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L. IEJH OCBOEHUA THCUMILINHBI

Henero ocBoeHUs MucHALTRED! «OpraHu3aiis KOHTAKTHOM 30HEI B COIIHOKYJIbTYPHOM Cep-
BHCE» SABNACTCA (POPMHPOBAHAE ¥ CTYAEHTOB KOMIETEHIIHI B 0OIACTH Oynayieit npodeccHoHanbHOM
JeATeNbHOCTH B ¢iepe >(PEKTHBHON OpraHH3alMH KOHTAKTHOM 30HBI HA IPETNPUATHIX COLIHO-

KyJIBTYPHOTO CEpPBHCA.
3anaun;

- N3YUCHUC TEOPCTHYCCKUX OCHOB OPTaHH3allMHl KOHTaKTHOM 30HEL: OCHOBHEIE NOHATHS, BHIE]
KOHTaKTHBIX 30H B HOpM 06CTyKHBaHUS, 0030p 3apyGeKHOTO H POCCHIICKOTO OIIbITA;
- TIOBEINCHHS 3QQEKTHBHOCTH OPraHH3alMY KOHTAKTHOM 30HHI B cepe COLHOKYJETYPHOIO

cepeuca;

- M3YHMCHHE NMCHXOJIOTHYECKOH, STHYECKOA U 3CTETHYECKON KYIBTYPhI 0OCTYKUBAHHS KIIMEH-

TOB B KOHTaKTHOI 30HE;

= U3yYCHHC OCHOB OPTraHU3aNiK KOHTaKTHOH 30Hb! KaK 00beKTa NPaBOBLIX OTHOLICHHI,
— OCBOSHHC NpABHJI OpTaHH3AlMH HpoLecca o0CHy)uBanua HoTpebuTenell yenyr B chepe
COIMOKYIBTYPHOTO CEPBHCA B COOTBETCTBUM C TPEOYEMBIM KaueCTBOM IPOLIECCOB OKA3AHHS YCIYT.

2. MECTO JUCHHUILTUHBI B CTPYKTYPE OIIOI

Hucuunmga ««OpraHu3aiys KOHTAKTHOH 30HEL B COLMOKYIILTYPHOM CEPBHCEN» OTHOCHTCH
K OTHOCHTCH K 4acTH, GOPMHUPYEMOH yJaCTHHKAMH OGpa30BATENbHbIX OTHOMICHMH IporpaMmMsl Ga-
Kanaspuara no manpasiaeHHIo 43.03.01 «Cepsuc».

3. INTAHUPYEMBIE PE3VJIBTATHI OBYYEHMS IO JUCIATLIMHE
IInanupyemble pe3yisTaThl OOYUEHUS O JHCIMILIMHEE, COOTHECEHHBIE C IUIAHHPYEMBIMH pe3yibTa-
TamMu ocsoerus OTIOI] (koMIeTeHIHAME B MHAMKATOPAMH AOCTHIKEHHMS KOMIICTEHITHI }

Dopmupyembie komneTenuuy | Il1aHMpyeMule pesylbTaThl 06YYeHH A [0 JMCUHMIUIHHE, B COOTBeTCTBHH | HaumeHoBanue
(xon, conepkaHue KOMIETEH- € MHAMKATOPOM JOCTIDKEHHS KOMIETEHIHH OUEHOYHOTO

1HH) HuankaTop nocTukenus PesynabTaThl 00yueHna 1o AMCUMITTHHE cpelacTsa

KOMITETEHIIHH
1 2 3 4

TIK-1 Crocoben k paspaGotke | I1K-1.1. [IpumenseT kim- | 3HaeT: TecToBble 3ama-
H COBEpIICHCTBOBAHMIO KIH- | CHTOOPHEHTHPOBAHHBIE - 0COBEHHOCTH QOPMHPOBAHMA M PA3BH- | HUA, HOKIAL
€HTCKHX OTHOINCHHH ¢ YYETOM | TEXHONOTHH B CEPBUCHOM | THA KNMEHTCKMX OTHOWICHHM C Y4ETOM
TpeboBanuii noTpeSurens AEATEIBHOCTH TpeboBakui noTpeGUTENs B KOHTaKTHOM

30HE CEPBHCHBIX OpraHH3ALMIA,

VYMeer:

- DPUMEHATL KIHEHTOPHEHTHOOBAHHBIE
TEXHONOTHH B NPOUECCE 0KA3aHHA YCIYT
B KOHTaKTHOM 30He;

Brageer:

- HaBBIKAMH 2 QeKTHBHOro B3aMMOILii-
CTBHA € KIHEHTOM, B TOM YHCIE KOH-
CYNbTHPOBEHHE

K-1.2. Vyacteyer B paz-
paboTke CHCTEMBI KIIHEHT-
CKHX OTHOLISHHH

3naeT:

- OCHOBHBIE TIPHHUHMIIL 3¢dekTHBHOM
OPraH3aldy KOHTAKTHOH 30HBI U €€ Co-
BEPIUCHCTBOBAHHE Ha  IIPEANPHATHAX
CepBHca;

Ymeer:

- MPUMEHATE METOIBl THATHOCTHKH TIO-
TpebuocTel noTpeGureneii, yeayr,;
Brapeer:

- MCTOAAMH OPTAHM3ALUH, KOOPAHHALMH
H PeryJIMpOBaHHs Ipoltecca o0cnyxupa-
HHA B KOHTAKTHCH 30HE IpeilpHATUH
CEpBHCa

TecToBBIE 3372-
HMA, JOKNAT




4. OBbEM U CTPYKTYPA JACHUILIAHDBI
TPyI0eMKOCTE MHCUMILTHHE] COCTARNSET 5 3a4eTHBIX emuunl, 18( yacos
Temarugecknii niian
dopma obyuenus — ogHasn

KonTtaktHas paGora Dopmbl
obyyvaiouuxcs Tekywero
s € MefarorMuecKum o Konrpona
o § pabOTHHKOM E o|  yenesaemocTu,
Ne HaumeHosanue TeM w/nnu § § @ © § & E 5 $opma 5
Wi Pa3leoB/TeM IUCIIKILTHHBI =z = = | 2 & i | ER £ ‘gl npoMexyrouHoit
] é Ele= S E 28 g é i aTTecTalMK
2 = E % 3e 23 g 3 (rno cemecmpan)
=R R -
]
1 Tema 1. OCHOBEI OpraHH3auUME KoH- | 3 1-2 4 14 8
TAKTHOH 30HBI B COUMOKYABTYpPHOM
CepBHCce
2 Tema 2. HopmaTusso-npaBoBsie oc- | 3 34 4 .4 8
HOBBl OKa3aHuA YCIYT B cepe co-
LHOKY/ILTYPHOTO CEPBHCa
3 Tema 3. 3oHupoBanve «koHTAKTHOI | 3 5-6 4 4 8 PefituHr-koHTpONS
30HBI» Nel
4 Tema 4. Ogopmienne «xOHTAKTHON | 3 7-8 4 |4 2 8
30HBI»
5 Tema 5. Dprosomudeckwe ocHoBHI | 3 9-10 4 14 8
OpTaHu3alHH KOHTAKTHOH 30HEI B
CepBHCE
6 Tema 6. [lcuxonorHYecKye acraekTsl | 3 11-12 4 |4 2 8 Peltuar- kon-
OpTraHM3alUH KOHTAKTHOM 30Hb] TPOJIbL Ne2
7 Tema 7. Ocobennoct oprawmsaumn | 3 | 13-14 | 4 | 4 2 8
¥ O0CITY)KMBAHMA KIHEHTOR B KOH-
TaKTHO# 30He Ha NPENIPHATHAX CO-
LUHOKYINETYPHOTO CEPBHCA
8 Tema 8. Heitpomapketunr xak uHet- | 3 | 15-16 | 4 | 4 p 3
PYMEHT NOBBUUEHUA 3(PHeKTHBHOCTH
IIpH OpraHH3aliHd KOHTAKTHOM 30HEI
9 Tema 9. OcobeHnocTn B3auMozelicT- | 3 17-18 4 14 2 8 PelTHHr-KOHTPOIE
BHA C OpraHaMM roCyZapcTBEHHOM Ne3
BJACTH
Beero 3a 3 cemectp: 36 |36 10 72 Ox3ameH (36)
Hannuue B nucumnnune KIVKP -
Hroro nmo mucuunmnge 36 | 36 10 72 Jx3ameH (36)




Conepzxanne NeKIHOAHBIX 3AHATHI 110 IRCIMILIANE

Tema 1. OcHOBBI OPraHA3alHA KOHTAKTHOH 30HL1 B COIHNOKY/ILTYPHOM CEPBHCE

«KoHTaxTHas 308a» Kak cdepa peaTHIauuy CepBUCHON NEATENBPHOCTH. OCHOBHELE HOHSTHS
OpraHM3alid KOHTAKTHOH 30HHL [Iprpona KOHTaKTHOM 30HEL CYIMHOCT MOHSTHA «KOHTAKTHASN
30Ha». [IOHATHS «COCTaB KOHTAKTHOH 30HBI», CIPOCTPAHCTBO KOHTAKTHON 30HED. KOMIIOHEHTED
KOHTAKTHOH 30HBL. COBpeMEHHBIC BMIBI KOHTAKTHBIX 30H H HX OCOGEHHOCTH. XapaKkTepHCTHKA
MEMCTHIHOCTHOTO PaCCTOSHUS B 00CTYKUBAHHH.

Tema 2. HopmMaTHBHO-NIPaBOBLIE OCHOBBI OKA3AHMSA YCIYT B cdepe cONHOKYALTYPHOTO
cepBuca

IlpaBa mOTpeOHUTENs MPH HAPYIUEHAR CPOKOB BHITOMHEHHAS pabot (okazanug ycnyr). Tlpasa
TOTPeOUTENA NP OOHAPYXEHHH HEJOCTAaTKOB PaboThI (ycmyru). Bosmelnenue Bpesa, IpHUHHeN-
HOTO BCIIENCTBAC HEIOCTATKOB TOBAPOB, paboT M ycayr. KoMnencauns MopansHOro Bpeza.

OCHOBHEIE HOPMATHBHBIC U IIPABOBBIE JOKYMEHTEL PETYNHPYIOIIME CEPBHCHYIO IESTElb-
HOCTB B Poccun. @enepaipheii zakod PO or 07.02.1992 N 2300-1 (pen. ot 18.04.2018) "O 3amure
npas norpedureneii”, @3 «O6 0CHOBAX TypUCTCKOM HEATENLHOCTH B POCCHECKOI Denepanun» (c
H3MEHEHUAMH H JOTOTHEHHAMN)

IIpaBuna GrrToBOTO OGCTYKUBaHHS HaceleHus B Poccuitckoit Denepanuu. loctanosnenue
Ilpasurenscra PO ot 15.08.1997 N 1025 (pen. ot 04.10.2012) "O6 yreepsxnermu IIpasun Gbiro-
BOro 0Gc/IyKUBaHKs HaceIeHH B Poceniickoit ®enepamn”

CanlluH 2.2.4.3359-16 "CaHMTapHO-3MHIEMHUONOTHYCCKHE TpeOOBaHHA K (QUIUYECKHM
haxropam Ha paGouux mecrax", CanlluH 2.2.2/2.4.1340-03 "I'uraeruyeckue TpebOoBaHMS K Tiep-
COHAIBEHBIM = 3NIEKTPOHHO-BBIYUCIHTENLHBIM ~ MallliHaM H  opradHumsanmuu  paGortsr’, CanlluH
2.2.4.548-96 I'uruennveckye TpeboBaHMA K MHUKPOKJIHMaTy TPOH3BOICTBCHHBIX [TOMCIIEHMIA.

Tema 3. 3onupoBaHue «<KOHTAKTHOH 20MbD)

QYHKIHOHATEHOE 30HHPOBAHAE KKOHTAKTHOMN 30HEBI: 3a/AY H IPUHLIMIIEL

@porT-o¢uc u 63x-oduc. [TpHHLKIE 30HUPOBAHHS B pabodeil 30He: KaGHHETHbIA 1 OTKpEI-
THIH.

Oyuxunn $pont-opuca. OCHOBHBIE 30HEI HPOHT-OhHCA: X0, npuéMHag (pecenud / KoM-
HaTa 0XKH/IaHHs), NIepPeroBopHas, KabuueT pykosouutens. IlpeHasHauenus 300 ¢dpout-oduca. 3o-
HUPOBAHHE «KOHTAKTHOH 30HBLY. 30HHPOBAHHE IPHEMHOHN XISl [IEPETOBOPOB M COBEINAHMIA: MH-
(opManroHHas 30Ha ¥ MECTO I OTIBIXA.

Bak-ouc u ero cocrarisomue: pabouee MPOCTPAHCTRO, 30HA OTIbIXa, ObeneHHas 30Ha,
rapepod, cepBepHbIe, apXUBEI M GHONIHOTEKH, TEXHHYECKas 30Ha, MOICOBHEIE moMermerus. Oco-
OCHHOCTH OpranH3aluy 63K-odHca Ha IPeIIPHATHIX COLHMOKYIETYPHOTO CEpPBHUCA.

Tema 4. OdopmaeHHe «KOHTAKTHOH 30HBD>

HarpaeneHus B odbopMiIeHsy «KOHTAKTHOM 30HBIY. KpPHTEDHE 30HbI OKHIAHKS KIMEHTOB:
GYHKIMOBANBHOCTS, IPOCTOPHOCTD, HHBOPMATHEHOCTE,

Kiraccudeckas 30Ha OXHIAHMS KIHEHTOB. KPeaTHBHBIE 30HBI OGCIYKHBAHHA KIMEHTOB U
COBpEMEHHEBIC IH3aHHEPCKHE pemeHus. KoHuenTyaneHele pelienis IusaifH- NPOEKTOB HHTEpbe-
poB. OCOGEHHOCTH AM3alH-NPOCKTHPOBAHHS [IPEIPHATHE HHAYCTPHHA TYpH3Ma H c(epEl yCIIyT.

3alIONHEHUE 30HBI OXHIAHMS KIHEHTOB. MeBelms M opriexHmka. ITnaxarel, JTHCTOBKH H
oopmrenme cTeH. MOTHBANHOHHBIE TUIAKATH H CTHMY/IHPOBAHHE HepcoHana: IeHcTBYIOMmas cuc-
TEMa OIIATHI TPYIA U CHCTEM2 IITPaOB, KAPEEPHbIE BO3MOXHOCTH B OPraHM3AIlHH, IPHMEPBL YC-
NEMHOH  palOTBI  COTPY/HHKOB, MPUHUMIEI paboTEl B  KOMIIAHHH. Harpager  xomma-
HHH, OJIaroapCTBEHHbIE THCHMA KITUEHTOB, CEPTH(OMKATHL H JHIECH3HH.

ApXHUTEKTYpa IOMELIESHHS .

Bunari o6opyoBaHua B HHTCpbep KOHTAKTHOM 30HBL CBElNEHHE H CBETONH2ANH KOHTAKT-
Hoit 30HBL. Odopmienne surpun. XapakTtepuctuka POS-MaTepHanos.

CaHATapHble HOPMBI ¥ NIPABATA PA3MEIIEHN, YCTPOHCTEA 1 obopynoparus. TpeGoBanus
COACPKAHMIO [IOMEIICHUA 1 OPTaHH2aLMH CAHUTAPHO-THTHEHHYECKOrO B IIPOTHBOSIAACMHYECKOTO
pexama paboTEL.



Tema 5. Ipronomiaeckue 0cHOBbI OPraHU3ALNE KORTAKTHO#H 30HbI HA NpeInIpUATHAX
COUHOKY/JILTYPHOI0 CepBHCA

OcTeTHKA Tpyda. DProHOMHYECKHE OCHOBEI OpraHu3alldd KOHTAKTHOM 20HEI B CEPRHUCE.
TepmuHbl 1 onpenenerus. OCHOBHEIE NPHHLMIbBL H KOHIEITITHE sproroMuxu. 'OCT P 56274-2014
O6wye nokasarenn 1 TpeOOBAHHSA B IPrOHOMHUKE.

Ilpapuna yuera aHTPONOMETPHYECKHX JAHHBIX [IPH pacdeTe SProOHOMHYECKHX apaMeTpoB
pabounx mect. Tlcuxohusuonornyeckuii acmexT IPrOHOMHUKH.

Knaccuduxanus pabounx mecr. ®aKTOpBI, BIMAIONME HA YCIOBHS TpPYIA. IIpapunsHOE
PACIIONOKEHHIC S5ProHOMUKA | PaboiuX MECT IPCANPHATHI COUMOKYILTYPHOTO CEPBHCA.

Tema 6. [Icuxonorudeckne acnexkrol OpraHu3allHH KOHTAKTHOH 30HbI

Ilcuxonoradeckne aceKTr OPraHU3aLAA KOHTAKTHON 30HbL B cpepe ceppuca.

Tcuxonornvyeckas KymeTypa OGCIyXWBaHMS paGOTHHKA KOHTAKTHOM 30HEL [ICHXONOrMS
ponecca 06CTy:KUBaHHS. 3aKOHB! MEXUTUIHOCTHRIX B3aHMOOTHOUICHHAH B 1eATENLHOCTH paboTHH-
Ka KOHTAKTHOH 30HbL. TpH 3Tana coBepllieHHs 3aKasa M ICHXOTOIHYECKAS TAKTHKA ofcmyxuBanwus,

lIcHXOTOrHYecKHe KOMIIOHEHTH! AeSTENBHOCTH paboTHHKa KOHTAKTHO# 30HbL [lcuxomoru-
HECKHE OCHOBBI M IPAKTHKA JIEOBOT0 OOIICHMA. BocIpusTHe ¥ cCaMOBOCTIpHSITHE.

IepuentupHas cropona obmenus. KoMMyHHKaUAOHHAS CTopoHa oOmeHus. Mnrepaktus-
Has CTOPOHa OOLICHHA. [ICHXONOrHYecKre OCHOBEI KOMMYHHKALHOHHOIO BO3ICHCTBUA. KOrHUTHB-
HBIH 4aCIeKT KOMMYHHKAlMOHHOTO BO3JEHCTBHS, IMOLMOHAIBHEIN ACIEKT KOMMYHHKAITHOHHOI'O
BO3ACHCTBHS. [ToBeIEHIECKU aCneKT KOMMYHMKAIMOHHOTO BO2ICHCTRHL. CyrrecrusHeIi acrexkr
KOMMYHHKaIIHOHHOTO BO3ACHCTBHA.

DO GEKTHBHEIE TEXHUKM KOMMYHHKALWIL. OPeKTHBHOCTE 0OpaTHOM CRAM B OBNICHHH.
Muxporexaukn obmenus. Ilpuems: apryMcHTHpoBanus. Pabora ¢ Bospawemmamu. Crooco6el
YUPaBICHUA IUANOroM. HaBEIKM KOHCTPYKTHBHOIO BO3IEHCTBHS Ha KIIHEHTA. HckycerBo voexae-
Hus. DddexTHBHOE Cymanue. MoTuBHpoBaH#e H VIepKaHHE KIIHEHTA.

Tema 7. OcobennocTn oOpranuzauid ¥ 05CIYKHBAHNS KNHEHTOB B KOHTAKTHOM 30He
Ha NPeINPHATHAX CONUOKYILTYPHOI0 CepPBHCA

Ornocohust obCNyKUBAHHS KIHEHTOB B KOHTAKTHOM 301e. OCHOBHELE bopMEe! 06CTyRKHUBa-
Hust. CTannapTer o6ctyxuBatus. TeXHOTOrHS B3aUMOICHCTBHS ¢ KIHCHTOM B KOHTAKTHOH 30HE,

IIpumenenue OCHOBHBIX METOIOB OpPraHH3ANMH, KOOPIHHAIIHU ¥ PETYJIUPOBaHHUA NPOLEcca
OOCIy)XMBaHHS B KOHTAKTHOH 30HE MpemIpUATHiL COLIMOKYJIBTYPHOIO cepBHCca. Perymupopanme
npoLecca 00CIIy KUBAHHAS B KOHTAKTHOM 30HE IPEANPHATHS CEpPBACA. D¢ dexTHBHOE B3aUMOAEHCT-
BHE C KIMCHTOM B YCJIOBHSX KOHTAKTHOH 30HBL

Oco6eHHOCTH OpraHM3alMH KOHTAKTHOM 30HEI COUHOKYIBTYpHOro cepBHca. Crienmpuka
KOHTAKTHOH 30HBI COUHMOKYIBTYPHOTO cepBHcd. OCHOBHbIE GDYHKIHH pabOTHHKOB KOHTAKTHON 30-
HEL. OCOGEHHOCTH 3THKH OOLIEHHSA ¢ KJIMeHTOM. 1loHATHE IPOQECCHOHANBHOrO H AENOBOTO STHKE-
Ta. HpaBCTBeHHEIE KadecTBa paGOTHHKA KaK OMH H3 BEAYIMX 3IEMCHTOB €ro IpOYECCHOHATBHON
npurogHocty. IIpodeccuonansnas 3tuxa.

Mertons! coznanus KMueHTCKOH 6a3bl, NONEPKAHAS KOHTAKTA W BbIABICHHE noTpedHOCTE R
BO BpeMs KOHCYJIBTAUIHH.

Crpaterun ynpasnenns notpeSurensMu. Buznec-cTparerus i ONTHMH3ALMH 0OCTyKHBAHHA
KNTHEHTOB. Ilepconanusanus u ynoBIeTBOPEHHE HHHBHIYATIBHEIX notpedHocTel xmernta, Crpa-
TCrUsL  yIPaBICHHS B3AMMOOTHOLICHHsMM ¢ KiamenTamd (CRM - Customer Relationship
Management): BO3MOXXHOCTH aBTOMATH3HPOBAHHEIX CHCTEM H HpOrpaMMHbIE OPOJYKTEL.

Oyuximu CRM. YopasieHne o6cIyKHBaHHEM KITHEHTOB: aBTOMAaTH3aMsA IPOLECCOB IIa-
HUPOBAHUA, KOHTPOJLA OKasaHUA YCNyrH, obecnedenne obpaTHOH CBA3H, paboTa ¢ IpeTeH3HAMH,
OTCJICKHBAHKE 3aIIPOCOB Ha CEPBHC.

Tema 8. HelipoMapKeTHHI KaK HHCTPYMEHT NOBbIIIEHHS 3¢ dexTHRHOCTH IpH opra-
HH3AOHA KOHTAKTHOH 30HbI

CnocoGs! oBbITEHHS 3BDEKTHBHOCTH OpraHM3alil KOHTAKTHOH 30HKI B CepBHCE. YPOBHHA
BO3IEHCTBUS HA NOTpeduTeNss. MeTonb! BO3ASHCTBHS Ha notpedurens.



HetipomapkeTrHr 1 ero Meromsl. Busyatsamus smvommit. Karamm! HeHPOMApKETHHT OBBIX
KOMMYHUKaIMH. [IpneMs! HelipoMapkeTHHTa.

Ilenxonorus apoMaToB. XapakTepHCTHK? BO3AEHCTRHA 2pOMaToB Ha yesnoBseka. Mude1 1 ne-
TCHIBI apOMATH3aIlUH. APOMaMapKETHHT H HCIOJB30BAHHME 3allaxOB B KOHTAKTHON 30HE. Cymi-
HOCTE, HeM M BHIBI apoMamapKeTHHra. [IpakTrka npuMeHenus apoMamapkerura. TeXHOTOIHS
apoMaTH3alWH BO3IyXa.

Hcnons3oBanue 3ByKOBOrO COIPOBOKIEHHSA NpH OPTaHM3alAH KOHTaKTHOH 30HEI B CEpRH-
ce. HayyHsle 0CHOBBI My3BIKAJIbHOTO BO3AEHCTRHS. My3bIKa KaK cpeicTBO BO3NEHCTBHS Ha YeloBe-
Ka. [TonsiTie u cymuocTsh ayauoMapkeTHHra. My3bIKaIbHOS 0 opMIICHHE KOHTAKTHOMH 30HEL Oco-
GeHHOCTH HCITONB30BAHAS Ay JHOMAPKETHHIA B COIMOKYIBTYPHOM CEPEHCE.

QuTOonM3aH KOHTAKTHO 20H B COLHOKYILTYPHOM cepeuce. CyITHOCTD M TCHASHIHAH pas3-
BUTHI  COBPEMEHHOTO  (uTOMM3aliHA. ApaHXHPOBKA H JE€KOPaTHBHOCTE.  ICTETHKO-
HCHXOJIOTHYCCKOC BO3ICHCTBHE pacTeHUH. MUKPOKIMMAT HOMeleH il i noadop pacTenuii s HH-
Tepbepa KOHTAKTHOH 30HBL. PasmelieHHe pacTeHHH B HHTEPhEpe M OCHOBHbIC IIPHEMBI COCTABIEHHS
kommosanuii. OCOOEHHOCTH O3elICHEHHS HATEPbepOB. O3e/eHCHHE HHTEPLEPOB PasIHYHOrO Ha3Ha-
ucHus. PropucTHIECKOe 0(HOPMIICHHE HHTEPHEPOE.

Tema 9. OcoGennocTn B3auMoneiicTRES ¢ OpPraHaMH roCcyAapCcTBEHHOH BJIACTH

Oprasst BJTaCTH M BHIBI OCYIECTBIAEMOrO B3aHMOACHCTRISL. Bsaumoneiicteus ¢ npexcta-
BHTC/LIMU OpraHaMH BIaCT (LOMYYEHHME PA3PEIICHH, THIECH3HI, HOIy9IeHHE JIBIOT, O(opMITeHHE
IPaXIAHCKO-TIPABOBBIX JOTOBOPOB H T. 11.).

IIpouenype! B3aMMOREHCTBHA MEXAY BIACTBHEO H 3KOHOMHUECKHM coobmectsoM. OCHOBEI
OpraHu3anuu paboThl ¢ OpraHaMy BIACTH B chepe OKa3aHHs YCIYT IS TOCYapCTBEHHBIX HYXKL.

CrcreMa rocynapcTBeHHbIX 3akynoK B PO. BaaumoeiicTaie rocyznapcTsa M OM3HeEcCa B CUC-
TEME rocyIapCTECHHBIX 3aKynoK. DeaepanbHbli 3akoH "O KOHTPAKTHON CHCTEME B cpepe 3aKynoK
TOBapoOB, paboT, YCIYT A1 OBeCHEeYeHHs TOCYNapCTBEHHBIX H MYHHIIHOAIBHEIX HYKA" OT
05.04.2013 N 44-@3.

IpaBuna ocylecTBICHHS B3aUMOICHCTBHS OpraHU3allAil ¢ OpraHaMM TrOCYIapCTBEHHOM
BIIACTH, OpPraHaMii MECTHOTO CaMOYTPABIIEH!S, C OPTaHH3AUMSMH, OCYLIECTBISIOMMUME B COOTBET
CTBHY ¢ (hefepaTbHBIME 3aKOHAME OT/IEIBHEIE IIYOIHYHbIE TIOTHOMOTH.

Coneprkanne npaKTHYECKHX 3aHATHI 110 JUCIMILTHNE

Tema 1. OcHoBBI Oprauuzanuu KOHTAKTHOH 30HDI B COUMOKYJILTYPHOM CEPBHCE

IlpaxTuyeckoe 3auaTue.

AHalu3 PETHOHANLHOTO PAa3BHTHS CEPBHCA U CEephl YCIYr: COCTOAHMS 1 Pa3sBUTHUS KOHKY-
PCHTHOH CPEIIEI HA PBIHKAX TOBAPOB U YCIYT BiamuMHpCKoil o61acTy B COLHOKYJIETYPHOM CEKTO-
pe.

Dopma 3aHAMUA - YCMHBLE ONPOC, AHATU3 cumyayuil

Tema 2. HopMaTHBHO-UPaBOBLIe 0CHOBLI OKA3AHMS YCIYT B cdepe cOmMHOKYILTYPHOTO
cepBHCa

ITpaktugeckoe 3aHsaTHE.

0630p OCHOBHBIX HOPMATHBHEIX M [IPABOBEIX JOKYMEHTOB, HCOOXOMUMEIX IULS OpraHH3aluN
KOHTAKTHOH 30HbL. CaulluH 2.2.4.3359-16 "CanHTapHO-3MHIEMHONOrHYCCKHe TpeboBaHua K (u-
3uYECKHM (akTopam Ha paboumx mectax", CaulluH 2.2.2/2.4.1340-03 "Turnenmuccime Tpebona-
HI K IEPCOHATBHBIM JJIEKTPOHHO-BBIYHCITHTEIBHBIM MAINMHAM H OpraHM3alyuu paboTel” (¢ u3Me-
HEeHHAMH Ha 21 mioEsa 2016 roqa), CaulluH 2.2.4.548-96 I'HruennuecKye TpebOBaHMA K MHKpPO-
KJIMMaTy IPOH3BOACTBEHHBIX IOMELICHHIA.

Dopma 3anamus - yemuwlll Onpoc, 2pynnosas oucKyccus

Tema 3. 3oHApoBaHHEe <KOHTAKTHOM 30HBD

IlpakTudeckoe 3ausTHE.

Cocrasnenne 10poxHOH KapThl H noadO0p peIleHui N0 OPTAHH3ANHH KOHTAKTHOH 30HLI:
3OHAPOBAHME IOMCILCHHH KOHTAKTHOH 30HBI M €T0 KOMIIOHEHTOB (B TaOIHIHO dopme).

Dopma 3aHAMUA - YCMHBLE ONPOC, AHATU3 cumyayuil



Tema 4. OdopmieHne «KOHTAKTHOI 30HBD

ITpaxTuyeckoe 3amsrHe.

IIpoeKkTHpOBaHHE KOHTAKTHOM 30HEI IPCANIPUATHA COLHOKYIBTYPHOTO CEpRHCA (110 BEIGOPY
CTy/JeHTa) - noaGop oGopyAoBaHUA, MeHenn OPITEXHHKH, COCTABICHHUE TEXHUYECKOTO 3aJIaHus K
MM3AHH-IPOEKTY HHTEPHEPA KOHTAKTHOH 30HEL ¢ YIETOM TpeOOBaHKH CAHUTAPHBIX HODM H IIPARHIL
PasMeIeHHs.

Dopma 3auamust - yemuwiii onpoc, npeseHmayus

Tema 5. JpronomMuvecKkue 0CHOBBI OPraHUzAUAN KOHTAKTHON 30HL1 HA NpeInpHATUIX
CONHOKY/ILTYPHOIO cepBuca

IIpaxTHueckoe 3anaTHE.

XapakTepucTika pabouero Mecra CHEHANHCTA KOHTAKTHORM 30HBI, COOTBETCTBYIOIIIEE IO-
CYRApCTBEHHEIM HOPMATHBHBIM TPeOOBAHUAM OXPaHBI TPY/A: pa3sMEpPHbIE XapaKkTepuCTHKH paboye-
T'O MECTa, B3aMMHOE DacIONOKEHHE pabOouYMX MECT, pasMElleHHe CIeNHATbHOro 0obopynoBanwus,
OCHalleHUs paboyero Mecra, ¥ T. /1.

Dopma 3anamus - yemuviil ORPOC, AHAAU3 CUMYAYUL

Tema 6. Ilcuxotoruveckue aCHeKTEI OPraHA3AUNE KOHTAKTHON 30HLL

IpaxTugeckoe 3ansaTHE.

Tperuur. Pabora ¢ BO3pakeHHAME KIHCHTOB B KOHTAKTHOH 30fHe. Buapl v npuanHb BO3-
HUKHOBEHWA BO3PaKCHUH. JIomoNHHTebHAs apryMeHTanms B HOJIB3Y NOKYNKH. AJITOPUTM H METO-
ABI MPEOZONCHHA BO3paKEHNH. PaboTa ¢ THIOBLIMH BO3PaXCHHAMY, CIOCOBE] 1 TIpHEMBI HX IIpe-
OJIOIIEHHUA.,

Dopra 3aHAMUS - CeMUNAP-IPAKMUKYM, paboma € Manbix Zpynnax

Tema 7. OcoGennocrn opranmsanum u 00C.Iy:KHBAHHSA KIIHEHTOB B KOHTAKTHOIH 30He
Ha NPeANPHATHAX COLHOKY/IBTYPHOTO CepBHCA

IIpaxkTHYeCKOE 3aHATHE.

CRM-cucrema B GU3HEC-CTpATETHAX NPCANPUATHE COLHANBHO-KYIBTYPHOTO CEPBHCA H X
POJIb B ONTUMH3AIIHMH OOCITYKHBAHMS KIHEHTOB.

Dopma 3anamus — yemmwiii ONpOC, AHAAUZ CUMYAYUT

Tema 8. HeiipomapxeTnur kak HHCTPYMEHT NOBLINECHUS Y PeKTHRHOCTH NPH Opra-
HH33UHH KOHTAKTHOH 30HLI

IIpakTidgeckoe 3aHsTHE.

AHanM3 HeHPOMAPKETHHIOBBIX HCCIENOBAHMH H KIACCHOUKANHS 110 KATCTOPHAM: BHHMa-
HHE SMOLHMOHANbHAS aKTHBALIHSA IIOTPeOHUTENEH, ONeHKa IPOTyKTa/Openya, TIPEANOYTEHHE HPOIYK-
Ta/6peHa, NoBeACHHE IOTpebUTENeH, aMATh, pacIIupeHue OpeHna.

Dopma sanamus - ycmuwiil onpoc, 2pynnosas QucKyccus

Tema 9. OcoGennocTn B3auMoaeiicTBHS ¢ OPraHamMH rocyapcTBeHHOH BIacTH

IpaxTHyeckoe 3ansaTHe.

ConMoKy/IbTYPHEIH CepBHC KakK CIOco6 YLOBIETBOPEHHS NOTPeOHOCTEH rocynapeTsa B ye-
ayrax. OCyIDecTBIEHHE B3aHMOJEWHCTBHS OpraHU3amHil COLMOKYIETYPHOIO CEpPBHCA C OpraHaMu
BIA4CTH B HaCTH MPOBE/CHUS rOCYIapPCTBEHHBIX M MYHHIHITAIBHEIX 3aKYIIOK. O630p Qenepansuoro
3akoHa "O KOHTpakKTHOM cHcTeMe B cdepe 3aKynoK TOBapOB, paboT, YCIyT 114 06eCHedeHHs rocy-
AAPCTBCHHBIX ¥ MyHHIHOAIBHEIX HY® A" o1 05.04.2013 N 44-03.

Dopma 3aHAMUA - YCMHBIT ONPOC, 3aUUma UHOUBUOYANBHBIX 3a0aHUTL.



5. OUEHOMHBIE CPEJICTBA JUIA TEKYIIET O KOHTPOJIS YCIIEBAEMOCTH,
INPOMEXYTOYHOM ATTECTAITAA ITO HTOI AM OCBOEHMS JAACITANIHHBI
H YYEBHO-METOIUYECKOE OBECTIEYEHHE CAMOCTOATEILHOI PABOTBI
CTYAEHTOB

S.1. Tekymmii KOHTPOIIb YCIEBACMOCTH NPOBOIUTCA B OPME PR THHI-KORTPOIIA TpH pasa B ce-
MECTp. 3alaHu JIIS HPOBECHHS TEKYIETO KOHTPONS IPHBEACHBI HAXE.

Pefituar - korTpoan Nel
Ilpuvepnan TeMaTHKA BOIpocoB

1. TonsTHEe «KOHTAKTHAS 30HA OGCIYXKUBAHUA». B yeM 3aKmouacTes €e HasHa4YCHHE U
KaKOBEI QYHKLUHOHATLHEIE 0COGEHHOCTH?

2. Ha30BuTE OCHOBHEIE BHIBI OGIIEHHS B «<KOHTAKTHOM 30HEY.

3. KakuM ycrmosrsaM JOMKEH OTBEYaTh IIPOLECC KOHTAKTA MEXIY KIHEHTOM H HCIIO]I-
HHTENeM?

4. B 4em cymmocTs conepsxanus koutaxTa?

5. IlepeuncinTe KOMIOHEHTE! IIOMEIIECHNS KOHTAKTHOM 30HbL

6. Ilepeuncnute ocHOBHBIE TpeGOBAHKS, IPELBABIIEMEIE K IPOCTPAHCTBY KOHTAKTA.

7. Onpenemure 0coGEHHOCTH OpraHU3aLAK NIPOCTPAHCTBA KOHTAKTA B Pa3THYHBIX CEp-
BHCHBIX IIPEINPHATHSX.

8. KaKoBEI COCTABIAIOUINE KOHTAKTHOMH 30HbI?

9. Kak xapakTepu3yloTcs COCTABNSIONIHE NPOCTPAHCTBA KOHTAKTHON 30HEL?

10.  Yro nommmaror non ¢hponuT-oducom?

11.  Yro mommmaroT mog 63k-ohucom?

12. UTo moauMaror nox MHI-0HcOM?

13.  Yro Takoe 3oHupoBanue oduca?

14. B gem 3axmouaeTcs NpejcTaBUTENbCKAS Gyuxims GpporTt-oduca?

15. B geM 3axmoyaeTcd GYHKIHOHATLHOE 30HHPOBaHME IIPHEMHOM/peceniun?

16. B uem 3akmiouaercs QpyHKIMOHANBHOR 30HUPOBAHHE KaOHHET PYKOBOIHTENL

17.  XapakrepucTrka 30HBI TIEPErOBOPOR,

18.  ®ynximoHansHsle 30HL 63k-0duca.

19. Ilpuanumel GyHKUMOHATEHOrO pasieneHHs pabodee IPOCTPaHCTBA 20HEI ODK-
oduca?

20.  HasoBuTe TpeGoBaHMS K OPTaHM3aLMK 30H] OTIBIXA 63k-oduca

PeiiTunr - koHTpo.b Ne2: NoAroToBKa NOKIaNA
IIpuMepHas TeMAaTHK2 NOKIAXOB
(Moowcem Gvims pacuiupena c yuemom UHMEPECOE CMYOeHMOE)

1. KonrakThas 30ma, ce BUIBI H cocTapnsomue (Ha IPUMEPEe KAKOro-TMGO CePBUCHOTO
TIPE/IPUSATHS),

2. Marepuanuzauus npouecca 00CAyKHBAHIS U €€ POIh B 00ECICUCHHI KOHKYPCHTO-
CIOCOOHOCTH CEPBUCHOH OpraHu3aIim.

3. HeHpoMapkeTHHI ¥ BIMSHHE €r0 BHENPCHHH B OPraHM3AINIO KOHTAKTHON 30MHEL
NPEANPHATHH COUMOKYIBTYPHOIO CepBHCa.

4. IpakTHYeckoe HCIIONB30BAHUE METOI0B NIPOEKTHPOBAHUSA MIpouecca OOCIYKUBAHHS
KJIMEHTOB B KOHTaKTHOM 30He.

5. DpoHTIaHH-IEPCOHAT CEPBHCHON KOMIAHHH: KBATHQUKANMOHHEIE TPeOOBAHUS U
COEPKAHHC YCNIOBHH Tpyna.

6. KopnopaTuphnle KnmuenTs!

7 Crpareruu 3aBOeBaHNS IOTEHUHANLHBIX KIHSHTOR

8. Ilnanmposanue neperosopos

G IipesenTanus HOBOIL yciryru



10.  KornuTuBHSI acekT KOMMYHHKAUHOHHOTO BO3NCHCTBA.

1. DMouMOHaNBHEIN ACHEKT KOMMYHHKAIIHOHHOTO BO3ICHCTRHISL
12. [loseneHueckuii acnexT KOMMYHUKAITHOHHOTO BO3ACHCTBHA.
13. CyrrecTMBHBIH aCHeKT KOMMYHHKALHOHHOTO BO3ICHCTBISL,
14, DddexruBHOCTS 06PATHOM CBA3M B 06mEHHM

15, Hcxycerso voexmenus

Tpebosanns k odopmaennio FoKkIana

Teker noxnama nomwkeH OBITE HAGPAH B TCKCTOBOM pesaxkrope MS WORD, ofumee xommye-
CTBO CTPaHHUII IEYATHOIO TEKCTA - He MeHee 5, Times New Roman 14, u“HTepRan, 1,5.

JloKman NO/mKHA UMETh THTYIBHBIN JHCT ¢ HAMMEHOBAHHEM BY3a, kadeaprl, TeMsl qokia-
na, PO cTyneHTa M IpenosaBaTes; MecTa HATACAHMS H TOxA.

Crpannius! nOMmKHEL GbITE IPOHYMEPOBAHEL; O6S3aTEMbHEL TIPABHNIEHO OQOPMIIEHHEBIE CCBLT-
KH BHYTpH TeKCTa. IIpH HCIO/IB30BaHMH MCTOYHHKOB CIEIYCT B CCHLTKE YKa3bIBaThCH HCTOYHMK
3aUMCTBOBaHHS. CIIHCOK HCTIOIB30BAHHOM JTHTEpaTyphl 0Gs3aTeneH.

PeHTHHT - kKOHTpoabL Ne3: 3amuTta MHAABHAYAJBHOIO 3a1aHHS B (hopMe Npe3eHTALIIA
IIpamepHas remaTaka npe3eHTaNMi
(mooicem Bvime pacuupena c yuemom URmMEPecos cmyoenmos)
(IlpeanpusTre wimM opranm3anus COLHOKYJIBTYPHOIO CEPBHCA ONPEAENSICTCH CTYASHTOM CAMOCTOS-
TEHBHO)
1. Tun opranusarmn COLIHOKYJIETYPHOIO CEPBHCA
2. XapaxTepHCTHKa H OIACAHHE BHIOPAHHON KOHTAKTHOM 30HBI (pecenmu/npueMHas/kabuneT py-
KOBOJHTEIA/TIEPErOBOPHAS)
3. Ilepedens meGenu, 060pYIOBAHNA ¥ OCHAICHUS
4. CucTeMa xpalieHrs Beleii KIHeHTa
5. OpProHOMMKA KOHTaKTHOH 30HBI
6. iHTephep KOHTAKTHOH 30HBI
7. Onucanne OMaroycTpoCTBa KOHTAKTHOM 30HBL, B TOM GHCIIE HCIONB30BAHME HeHpoMapKeTHHTa
It €€ OpraHH3alHu

TpeboBanus k odopm.IeHHI0 Ipe3eATAIHH

Texct npesenTanuu (o6mee KONMYECTBO CAARTOB OT 8) momxeH GBITH HabpaH B TEKCTOBOM
penaktope MS POWER POINT.

IlpesenTanus f0/DKHA MMETh THTYNBHBI JIMCT ¢ HAHMEHOBAHHEM BVY3a, xadeapr1, Temer
npescaranun padotsl, MO cTyneHTa 1 NpenoaaBaTeNs; MecTa HAITACAHAS | roja.

Cralizel 1OKHE! OBITE IPOHYMEPOBAHEL, 06A3aTebHbI IpaBUIBLHO OGOPMIICHHEIE TI0CTpa-
HHYHBIE CHOCKH HJTH BHYTPH TEKCTA.

IIpn BCTIONB30BAHHE HCTOUHMKOB CIENYCT B CHOCKE HMIIH CCEUIKE YKa3BIBATh UCTOYHMK 3a-
HMCTBOBAHMS.

5.2, IIpoMeskyrouHas arrecramua mo uroram OCBOEHHSA AMCIUHINIHABI — 2K30MEHN.

Bonpoce! k 3x3ameny:
1. OCHOBHEIE NOHSTHA OPraHU3aUy KOHTAKTHOH 30HEL ITpupona KOHTaKTHOM 30HEL
«KOHTaKTHASA 30HA OGCTYXMBAHUAY, €€ Ha3HAUYCHUE H dYHKIHOHAIBHBIE OCOOEHHO-

CTH
3. BHIBI KOHTAaKTHEIX 30H H X XapaKTCPHCTHKA
4, IIpocTpaHCTBO KOHTAKTHOMH 30HEL IIoHSTHS «b3K-0dHCY U «bporT-0PHCH
S. CoBpeMeHHbIC BUIEI KOHTAKTHBIX 30H H HX 0COBEHHOCTH.
XapakTepHcTAKa MEXTHYHOCTHOTO PACCTOSHAS B o0cny ) KHBaHHY,
6. IIpaBa nOTpeGUTEIA IIPH HADYINEHAN CPOKOB BLITOMHCHHS pabot (okazaHHuA ycuyr).
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7.
8.

KynbTypa ofmeHns ¢ x1reHTaMI
OCHOBHEIC HODMATHBHBIC H IPABOBEIE JOKYMEHTEL PETYMTHPYIOIIKE CEPBHCHYIO Ies-

TeJABLHOCTE B Poccru,

9.

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.

l'urunenuyeckne TpeGOBAHHS K MUKPOKIMMATY [POH3BONCTBEHHBIX TOMENISHHE
PYHKIHOHANBHOE 30HHPOBAHUE «KOHTAKTHOM 30HBIY: 34/1a49H U TIPHHITHITEL
[IpuBTANE 30HHpOoBaHES paboveit 30Kk

OynxoaE GpoHT-odHCa.

Ocuosrzle 3085 GporT-0dhHCca

b3k-o¢uc u ero cocrarmsomue

Hanpasnenus 8 oopMiIeERN «KOHTAKTHOH 30HBD?.

KpuTepuu 30851 OXumanus KIMeHTOB

KpearusHBIC 30HBI 06CTYKHBAHIS

Knaccugeckas 30Ha OXXUIAHAA KIHEHTOR

Bungr o6opynosanus v MHTEpbep KOHTAKTHOH 30HEL

Odopmienne sutpus.

Xapaktepuctuka POS-matepuanos.

IlpaBuna ydera aHTPONOMETPHYECKUX TAHHBIX IpH pacieTe 3prOHOMHYECKHX Hapa-

METPOB pabourX MeCT B KOHTAKTHON 30He

23.
24.
25.
HO 30HEBI
26.
27.
28.

Kiaccnpuxanus pabounx mMect
Icuxonoruyeckue aceKTs OpraHM3alii KOHTAKTHON 301K B chepe cepruca.
3aKOHBI MEXNIMTHOCTHBIX B3AMMOOTHOLICHHH B JESTEIEHOCTH pabOTHHKA KOHTAKT-

llcuxonornyeckue KOMIOHEHTH! AESTENbHOCTH PabOTHUKA KOHTAKTHOH 30HBL
D(eKTHBHbIE TEXHUKH KOMMYHHKaUHA
IlepuenTueHas cropora oOmenHs. KomMynukanmonnas cropona o6menus. Hure-

PaKTHBHAA CTOpOHA obreHma

29.
30.
31.
32.
33.
34,
35.
36.
37.
38.
39.
40.

Icuxonornueckue 0CHOBEI KOMMYHHKAIIMOHHOTO BO3/IEHACTBHA
IIpnems! aprymenTapopans.

Pabora ¢ BozpaskeHusMu.

HaBbikM KOHCTPYKTUBHOTO BO3ACHCTEHS HA KIHeHTa

O dexrurHoe cnymanue.

MoruBHpoBaH#E H yaepKaHHe KIHedTa,

Dunocodus oGCTyKUBAHHS KIUCHTOB B KOHTAKTHOMN 30He.

Texnoorus B3auMOIEHCTBHS ¢ KIIHEHTOM B KOHTAKTHORM 30HE.
Oco0eHHOCTH OpPra’u3aIiy KOHTAKTHOH 30HEI COLIHOKYJIBTYPHOI'O CCPBHCA.
OcnoBHBIe GyHKUNE PAaGOTHAKOR KOHTAKTHON 30HEL

OcobeHHOCTH 3THKH OBIIEHHS ¢ KITHEHTOM.

Metozner cosnanus xmrenTckoi 6asbr, IONIEPKaHUA KOHTAKTA H BBIARJICHHE I1O-

TpeOHOCTEH BO BpeMsl KOHCYIBTALlMIA.

41.
42.
43.
44.
45.
46.
47.
48.
49.

Crparernn ynpaBneHus MoTpebHTELAMH.

IlepcoHanu3anus i yIoBIeTBOPEHHE HHIMBHIYATEHbIX norpebHOCTEH KiMenTa
Crparerus ynpaBiicHIs: B3AMMOOTHOLICHAAMH C K/IHEHTAMMU

Croco6r1 nosumeHus 3dhbexTuBHOCTH OpTaHU3alliH KOHTAKTHOH 30HbI B CEpPBHCE.
HeltpomapkeTuHr u ero meTomst

ApoMaMapKeTHHT B KOHTAKTHOMN 30He

AYIUOMapKETHHT B KOHTAKTHOM 30He

DuToNM3aHHE KOHTAKTHOH 30HEl

Cucrema rocymapeTsennbIx 3akynok 5 PO kak acrext B3aUMOJEHCTBUSA Opraimsa-

IHHA COLMOKYJIBTYPHOTO CEPBHCA C OPraHaMH BIIACTH

50.

Ilpasuna ocylwecTsienus B3aMMOIEHCTBES OpraHn3aluif ¢ OpraHaMH rOCyIapcI-

BRCHHOH BIacTH
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5.3. CamocTosaTeAbHANA paboTa 06yuaromerocs.

CamocTosrensHas paboTa cTYIeHTOB 110 H3YHMEHHIO TUCHHILTHHBI BKIFOYAET CICAYIOIHE
BHIbI paboT: H3ydeHHe MaTepHasia, H3I0KEHHOTO Ha JICKIAH; U3YYCHHE MaTepHana, BHIHECEHHOTO
Ha TIPAKTHYCCKUE 3aHATHSA; MOATOTOBKA K IPAKTUYECKUM 3aHATHSAM, BBIIOIHEHHE HHIMBHIYANBHO-
T'0 33/1aHH4, TOArOTOBKA JOKIAI0B, IPE3CHTALHI [0 3aNaHAIM [PEIONABATEI.

CamocrosTeLHas BHeayMTOpHAs paboTa 110 Kypcy BKIIOYAeT H3Y4CHHE yueOHOM 1 HayuHOH
JMTCPATYPEI, MOBTOPEHME JICKIHOHHOTO MAaTEPHAIIA, TOATOTOBKY K NPAKTHIECKHM 3AHATHAM, & TAKKE
K TeKYIIEMY KOHTPOIIO M IMPOMEXYTOUHOH aTTecTamuu. IIpakTiyeckne 3aHsTHS IPEIy CMaTpUBAIOT
COBCPIICHCTBOBAHAE HABBIKOB PabOTEI ¢ NMEPBOHCTOYHHKAMH, H3yYEHHS HpemMeTHOH crenugpugu
Kypca. BOlpocHL, He paccMOTpeHHEBIe Ha TeKIHIX 1 NPaKTAYECKHX 3aHATHIX, JOIDKHbL ObITh H3YIeHbI
OakanagpaMH B XOJ€ CAMOCTOSTEIbHON pabotsl. KoHTpons camocTosTens ol paboThl Gakanaspos
HaJl y4eOHOH mporpaMMoil Kypca OCyINeCTBISETCS B X04€ MPAKTHYCCKUX 3aHATHH METOJOM YCTHOrO
OHpOCa KM OTBETOB Ha BOTIPOCHL TeM. B Xozle caMocTosTenbHOM paGoTsl Kaxbrii CTYZEHT 00s3aH
TMPOTHTATE OCHOBHYIO M IO BO3MOMHOCTH ONOJIHHTEIEHYIO JIHTEPATYDY 110 uzygaeMoH teme. O0y-
YAFOIIMHCSA JOIDKEH TOTOBUTBCS K NIPEACTOAIEMY [MPAKTHYECKOMY 3aHATHIO IO BCEM, 0003HAMCHHELIM
B IIporpaMMe sonpocam. He nposicHeHHBIe (TUCKYCCHOHHBIE) B XOe CAMOCTOSTENEHOM paboTEI BO-
TPOCHL CICAYET BBIIUCATE B KOHCIIEKT JIEKUMH M BIIOCICICTBHH HPOSCHUTL MX Ha IIPAKTHYECKUX 3a-
HATHAX.

CaMocTosTensHas paboTa BEIIONHIETCS CTYIACHTOM IO 33/IaHHUIO NIpenoaasaTels, 5o 0e3 ero
HENOCPCNCTBEHHOIO YUaCTHSL.

Bunavu 3afanuii 101 BHGAY THTOPHOM CaMOCTOATENbHOMN paboTeI CTyneHTa BRICTYHAIOT:

DA OBNaNCHUA 3HAHUSIMH:

- YTeHHE TeKCTa (YUeOHUKa, ICPBOMCTOYHUKA, IONIOIHHTCNBHOM TUTEPATYpPhl); COCTABICHHC
TIaHA TEKCTa,;

- KOHCIIEKTHPOBAHUE TEKCTa,

- BBIUCKH U3 TEKCTA;

- paboTa Co CIOBAPSMY M CHIPABOYHUKAMUY;

- y4eGHo-HCCIIe0BaTEIbCKas paboTa;

- HCTIOMB30BAHAE KOMIBIOTEPHOM TeXHUKH 1 VIHTepHeTa U Ap. Npy BBIMONHEHHH TBOPYECKHX
JOMAIlTHHUX 33 aHHii.

JUIst 3aKPETUICHHA M CHCTEMATH3AIMH 3HAHMIL:

- padoTa ¢ KOHCIIeKTOM JeKumit (06paboTka TEKCTa);

- HOBTOPHAs paboTa Haj y4eOHbIM MATCPHAIOM (NEKTPOHHOIO y4eOHHKa, NepBOMCTOYHHKA,
JOTMIOTHATENIBHON JIMTEpaTyphI);

- COCTABIICHHUE IIaHA M T€3UCOB OTBETA HA BOIPOCH! [IPOMENKYTOYHOIO KOHTpON;

- aHATMTHYeCKas 06paboTka TekcTa (aHHOTHPOBaHNe, PEUCH3HPOBaHHE, pedepupOBaHIe, KOH-
CHEKT-aHaIH3 H Op.);

- NOATOTOBKA COOOIIEHHUH Ha IPAKTHYECKOM 3aHSTHH ¥ IP. JUTA GopMHpOBaHKA yMEHHH 1
HaBEIKOB:

- HOITOTOBKA COODLIEHHH 10 3aJaHHEIM TeMaM;

- PCIICHUE CHTYAUHOHHBIX (IPOQECCHOHANBHEIX) 3aaHHti;

IIpopaGoTka BOIPOCOB, BEIHOCKMBIX Ha CAMOCTOSTE IEHOE HU3Y4YECHHE COCTOHT B M3YUEHHH, KOH-
CICKTUPOBAHHE M aHAJIM3€E JIMTEPATYPHEIX HCTOYHHKOB.

Meroauueckue pexoMeHanuH 110 CaMOCTOATEIPHOMY H3YYEHHIO BONIPOCOB TEM THCIHILIMHEL

1. Heobxonumo npoqutats muteparypHsie HCTOYHUKY, NPOAHAIIM3MPOBATE KAYECTRO U MONHOTY
H3NONCHUA MaTepuaia 1o H3y4aeMbIM BOIPOCAM B THTEPATYPHEIX MCTOYHHKAX.

2. PekOMEHyeTcS MHCEMEHHO COCTABHUTE CBOH BOIIPOCHI K TEKCTy (He MeHee Tpex).

3. PexoMenyercs nath cOGCTBCHHBIE KOMMEHTApHH IPOIUTAHHOMY MaTEPHATY, ApTYMEHTALIHIO
CBOEHf MHTEPIIPETALIHH.

4. KOHTpOIIb BBINOHEHHUS BHCAYIUTOPHOH CaMOCTOATENBHOM paboTh! OCYIIECTRIAETCS Ha MPaKTH-
"CCKHX 3QHATHAX, HHIABHAYATBHBIX H IPYTIIOBBIX KOHCYNBTALHSX, 3aITUATC pedepara, sk3amene.
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©oHA OLUEHOYHBX MaTepHaioB (POM) 71 IpPOBENEHHS ATTECTAIHHE YPOBHS chOpMHUPORaH-
HOCTH KOMIETEHIHH 00YYaIOMBXCs M0 NHCLMILUIHHE 0QOPMIIICTCS OTASTEHEM JOKYMCHTOM.

6. YYEBHO-METOTHYECKOE 1 HH®OPMAIIMOHHOE OBECIIEYEHHE

JACTTUIIINHBI
6.1, KaurooGecnedenHocTs
HanmMenoanne mureparyper: aBTop, HasBaHue, Ton KHHUI'OOBECIIEYEHHOCTD
BHJT H34aHH, U30aTEILCTBO H3TaHAs Hamudue B 51eKTpoHHOI

Gubnnorexke Bal'y

OcnoBHas urepaTypa

1. Pynenxo JLJI. CepBucnas nesrempnocts: yueb- | 2019 http://www.iprbookshop.ru/99368.

Hoe nocobue / Pynenko JI.JI. — Mockga : Jam- html
koB U K, Aii ITn Op Menua, 2019. — 207 c.
2.Huxonenxo, TI.T. Texmuueckoe oOcHaIeHHe 2019 https:/furait.rw/beode/468027

TOCTUHMYHEIX M DECTOPAHHBIX KOMILIEKCOB :
y4eOHHK  jms  BysoB/ I I'. HuxomeHxo,
E. A. lllamun, A. E. ®ponosa. — Mocksa : M3za-
TeICTBO Opaiit, 2021. — 751 <.

3. Pesmuk, I. A. CepBucHai neaTensHOCTs :| 2020 https://znanium.com/catalog/produ
yqe6nuk / I''A. Pesnumk, A.U. Mackaepa, 10.C. ct/1087820

Ilonomapenko. — Mocksa : UHOPA-M, 2020. —
202 c. — (Beicinee oGpasoBaHue: baxanagpuar).
— DOI 10.12737/2680. - ISBN 978-5-16-005710-

4. Ceupuaenko, 0. I1. CeprcHAT AeSTeIBHOCT: 2019 https://znanium.com/catalog/produ
y4ebHoe mocobme / 10. I1. Caupugenxo, B. B. ct/1007976
Xmenes. — 2-e w3z, MCIp. U Mo — MockBsa:

HH®OPA-M, 2019. — 174 ¢. — (Bricmuee obpazo-
BaHue: bakanappuar).

HoironBrTeNbHAs THTEpaTypa

1. Apunr, Tpalinnn HelipomapkeTwnr: Brsyanm- 2020 https://www.iprbookshop.ru/93029.
3anud amMormi / Tpaltuan ApHur ; neperox A. html

T'opneesa, P. SIBopckoro. — Mocksa : Anbluxa
[abnumep, 2020. — 114 ¢. — ISBN 978-5-9614-

5649-3.
2. Yepxammn, II. A. Crparterus ympasnenms 2020 https://www.iprbookshop.ru/97585.
B3aUMOOTHOIICHUAMH ¢ KimeHTamu (CRM) : html

y4ebHoe nmocobue / I1. A. Uepkamma. — 3-¢ w3,
— Mockea : HHTepHET-YHEBEpCHTET Nudopma-
uuoHHbIX Texnomoruit (MHTYUT), At Ilm Ap
Memua, 2020. — 420 ¢. — ISBN 978-5-4497-

0695-9.

6.2. llepuonudeckue H3TAHEA

1. Cepgiic B Poccru # 3a pyGesxom - caiiT ceTeroro Hay1HOTO XypHana: http://service-
rusjournal.ru/

2. Menemxment B Poccnu u 3a pyGeskom: http://www.mevriz.ru (mata o6pamenns:
08.06.2016). 3.

3. Poccuiickuit xypHan MeHemKMeHTA. Hayuno-uccnenosarensckuit xypuan. Msgan

110 HHUIHATHBE Bricineii mxkons Meremimenta CII6Y: https://fjm.spbu.ru/
4, Hayunsnt xypuan "CEPBUC PLUS" : http://philosoph.ru/
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5. Kypran  «Knuentwar  u VIPAaBICHHE  KNMEHTCKEM  mopTderem»:
https://www.grebennikoff. ru/product/10

6.3. Hurepret-pecypcnbr

1. Cucrema KoncynsrantlImoc - http://www.consultant 1u.

2. JNEKTPOHHas GUOIHMOTEYHAs cHcTeMa Branumupckoro rocyzapersernoro YHHBeEp-
cutera - http://library.visu.rw/

3. OnexTpoHHas 6ubnuoTeyHas cucteMa - IPRbooks http://www.iprbookshop.ru/

4. Haywme1it sxypaan «Cepruc plusy - http://philosoph.ru/

5. Wurepret sxypuan « Tepparopns kanerTay - https:// http://tkjournal.ru/

6. Genepanus PecToparopos u Oreasepos (OPuO) - http://frio.ru/

7. DNEKTPOHHAS OUONHOTEUHAT CHCTeMa Brmamgumupekoro TOCYIapCTBEHHOTO YHUBED-
curera - http://library. vlsu.rw/

8. basza jjaHHEIX MEKIYyHAPOIHEIX HHICKCOB Hay4HOro uutHpoBanua Web of Science -
webofscience.com

9. bubmmorpaduueckas u pedepaTnBHag 6aza qaHHex Hay4HBIX myOnukanmii Scopus -
http://www.scopus.com/

7. MATEPHMAJIBHO-TEXHHUYECKOE OBECTIEYEHUE JUCHUILIHHEI

JP1 peanusanyy JaHHOH JVCIMIUIMHL EMCIOTCS ChieaNbHEIC NOMEUISHHA JUIS IPOBE/IC-
HUA 3AHATHH JICKIHOHHOTO THITA, 3aHATHH PaKTHYECKOTO THIIA, KyPCOBOTO IPOCKTHPOBAHUSA (BHI-
TOJHCHHA KypCOBBIX paboT), IPYNIIOBBIX M HHAMBHIYAIbHEIX KOHCY/IbTallMH, TEKYIIEr0 KOHTPOILT
¥ MPOMEXYTOMHOH aTTECTalluH, a TAKKE IOMEUICHAS IS CaMOCTOATEIbHOH paboTEL: ayanropnH,
OCHalll€HHEIS MYNETH-MEAHA o6opyn03aHHeM, KOMHI:I'OTeprle KJIACCHI ¢ AOCTYIIOM B HHTEPHET, aYIAHUTOPHH
6¢3 cnieumansHoro 006opyacEanua.

Hepeuens ucnoissyemoro tunensmonHoro HporpaMMHOro obecnevenus: maker MS-Office,
Microsoft Windows, 7-Zip, AcrobatReader; CIIC «KonucymsTant Ilmocy (HHCTATHPOBAHHEIH pe-
cype Bal'y),

ITpumeuanue:

B cootBercTBHM © HOPMaTUBHO-IIPABOBBIMH aKTAMH JUIsl HHBAIHIOB K JMI C OrpaHUYeHHEI-
MM BOIMOMHOCTSIMH 3/IOPOBBS IIPH HEOOXOIUMOCTH TECTHPOBAHUE MOXKET OBITE IPOBEIEHO TOIBLKO
B MIECbMEHHOM MM YCTHOH dopMe, a Taxoke MOT'YT OBITE MCIONE30BAHEI APYTHE MaTepHalb! KOH-
TPOJIA Ka4eCTBa 3HAHUH, IpeXyCMOTpEHHBIE paboueit IpOrpaMMoOi TUCIHIUIMHEL
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