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1. HEJIM OCBOEHM S TN CHUITJINHBI

Hean:

O3HAaKOMUTH CTYJEHTOB C OCHOBHBIMH BOIIPOCAMU yJIOBJIETBOPEHHOCTH
norpedureneit u chopMupPOBATh HA ITONW OCHOBE KOMIUIEKC TEOPETUICCKUX 3HAHUN
U TIPAKTUYECKUX HABBIKOB B 00J1aCTH B3aMMOCBS3H YIIPABIICHUSI KAYECTBOM U
YJIOBJICTBOPEHHOCTH MOTPEOUTENEH.

2. MECTO JJUCHOUIIJIUHBI B CTPYKTYPE OBPA3OBATEJIbHOM
ITPOT'PAMMBbI

Huciurnnunaa b1.B.JIB Ynpaiienue kauecTBOM U yAOBIECTBOPEHHOCTD
MOTPEOUTEINSI OTHOCUTCS K SJIEKTUBHBIM JUCHUIUIMHAM bioka 1.

3. INTAHUPYEMBIE PE3YJIbTATBI OBYUYEHUA 110 JUCHUIIJIMHE

Koa u HamMeHOBaHHe Koa n
HAaMMeHOBaHUe
KOMHOETCHIIHU IlnanupyemMbie pe3yJibTaThl 00yYeHHs 10
HHIHKATOpPA
BbIITYCKHUKA p MCIHILINHE
AOCTHIKEHUSA
KOMIIeTeHIU i
1IK-3 - Cnocoben 1IK-3.4 - 3namv: memoOwvl u ancopummvl AHAIU3A OAHHLIX NO
NPUMEHAMb NPOOIEMHO- Ocywecmensem pabome U YNPAGNEHUIO  63AUMOOMHOWEHUAMU  C
OpUeHmMuUpoBanHvle MOHUMOPUHE nompeoumenamu;, HnOOX00bl U MemoObl USMEPEHUs.
Memoovl aHanuza u VOOBIEMBOPEHHOCMU | YOOBIEMEOPEHHOCIU ROMPeOUmeneil, UHCmpyMeHmapuil

cummesa 05 6blOOpaA
NPOEKMHbBIX peuleHutl no
VAPABIEHUIO KaYecmeom

nompebumens, a
makoice
npuMeHeHsiem
uHCcmpymenmapuii
bepesncneozo
npou3eoocmaeda 8
COOMEEemMCmeuU co
cneyuguroi busnec-
npoyeccos
opeanuzayuu

bepediciugo2o npou3eo0cmsd

Ymemu: uzenexaem 3uanus uz umerowjuxcs OAHHbIX NO
pabome U YnpasieHuro
nompeoumensimu ¢ NOMOubl0 Memooo8 U anrcopummos
AHanu3a; NpumeHsiem UHCMpYyMeHmapuil Oepexciusoco
npPOU3800CMEd.

B83AUMOONMHOWEHUAMU  C

Braoemv: Hasvikamu npunamus pewieHus, Ha OCHO8e
NPOAHATUSUPOBAHHBIX OAHHBIX NO pabome U YNpagieHUuro
83AUMOOMHOWEHUAMU c nompeoumenamu,
uHcmpymenmapuem  0epexciu8oco Nnpou3eoocmed 8
coomeemcmeuyu ¢ OCOOEHHOCMAMU — OesIMeNbHOCIU
Op2aHUu3ayuuU.

4. CTPYKTYPA U COAEP KAHUE JUCHUITJIMHbBI*

Homep n
HaMMEHOBaHUe
TeM W/ W
pa3aesioB/TeM

Conep:xanue TUCHUTTHHBI

O0BeM TUCHHUITHHBI

(akageMu4ecKHe Yachl)

KonraxkTHas
pabdora

3T 3 JIP CPO




Tewma 1.

VY 10BIIETBOPEHHOCT
b TTOTPEOUTEIIS U
yIpaBJeHHE
KaueCTBOM.

[Tonsitue ynpasnenus kadectBoM. [loTpedurens u
€ro IOBEJEHUE:  HCCIENOBaHUE, IPUHATHE
peiieHui  moTpedutTeneM,  UHAUBUAYAIbHbBIE
ACTCPMUHAHTHI, BJIMAHUC BHEIIIHECH CpCAabl,
Bo3aeiictBue.  [loHsiTHE  YIOBIIETBOPEHHOCTD
HOTpe6I/ITCJI$I. CDaKTOpBI, BIUAKOIINEC HAa MHCHHC
notpedurens. DBOMIONMS B U3MEPEHHH YPOBHSA
YZIOBJIETBOPEHHOCTH nOTpeOUTENCH.
OcoOeHHOCTH ~ HEOOXOIMMOCTH  HM3MEpEHHS
YIIOBJIETBOPEHHOCTH noTpeduTens B
COOTBCTCTBUHU C NPHUHIOHUIIOM «OpI/IeHTaHI/IH Ha
noTpeduTensI» KOHIEMIUI Bceobero
YIPaBICHUS KAYECTBOM.

16

16

12

Tema 2. ITogxoasr u
METOJIBI U3MEPEHHS
YIOBJIETBOPEHHOCT

U TIOTpEOUTEIS.

3anaun U3MEpEHUS YIOBJICTBOPECHHOCTH
noTpeoOuTene. IMonxonae! K H3yYECHUIO
YIOBJICTBOPEHHOCTH moTpeduteneit. Meromabl
OLICHKH YJIOBJIETBOPEHHOCTH. bamibHasi oleHka
Y/I0BJIETBOPEHHOCTH. Ouenka
yIIOBJIETBOPEHHOCTHU Ha OCHOBE
MyJbTHATpUOYTUBHOM Mojenu ToBapa. Pacuer
UHJEKCa yA0BIeTBOpeHHOCTH oTpedutens (CSI).
Pacuer uymcroro wunaexca mnpomoyrtepa (NPS).
Pacuer wunpexca kawectBa (SERVQUAL).
CrpaTternyeckoe ¥ TaKTHUYECKOE YIpPaBICHUE
JOSITBHOCTBIO ToTpebuteneii. [loHsTHE W BUABI
nosmpHOCTH — moTpebuteneii. I[lokasarenu u
METOJbl OLEHKHU JIOSUIbHOCTH IOTpeOUTENeH.
Crpaterus yIpaBICHU JOSITBHOCTBIO
norpedureneil.  VHCTpyMEHTBI  JIOSUIBHOCTH
oTpeOuTeNeH.

12

Tema 3. [IpaBuina
JOCTHKEHHUS
YIIOBJIETBOPEHHOCT
Y TIOTPEOUTEIIS.

[Tonsitue IpaBUII JOCTHOKEHUS
y0BJETBOPEHHOCTU. [IpuHIMNBI 3PPEeKTUBHOTO
" PE3yJIBTaTUBHOTO IJIAaHUPOBaHMUS,
IPOEKTUPOBAHUS,  pa3pabOTKHU,  BHEIPEHMUS,
NOAJEPKAHUSA U YIyULIEHUS IPABUIT JOCTUKECHUS
YJIOBJIETBOPEHHOCTH. Crpykrypa paBUII
JIOCTH>KEHUS! YI0BJIETBOPEHHOCTH NMOTPEOUTEIS.

10

Tewma 4.
VYmpasieHnue
NPETeH3UAMH B
OpraHu3alHy.

[Tonsitue nperen3un. OCHOBHBIE aCMIEKThI paOOTHI
¢ npereH3usaMu. [ImanupoBanue, MpOEKTUPOBaHUE
u paspaborka. DyHKIMOHMPOBAHHUE IpolEcca
pabotsl ¢ mperen3usmu. [lognepxxanue B padbouem
COCTOSIHUU U YIIy4IlIEHUE.

10

Tema 5.
YperynupoBaHue
CIIOPHBIX BOIIPOCOB
BHE OpraHU3alHH.

[TonsiTe yperyiaupoBaHUs CIIOPHBIX BOIIPOCOB.
MeTtonbl yperynupoBaHHsl CHOPHBIX BOIIPOCOB.
[TpunIMnsl 3PPEKTUBHOTO M PE3yIbTATUBHOTO
YpEeryJaupoBaHus CIIOPHBIX BompocoB. CTpykTypa
YpEeryanupoBaHus CIIOPHBIX BOIIPOCOB.
[InanupoBaHue, MPOEKTUPOBAHUE U pa3zpaboTKa.
B3aumocss13p nporecca YperyiarpoBaHUs
CHOpPHBIX BOIIPOCOB C JAPYTMMH THPOLECCAMU
CUCTEMBI MEHEKMEHTA KayecTBa OpraHU3alluu.
OtaIbl yperyJaupoBaHusi CHOPHBIX BOIPOCOB.

10




Tema 6.
MOHUTOpUHT U
U3MEepeHHe
YIOBJIETBOPEHHOCT
1 TIOTPEOUTEIS.

Y 10BIETBOPEHHOCTh TIOTPEOUTENICH U OXKUIAHUS
norpeduteneif.  bepeximBoe  MPOU3BOJACTBO:
MPUHILIUIIBI, MOAXOAbl UM HHCTPYMEHTHI.
OCHOBOHOHaFaIOH_II/Ie MMPUHIUIIBI.
KonnenryanbHass MoJenb yJOBIETBOPEHHOCTH
norpeduTeneil: sranbsl U CyIHOCTb.CUCTEMHBIN
NONXOJ K  MOHHUTOPUHTY UM HM3MEPEHHUIO
YZIOBJIETBOPEHHOCTH nOTpeOUTENCH.
[InanupoBanue: 1eNnb, 3aJa4d ¥ HHPOpPMAIHS.
Brimonnenue: oxuganue notpeduTenei, JaHHbIE
00 yIOBIIETBOPEHHOCTH MOTpeduTeneii, oopaTHast
CBSI3b, MOCTOSTHHBIN MOHHUTOPUHT
ynosierBopeHHocTu. llonnepxanue: nepecMoTp

10

YJIOBJICTBOPEHHOCTH MOTPEOUTENEH.

IIponeccoB MOHHUTOpPHUHTA u HU3MCPCHUA

KonTtpoJn:

36

Bcero no jucnumnJnHe:

38 42 0 64

*3JIT — 3aHATHS IEKHUOHHOTO THIA, [13 — BCe BUIBI 3aHITHUI CEMUHAPCKOTO THIIA, KPOME J1a00paTOPHBIX
pabort, JIP — maboparopusie padoTs, CPO — camocTosiTenpHast paboTa oOydaromerocs

5. YYEBHO-METO/INUYECKOE 1 UTHOOPMALIMOHHOE
OBECIIEYEHME JUCIUITJINHBI

5.1 Pexomenayemasi JuTepaTypa

Bbubauorpaduyeckoe onnucanue u3gaHus (aBToOp, 3arjiaBue, BUl,
MeCTO M o H31aHusA, KOJI. CTP.)

DJIeKTPOHHBIE Pecypchl

Yerbipkuna H.}O. Ynpasnenue kauecTBOM U yAOBIETBOPEHHOCTD
noTpedurens : yueoHoe nmocodue / H.FO.Yerbipkuna ; M-Bo
HayKH U BbIcI. oOpa3oBanus Poc. ®enepauuu, C.-Iletepb. roc.
PKOH. YH-T, Kad. mpoekT. MeHesKkMeHTa U yrp. Ka4eCTBOM .—
Cankt-IlerepOypr : U3a-Bo CIIGIDY, 2019 .— 87 ¢

http://opac.unecon.ru/elibrary ...

uNED*P%NEDUD DD %NENENE 19.pdf]

[ToBenenue norpedbureneit: yueOuuk/ mox oour. pea. O.H.
PomanenkoBoii. -MockBa: Byzockuit yueoHuk: MHOPA-M,
2020. -320c.

https://znanium.com/read?id=356056

Menuksa O.M.Ilosenenne norpedbuteneii : Yueouuk / MeauksH
0.M., - 5-e u3x. - M.:lamkoB u K, 2020. - 280 c.

https://znanium.com/read?id=358513

Jlyoposun U.A. IloBenenue norpedureneii / lyoposun N.A., - 5-
e u3a. - M.:JlamkoB u K, 2017. - 310 c.

https://znanium.com/read?id=358446

Oitnep O.K. Y noBneTBopeHHOCTh NOTPEOUTENS. DMIUPUUECKUE
MCCIIeIOBaHM U MpakTUKa usmepenus: Monorpadus / Iox pen.
0O.K. Oiinep. - M.: HUL] Undpa-M, 2020. - 220 c.

https://znanium.com/read?id=359166



http://opac.unecon.ru/elibrary/2015/ucheb/Управление%20качеством%20и%20удовлетворенность_19.pdf
http://opac.unecon.ru/elibrary/2015/ucheb/Управление%20качеством%20и%20удовлетворенность_19.pdf
https://znanium.com/read?id=356056
https://znanium.com/read?id=358513
https://znanium.com/read?id=358446
https://znanium.com/read?id=359166

CoBpeMeHHbIE TOTPEOUTENbCKUE TPEHABI U YAOBIETBOPEHHOCTD

notpedutens: Monorpadus/mon pea. L. K.Oitnep. -Mocksa: https://znanium.com/read?id=359165

NMHDPA-M, 2020. -142c.

3exyHOB, A. I'. YnpapneHue kauecTBOM : yUeOHUK IJis

Gakanaspos / A. I'. 3exyHoB. — Mocksa : 3natenscto FOpaiir, | https://urait-
2019. — 475 c. ru.ezproxy.unecon.ru/bcode/425159

TeOekuH, A. B. YnpasieHue KadeCTBOM : y4eOHUK JIJIs1 BY30B /

A. B. TeGekun. — 2-¢ 3., nepepab. u gon. — Mocksa : https://urait-

N3natensctBo FOpaiit, 2021. — 410 c.

ru.ezproxy.unecon.ru/bcode/468586

5.2 IlepeveHb JTUIEH3MOHHOTO U CBOOOIHO PACTIPOCTPAHSIEMOTO

NnporpaMmMHoOro oﬁecneqemm, B T.Y. OTCYCCTBCHHOI'O MMIPOU3BOACTBA

- 7-Zip
- Microsoft Office Professional
- Microsoft Windows Professional

5.3 [lepeuenb unopmannoHHbIx cipaBouHbix cucreMm (UCC) u
coBpeMeHHbIX npodeccuoHaabHbIX 0a3 naHHbIX (CIIB/I)

Ne HaumenoBanue CIIB/I/ UCC
1. JnekTpoHHas oubnuoreka Grebennikon.ru — www.grebennikon.ru
2. Hayunas snekrponnas 6ubnmoreka eLIBRARRY —www.elibrary.ru
3. Hayunas anektponHas oubimoreka KubepJlennka — www.cyberleninka.ru
4. basa qannbeix [IOJIITPE]] CripaBournku — Www.polpred.com
5. baza nanueix OECD Books, Papers & Statistics na miatrpopme OECD iLibrary
www.oecd-ilibrary.org
CrpaBouHas nmpaBoBasi cucrema Koncynprantllntoc (MHCTAIUTMPOBAaHHBIN pecype
6.
CIIOI' DY mm www.consultant.ru)
7 CnpaBounas npaBoBas cucrema «I’APAHT» (uactammposanssiii pecypc CIIOI DY
' WITH WWWw.garant.ru)
8 HHpopmanroHHO-cripaBouHas cuctema «Koeke» (MHCTANTMPOBAHHBIN pecypc
' CIIGI DY mmm www.kodeks.ru)
9. DekTpoHHas oubiroTeynas cuctema BOOK.ru - www.book.ru
10. DnexrponHas GuGmuoreunas cuctema O5C FOPAUMT — www.urait.ru
11 BJICKTPOHI-IO-6I/I6JII/IOTCIIH3.$I cucrema SHAHUYM (ZNANIUM) —
WWW.Znanium.com
12. JnexTponHas 6ubnmuotexka CIIGI' Y- opac.unecon.ru



https://znanium.com/read?id=359165
https://urait-ru.ezproxy.unecon.ru/bcode/425159
https://urait-ru.ezproxy.unecon.ru/bcode/425159
https://urait-ru.ezproxy.unecon.ru/bcode/468586
https://urait-ru.ezproxy.unecon.ru/bcode/468586
http://www.grebennikon.ru/
http://www.polpred.com/
http://www.oecd-ilibrary.org/
http://www.znanium.com/

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHUE
JUCIHUIIVINHBI

JUist peanu3auuy TaHHOM JTUCLUMIUIMHBI UMEIOTCS CHELUaTbHbIE TTIOMEILECHHUS
JUIsL TIPOBEJCHMS 3aHATUN JIEKIMOHHOTO THWIIA, 3aHATUHA CEMHUHAPCKOIoO THIIA,
KypCOBOIO MPOEKTUPOBAHUS (BBIIOJHEHUS KYpPCOBBIX pPabOT) TIpyHIOBBIX U
WHIUBUIYAIbHBIX KOHCYJbTallMM, TEKYIIEr0 KOHTPOJSI M MPOMEXKYTOUYHOH
aTTeCTalluy, a TAK)KE TIOMELIEHUS JIJIs1 CAMOCTOSITENIbHON PabOThI.

[TomemieHuss ocHalieHsl OOOpPYIOBAaHUEM M TEXHUUYECKHMHU CpPEJICTBAMHU
oOy4eHus.

[TomemeHuss 111 CaMOCTOSITENBHOM pabOThl OOYYaIOUIMXCS OCHAIIEHbI
KOMIIBIOTEPHOM TEXHUKON C BO3MO>KHOCTBIO MOJKIIOUEHUS K ceTu "MHTepHer" u
o0ecrnieueHrneM JOCTyTa B AJIEKTPOHHYIO HH(POPMAIIMOHHO-00pa30BaTENbHYIO CPERY

YHUBEPCUTETA.

HaumeHnoBanme yuyeOHBIX ayIMTOPHIi, NepeYeHb

Anpec
(MecTOMmOI0:KEHUE)

Y4eOHBIX ayIMTOPHUi

Ayn. 614 VYuyeOnas aymutopust ([Uisi TPOBEICHUS 3aAHITHIMA
JIEKIIMOHHOTO THUIA M 3aHSATUH CEMHHApPCKOrO THIA, KYpPCOBOTO
MIPOCKTUPOBAHUS (BBITIOJIHEHHUSI KYPCOBBIX Pa0OT), TPYNIOBBIX U
WHJUBUYAIbHBIX ~ KOHCYJbTAIlMM, TEKYIIETO KOHTPOJIS H
MIPOMEKYTOUHOM arTecTanuu), o0OpyJOBaHa MYJIbTUMEIUIHBIM
KoMmruiekcoM.Crienanu3upoBanHas ~ MeOellb U 000pyAOBaHUE:
VYuyebnas MmebOenb Ha 27 MOCANOYHBIX MECT, pabodee MECTO
npernojaBarelnis, J0cka wmenoBas 1 miT., TpuOyHa, TymOa M/M
Momno06aox Acer Aspire Z1811 B komru.: 15 2400s/4Gb/1T6 - 1 mi.,
Dkpan Projecta Compact 138x180 c¢m ¢ sm\mpuBoa. - 1 mirT.,
Mukiep-ycunurens 60BT - 1 mt. HaGopbl 7eMOHCTpalmOHHOTO
00opyioBaHUs M y4eOHO-HATJISIHBIX TTOCOOMI: MYIbTUMEINIHBIC
MPWIOKEHUSI K JIEKIIMOHHBIM KypcaM M MPAKTUYECKUM 3aHATUSM,
WHTEPaKTHUBHbBIC yUeOHO-HATJISTHBIC TOCOOUS.

191002, r. CaHKT-
[lerepOypr,
Ky3Hneunslii nep.,
o. 9/27, nut. A

/. METOAUYECKUE YKA3ZAHUA JJIs1 OBYUYAIOLIETI'OCs 11O

OCBOEHHIO INCIUAITJIMHBI

[Ipuctynmass K UW3Y4YEHUIO JUCUUIUIMHBI, OOydamleMycs HEeo0X0IuMo

O3HAKOMHUTHCS CO CICAYIOINMHU JOKYMEHTAMH:
— y4e0HO-METOIUYECKON JJOKYMEHTAITUEH,

— JJOKAJIbHBIMH HOPMAaTUBHBIMUA aKTaMH, PETIAMCHTUPYIOINUMHA

OCHOBHBIC BOIIPOCEL opraHu3anuun u OCYHICCTBJICHUA

o0Opa3zoBaTeIbHON

ACATCIIBHOCTHU, B TOM YHMCJIC PETIIAMCHTUPYIOIHEC TTOPAJO0K IMPOBCACHMA TCKYIICTO

KOHTPOJISl YCTIEBAEMOCTH M MPOMEKYTOUHOM aTTeCTaIlMK 00yUYaroIIuXCs;




- rpaukoM KOHCYJIbTalNi COTPYJHUKOB npogeccopcko-
IPENoAABaTENbCKOIO COCTAaBA.

VYpoBeHb U TIIyOMHA OCBOEHMS IUMCLUUIUIMHBI ONpPENEISIOTCS aKTUBHOM U
CHUCTEeMaTUYECKON paboToil 00ydaromuxcsi Ha JIEKIIMOHHBIX 3aHATHIX, 3aHITHIX
CEMHHAPCKOIO THIIA, BBINOJIHEHUEM CaMOCTOSITENIbHON paboThl, B TOM YHUCIE B
YacTH BBIJCJIICHUS HanboJiee 3HAYMMbBIX M aKTyaJbHBIX IPOOJIEM ISl JalbHEHIIIEeTO
u3ydeHuss. OcoObIM yCIOBHEM KAauy€CTBEHHOI'O OCBOEHHS JIHUCLMIUIMHBI SBISETCA
3¢ ¢deKkTUBHAs OpraHM3alus Tpyda, MO3BOJIONIAs PACHpPENeIUTh YUEOHYIO
Harpy3Ky paBHOMEPHO B COOTBETCTBUHU € TpahuKoM yueOHOro Mmporecca.

IIpy moAroroBke K y4eOHBIM 3aHATUSIM OOYYArOIIMMCS IPENOCTABISAECTCA
BO3MOXXHOCTh ~ TOCEIIEHUS  KOHCYJIbTAIMA  COTPYJHUKOB  MPOQECCOPCKO-
npenojasarenbekoro cocrtapa CIIOI DY cornacHo pacnucaHuio, yCTaHOBIEHHOMY
B rpa()vke KOHCYJIbTallUH.

AynuTtopHas W BHeayJIuMTOpHas padoTa O0OyYarolUXcsl JOJKHA OBITh
HanpaBJieHa Ha (OpMHUpPOBAHUE!

— (yHIaMEHTAbHBIX OCHOB MHPOBO33PEHUS oOy4Jaronmxcs 151
€CTECTBEHHOHAYYHOT'O NTO3HAHUS,

— 0a3uCHBIX 3HAHUM, COOTBETCTBYIOIIMX HANpPaBJICHUIO TMOATOTOBKU MU
3asiBJICHHON mpodeccuoHanbHoi 00JacTH, (OPMUPYIOLIUX ILEJIEBYIO U
1po(hecCHOHATIBHYIO OCHOBY IS TOATOTOBKH KaJIpOB;

— mnpodeccuOHAIbHBIX KOMIETEHUUNH OPUEHTUPOBAHHBIX Ha YIOBJIETBOPEHHE
NOTPeOHOCTEN phIHKA TPY/a;

—  WHAMBUAYAJIBHON TPAEKTOPUHU MOCPEICTBOM OCBOCHHSI YHUKAJIBLHOTO Habopa
npo(eCCUOHANBHBIX KOMIIETEHIMM  JOMOJIHAIOMIUX KOMIIETEHTHOCTHYIO
Mozedb  OOydarolerocs, 3a CYeT OpHEHTAlUd Ha  KOHKPETHBIE
npodeccuoHaNbHbIE CIIEUANN3UPOBaHHbIE 00aCTH 3HAHUMN, ONIpeIeIIsieMbIe
IpECTaBUTENIIMUA PHIHKA TPYAQ;

— METaHaBBIKOB 00yYarolIMXcCsl, TAKUX KaK: KOMaHJHasg padoTa W JIUJEPCTBO,
aHaJlW3 JTaHHBIX, [U(PPOBbIE HABBIKU, pa3padOTKa M pean3alusi MPOEKTOB,
MEKKYJIbTYPHOE B3aUMOJEHCTBHE.

8. OCOBEHHOCTHU OCBOEHUSA JUCHUIIJIMHBI JIJIs1 UTHBAJINIOB
N JInl C O'PAHNYEHHBIMHA BO3MOKHOCTSAMMU 310POBbSA

OO0yueHnne 00y4arIUXCs ¢ OTPAaHUUYEHHBIMU BO3MOKHOCTSIMH 3710POBbsI ITPH
HEOOXOIMMOCTH  OCYHIECTBIISIETCS Ha OCHOBE aJanTUPOBAaHHOM  paboueit
OporpaMMbl  C  KCNOJBb30BAaHUEM  CIIELHMAJIbHBIX  METOJOB  OOy4YeHus U
TUIaKTHYECKUX  MAaTepUaloB, COCTaBJICHHBIX C  y4eTOM  OCOOEHHOCTEH
NCUXO(U3NYECKOTO Pa3BUTHUS, WHIAMUBUAYAIBHBIX BO3MOXKHOCTEH M COCTOSTHUS
3JI0pOBBS TaKUX 00ydaromuxcs (00yyarouierocs).



B mensx ocBoeHus ydeOHOW MpOTrpamMMbl TUCIUIUIMHBI HHBAIAIAMHU U
JUIIAMH €  OrPAHUYCHHBIMH  BO3MOXKHOCTSIMH  3J0POBbS Y HHBEPCHTET
00€ECIIEYnBAET:

— JUIST MTHBAJIUJIOB W JIUI] C OTPaHUYCHHBIMH BO3MOXXHOCTSIMU 3JI0OPOBBS 110
3pEHUI0: pa3MENICHUE B JOCTYMHBIX I OOYJarONIuXCsl, SBISIIONIAXCS CIICTIBIMU
Wi cnaboBUAAIIMMU, MECTaX W B QJaNTHPOBAHHON QopMe CIpaBOYHON
uHQOpMAIIMU O pACTHCAHWM YYEOHBIX 3aHSATHUH; NPHUCYTCTBUE ACCHUCTEHTA,
OKa3bIBAIOIIETO 00yYaoIEeMycsi HEOOXOUMYIO TTIOMOIIb; BBITTYCK aTbTePHATUBHBIX
dhopMaTOB METOIMYECKUX MaTEPHAIOB (KPYIMHBIM mIpUT min ayauodaiiibl);

— JUIsI UHBAJIWJIOB U JIMI[ C OTPAHUYEHHBIMU BO3MOKHOCTSMU 310POBbSI I10
CIIyXY: HaJJIS)KAIIUMH 3BYKOBBIMHU CPEJICTBAMH BOCIIPOM3BEICHIE HHPOPMAIINH;

— JUISL MHBAJIWAOB M JIMIl C OTPAHMYEHHBIMU BO3MOKHOCTSIMH 3JI0POBbS,
UMECIONIMX  HApYyIICHUS  ONOPHO-JABUTATEIBHOTO  amlmapara:  BO3MOXHOCTH
OecpensTCTBEHHOTO JOCTYIMa 00y4arouuxcsi B y4eOHbIC MOMEILCHHUS, TyaJeTHbIE
KOMHAThl U JApyrue MnoMmenieHus kadeapbl, a Takke MpeObIBaHHE B yKa3aHHBIX
MOMEIIECHUSIX.

OOyuaromuecs u3 yucia MHBAIKUA0B U aul] ¢ OB3 obecnieueHbl Ne4aTHBIMU
u  (WaM) DIEKTPOHHBIMM  0Opa3oBaTeNbHBIMM  pecypcamMu B (opmax,
aJlalITUPOBAHHBIX K OTPAaHUYEHUSIM UX 310poBbsi. OOpa3oBaHuEe O0YYarOIIMXCS C
OTpaHUYECHHBIMA BO3MOKHOCTSIMH 3[I0POBbSI MOKET OBITh OpPraHU30BAHO Kak
COBMECTHO C JpYrMMHM OOYyYaloIIMMUCS, TaK M B OTAEIBHBIX Ipylmax WId B
OTJEJIBHBIX OPraHU3aALMIX.



1.
2.

®OH/J ONEHOYHbLIX CPEACTB

1.1 KoHTpOJIbHBIE BONIPOCHI U 32/1aHNUS K IPOMEKYTOYHOI aTTeCcTAlUU

[ToBenenne moTpeOUTENEH B YCIOBUSAX SKOHOMUYECKOTO 0OMEHA: TIOHATHE U CYIITHOCTb.
AKTyaJIbHOCTh TIPOOJIEM TIOBEJCHHS TOTPEOUTENeH B YCIOBUSX DPAa3BUTHS POCCHUUCKOM

9KOHOMHKH. DBOJIIOLIUS TTOBEICHUS TOTpeOnTENei.

28.

Metoandeckue OAX0 bl K aHATH3Y TOBEACHUS MOTPEOUTEIICH.

CymHOCTh U KJIacCU(UKAIHS TOTPEOHOCTEH.

OcHOBHBIE HAIIPABJICHUS HCCIEIOBAHUS TTOBEICHUS TOTPEOUTENEH.

Mopenu moBeeHUS TOTPEOUTEINS: CYIITHOCTD U TTOIXO/IBI.

Krnaccudukanus Mojenei moBeIeHUs OTpeOuTeIe.

Buemrnue gaxTopsl BAUSHHS Ha TOBEIEHUS TOTPEOUTEIS.

Brnusinue kynpTyphl Ha OBEJICHUE MTOTPEOUTEIIS.

CoumanbHbI€ KJIacChl U TIOBEICHUE TOTPEOUTENCH.

BiusiHue rpynnsl U rpynnoBbIX KOMMYHUKALUH.

Bnusinue curyanuu Ha moBeeHUE MOTPEOUTENCH.

BuyTtpenuue pakTopbl BIUSHUS HAa IOBEJCHUE TTOTPEOUTENEH.

Mozens npouecca NpUHATHS PELIeHUs IOTpeOUTeNneM.

Tuns! nporecca NPUHATHS PELLIECHUS.

JInarHoCcTHKa MOBEJCHHUS TOTpeOUTeNeit

PhIHOK OpraHM3alMOHHBIX MTOTPEOUTEINIEH: 0a30BBIC ONPEACICHUS U KiIaCCU(DUKAITHSL.
@®aKTophl, BIHUAIOLINE HA TOBEJCHHE OPTaHU3AIMOHHOTO MTOTPEOUTENS TOBAPOB.
Mogenu NpuHATHUS pEIIeHHH TPOMBIIIJICHHBIMUA TOTPEOUTEISMHU.

JIOSUTBHOCTB: TIOAXO/IbI K TPAKTOBAHUIO, ONIPE/ICIICHUS H XapaKTCPUCTHUKH.

Bunpl nostmeHOCTH.

CerMeHTHI JIOSITBHOCTH U CTPaTeruu (OPMHUPOBAHUS JIOSIHHOCTH.

CRM koHnentmsi: 0cOOEHHOCTH M COCTABIISIFOIINE JIEMEHTHI.

[TporpamMMsbl JOSITBHOCTH: CYIIIHOCTB M ATarbl (JOPMUPOBAHHUS.

VYnpaBieHue KaueCTBOM U yJJOBJIETBOPEHHOCTh MOTPEOUTENS: TIOHATHS U B3aUMOCBSI3b.
@DaKTOpsl, BIUAIOLINE HA MHEHUE TIOTPEOUTES.

DBOIIONMS B U3MEPEHUH YPOBHS yIOBIETBOPEHHOCTH ITOTPEOUTEINIEH.

OCo0EHHOCTH HEOOXOTUMOCTH H3MEPEHHUS YIOBIETBOPEHHOCTH MTOTPEOUTENSI B COOTBETCTBUU

¢ npuHIMNoM «OpHUeHTalus Ha NOTpeOUTeN s KOHLeNMK Beeobiero ynpaBieHus: KaueCTBOM.

29.
30.
31.
32.
33.
34.
35.
36.
37.
38.

3amaun U3MEpPEeHHs yJOBIETBOPEHHOCTH MOTPEOUTENEH.

[Toaxo/ab! K U3YUEHHIO YIOBIETBOPEHHOCTH TOTPEOHTENCH.

bannpHas orieHKa yJJ0BIE€TBOPEHHOCTH.

OreHka yJJOBJIETBOPEHHOCTH Ha OCHOBE MYJIbTHATPUOYTHBHOM MOJIENIN TOBApA.

Pacuer nnaexca ynosiaersopeHHocty notpedutens (CSI).

Pacuer uncroro unnexca npomoyrepa (NPS).

Pacuer nngexca xkauectsa (SERVQUAL).

Crparerus ynpaslieHuUs JIOSJIbHOCTBIO IOTPeOUTENEH.

WHCcTpyMeHTHI yIipaBIIeHHUS JIOSUTBHOCTBIO TIOTPEOUTENEH.

[lonsiTue mnpaBua JOCTHKEHHUS YIOBIETBOPEHHOCTU. [IpuHIMNBI  3(HEKTUBHOIO U

PE3YIbTATUBHOI'O IINIAHUPOBAHUWA, IIPOCKTUPOBAHMA, p3.3pa6OTKI/I, BHCAPCHUA, IMOAACPIKAHHUA U
YIydmICeHUA MpaBrul JOCTHXKCHUA YAOBJICTBOPCHHOCTU.

39.

CTpyKTypa npaBuI JOCTHKEHHS yIOBIETBOPEHHOCTH IMTOTPEOUTES.
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40. [Monsitne nmperen3un. OCHOBHBIE aCTIEKTHI PA0OTHI C MPETEH3USIMH. PyKOBOISIIIME TIPUHIIUATIBI
3(h(HEKTHBHOTO YIIPaBICHUS MTPETCH3USIMH.

41. Ponp 1 3HaYeHKE epcoHaa B MPoIecce YIPABICHUS IPETEH3UAMHU OpPTraHU3aIUH.

42. Bunel nestenbHOCTH IpoLiecceca ypaBieHHs! IPETEH3USIMU.

43. DTanbl yperyIupOBaHUS MTPETCH3HM.

44, [lonsiTHE yperynupoBaHMs CIOPHBIX BONPOCOB. MeETOAbl yperyaupOBaHUSl CIIOPHBIX
BOIIPOCOB.

45. OTarnbl yperyJaupoBaHHs CIOPHBIX BOIIPOCOB.

46. Y 10BIETBOPEHHOCTH TIOTPEOUTENICH M OKHIIAHUS TIOTPEOUTEIICH.

47. Konnenryanbnas Moienb yA0BIETBOPEHHOCTH MOTPEOUTENICH: ATAIBI U CYLTHOCTb.

48. CucteMHBI MOAXOJ K MOHUTOPHUHTY M H3MEPEHHUIO YAOBIECTBOPEHHOCTH MOTpPEOUTENECH:

IJIaHUPOBAHHUE, BBINIOJITHEHUEC, ITOAACPKAHUEC.

1.2 Tembl NUCbMEHHBIX PadoT

PaGoueit mporpamMMoii TUCIUTUIMHBI HE TIPETyCMOTPEHO.

1.3 KoHTpOJIbHBIEC TOYKH

Homep KoHTpOJILHOI

Tun KOHTPOJIbHOI

Cnoco6 npoBeneHust

Homepa Tem

MEXHUYEeCKUX CPeoCme
U UHDOPMAYUOHHBIX
cucmem

TOYKH TOYKH
1 Ilpezenmayus C NOMOWBIO 1-2
MEXHUYECKUX cpeocmea
U UHPOPMAYUOHHBIX
cucmem
2 Ilpezenmayus C NOMOWBIO 3-6

1.4 [Ipyrue 00beKTHI OLICHUBAHUSA

OLICHUBAHUSA

HaunMeHnoBaHusi 00beKTa

Cnoco0 npoBeaenust

Homepa Ttem

Occe

NUCbMEHHO

1.5 CamocrosiTesqibHasi padora 00y4arouerocst

HaumMeHoBaHHsI CaMOCTOSITEJIbHON padoThI Homepa Tem
Tloozomoska Kk 1eKYUOHHBIM U NPAKMUYECKUM 1-6
3aHAMUAM
Tloozomoska coobuenuii, 00K1a008 12,46
Buinonnenue pacuemnvix, anaiumu4eckux, 1-2
pacyemno-gpaguueckux u 0p. 3a0aHuil
Illoozomoska K aK3ameHy 1-6

1.6 IllIkana oeHUBAHUA pe3yJibTATa
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Hlkanel OlleHUBaHUS U MPOLEAYPHl OIICHUBAHUS PE3yIbTaTOB OOyUYeHUS IO
AUCUUILUIMHE  periaMeHTupyroTcs [lomokeHmeM O  TEKyleM  KOHTpPOJe
yCIIEBAEMOCTH U MPOMEKYTOUHOM aTTeCTalluu OOy4aromMXCsl MO IMporpammam
BhICIIEr0 oOpa3oBanus U [lonoxxenuem o OaTbHO-PEUTUHTOBON CHCTEME.

Jlnis  oleHKH COPMHPOBAHHOCTU PE3yJIbTAaTOB OOyUYeHHUS 10 JIUCIHILIIMHE
UCTIONIb3YyeTCs 0aJUIbHO-PEeHTHHIOBAs CHCTEMA YCIIeBAeMOCTH 00Y4al0UXCH

®opmMoil UTOroBOr0 KOHTPOJISI MO TUCHMIUIMHE SIBIISETCS 3K3aMeH (W
nuddepeHIIMPOBaHHbBIN 3a4€T), UTOTOBask OLIEHKa (POPMHUPYETCSI B COOTBETCTBUU CO
IIKAaJIOW, MPUBEAECHHOMN HIKE B TAOIULE:

bael OueHka
<=54 HEYI0BJIETBOPUTEIILHO
55-69 yIIOBJIETBOPUTEIHLHO
70-84 XOPOIIIO
>=85 OTJIMYHO

IlIkaJjia oueHUBaHUS pPe3yJabTATA

2 (6ayn o 54) JleMOHCTpUpYeT HEIOHUMaHuE po0eMbl. MHOTHE TPpeOOBaHUS, IPEABABISECMbIE K
3aaHUIO HE BBHIIIOJTHEHEI.

JleMoHCTpHpYyeTCs IepBUYHOE BOCHIpUATHE MaTepuaina. PaboTa He3akoHYeHa U /Win
9TO TJIaruart.

3 (6amn 55-69) | JleMOHCTpHUpYET YaCTUYHOE MTOHUMAaHUE MPOOIeMbl. BONBIIMHCTBO TPeOOBaHUIA,
NPEIBSBISIEMBIX, K 3aJJAHUIO BHIITOJTHEHEI.

Brnanenue anemeHTaMu 33IaHHOTO MaTepuana. B 0CHOBHOM BBITTOJTHEHHBIH
MaTepHal MOHATEH U HOCHT IIeJIOCTHBIA XapaKTep.

4 (6aymut 70-84) | JleMOHCTpHUPYET 3HAYUTEIBHOE TIOHUMAHKE MPOOIEMbI 0003HAUYCHHON
JMCHUIUTMHOM. Bee TpeGoBaHuMs, MpeabsaBIIsieMble K 33 JaHUIO BBITOJTHEHBI.
ConeprxaHne BBITIOJIHEHHBIX 331aHUH PACKPBITO U PACCMOTPEHO C pa3HBIX TOYEK
3peHUSL.

5 (6amt 85-100) | JleMoHCTpUpYET MOJHOE IOHUMaHKe MpobieMbl. Bee TpeboBaHus, MpeabaBiIsieMble
K 3a/IaHHIO BBITIOJTHEHBI.

[TpoeMOHCTPUPOBAHO YBEPEHHOE BIIAJICHUE MAaTEPUATIOM JIUCIUIIITHHBL.
BeimosiHeHHbIE 3a/1aHHST HOCSAT LEJIOCTHBIX XapaKTep, BHIOIHEHBI B TOJTHOM
o0beMe, CTPYKTYpHPOBAHEI, IIPEICTABICHBI Pa3IMYHbIE TOYKH 3PSHUS,
MPOJIEMOHCTPUPOBAH TBOPYESCKHUI TTOAXO/.
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