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1. OEJb TACHUATIIMHBI

Heab AMCUUIUIMHBI: GOPMUPOBAHME CUCTEMHBIX IPEICTABIEHUH O MEHEKMEHTE

CCPBUCHOH JIEATENbHOCTH OpraHM3alld, BBIPAOOTKa
npodecCuoHaIHLHOTO

HaBBIKOB

y CTYIEHTOB OCHOBHBIX YMEHUH U

OCYIICCTBJICHUA OPFaHI/I?:aLII/IOHHO-YIIpaBJICH‘ICCKOfI

NeSITEIbHOCTH CEPBUCHBIM IpeanpuaTueM (Moapa3feieHUeM, OCYLIECTBISIONIMM CEPBUCHYIO
JESITENIBHOCTh) B COBPEMEHHON 3KOHOMUYECKON Cpefie.

2. MECTO JUCHHUILIMHBI B CTPYKTYPE OBPA3OBATEJIBLHON

Hucnunnuaa b1.0.24
OTHOCHUTCS K 00sa3aTenpHon yactu bioka 1.

IHPOI'PAMMBbI

«MEHEIKMEHT B CEpPBUCHOU JIESITEIIBHOCTHY,

3. INTAHUPYEMBIE PE3YJ/IbTATBI OBYUHEHUS 11O

TV CHUILIAHE

[Inanupyemble pe3yiabTaThl OOYYEHHS IO JWCHUUILIMHE, COOTHECEHHBIE C
YCTaHOBJIEHHBIMU B 00pa30BaTEIbHOW MpOrpaMMe HHAMKATOPAMH JIOCTHKEHUS
KOMIIETEHIIUH, peicTaBlieHbl B Tabuuue 3.1.

Tabmuma 3.1

— [lnanupyembie pe3ysibTaThl

O6Y‘I€HI/IH 110 AMCHUIIIIMHC,

COOTHCCCHHBIC C YCTAHOBJICHHBIMH B O6pa3OBaTGHBHOﬁ IIporpaMme NHAUKAaTOpaMH
JOCTHIKCHU A KOMHGTGHHHﬁ

Koa n Koa n
HAaUMeEHOBaHHe HAaMeEHOBaHHe
I[Inanupyemble pe3yJbTaThl 00y4eHUsI IO TUCIUTIINHE
KOMIIETEHIIH U HHINKATOPOB
BBINTYCKHHUKA JOCTHKEHHST
KOMIIeTEeH N i
1 2 3
VK-3. Cnocoben | YK-3.1. 3Hamb:  OCHOBHble  3AKOHOMEPHOCU U MEeXAHU3MbI
ocywecmename | [lemoncmpupyem DYHKYUOHUPOBAHUSL 2PYNNbL KAK CUCHEMbl U HOOCUCTEMbl
coyuaibHoe CHOCOOHOCMb Op2aHU3aYUU; OCHOBHBIE MEMOObl UCCIe008AHUSL 2PYRNOBLIX
83aumooeticmeue | pabomams 8 npoyeccos;
u KomaHoe Ymemo: aAHATU3UPOBAMD CMpYyKmypy epynnul,
Peanu3zo8uleams KOMMYHUKAMUBHblE  NpOYeccbl 6 2pynne U  2pynnogyio

CB0I0 POTIb 6
KoManoe

OUHAMUKY, OP2AHU308bI6ANMb U KOPPEKMUPOBAMb 2PYNNOEOe
ezaumooeticmaue, UCX00s1 U3 0CODeHHOcmell 2pynnosol
OUHAMUKU U 340aY4 0esamelbHOCMUL,

Braoemyv: Hasvikamu pabomul 6 Komanoe u pe3ya1bmamueHo20o
PYKOBOOCMEA 2PYNNOBOL OesimelbHOCIU,




Koa n Kon n
HAaMMEHOBaHHeE HAaMMEHOBaHHeE
I[nanupyembie pe3yJbTaThI 00y4eHUsI IO THCIUTLINHE
KOMIIETEeHI[HHI WHINKATOPOB
BBIITYCKHHKA JOCTHKEHU S
KOMIIETeHI[H I
1 2 3

VK-3.2. Cnocoben 3Hamy: cospemenHble KOHyenyuu audepcmaa,
3AHUMANb COOMBEeMCmMEYuUe CIMUIU U Memoobl YNPAGHCHUSL,
AKMUBHYI0, Yumemv: npumensmo cmuiu u Memoovl YNpaeieHus 6
OMBEMCMBEHHYIO, KOHKDEMHbIX — YCA0BUSX u cumyayusx CepBuUCHOTL
JUOEPCKYIO NOZUYUIO | OesiMeTbHOCTU,
8 Komatoe, Braoems: mexnuxamu nudepckoco nosedenuss 8 KOMamoe,
demoHcmpupyem OPUEHMUPOBAHHO20 HA PEUeHUe 3a0ay OesmelIbHOCMU
Jqudepckue

Kavecmea U yMeHus

VK-6. Cnocoben
Ynpasnamo
c8OUM
epemereM,
8biCIpaugams u
peanu3o6vleamy
mMpaexmopuio
camopazeumus
Ha OCHOGe
NPUHYUNOS
obpazosanus 6
meyvenue 8cell
IHCUBHU

VK-6.2. Obvsacusem
cnocoobwl
NIAHUPOBAHUSL
606001020
BPeMeHU U
NPOEKMUPOBAHUsL
mpaekmopuu
npogheccuonanbHoeo
U TUYHOCHHO20
pocma, Kpumuiecku
oyeHusaem
aghghexmuernocmo
UCNONIL30BAHUS
8peMeHU U Opyeux
pecypcos npu
peuterHuu
NOCMAGNeHHbIX
yesneil u 3a0au.

3nams: 00w KOHYyenyuio  YAPAGAeHUs — 8peMeHeM
COBPEMEHHDIL UHCIMPYMEHMAaputi YnpaeieHus epemeHem npu
peutenuu 3a0au NPOEKMUpo8anus mpaekmopuu
npogheccuoHanbHo20 U IUYHOCHO20 pOoCcma,

Ymemsv: npumenams uncmpymeHmol ynpaeneHus epemeHem

0N NIAHUPOBAHUA U  NPOEKMUPOBAHUA — MPAEKMOPUU
npogeccuonHanbHo2o U IUYHOCMHO20 POCMA;
Braoemy: Hasvikamu OYeHKU aghghexmusrnocmu

UCNONL306ANUA BPEMEHU U OpPY2UX pecypco8 npu peueHuu
nOCMasieHHbIX yeael u 3a0ay




Koa n Kon n
HanMMeHOBaHUe HAaNMEeHOBaHUe
I[nanupyembie pe3yJbTaThI 00y4eHUsI IO THCIUTLINHE
KOMIIETEHIIN A HHIUKATOPOB
BBINYCKHHKA JOCTHKEHHSI
KOMIIeTeH N i
1 2 3
OIIK-2. OIlK-2.2. 3nams: codepoicanue u ocobeHHOCmU NPUMEHEHUS OA308bIX
Cnocoben Hcnonvzyem NPUHYUNOS, (YHKYULL U MEeMOO008 MEHEONCMEHMA C Y4emom
ocyujecmeisims | OCHOGHble MEMOoObl | CHeyu@uKky  O0essmenbHOCIU  CEPEUCHOU  OP2AHU3AYUY  UTU
OCHO8Hble U npuemvl opeanuzayuii  Opyeux cgep, 8 KOMOpulX HeobXooumo
dyuryuu NIAHUPOBANUS, ocyujecmenenue cepeucHoul desmenvHOCmL, 8UObI,
yHpaenenus opeanuzayuu, UHCMpYMenmapuil U Kuouesble NOKA3amenu NiaHupOBaHUs,
CEPBUCHOU MOMUBAYUU U OpeaHu3ayuy, MOMUBAYUU U KOOPOUHAYUU OessmeTbHOCU
0esimeNibHOCMbI0 | KOOPOUHAYUU CepBUCHBIX npeonpusmuil (noopazoenenuil);
OesmenbHOCHU Ymemn: onpedenamov yenegvie noxazamenu OesmenbHOCHU
npeonpusmuil npeonpusmusi  cepeuca; NIAHUPO8aAms  NPOU3E0OCHEEHHO-
(nodpasoenenuii) XO3AUCMBEHHYIO O0esIMeNbHOCHb — CEPBUCHO20 NPeOnpusmus
npeonpusmuil (nodpazdenenus); NpoeKMUposams CMpPYKmypy YNpaeieHus

cghepul cepguca unu
opyeux cgpepax, 6
KOMOpbIX
Heobx00umo
ocyujecmenenue
cepsucHoll
OdesimenbHOCmU

npeonpusimuem, — a0anmMuposamsb ee ¢ Y4emom GHEeUHUx
UBMEHEeHUll;, paspabameiéamsd U UCHOIb306AMb GHYMPEHHUE
HOpMamugHbvie OOKYMeHmbl, peanamenmupyiouue
BLINONHEHUE OOIHCHOCHIHBIX  00SA3AHHOCIE COMPYOHUKOG,
paspabameiéams cucmemvl MOMUBAYUU U CHIUMYIUPOBAHUSL,
KOOPOUHUpOo8ams  pabomy compyoHuKos (noopazoenenuil)
npeonpusamuii cgepvl cepeuca Ui opyeux cgep, 8 Komopvix
0CYUIeCMBIAEMC sl CEPBUCHASL OeSIMENTbHOCTID,

Brademu: mexunonocueil u HagbIKAMU NPUHAMUSL U PeATU3AYUU
VAPABAEHYECKUX peuleHull npu NiaHUpoSanull, OpeaHu3ayu,
MOmMuUeayuy, KOOPOUHAYUU OesSMEeNbHOCU  NPEOnpPUsImull
(noopa3zoenenuti npednpuamuil) cgepvl cepguca Uiy Opyaux
cep, 8 KOMOpvIX HeoOX00UMO OCYWecmeneHue CepeucHoll
oesamelbHOCmu,

OIlK-2.3.
Ocywecmenaem
KOHMPOTb
OdesimenbHOCuU
npeonpusmui
(nodpasoenenuii)
npeonpusimuii
cghepwl cepsuca unu
opyeux chepax, 6
KOMOPbIX
Heobxo0umo
ocyujecmeneHue
cepsucHoll
desamenvbHOCmU

3uamo: cywymnocmo, 6udbl U ux cooepocamnue, UHCMPYMeEHMbL,
Klo4esble noxasamenu KOHMPOAL oesimenbHOCMU
npeonpusmuil (noopazoeieHull npeonpusmull) cgepol cepsuca
unu opyeux cgpep, 8 KOMOPLIX HEOOXOOUMO OCYuecmeieHue
CEPBUCHOU OesiMeNbHOCTU,

Ymemw: paspabamvisamv cucmemvl KOHMPONA € y4emom
ocobenHocmell 0estmenbHOCmuU npeOnpusimust (noopasoeienus
npeonpuamus) cgepuvl cepsuca uiu opyeux cgep, 8 Komopwix
HeobX00UMO ocyujecmenenue CepeUcHoll 0esmeabHOCu,
Bnaoemwv: mexuonocuamu U UHCMPYMEHMAMU KOHMPOJA
desimenbHOCmuU npeonpusmuil (noopazoeieHuti npeonpusimuii)
cghepuvl cepsuca unu opyeux cgep, 8 KOMOPbIX HEOOX0OUMO
ocywecmenenue cepeucHoll 0esmenbHOCmu;

4. OBBEM U CTPYKTYPA JUCHUIIVINHBI

TpyaoeMKOCTh AUCIUILUIMHBI COCTABISIET O 3a4eTHBIX equHul, 180 yacos, u3
KOTOpBIX 36 YacoB CaMOCTOATENIBHOM paboThl oOyuaromierocst corjacHo PVYII
OTBOAMTCS Ha MOJTOTOBKY U 3alllUTy SK3aMeHa.

dopMa NPOMEXKYTOUHOW aTTECTALMU: 3K3aMEH — 4 CceMecTp; KypcoBas
pabora 4 cemecTp.
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Pacnipenenenne ¢oHma BpeMeHH TO TeMaM JAUCITUIUIMHBI MPEICTABICHO B
tabmure 4.1.

Tabmuma 4.1 — Pacnipenenenue ¢hoHaa BPEMEHH 110 TEMaM JUCITUTITHHBI

OOBbeM TUCHUIIIMHEI
(ak. gacwl)
Howmep n HauMeHOBaHUE TeM u/unu paszoenos/mem KonrakTHas paGoTa
3JIT I13 JIP CPO
1 2 3 4 5

PA3JIEJT 1. CUCTEMA  MEHEJPKMEHTA CEPBUCHOH  JIEATEJIBHOCTH
OPI'AHNU3ALIUN

Tema 1.1. Konuenuus cepBuca v TeOpusi OpraHu3alui Kak
OCHOBa ()OPMHUPOBAHUS CUCTEMbl MEHEHKMEHTA CEPBUCHOM 4 4 - 4
JESITEIILHOCTH COBPEMEHHON OpTraHU3aIiH

Tema 1.2. MeHEKMEHT CEPBUCHOU JIESITEILHOCTH
OpraHu3alMyu KaK CUCTEMa

Tewma 1.3. CepBucHas crparerusi OpraHu3auu 6 8 - 6

Tema 1.4. IlnanupoBaHue U OPraHU3aIHMOHHOE

IPOSKTUPOBAHNUE CEPBUCHOMN JCSITEILHOCTH OPTaHU3AIHH 6 8 ) 8
Tema 1.5. JIunepcTBO Kak COBpeMEHHAsI KOHIEIIUS 6 8 i 3
MEHE/DKMEHTA CEPBUCHOM OpraHu3aIlluu

Tewma 1.6. KoHTpOJIb CEPBUCHOM NESITEIBHOCTH 4 6 - 6
PA3JIEJI 2. VIIPABJIEHUE BPEMEHEM CEPBUC-MEHEJ[’KEPA

Tewma 2.1. UnauBuayanbHblil TaliM-MEHEPKMEHT 4 8 - 6
Tema 2.2. KopriopaTuBHbII TaliM — MEHE)KMEHT:

WHCTPYMEHTHI pacipeieJieHus: pabo4yero BpeMeHu U 6 8 - 6
JIETIETUPOBAHUSI TOJITHOMOYHUIA

[ToaroToBka K SK3aMeHy 36
Bcero nmo qucuuninHe: 40 56 - 84

*3JIT — 3aHsaTHA JEKIMOHHOTO TUNa, [13 — Bce BuabI 3aHATHI CEMHUHAPCKOI0 THIIA, KPOME JIA00PaTOPHBIX
paobor, JIP — nabopaTopusie padotsl, CPO — camocTtositenbHas paboTa o0ydaromerocs

5. COAEP/KAHME PA3JEJIOB U TEM JUCIUIIJIMHbI

PA3JAET 1. CHCTEMA MEHE/VKMEHTA CEPBHCHOH HNEATEJIbHOCTH
OPIrAHU3AIIUU

Tema 1. Konuenuusi ceppuca U TeOpus OPraHM3alMH KAK OCHOBAa (pOpPMHPOBAHUA
CHCTEMbI MEHEIKMEHTA CePBHUCHOM 1eITeJIbHOCTH COBPEMEHHOM OPraHu3aluu

Hemn w 3amaun aucumriauHbl. [Ipeamer, oObEKT W JIOTMKA HM3YYEHUS JUCIUTUIMHEIL.
baiibHO-pedTHHTOBAs CUCTEMA OIIEHKU 3HAHUM 110 JUCIUTUIMHE.

OcHOBHbBIE TIOJIO)KEHMSI KOHLeNuuu cepBuca. llpupoga cepBuca, BiIMsIHUE Ha
XO3SIICTBEHHYIO JIEATEIbHOCTh OpraHu3anvu. MHAUBHAYadbHBIA CEpBUC: MOHSATHE U POJb B
CTETNICHH YIOBJIETBOPEHHOCTH ToTpebutens. CepBUCHBIN MPOIYKT Kak pe3yiabTaT CEPBUCHOU
nearenbHOCTU. CepBUCHAS IESTEIbHOCTh KaK BUJl XO3SAMCTBEHHOM NESITEILHOCTA OpraHU3alUu.
CtpykTypa W CcOAEp)KaHHE CEPBUCHOM JEATEIbHOCTH, pOJIb M MECTO B COBPEMEHHBIX
opranuzarusax. CepBUCHas ACATEIHHOCTh KaK 0OBEKT MEHEKMEHTA OpraHU3aIINH.
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OcHOBHBIE TIOJIOKEHHS Teopuu opraHu3anuu. OCHOBHbBIE KaTEropuu (IIPUHLIMIIBI,
byHKIIMHM, MeTOIbl) MeHeKMeHTa. COBpeMEeHHbIE HalpaBJIeHUs], KOHIENIMN U HHCTPYMEHTHI B
MEHEPKMEHTE OpraHu3auuyd. MeEeHEeIKMEHT CEpBUCHOM JEATENIbHOCTH OpraHU3alluy Kak BHJ
yhnpapieH4Yeckord nearenbHocTH. CoBpeMeHHbIe MpoOJeMbl  YIpPaBICHUS CEPBUCOM B
OpraHH3aIiHu.

Menemxkep Kak cyOBeKT YIpaBJICHUS CEPBUCHOM JIEATEIbHOCTHIO. YPOBHU MEHEKMEHTA.
Kommnerennuu cnenuanucToB B cepe cepBUca U yCIEIIHBIX PyKOBOAUTEIIECH.

Tema 1.2. MeHeA)KMEHT CEPBUCHOM AeSITEJIbHOCTH OPTraHM3AIUU KAK CUCTeMAa
OBoronus cepBUc-MeHeKMeHTa. COBpEMEHHbIE MOJEIN U KOHLENIMHU CEPBUC-MEHEKMEHTA.
Konnenmus «customer experience» Kak OCHOBa TeopeTHYecKas (OPMUPOBAHUS CHUCTEMbI
MEHEI)KMEHTa CEPBUCHOM JA€ATEIbHOCTU opraHu3anuu. CucrteMa MEHEIKMEHTa CEepBUCHOMU
OpraHu3alu: COBOKYITHOCTh 3JIEMEHTOB, B3aUMOCBSI3H U BIUSIHUE.

Tema 1.3. CepBucHasi cTpaTerusi OpraHu3anuu

Cuctema 11emeil B MeHEPKMEHTE CEPBUCHOM nesTenbHOCTH. Mepapxus neneit. TpeboBanus
K LeJIsIM. 3a/1auy, IJIAHOBBIE IIOKA3aTEeNIN U HOPMATHUBBI.

BBenenue B cTpaTernuyeckuii MEHEKMEHT KaK BUJ MeHekMeHTa. OCHOBHBIE KaTErOPUHU
CTPaTErMuecKoro MEHEKMEHTA: CTPAaTeTMYECKOE MBIIUIEHUE, CTpaTerus, CTPaTeruuecKkoe
yhnpaBieHue, crparerudeckas opueHTauus. Kiaccudpukauus crpareruit. CTpareruueckuii
npouecc. MHcTpyMeHTapuil BBIpaOOTKU CTpaTETruid.

Ponrp u MecTo cepBUCHON CTpareruu B CHUCTEME MEHEIHKMEHTa COBPEMEHHOMU
opranuzanuu. PaxTopbl BbIOOpa CEpBUCHOM cTpareruu mnpeanpusTus. OCHOBHBIE ATalbl
dbopMUpOBaHUS CEPBUCHOM CTpaTeruyd OpraHu3alMu. AJanTanus CEpBUCHON CTpaTeruu K
M3MEHSIOIIMMCS YCJIOBUSAM JEATEIbHOCTU opraHu3auuu. l[lcuxonoruss uM3MeHEHMH: MoJenu
BHEJIPEHUS U3MEHEHUH, paboTa C MPOTUBOCTOSIHUSIMA U3MEHEHUSIM.

Tema 1.4. IlnanumpoBaHuMe W OPraHM3alHOHHOE INPOEKTHPOBAHHE CEPBHCHOM
AeATeIbHOCTH OPraHU3aAlNH

[Ipoekuust cepBUCHOM cCTpaTeruu Ha ONEPALMOHHYIO JEATENbHOCTh HPEIIPUITUS
cepBuca.

CyIHOCTb MJIAHUPOBAHUS KaK QYHKIIMM MEHEKMEHTa. BuJibl, copepikaHnue 1 KIIOYEBbIE
MOKAa3aTeN! [JIAHUPOBAHUSI CEPBUCHOM EATENIbHOCTU opraHu3auuu. [lnanupoBanue cepBUCHOMN
JESTENIbHOCTH OpraHu3allid B 3aBUCHMOCTH OT M3MEHEHHsS] KOHBIOHKTYPBI PbIHKAa U cHpoca
norpeduteneil. Pa3purue ruOKuMX TEXHOJNOTUH IUIAHUPOBAHMS: CUTYallMOHHOE IJIAHUPOBAHUE,
pa3paboTKa clieHapueB, INIAHUPOBAHNUE B KPU3HUCHBIX CUTYaIUsX.

Opranu3anuss kak (QyHKOMA MeHeMKMeHTa. OpraHu3allMOHHOE NPOEKTHPOBAHUE!
MOHATHE CTPYKTYpPhl OpraHM3alUH, TUIBl CTPYKTYp YIPaBIEHUS, aJrOPUTM MNPOEKTUPOBAHUS
CTPYKTYpPBI YIIPABJIEHUS OPraHU3aLM1 U OTAEIbHBIX BUIOB ACSITEIbHOCTH.

OcoOeHHOCTH OpraHW3allMM  CEPBUCHOM NEATEIbHOCTH Ha  OTACNBHBIX  ATarax
KU3HEHHOTO IMKJIa  opraHu3anud. KoHTakTHas 30Ha  MNpeanpusaTHsS Kak  OOBEKT
OpPraHM3al[MIOHHOTO NPOEKTUPOBAHUA M ymnpasieHus. [IpuHIMNBI, TOPSAOK, coAepkKaHHE U
0COOEHHOCTH MPOEKTUPOBAHMSI CTPYKTYPBI CEPBUCHOTO MOAPA3/ICIEHHS.

TpeboBaHusi, CTpyKTypa U COJAEpXKaHHE CUCTEMbl JOKYMEHTAllMOHHOIO OOecreueHus
YIOPaBIEHUS CEPBHCHBIM  IOJPA3AC/ICHUEM OpraHM3aluu. BHYTpeHHHME HOpPMAaTHBHBIE
JIOKYMEHTBI, PErjJaMEeHTUPYIOIINE BBINOJHEHHE TOJKHOCTHBIX OOS3aHHOCTEH CEpBHCHOIO
IEpCOHAIA.

Tema 1.5. JlugepcTBO Kak cOBpPeMEHHAsi KOHLENIUSI MEHeI:KMEHTa CepBHCHOI
OpraHu3anuu

Krnaccuueckue u coBpeMeHHbIE KOHIIETIIUU JUAepcTBa. JIMaepcTBo U AenerupoBaHue.
Pa3zButue nmuepckux KadecTB cepBHC-MeHekepa. Jlnunas 3(deKkTHBHOCTE MEHemKepa B
CepBHCE.

Konuenus koman000pa30BaHusl B MEHEKMEHTE OpraHu3aiuy. [ pynmnoBas 1uHaMHUKa U
TUIBI KOMaHJ. J[MarHocTHKa CTPYKTYphl IpYNIbl, KOMMYHUKAaTUBHBIX HPOIECCOB B IPyMHIE U
IrpyNIoOBOM JWHAMMKKM B CEPBUCHOM IOApA3JEICHUM opraHusauuu. DopMupoBaHUE
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3G PEKTUBHON KOMAaH[bI JUIsl pean3allii CEpBUCHON CTPATETWH, PEHICHUS PAa3JIMYHBbIX 3a1ad
CEpBHCHOM OpraHM3aly: MPUHIUIBl U TEXHOJOTHH. JKU3HEHHBIH LUK KOMaHIbI, PpOJIb
MEHe/DKepa Ha Pa3IMYHBIX dTanax >KM3HEHHOTO LUKJIa KOMaHAbl. TEeXHHMKH pe3yJbTaTHBHOTO
MEHE/I)KMEHTA TPYIIOBOM NESTEIbHOCTH.

VYnpaBieHne MOTHBAaLMEH  CEPBUCHOTO IEpCOHANA:  MPUHIMIIBIL, OCOOCHHOCTH,
UHCTpyMeHThl. Pa3paboTka (QyHKUMOHANBHBIX OOS3aHHOCTEM  CEPBHCHOIO IepcoHala
opranuzaiy. O((EeKTUBHBIE CHUCTEMbl CTUMYIMPOBAHUS: BHJIBL, aNTOPUTM (HOPMUPOBAHHMS,
0ocoOeHHOCTH B cepBuce. GOpMUPOBAHUE CHUCTEM CTUMYJIMPOBAaHUS PaOOTHHUKOB CEPBHCHOIO
[OJIpa3/iesICHUs] OpraHU3aliH.

YopaBieHue KOMMYHUKALUSIMU CEPBUCHOTO IMOAPA3/IEICHUs, CEPBUCHON OpraHU3aliy B
nenoM. CructemMa HHPOPMALMOHHOTO 00eCIIeUeH sl YIIPaBICHUS CEPBUCHOM IS TEbHOCTBIO.

Tema 1.6. KoHTpoJIb CepBUCHOM 1eATETIbHOCTH

Kontponp kak (QyHKIHMS MEHEIKMEHTa: BHUIBI, COJAEpX)aHue, MeToabl. OnepannoHHbIH
KOHTPOJIb CEPBUCHOU JAesaTenbHOCTH. KOHTpOJIb CTaHAAPTOB CEPBUCHOTO OOCTY>KHUBAHUSA:
coJiepKaHne, METO/Ibl, 0COOCHHOCTH. KOHTPOJUIMHT: MPUHIMIIEI U TEXHOJIOTUU (OPMUPOBAHUS
Ha npennpustuu cepBuca. CoBpeMEHHBIE KOHIICMLUU YIPABICHUYECKOTO KOHTPOJIS M HX
IIPUMEHEHNE B CEPBUCHOM OpraHM3alliM: cucTeMa cOajlaHcUpoBaHHBIX mokaszareneil, KPl u mp.
VYrpasieHue npeanpustaeM cepsruca Ha ocHoe KPI.

PA3JIEJI 2. YIIPABJIEHUE BPEMEHEM CEPBUC-MEHE/[ZKEPA

Tema 2.1. UnauBuayaibHbIii TAHM-MeHeIKMEHT

Konnennus Bpemenu. Bocnpusitue Bpemenu. IlpencraBienune o Bpemenu. Mopeinb
aiicoepra. Ilonstue TaliM-MeHeIKMEHT (ympaBieHue BpeMeHeM). (OCHOBHBIE 3Tallbl
CTaHOBJICHUS TalM-MeHeKMeHTa. COBpPEMEHHBI TaliM-MEHEIPKMEHT B IIPOEKTHUPOBAHHUH
TPaeKTOPUH NMPO(HECCUOHATBLHOTO U JIMYHOCTHOTO pocTa. [IpoakTUBHBIN U peaKTUBHBIN MOIXO0/ K
xu3HU. Life-management u >xu3zHeHHsle nenu. Llenun u kmroueBble obsnactu xu3HU. Iloaxonsl k
L[EJIEN0JIAraHUIO.

CamomotuBanus. CaMOKOHTpOsIb. MeHTanbHble KapThl oMmex. IIpokactunanusa. Metozast
paboThl ¢ KPYNHBIMU 3ajadyaMu. MeToabl paboThl ¢ METKUMH 3amadamMu. PaboTocrnocoOHOCTh
yernoBeka U Ouoputwmbl. IlpaBuna opranmszauuu 3¢ddexruBHOro otaeixa. Camopaszpyska.
IIpaBuna opranmsanuu 310poBoro cHa. IlmanupoBanme nHsa. Meronuka KaiinseH.
AcCepTHUBHOCTb B TaliM-MeHeKMEHTE. TpeHuHT TuYHOH 3¢ peKTuBHOCTH.

[Tornoturenu Bpemenu. Knaccudukanus pacxogoB BpeMeHH. XPOHOMETPaX KaK cucTeMa
ydeTa U KOHTpOJII BpeMeHHU. XpoHokapra ['acTeBa. YueT M ONTUMH3ALMSA PACXOJ0B BPEMEHHU.
CnocoObl cokparieHus Hed(pPEKTUBHBIX pacxoAoB BpeMeHU. KOHTeKkCcTHoe MIaHupOBaHUE.
JonrocpoyHoe 1IaHupoBaHue. MeTon CTPpYKTYpHUpOBaHHOIO BHHMMaHuUsA. PaccraHoBka
IPUOPUTETOB B TailM-MeHelkMeHTe. OmnpeleneHre NMPUOPUTETHOCTH Iefed M 3adad. 3aKoH
[Tapero. ABC-xponomerpax. IIpaBuno TRAF.

Tema 2.2. KopnopaTuBHbIii TaiiM — MeHeIKMEHT: MHCTPYMEHTbI pacrnpeaejeHust
padoyero BpeMeHH M JeJIerHpOBaHMs MOJTHOMOYMI

Conepxanue KOPIOPATUBHOIO TaliM-MEHE)KMEHTA. Anroputm BHEJPEHUS
KOPIIOPaTUBHOIO TaiM-MeHekMeHTa. KopropaTuBHbIE cTaHAApThl TAWM-MEHEIKMEHTA, HOPMBI
U HOpMaTuBbl. PacmpeneneHne M HOpMUpPOBaHME pabOYeil Harpy3KHW CEpBHUCHOTO IEpCOHAA.
Metoasl 3¢ddexTuBHOrO pacnpeneneHus 3aaad. KoopauHamust paboTbl B CEPBHCHOM
MOAPAa3/ICIICHAH.

CoBpeMEHHbIE HMHCTPYMEHTBI M TEXHOJOTMU KOPIOPATUBHOIO TallM-MEHEI)KMEHTA.
[Tnanuposimuku 3amad. [Tnanuposanre B MS Outlook. PaccranoBka mpropureToB. Hactpoiika
MOJIb30BaTENbCKOTO MpeacTaBieHus. [ pynnupoBka 3agad. O630p CpPOKOB MCIIOJHEHMS 3a1ad.
KonTpons ucnonnenus 3agau. [I[pumeHeHrie HHCTPYMEHTOB TaliM-MEHEI)KMEHTa B OpraHu3aluu
CEPBHCHOM JI€ATEIBHOCTH.
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6. SAHATUA CEMUHAPCKOI'O TUIIA

Tabnuna 6.1 — I[Ipaktuueckue 3ausatus/ CeMunapckue 3ausatus / JlabopatopHbie
abO0ThI

No Bup 3anarus / OueHouHoe
Tema 3auaTHS
TEMBI CPEIICTBO
1 2 3

11 AHaH3 COBPEMEHHBIX MPAKTUK MEHEKMEHTA CepBUCHBIX Kommanuii|C3: Jlokman
«Jlupepsl u ayTcaiiiepsl cepBrca: OCOOCHHOCTH CUCTEM
MEHEHKMEHTA»
CoBpeMeHHBIe MPOOIIEMbI CEPBHUC-MEHEKMEHTA C3: luckyccust

1.2 [MpuHOMIBEI ¥ TEHISHIIMM KOHIENIMKM «customer experience» B|C3: Jloknan

MCHCIPKMCHTC CCpBHCHOfI JACATCIIBHOCTHU

KoHTeHT-aHaIM3 CHUCTEMBI MEHEIDKMEHTa cepBUCHOW mesrenbHOCTH|I13: Keiic-rexHomornm

IPEIITPHUATHS
1.3 AHanu3 yYCHEIIHBIX M HEYCHEWIHbIX CepBUCHBIX cTpaTeruil.|I13: Pemenne tumosbix
Anroput™ GOpMHUPOBAHHS CEPBUCHOM CTpaTETHH CUTYyalUH
NncTpymMeHThl BbIpabOTKH CTpaTeruit I13: Pemenue
MIPAKTUYECKUX 3a/1a4
1.4 [IpoexTupoBanue  CTPYKTypbl  yOpaBieHHs  AesaTelnbHOCThIO |I13: Pemenue
CEpPBUCHOIO IIOJIPa3eJIeHNs OpraHu3aluu MIPAKTHUYECKUX 3a/1a4

[InanupoBaHue 11eneBbIX NOKa3aTeneil nesrenbHocTH cepBucHoro  |I13: Pemenue
MOJpa3eNieH!s] OPraHU3aLUH ¢ YIeTOM U3MEHEHUS] KOHBIOHKTYPBI  |[IPAKTHYECKUX 3a7a4
PBIHKA M COpoca MOoTpeduTenei

15 VYnpaBneHuecKkasi IMarHOCTUKA Ka4eCTB U KOMIIETEHIIMH CEpBHC- I13: Pemrenune THUIIOBBIX
MeHepKepa. BeiOop cTuiis 1 MeTosa ynpaBieHus] B KOHTAaKTHOW 30HE |CUTyanui
B KOHKPETHBIX YCJIOBHSIX U CUTYalUSIX CEPBUCHOM IEATEIBbHOCTH.

OrneHKa MOTHUBAITMOHHBIX (PAKTOPOB COTPYIHHKOB CEPBUCHOTO [13: Pemenue
noapaszencHus. PazpaboTka cuCcTEMbI CTUMYJIHPOBAHUS MPaKTUYECKUX 3a7a4
COTPYJHHUKOB CEPBUCHOTO MOPa3IeICHNS KOMIIAHHH.

Poxp MeHemKepa Ha pa3TUYHBIX 3TANaX KU3HEHHOTO KA I13: Pemenye THOOBBIX
KoOMaHb!. [IpUHIMITEI ¥ aNTOPUTMBI KOHCTPYKTUBHOTO PEIICHHS CUTYyaIui

po0JieM U KOH(DIUKTHBIX CUTYalluii B CUCTEME «PYKOBOJUTENb —

MO TYMHEHHBIN.

1.6 KoHntenT-ananus cuctemMsl KOHTPOJISL ACSITENIBHOCTH CEPBUCHOTO I13: Keiic-Trexaomorun
TIOAPA3ICTICHUST OPTaHU3aINI
Pazpabotka KPI 111 coTpyTHUKOB KOHTaKTHOTO TOPA3ACIICHUS [13: Pemenue
OpTraHM3aINY /CePBUCHOW KOMIAHUU MTPAKTUYECKUX 3a/1a4

2.1 WNHCcTpyMeHTHI M METOMKY UHIUBUIYAIbHOTO TaiM-MeHekMenTa  |I13: Pemenue
JUTSL TUYHOCTHOTO U TIPO(ECCHOHAIBHOTO Pa3BUTHS (ITOCTAHOBKA MPAKTHYECKUX 3a/1a4
1esei, mpopaboTKa IIaHa, OI[eHKa pe3ysibTaTa)

2.2 [IpodeccrnonanbHble TNIAHUPOBIIMKY 33124 U MX TPAKTHYECKOE I13: Pemenue
MIPUMEHEHUE B JIEATENLHOCTH CEPBUCHOTO TOIpa3IeIIeHIsI MTPAKTHUYECKUX 3a/1a4
WNHCTpyMEHTHI U METOIUKH TaM-MEHEIPKMEHTa CEPBUCHOTO I13: Pemrenne THIOBBIX
TI0JIpa3JIEJICHUSI OpraHU3aLNN CUTyalul

* I13 — nmpakTudeckue 3ausaTus, C3 — cemuHapckue 3ausaTus, JIP — mabopaTtopasie paboTs

7. METOINYECKHE YKA3ZAHUS 1JIS1 OBYUAIOIIINXCSA
7.1. Meroauveckue yKa3aHus 1Jisl 00y4aromerocs 1no 0CBOCHUI0 AUCHUILIMHBI

Jist popmupoBaHus YETKOro NpenacraBieHus o0 oObeMe M XapakTepe
3HaHUW U YMEHWH, KOTOPBIMH Haa0 OyJeT OBIAJIETh MO AUCIHUILUIMHE B CAMOM
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Havaje ydeOHOro Kypca, OOy4arouIuiicss JOJKEH O3HAKOMHTBCS C y4eOHOo-
METOANYECKON JOKYMEHTALIUEH:

- paboueii mporpaMMoM JHUCHMIUIMHBI: C ULEIsIMH M 3ajJadyaMu
JUCUUIUIMHBL, €€ CBA3SIMU C JPYTMMH JUCHUIUIMHAMU 00pa3oBaTebHOU
porpamMMbl, MEPEYHEM 3HAHWUW W yMEHUH, KOTOPHIMHU B TPOLIECCE OCBOCHUS
JUCUUIUIMHBI JOJDKEH BIAaJETh 00YYarOIUics;

- MOPSIIKOM ~ IPOBENECHHUSI TEKYLIEro KOHTPOJISI yCHEBAEMOCTH U
IPOMEXKYTOUHOM aTTecTalllH;

- rpaduKoM KOHCYJIbTAIIMH MpernoaBaTenen kadeapol.

CucremaTrueckoe BBIMOJHEHUE YUeOHON paOOThl Ha 3aHATUAX JIEKIIMOHHBIX
¥ CEMHHApPCKHUX THUIOB, a TAK)KE BBIMOJHEHUE CAMOCTOSITEILHONU pabOThI MO3BOJIUT
YCHEIIHO OCBOUTH TUCIUILIAHY.

B npornecce ocBoO€HUS TUCHUIITUHBI 00YYaIOIIUMCSI CIIEYET:

— CIIylIaTh, KOHCIIEKTUPOBATh U3JIaraéMblid IPENO1aBaTesIeM MaTepuall;

- CTaBUTb, 00CYKJaTh aKTyaJbHbIE MPOOJIEMBI Kypca, ObITh aKTUBHBIM
Ha 3aHITHIX;

— 3a/1aBaTh MPENOJABATEII0 YTOUHSIONINE BOMPOCH C IENIbI0 YSICHEHUS
TEOPETUUYECKUX MOJIOKEHUH;

- BBITIOJIHATh 33JIaHMsI TPAKTHYECKWX 3aHATHA TIOJHOCTRIO W B
YCTaHOBJICHHBIE CPOKH.

[Ipu 3aTpyaHEHHAX B BOCHPUATHM MaTepuaia CleqyeT OOpaTHThCS K
OCHOBHBIM JINTEPAaTypHbIM HCTOYHUKaM. Ecnm pa3zoOparbcsi B MaTepuane He
yAaloch, TO 0oOpatutrcs K JekTtopy (mo rpaduky ero KOHCYJbTallhid) WU K
MIPENOJIaBaATEI0 HA 3aHATUSX CEMUHAPCKOTO THIIA.

OOyuaromuMcsi, TPONMYCTUBIIMM 3aHITHS (HE3aBHUCHUMO OT MPUYHUH), HE
UMEIOIIUM MUCbMEHHOTO PEIICHUs 3a/lady WM HE MOATOTOBUBIIUMCS K JaHHOMY
3aHIATHIO, PEKOMEHIYeTCS HE TO03)KE 4YeM B 2 - HEACNbHBIA CPOK SBUTHCS Ha
KOHCYJIBTAIIMIO K MTPENO/IaBaTeII0 U OTYUTATHCS 110 TEME.

7.2. Opranuszanms caMOCTOATEIbHON PadOThI

[Tox camocTosiTenbHON pabOTON 00yYarOIMXCsl MOHUMAETCS IJIaHUpyeMas
pabora oOy4alIIMXCsA, HamnpaBleHHAas Ha  (POPMUPOBAHUE  YKAa3aHHBIX
KOMIICTCHIIN, BBIMIOJIHAEMAas BO BHEAyJIWTOPHOE BpeMs MO 3aJaHUI0 W TIpU
METOAMYECKOM PYKOBOJACTBE MpernojaBareis, 0e3 ero HemnocpeiCTBEHHOro
y4acTusl.

Metoauueckoe oOecreyeHne CaMOCTOSITENIbHOM paboThl MpU  HATUYUU
oOy4arolmuxcs JIMI C OrPaHUYCHHBIMH BO3MOXKHOCTSIMH TIPEICTaBIsIETCS B
dopMmax, aJanTUPOBAHHBIX K OTPAHUYCHUSIM UX 370POBbSL.

Bunel camoctosiTennbHON pabOThl IO AUCLUUILIIMHE MPEICTaBICHbl B TaOiuLe

7.2.1.
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Tabmuma 7.2.1 — Opraau3aius caMOCTOSITEIbHON Pab0ThI 00yUaromEerocs

Ne
TEMBI

Bun camocTositenpbHOM pabOThI

2

11

[ToaroroBka K ayIUTOPHBIM 3aHATHSIM:
- MOATOTOBKA JOKJIAJ0B C Mpe3eHTAIUsIMU Ha Temy «JIumepsl u ayrcaijiepsl cepBuca:
O0COOCHHOCTH CHCTEM MEHEIKMEHTA;
- OJIrOTOBKA K JUCKYCCUU IO COBPEMEHHBIM ITpo0jieMaM CepBUC-MEHEHKMEHTA;
- BBIIIOJIHCHUC HHAUBHUAYAJIBHOI'0 CaMOCTOATCIBHOI'O 3aJJaHusd «CepBI/IC'MeHeI[)Kep -
MyTh K YCHEXy», MPEANoyaraloniero BHUMATEIbHOE MPOYTEHUE KHUTHU BBIIAIOIIETOCS
MeHeKepa WM OM3HEeCMEeHa U3 MPEAJI0KESHHOTO MPEroiaBaTeNieM CIHCKa; MPOBEICHUE
UCCIIEIOBaHMsl KHHUTU II0 OIpPEJEICHHON CXeMe; HallMCaHUEe 3Ccce Ha TeMy: «3adem
CEPBCUC-MEHEPKEPY 3HATh TeOpHI0? (110 KHUTE)»;

1.2

[ToaroToBKa K ayJJUTOPHBIM 3aHITHUSIM:

- IloarotoBka nokianoB 1o teme «lIpyHUIUNBI U TEHASHUMH KOHUEMIMM «customer
experience» B MEHEPKMEHTE CEPBUCHOM JICITEITLHOCTH Y,

- IlongGop u aHanu3 NMPOOIEMHBIX CUTYallUid MO TUIOBBIM COBPEMEHHBIM MOJENSIM
MEHEPKMEHTa CEPBUCHBIX OpraHu3aIui;

1.3

[ToAroToBKA K ayTUTOPHBIM 3aHSATHSIM:
- CaMOCTOATCIIbHAsA 0Tpa6OTKa TCXHUK Pa3BUTUA CTPATCTUUCCKOTO MBIIIJICHUS
- 0000IeHHe Hanboee 3HAYMMBIX TTOJXOJO0B K KiIacCH()MKAIUK CTPATeruii, CyIHOCTH
CEpPBHCHOM CTPAaTEruy OpraHU3allNy;
BoinonHenust  rpynmnoBoro  3amaHus — «KOHTEHT-aHalIW3  CEpPBUCHOW  CTpaTeruu
opranm3amumn» (KT-1).

Beinonnenne kypcoBoit pabotsl (4acTpb 1) «IIpoeKTHpOBaHUE CEPBUCHOM CTpaTerHu
OpraHMU3aIImy.

14

[ToaroToBka K ayTUTOPHBIM 3aHATHUSAM:
- CPaBHUTEJIbHBIN aHAJIN3 Pa3JIMYHBIX TUIIOB CTPYKTYP YIIPaBJIECHUS CEPBUCHBIX
KOMIIaHUH U MOJIpa3/ieleHni; u3ydeHrne GyHKINOHAIbHBIX 0053aHHOCTEH, Ipas,
OTBETCTBEHHOCTH PAOOTHUKOB Pa3IMYHBIX YPOBHEH YIPABICHUS C YUYETOM PA3IUYHBIX
TUIIOB CEPBUCHBIX OpraHU3aluii (CEpBUCHBIN HEHTP aBTOAMIIIEPA; KOHTPECCHO-
BBICTABOYHBIN LIEHTP U JIP.).
- aHAJIN3 MPO(ECCHOHATIBHBIX CTaHIapTOB, JOKATbHON HOPMAaTUBHOM TOKYMEHTAIUH,
perJaMeHTHPYIOIIEH AesITeIbHOCTh CEPBUCHOTO MOAPA3JIENCHUS C YYETOM OTPACIeBON
crniennuuKy;

Boinonnenue kypcoBoii paboTsl (yacTh 2) «IIpoekiust cepBUCHOM cTpaTeruu Ha
CTPYKTYpY U pacmpeseneHne 00s3aHHOCTEN B CEPBUCHOM I10/Ipa3/ieIeHUN
OpraHu3aImy.

15

[ToaroToBka K ayTUTOPHBIM 3aHATHUSM:
- KOHTEHT-aHAJIN3 KJIACCHUECKUX U COBPEMEHHBIX KOHIICTIIINH JINIEPCTBA;
- KOHTEHT-aHaJIM3 COBPEMEHHBIX KOHIIETIMH YIpaBiIeHUs MOTUBAIHEH;
- U3yYeHHUE COBPEMEHHBIX TEXHOJOTHIA MO BEICTPAMBAHUIO CUCTEMBI KOMMYHHUKAIINH B
M0JIpa3/IeeHUY;
- 00o0mieHue 3HaHMM 00: OTIMYUAX TPYIIBl OT KOMaHAbl, O THUIAX KOMaH],
XapaKTepUCTHKaX  pabOYMX/MPOEKTHBIX KOMaHA W  TIpoleccax B  KOMaHMAAX;
KOMaH1000pa30BaHHIO.

WNunuBuyanbHas caMoCTOsITeNbHAst OTpaboTKa aaropuTMa KOHCTPYKTUBHOTO

BSaHMOHeﬁCTBHﬂ B CUCTEMC «PYKOBOJUTEIIDb — HO)I‘-II/IHGHHBIﬁ)).
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Ne
Bun camocrositensHOM paboTh
TEMBI
1.6 [TonroToBKa K ayTMTOPHBIM 3aHSATHUSIM:
- 00001IeHEe 3HAHUH TIO0 XapaKTEPUCTHKaM, IIPOLeaypaM U MeTo1aM 3PPEKTUBHOTO
KOHTPOJIS ISATEIIbHOCTH B CEPBUCHOW OpPTraHU3aIlNH;
- o00o0Omenue 3Hanmii 1o paspabotke KPl 11 paOOTHMKOB — cepBHCHOM
OpraHu3aIiK: MPEUMYIIECTBA U HEJOCTATKH CUCTEMBI.
CaMoOCTOSITeTbHOE BBITIOJHEHHE MPAKTUYSCKOTO YIPaXHEHUS TI0 pa3paboTke
cucteMbl KPI 115t BBIOpaHHOM JOJKHOCTH B CEPBUCHOM IOJIPa3/ICICHUH.
IToxroroska k TectupoBanuto (KT-2).
2.1 [TonroroBka K TpOBEpKE 3HAHUH 1O TeMe. BBIMOIHEHUE CaMOCTOSTEIbHBIX
IIPAKTHUYECKUX 3aJaHUM.
2.2 [TonroToBka K MpoBEpKe 3HAHUI 110 TeMe. BEIMOTHEHNE caMOCTOSITEIbHBIX
MIPAKTUYECKUX 3aaHUM.
[TonroToBka K MPOMEKYTOUHOM aTTECTAIMH (3aIIUTa KYpCOBOW pabOThI, cllaua
9K3aMeHa) 0 AUCITUIIIINHE.

Kaxnpiit Bug CPO, ykazanHslil B Tabnuie 7.2.1 obecnedeH MeTOnYeCKUMU
MaTepuagaMmH.

Jlns oOyuaroruxcst 3a04HOM (opMbI OOyUIEHUS pa3paboTaHbl METOIMUYECKUE
pEeKOMEHJAIMM TI0  BBIMOJHEHUIO  KOHTPOJBHBIX  paboT. Merogudeckue
pEeKOMEHJAIlMM BKJIIOYAIOT B ceOS BCE BHUJBI CaMOCTOSITEILHONM PaOOoTHI,
MPEyCMOTPEHHBIE ISl YCIIEIIHOTO OCBOCHUS JUCIUILIINHBI.

8. OBPA3OBATEJIBHBIE TEXHOJIOI'MHN

B pamkax peanmzanuu AUCHUIUIMHBL  «MEHEIKMEHT B CEpPBHUCHOMN
JeSATETLHOCTHY UCIIONB3YIOTCA Pa3HOOOpa3Hbie 00pa3oBaTEIbHbIE TEXHOJIOTHH KaK
TpPaJAWIMOHHBIE, TaK W C MPUMEHEHWEM AaKTHUBHBIX M HMHTCPAKTHBHBIX METOOB
oOy4eHus.

AKTHBHBIC ¥ HHTEPAKTHBHBIC METO bl O0YUICHUS:

— mpoOyieMHas nekius (tTema Ne 1.1);

— TeMaTtuueckas auckyccus (tema Ne 1.1);

— kedic-texnomoruu (tema Nel.2, 1.6);

— pelleHue TUMOBBIX cutyauuii (tema Nel.3, 1.5, 2.2);

— peleHue npakTuyeckux 3agad (tema Ne 1.3, 1.4, 1.5, 1.6, 2.1, 2.2).

IIpoGaeMHas JekUUsi — BAXKHEUIIMM IOKAa3aTeJIeM «IPOOJIEMHOCTH
xapakTepa OOy4YeHUs SABJSETCS HaJIUM4YMEe TO3HABATEIbHOW  MPOOIEMBI.
«IIpobrnemay» MoxeT OBITH cHOpMyITHpOBaHA HA OCHOBE MAaTEepHaIOB HUCTOPUU
HayKH, COMAIBHON MPAKTUKH, B KOHTEKCTE MPEACTOsIIeH mpodeccrnoHanbHOMI
nearenbHOoCTU.  Jlekmus — xapakTepuszyeTrcss  IpoOJIEeMHBIM — M3JI0OKEHUEM
Matepuana: MpernojiaBaTelb CTABUT BONPOC WK (HOPMYITUPYET MPOOIEMHYIO
3aJla4y M TIOKa3blBaeT BapHWAaHTBI OTBETOB MWJIM CIIOCOOOB pEIICHUS, a
oOyuaromuecss HaOJIIOJAIOT 3a TMOUCKOM M ONPEACTSIOT CBOE OTHOIICHUE K
MOJTy4eHHOMY MaTepuany. B cocraB MeTognueckoro odecredeHus: mpoOIeMHOM
JEKIIUN BXOJMST: TEPEUYCHb «IPOOJEMHBIX» BOIPOCOB IJII PACCMOTPCHUS H
MOCJeAYIOUIEero O0O0CyX JIeHuss (M WX BPEMEHHON perjaMeHT); HarjsIHbIe
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nocoOust (cmaiiapl, pa3gaTOYHbIE MaTepualbl), OTpaXarollue HE TOJbKO
TEOPETUYECKUE TOJOKEHUS AUCLUUIIMHBIL, HO U (akTorpapuyeckue AaHHBIE,
UJUTIOCTPUPYIOIIHE peajpHyl0 IMpaKkTHKy B paccMaTrpuBaeMoil oOjacTu;
1n0100pKa aKTyaJIbHBIX CTaTE€H, MATEPUATIOB JUIsl PEPIEKCUBHOTO YTCHUS.

TemaTnueckasi aucKyccusi - croco0 OOCYXAEHHsSI TeMbl (CIIOPHOTO WIIU
npo0JIEMHOTO XapakTepa) B yueOHoU rpynmne. Juckyccust opranusyercs B popme
IPYNIIOBOTO OOCYKIAEHUSI WU 1€0aTOB.

AHa/IM3 THUIOBBLIX CHUTYAIM# - AHAIW3 NPEIOKEHHOM CUTyallUH, Kak
COBOKYNHOCTA (DaKTOB M JAHHBIX, ONPEACIAIONIMX TO WJIM HWHOE SBIICHHUE,
MMEBILIEE MECTO B IIPAKTUKE, KOTOPHIM B XOJI€ YUEOHBIX 3aHATHI 1a€TCs OLEHKA.

Keiic-TexHOJI0rMH - BKJIIOYAET MOPANOK PAaCCMOTPEHMs, aHAIM3a Kelca,
MOUCK U MPE3CHTALMIO PEIICHUS, BEIPA0OTKY SKCIEPTHOM OIEHKH, OMUpPAIOIIEeHCs
Ha ONpeAecicHHbIe KpuTepuu. Kenc — pasHOBHUIHOCTh NPOU3BOJACTBEHHOM WU
HSKOHOMUYECKOM CHUTyallud, CHEIHUAIbHO C(HOPMYJIMPOBAHHOM IpenojaBaTesieM
JUISL aHAJIN3a, PEIICHUs, OLICHKH 00yYaroIUMHCS.

Pemienre npakTH4YeCKHUX 3aJa4 - aHAIU3 NPEIUIOKEHHOW CUTYyallUH, KAk
COBOKYINHOCTH (AKTOB U JaHHbBIX, OINPENESAIOUIMX TO WM HHOE SBJICHHE,
MMEBIIEE MECTO B NMPAKTHUKE, KOTOPBIM B X0JI€ YUEOHBIX 3aHATUN JaeTcs OLCHKA.

9. PECYPCHOE OBECIIEYEHHUE JUCHUIIJIMHBI

9.1. YueOHo-MeTOoaUYeCKOE U MH(pOPMALTHOHHOE 0O0ecTiedeH e TUCHUIIHHBI

Tadomura 9.1.1 — YueOHO-MeTOANYECKOE 00ECIIEUEHNE TUCITUILINHEI

Knuroobecne4eHHOCTb
OcHoBHas/
Bubauorpaduyeckoe onucanue U31aAHUA Koa-Bo. 3Kk3.
(aBTOp, 3ar;1aBUe, BUA, MECTO M IO U3JaHUSs, KOJ. CTP.) AOHOTHHTEILHAS B Ouo0JI. DJIEKTPOHHbIE
JuTepartypa CIIEIDY pecypcbl
Crepaurosa, A. H. OnepaiinoHHbsIi
(MpOU3BOICTBEHHBII ) MEHEIKMEHT : yueO. SEC
nocooue / A.H. Crepnurosa, A.B. ®enb. — OCHOBHasl - ZNANIUM
Mocksa : UTHOPA-M, 2019. — 187 ¢. — E—
(Boiciiee o6pa3zoBanue: bakanaBpuar)
Annsec, U.K. Ctuim MenemxkMenTa -
bddekTuBHbIe U HedDDekTUBHBIE : YueOHOe L
nocobue /N.K. Anuzec.— 5 .— Mocksa : OOO OCHOBHAA ZNANIUM
"Anpnuna [Tabmumep", 2017 .— 198 c.
KoctprokoBa O.H. MeHeKMEHT B COITUaIBHO-
KYyJIBTYPHOM CepBHCE U Typu3Me : YuebHoe 9b
nocobue / CII6I' DY .— Cankr-IletepOypr : JOTIOJTHUTEThbHAS 77 OPAC.UNECO
CIIoTHUDY, 2011 — 159 c. — CBenenuns N.RU.
TOCTYITHBI TakKe 1o MHTepHeTy: opac.unecon.ru.
KoBu, C. CeMb HaBBIKOB BBICOKOI(D(PEKTUBHBIX
imro1eii: MoIHbIE HHC SHTBI Pa3BUTHS ObC
muHocTH :Ilocobue /él.)l?(;llsn .—p9 — Mockga ; | FONOHATEIbHAT i ZNANIUM.
00O "Anpnuna [Ta6mumep", 2016 .— 378 c.
[Toyi, 1. IlepBOKIIacCHBIN CEPBUC KAK JOIOJIHUTEIbHAS - 2bC



http://new.znanium.com/go.php?id=994458
http://new.znanium.com/go.php?id=994458
http://new.znanium.com/go.php?id=924619
http://new.znanium.com/go.php?id=924619
http://opac.unecon.ru/elibrary/bibl/fulltext/Study/7871.pdf
http://opac.unecon.ru/elibrary/bibl/fulltext/Study/7871.pdf
http://opac.unecon.ru/elibrary/bibl/fulltext/Study/7871.pdf
http://new.znanium.com/go.php?id=923768
http://new.znanium.com/go.php?id=923768
http://new.znanium.com/go.php?id=610283
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KOHKYpeHTHOE mpeumytiecTBo: [Tocooune//l. ZNANIUM.

[loyn.— 8, mom. u nepepad .— Mocksa : OO0
"Anpninaa [Ta6aumep"”, 2016 .— 342 c.

[{BeTkoB A.H. OpranuzainmuonHas JTMHAMHUKa JOTIOJTHUTEIbHAS
ousHeca : yueOHoe nocooue / A.H.I[BeTkoB ;
MunucTepcTBO 00pa30BaHUs U HAYKU
Poccutickoit ®enepanuu, Cankr-IlerepOyprekumii
roc. 3koHoMu4eckuil yH-T .— Cankrt-IlerepOypr
: 3p-so CIIOIDY, 2016 .— 119 ¢. : mi1. —
CBeneHust JOCTYIHBI Takxke o MHTepHery:
opac.unecon.ru .

9b
45 OPAC.UNECO

N.RU.

Ddenenesa . H MeHepkMEHT B cOLIMAIILHO- IOTIOJTHUTEILHAS
KyJIbTYPHOM CEPBHUCE U TYpU3ME : YUeOHOe
nocobue / ®enenena U. H., Hexopomkos B. I1.,

Komapoga JI. K. ; oTB. pea. Hexopouikos B. I1. - ObC IOpaiir.

— 2-¢ U311, Iep. U J0I .— DJIEKTPOH. IaH. —
Mocksa : Opaiit, 2019 .— 205 ¢ .—
(Yuusepcuters! Poccun)

Tabmuma 9.1.2 — IlepeyeHb COBpEeMEHHBIX NPO(ECCHOHATBHBIX 0a3 JaHHBIX
(CIIB )

No

HaunmenoBanne CI1B]]

Onekrponnas oudarorexa Grebennikon.ru — www.grebennikon.ru

Hayunast anexkrponnas oudaunorexka eLIBRARRY — wwwe.elibrary.ru

Hayunast snextponnas 6ubsiamnoreka KubepJlenuka — www.cyberleninka.ru

ba3za nannbix [TOJIIIPE/] CipaBounuku — Www.polpred.com

OB WN-

basa nanusix OECD Books, Papers & Statistics na mmardopme OECD iLibrary — www.oecd-
ilibrary.org

Tabnuna 9.1.3 — [lepeyens nndopmanronssix cnpaBodHbix cuctem (MCC)

No

Haumenosanue UCC

1

CnpaBounas npaBoBas cuctema Koncynprantllntoc (mactammupoBannsiii pecypc CIIOI' DY
i WWW.consultant.ru)

2 | CropaBounas mpaBoBas cucrema «["’APAHT» (uncrammupoBanHbii pecypc CIIOIDY wmm
WWW.garant.ru)

3 | Uadopmanmonno-crpaBouHas cucreMa «Komeke» (mHCTaymmupoBanHbiid pecype CIIOIDY
i WWWw.kodeks.ru)

4 | Dnektponnas 6ubnmuoreynas cucrema BOOK .ru - www.book.ru

5 | Dnexrponnas Guémuoreunas cucrema DbC IOPAWT — www.urait.ru

6 | DnektponHo-6ubmuoTeunas cuctema SHAHUYM (ZNANIUM) — www.znanium.com

7 | Dnextponnas oubnuoreka CII6I" Y- opac.unecon.ru

9.2. MarepuajJbHO-TEXHHYECKOE 00ecredeHue y4eOHOro npoiecca

Jlna peanuzanuu JaHHOW AUCIUTUIMHBI UMEIOTCS CIIEIUAIBHBIC TTOMEIICHUS

A1 TIPOBEACHUSA 3aHITUU JCKIIMOHHOI'O THIIA, 3aHSITUU CCMHHApPCKOT'0 THIIA,
BBIIIOJIHCHHA KYPCOBBIX pa60T, I'pylnmoBbIX M HHIAWBUAYAJIbHBIX KOHCYHBT&HHﬁ,



http://new.znanium.com/go.php?id=610283
http://opac.unecon.ru/elibrary/2015/ucheb/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D0%B8%D0%B7%D0%B0%D1%86%D0%B8%D0%BE%D0%BD%D0%BD%D0%B0%D1%8F%20%D0%B4%D0%B8%D0%BD%D0%B0%D0%BC%D0%B8%D0%BA%D0%B0%20%D0%B1%D0%B8%D0%B7%D0%BD%D0%B5%D1%81%D0%B0.pdf
http://opac.unecon.ru/elibrary/2015/ucheb/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D0%B8%D0%B7%D0%B0%D1%86%D0%B8%D0%BE%D0%BD%D0%BD%D0%B0%D1%8F%20%D0%B4%D0%B8%D0%BD%D0%B0%D0%BC%D0%B8%D0%BA%D0%B0%20%D0%B1%D0%B8%D0%B7%D0%BD%D0%B5%D1%81%D0%B0.pdf
http://opac.unecon.ru/elibrary/2015/ucheb/%D0%9E%D1%80%D0%B3%D0%B0%D0%BD%D0%B8%D0%B7%D0%B0%D1%86%D0%B8%D0%BE%D0%BD%D0%BD%D0%B0%D1%8F%20%D0%B4%D0%B8%D0%BD%D0%B0%D0%BC%D0%B8%D0%BA%D0%B0%20%D0%B1%D0%B8%D0%B7%D0%BD%D0%B5%D1%81%D0%B0.pdf
https://www.urait.ru/bcode/437471
http://opac.unecon.ru/
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TEKYIIEro KOHTPOJS W MPOMEXKYTOUYHOW aTTECTAIMH, a TAKXKE MMOMEIICHUS IS
CaMOCTOSITEILHON PabOTHI.

[Tomemenust ocHamieHsl OOOpPYAOBaHWEM M TEXHUYECKHMMH CpEICTBAMU
oOyJeHus.

[Tomemenust s CcaMOCTOSATEIBHONH pabOThl OOYYAIOIIUXCS OCHAIIEHBI
KOMIIBIOTEPHON TEXHUKOW C BO3ZMOXXHOCTBIO MOAKIIOUEHUsS K cetu "MHTepHeT" n
o0ecriedeHneM JI0CTyna B D3JEKTPOHHYIO HH(DOPMAIMOHHO-00pa30BaTEIbHYIO
Cpely YHHUBEPCUTETA.

Tabmmma 9.2.1 — [lepedyens nporpammaoro oobecneuenws (110)

Ne Haumenosanue [10

n/n
1 | Microsoft Windows Professional (KOHTPAKT Ne 244/20 «26» utonst 2020 r
2 | Microsoft Office Professional (KOHTPAKT Ne 244/20 «26» utonst 2020 r)
3 | 7-Zip (freeware)

3aHATHS 1O JUCHUIUIMHE IIPOBOAATCA B  AyJUTOPUM  KYpPCOBOIO
IIPOEKTUPOBAHHS.

Tabnuna 9.2.2 — [lepedyeHb yu4eOHBIX ayTUTOPUIM JIJIsl TPOBEICHUS YICOHBIX
3aHSATUH, OCHAIIEHHBIX 000PY/I0BAaHUEM U TEXHUYECKUMU CPEICTBAMHU O0yUCHHUS

HaumeHoBanme  y4yeOHBIX ayaMTOpPHil, TepeYeHb | Ajapec (MecTOMmoJ10:KeH )
000py/10BaHNSI U TEXHUYECKHX CPEICTB 00y4YeHHUs yueOHBbIX ayAUTOPHUii

Ayn. 207 Yyebnasa aynurtopus (ans npoBeaenus 3anstuii | 190005, r. Cankr-IlerepOypr, 7-1
JCKIIMOHHOTO THIIA W 3aHATHA CceMUHapckoro Tuma, | KpacHoapmetlickas ym., a. 6-8,
KypCOBOTO TPOEKTHpPOBaHMUS (BBIMOJIHEHHUs KypcoBbix | mom. 21H, 26H, 15H-19H, JI-3, JI-
paboT), TPYNIOBBIX W HHAMBHUIYAJIbHBIX KOHCyNbTauuy, | 4, JI-5, mut. A

TEKYLIEro KOHTPOJII W TPOMEXYTOYHOM aTTecTalun),
o0opyznoBaHa MYJIbTUMEUIHHBIM KOMILIEKCOM.
CrienmanusupoBaHHas Mebenb U o0opynoBaHue: YueOHas
Mebenbp Ha 54 mocajoyHbBIX MecT, pabodyee MecTo
npernojiaBarens, Jocka Meaosas - 1 mrT., ctoia - 1mr., mkad
- lmrT., Tym6a - 1., TpubyHa - 1mT., Komnstotep Intel 13
2100 3.3/4Gb/500Gb/AserV193 - 1 mr., IIpoekTop
uugposort Acer X1240 - 1 wmr., Mukmep-ycunutens TA-
1120 - 1 wrT., Axkyctuueckas cuctema JBL CONTROL 25
WH - 2 mr.,

HaGopel neMOHCTpallMOHHOTO O0OpYAOBaHHUS U y4yeOHO-
HaTJSHBIX MOCOOMI: MyJIbTUMEAMMHBIE MPHIOKEHUS K
JEKLIMOHHBIM KypcaM M  IPAKTUYECKUM  3aHSITHSM,
MHTEPAaKTUBHbIE Y4eOHO-HArJISAHbIE TOCOONS.

Ayn. 407A YdeOHas aynutopust (1151 MPOBEACHUS 3aHATHIA
JCKIIMOHHOTO THIIA W 3aHATHA CEMHHApPCKOTO THIIA,
KYpPCOBOTO TPOEKTHPOBAHUS (BBIMOJHEHHUS] KYPCOBBIX
paboT), TPYNIOBBIX W WHIUBUAYATBHBIX KOHCYJIbTAIIHM,




16

TEKYIIEr0 KOHTPOJS W MPOMEXKYTOYHOM aTTecTaluu).
CriermanusupoBaHHas Mebenb U oOopynoBaHue: YueOHas
Mebens Ha 32 mocajoyHbIX MecT, pabouyee MecTo
npenojasaresns, Jocka MmejoBas - | mT., cron - lmrT.,
TpuOyHa - lmt. [lepeHoCHON MyIbTUMEAUIHHBIA KOMITJIEKT:
Hoyroyk HP 250 G6 IWYS8EA, MynbTuMeIuiHBIH
npoektop LG PF1500G. HabGopsl AeMOHCTpallMOHHOTO
o0opynoBaHus u yueOHO-HaT IS AHBIX ocoOuii:
MYyJIbTUMEAUMHBIE MPUIOKEHHS K JIEKIIMOHHBIM KypcaM M
MPaKTUYECKUM  3aHATHUSIM, HMHTEPAKTUBHbIE  y4eOHO-
HarJsAHbIe TOCOOUS.

Ayn. 114 Yuebnas aynutopusi (I MPOBEACHUS 3aHATHA
JCKIIMOHHOTO THIA W 3aHATHA CEMHHAPCKOTO THIIA,
KypCOBOTO  IPOEKTHUPOBAHHUS (BBIMOJIHEHHUS KYpPCOBBIX
paboT), TPYNIOBBIX W WHIUBUAYATBHBIX KOHCYJIbTAIIHA,
TEKYIIET0 KOHTPOJIS W MPOMEXKYTOUHOM aTTecTaluu).
Crienmanu3upoBaHHas Mebenb u o0opynoBaHue: YueOHas
Meben, Ha 26 TMOCaJA0YHBIX MecT, pabodee MecTo
npenoaarens, BATpUHA HaBucHas - 1 mr., Komnsiorep Core
2 Duo 7400 2.8 Gh/2gb/160 Gb/Sumsung SM 943N 19" - 1
mT., Ilpoektop NEC M350 X - 1 mr. HaGopsl
JIEMOHCTPAILIMOHHOTO O0OPYIOBaHMS M Y4€OHO-HATJISIIHBIX
nocoOuil: MyJIbTUMEIUNUHBIE MPUIOKEHUS K JEKIMOHHBIM
KypcaM H© TPAKTUYCCKUM 3aHATHUSM, WHTEPAKTHBHBIC
yueOHO-HarJIsIHbIE TOCOOUSI.

10. OCOBEHHOCTHU OCBOEHMU JUCHUIIJINHBI A1 UHBAJIN/10B
N Jinl C O'PAHUYEHHBIMHU BO3SMOKHOCTSAMMU 3/10POBbA

OOyueHue oOydarolUXCsi ¢ OTPaHUYEHHBIMU BO3MOKHOCTSIMH 3JI0POBbS
Ipyu HEOOXOJMMOCTH OCYILIECTBISIETCS HAa OCHOBE aJaNTUPOBAHHOW paboueit
OporpaMMbl  C  HCIOJB30BAaHUEM  CICIHMAIBHBIX METOJOB  OOydYeHUs U
TUIAKTHYECKUX  MaTepUalioB, COCTAaBICHHBIX C  Yy4€TOM  OCOOEHHOCTEH
NCUXO(U3NUECKOTO PAa3BUTHS, WHIUBUAYATHHBIX BO3MOXXHOCTEH W COCTOSHUS
3I0POBBS TAKUX OOydYaromuxcs (00y4Jaronierocs).

B mensx ocBoeHus y4ueOHOW MpOrpaMMbl IJUCIHHUILIMHBI WHBATUAAMH H
JUIIAMH €  OTPAaHWYCHHBIMH  BO3MOXHOCTSIMU  37I0POBbSl Y HUBEPCHUTET
o0ecreunBaeT:

— JUI UHBAJIMAOB U JIUI] C OTPaHUYEHHBIMU BO3MOXKHOCTSIMHU 37J0POBbBS
0 3PEHUIO: pa3MElIEHHWE B JOCTYNHBIX I OOYyYarOIIUXCS, SBISIOLIMXCS
CJICTIBIMH WJIM CJIa0OBUASIIMMH, MECTaX U B aJaNTUPOBAHHON (popme cripaBOYHON
uHbOpMaAllMl O pacHUCaHUM YUeOHBIX 3aHITHI; NPHUCYTCTBHE ACCUCTEHTA,
OKa3bIBAOIIIETO oOyuJaromemMycs HEO0OXO0IUMYIO MIOMOILIb; BBIITYCK
aIbTePHATUBHBIX (HOPMATOB METOAMYECKUX MaTepuanoB (KPYMHBIM MpPUDT WU
aynuodaiinl);
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— JUTSI MTHBAJIUIOB U JIMI] C OTPAHUYCHHBIMUA BO3MOKHOCTSIMU 37I0POBBS
N0  CIyXy: HaJJIeKalllMMU  3BYKOBBIMM  CPEICTBAMHU  BOCIPOM3BENICHUE
uHpopManuy;

— JUTSl UHBQJIMJIOB U JIMIl C OTPAHUYEHHBIMU BO3MOXHOCTSIMU 37]0POBbS,
UMEIOIIUX  HApyIIEHUS  ONOPHO-JABUTATENILHOIO  ammapara:  BO3MOXXHOCTb
OecnpensaTCTBEHHOTO JTOCTYIMa 00yYarouuxcsi B ydeOHbIe TOMEIICHHUS, TyaJIeTHbIE
KOMHAThl U Jpyrue noMeuieHus kadenpel, a Takxke NpeObIBaHUE B YKa3aHHBIX
MTOMETIICHUSX.

OO6yuaronuecs u3 yucia uHBaIuAoB u aul ¢ OB3 obecnieueHbl eyaTHbIMU
u  (WIM) DIEKTPOHHBIMH  OOpa3oBaTeNbHBIMH  pecypcamMu B (dopmax,
aJIaNTHPOBAHHBIX K OTPAHUYCHUSIM HX 3I0POBBSI.

OO0pazoBaHue 00yJaOMIMXCS ¢ OTPAHUICHHBIMH BO3MOXKHOCTSIMH 3I0POBBS
MOET OBITh OPTAaHM30BAHO KaK COBMECTHO C JIPYTMMHU OOYYaIOIIMMHUCS, TaK U B
OTJICJIBHBIX TPYNIaX WX B OTAEIbHBIX OpraHu3aIusX.

11. ®OHJI OUEHOYHBIX CPEJICTB JJISI MPOBEJEHWS TEKYIIEN 1
MPOMEKYTOYHOM ATTECTALIMM OBYUYAIOLIUXCS 11O
JTUCLUIIJIMHE

@OHJT OUEHOYHBIX CpPEACTB I TNPOBEJICHUSA AaTTeCTAllMM  YpPOBHS
c(OPMHPOBAHHOCTH KOMIETEHIUH OOy4YalomUXCA MO JUCHUIUIMHE OQOopMIIsieTcs
OTJEJIbHBIM JIOKYMEHTOM U SIBJISIETCSl NPUIOKEHHEM K pabouedl mporpamme
JUCHMILTUHBI (MOITYJIs).



