENbCKOM PabOTHI IO TeMe UCCIeN
OBaHMS; METOIaMHU U IPHEMaMH aHAIIN3a TEOPETHUECKUX H/MITH MPAKTUUECKHX aCIEKTOB H3ydaeMoi 001
actu. @akTHYeCKUX OMIMOOK, CBSI3aHHBIX C TOHUMaHUEM IIPOOJIeMBl, HeT; rpadguiecku pabora ohopMireH
a NIPaBUIIHHO
paboTa XapaKTepu3yeTcsl CMBICIOBOI IIETBHOCTEIO, CBSI3HOCTBIO M IIOCIIEJOBATEILHOCTHIO U3JIOKEHHS; 1T
31-40 omymeHo He 6osee 1 ommOKY pu 0OBSICHEHUH CMBICIIA WK COAepsKaHus poOiemsl. s apryMeHTanu
4 Gaion U TIPUBOJATCS JaHHBIE OT€UYECTBEHHBIX U 3apYOEXHBIX aBTOPOB. IIpo1eMOHCTPHPOBAHBI HCCIEAOBATENHC
KH€ yMEeHUs U HaBBIKH. DaKTHUECKHX OMMOOK, CBA3aHHBIX C TOHUMAHHEM MIPOOIIeMsl, HeT. JIomyIeHs! 0
JIHA-7IB€ OMUOKH B 0()OpMIICHUU pabOThI
CTYZISHT IIPOBOJUT JOCTATOYHO CAMOCTOSITEIBHBIH aHAIN3 OCHOBHBIX 9TAllOB M CMBICIIOBBIX COCTaBIISIOL]
3 21-30 UX MPoOIIeMbl; HOHUMAaeT 6a30BbIe OCHOBHI M TEOpETHIECKOe 000CHOBaHNE BBIOpaHHOM TeMbl. [IpuBieue
Gast HbI OCHOBHBIC HCTOYHHUKH 10 paccMaTpuBaeMoil Teme. JlomymieHo He 6oee 2 OMmMO0K B CMBICIE HITH COJT
epKaHUU MpoOIIeMbl, 0(OPMIICHUH PAOOTHI
ecyi paboTa mpeacTaBisieT co00H mepecka3aHHbIM WK MMOJTHOCTHIO MIEPEIMCaHHBIA HCXOIHBINA TEKCT 0e3
2 11-20 KakuxX OBl TO HU OBLIIO KOMMEHTapHUeB, aHanu3a. He packpriTa CTpyKTypa U TEOpEeTHYECKasi COCTABIIAIONIA
OayutoB st TeMbl. JlomyIeHo Tpu Wi 6ojee Tpex OMUOOK B CMBICIIOBOM COJEpP)KaHIH PACKPBIBAEMOH MPOOIEMBL,
B 0()OpMIICHHH PAOOTEL.
0-10 .
1 SaIoB Lens 3amanns He JOCTUTHYTA, NCTIONB3YETCS 3aMMCTBOBAHHBIN MaTepual
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