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j 8 IEJU OCBOEHUWSA THCITUTTJIMHbI

Ilesib 0cBOEHHSI JHCHHMILIMHBI — (JOPMHPOBAHHUE y CTY/IEHTOB KOMIETEHIHI B obiactu Oyay-
meit npodeccHonanbHOM aesTebHOCTH B cepe 3dEeKTHBHOM opranu3aiui KOHTaKTHOH 30HBI HA Ipe/l-
NPUATUSX COLIMOKYJIBTYPHOTO CEPBHCA.

Japaun:

- H3yUYEHHE TEOPETHYECKHX OCHOB M IPHHLMIIOB OPraHM3allik KOHTAKTHOH 30HBI! OCHOBHLIC I10~
HSITHSI, BUJIOB KOHTAKTHLIX 301 U (popM 00ciyxkuBanus, 0030p 3apyOeKHOr0 U POCCHHCKOTO OIIbITa;

- moBBIIICHUS Y(PPEKTUBHOCTH OPTaHU3alMH KOHTAKTHOH 30HBI B C()epe COLMOKY/IBTYPHOTO cep-
BHCA;

- H3yUYEHUE OCHOB MPO(ecCHOHAIBLHOr0 MOBEIEHHS M DTHKETA [ICPCOHANA;

- U3yUeHHE MCUXOJIOIHYECKOM, ITHUCCKOI U ICTETHUYECKOH KYJILTYPhI 00CIyKHBaH s KIHCHTOB B
KOHTAKTHOH 30HE;

- M3yYCHHE OCHOB OPraHM3allii KOHTAKTHOM 30HbI KaK 00BEKTa IPABOBbIX OTHOLICHUH;

— OCBOGHME NPABHJI OPraHM3allii npolecca 00Ty KUBaHHs 10TpeOUTENCH yeiIyr B cdepe coImo-

KYJIBTYPHOI'O CEPBHUCA B COOTBETCTBHH C TpCG}’CMbIM Ka4yeCTBOM [IPOLICCCOB OKa3aHMWA yCIyr.

2. MECTO JUCUHUILIMHBI B CTPYKTYPE OIIOII BO

JMuenuninna «Opranuzanusi KOHTAKTHOH 30HbI B COLHOKYJILTYPHOM CePBHCE» OTHOCHTCH K
JMCITUTIIIHHAM 110 BLIOODY.
[pepexBH3HTLI ANCHUIIHHLL «Menemwkment B cepe yeryr», «Cepeuconorusy, «CepBucHas

JICATEJIBHOCTbY», «TexHonoruyeckue IPOLECCChI B CEPBHCEY.

3. IJIAHUPYEMBIE PE3YJbLTATBI OBYUEHUS IO JUCHUIIJIAMHE

[Tnanupyemble pe3ysibTarhl 00yUYEHHUS 110 JIUCIMIIIXHE, COOTHECEHHBIC C IIAHMPYEMBIMH PC3YIIb-
tatamu ocsoeHust OITOIT:

Ko gpopmupyembix Kom- YporeHb OCBOEHHUSA [Tnanupyemble pesyibTaThl 00yHeHHs 110 AUCLHUTIIHHE

neTeHLHi KOMIETeHIMH XapaKTEePH3YIOLILHE 3Tarbl (POPMHPOBAHHS KOMMETEHLWH
) _ (1okasartesiv 0CBOCHHs KOMITETEHLIMH)
- 2 E]

OK-5 Yacmuunoe ocsoenue | JHATh:

CITOCOOHOCTRIO K CaMO- Komnemenyuu - CYILIHOCTh M CONHMAIBHYIO 3HAYMMOCTh Oynyuiei

OpraHu3ainm U cayoon- npo)ecCHOHAILHON JIeATeIbHOCTH B 00IacTH Cco-

PA3OBAH IO IHOKYJILTYPHOI'O CEPBUCA,

- coJlepiKaHKe IPOLECCOB CaMOOpraHu3alul 1 ca-
MOOOpa30BaHUs U UX OCOOEHHOCTEH, HCXOJIS U3 1e-
Jieil coBepIeHCTBOBAaHHs MPodecCHonaIbHON Jies-
TEJILHOCTH

Ymern:

- TIPUMCHSATH B NMPO(ECCHOHATLHON e TeIbHOCTH
HOPMATHBHBIE [IPABOBBLIC aKThl B C(hepe OKa3aHWs




yenyr, B uactaocti: CanlluH 2.2.4.3359-16, Can-
[MuH 2.2.2/2.4.1340-03

- IVIAHHPOBATE L€/ W pelnaTh 3a/laul B COOTBETCT-
BUM C BBIOpaHHBIMM IIPUOPHTETAMH H JINUHOCTHBI-
MH BO3MOIKHOCTSIMH;

-BBLIOMpPATh CPEJICTBA Ul OCYILECTBJICHHS CaMo-
CTOATENLHOM ACSTEIFHOCTH M CaMOOPraHu3aliuu;
Buaaners:

- HABBIKAMH CAMOCTOSITEJIBHOM padoTEI, camoopra-
HU3allHK;

- IpHEMaMy CaMOPEryJIsLHH OMOIMOHAJIBHBIX CO-
CTOSIHUH IIpU  BRIMOJHEHHH T1PO(ECCHOHAIBHOM
JIESITE/IbHOCTH;

- [IaBbIKAMH CaMOCTOSTEILHOH Hay4HO-
UcelIe/10BaTellbCKol padoThlL.
OlIK-2 Yacmuynoe oceoenue | JHATH:

FOTOBHOCTBIO
ThIBAThL
[poiecca ceppHuca.
BHBATH

pazpada-
TEXHOJOIHH
pas-
CHUCTCMBI  KJ/IH-
CHTCKHMX OTHOLICHHH ¢
VUCTOM TpeOOBaHHH 110-
rpedures

KomnemeHyuu

- CYIIHOCTH OCHOBHBIEC IOHATHSI OPraHH3aliy KOH-
TAKTHOW 30HBI MPETPUATHA COLMOKYJIBTYPHOIO
CCPBHUCA,;

- JProHOMHYECKHE OCHOBbBI OpraHM3alil KOHTAKT-
HOH 30HBI;

- OCHOBHBIE TIPUHIKITBI 3P (HEKTUBHOA OpraHu3aiu
KOHTAaKTHOH 30HBI H €€ COBepmeHchOBane Ha
MPENPUATHSIX COLMOKYIBTYPHOTO CepBHCa;

- 0co0eHHOCTH (JOPMHPOBAHHS M PA3BUTHS KITHEHT-
CKHX OTHOIICHHH ¢ ydeToM TpeboBaHHH moTpedu-
Tesisi B KOHTAKTHOM 30He CEPBUCHBIX OpraHu3allii.
YMeTh:

- BLUIEJISTH TTIABHBIE MCHXOJIOTHUECKHE 0COOEHHO-
CTH MOTpeOuTEN;

- MCIIOJIL30BaTh pa3Hble MPUEMBI M3YUCHHS MOTpE-
OMTENLCKHUX 3alIPOCOB;

- obpamrarbest ¢ KIMCHTAMH B Cllydae MX HeEy/l0-
BOJILCTBHSA U JKaJIo0;

- HCIOJIb30BAaTh TEXHOJIOTHH B3aUMOAEHCTBHSA C
KJMEHTOM M CTaHJapThl 00CITy)KHBaHUA B KOHTAKT-
HOM 30HE.

Baanern:

- COBpPEMEHHBIMHM TEXHOJIOIMSMH B Ipoliecce Mpe-
JIOCTABICHHS YCIyr ¢ ydeToM TpeGoBaHMH moTpe-
ourelei;

- OCHOBAMH IPOEKTHPOBAHHMsA KOHTAKTHON 30HBI
CEPBUCHOIO IIPETIPHSTHSI

- METOJIAMH CO3/1aHHsl KIMEHTCKOM 0asbl, 1mojuiep-
JKaHUs KOHTAKTa M BbIABIICHHE NOTpeOHOCTEH BO
BPEMSsI KOHCYJIbTAIIUH.

ITK-6

rOTOBHOCTLIO K ITPHMC-
HCHUIO COBPEMEHHBIX
CEPBHUCHDBIX TEXHOJIOTHH
B [IpoOIECce 1pe/locTan-

JIEHHSL YCIVT, COOTBETCT-
BYIOHIMX TPeOOBaH UM

Yacmuunoe oceoeHue
KomMnemeHyuu

3HaThb:

- O0IMe TOJIOYKEHHUS [PaBHJI, PEryJIHpYIOINIHMX OT-
HOLIEHHs TOTPEeOHTENss B UCIIOJTHUTENS B 1Ipoiecee
HDC,‘[()L‘ rapJjicHmsl }'L‘.l}'l';

- [IOHATHE KOHTAKTHOMN 30HBI, MpodheccHOHalbHYIO
STHKY M OTHKET, 3CTETHKY 00C/TyKUBAHUS !

- KOHIENTYaIbHbIE OCHOBbI M CIOCOOBI Opranmusa-




norpeduTesIeH

LMK TpoIiecca MPeIoCTaBIEHHs YCIIyT ToTpeduTe-
JIIO B KOHTAKTHOM 30HE;

- XapakTePUCTHKY COBPEMEHHBIX TEXHOJIOTHH Tpe-
JIOCTaBJICHHS YCIIYT

YMmern:

- muddepeHIpoBaTh pa3IHUHbIE CEPBUCHBIE TEX-
HOJIOTHH U (POPMEBI 0OCITY)KUBAHHS KIIMECHTOB;

- 3(Q(exKTUBHO B3aUMOIEHCTBOBATH C KIHCHTOM B
YCIIOBHSIX KOHTAKTHOM 30HBL.

Baaners:

- HaBbiKaMH S((EKTUBHOIO B3aUMOJEHCTBHSA C
KJIMEHTOM B YCJOBHSX KOHTAKTHOW 30HEIL, B TOM
ylclle KOHCY/JIGTHPOBAHHE C Y4eTOM TpeOOBaHHMH
oTpeOuTeIs;

- HaBBIKAMM IIPUMEHCHUS OCHOBHBIX METOIOB Op-
raHU3alUy, KOOPIHHAIMH W PeryJHupoBaHMs IIPO-
1iecca 00CTY)KHBAHHSI B KOHTAKTHOM 30HE MPEeJIpH-

STHH COLMOKYJIBTYPHOTO CEpBHCA

4. OBLEM U CTPYKTYPA JUCHHUIIJIMHBI

Tpya0eMKOCTE AMCIMILIHHBI COCTABIIICT 5 3aueTHbIX eunuil, 180 yacos

Bubl yuedHo# padoTsl, G
BKJIFHOUAsl CaMOCTOATEb- ~ .
Obbem yueod- TEKYLLEro
© HY10 paboTy CTYAEHTOB o
= ) HOI1 paboTBl, KOHTpOIIS
5 1 TPY0EMKOCTD (B Hacax)
e 2 C NpuUMeHe- | ycrmeBaemo-
Ne HanmeHoBaHne TeM W/HIH pa3aenoB/Tem 9 o & ) HHEM HHTE- CTH,
n/n JMCIHTUTHHBI = = - Z | = pakTHBHBIX | (hopma npo-
Q ) e
& s = |2 F| §E| o METOJI0B MEKYTOUHO
5 = T ; = O o
T = é z 8¢ G | (Buacax/%) | arrecTauuy
= 5 L§ . (no cemecn-
= = pam)
I. | Tema 1. OcHOBbI OpraHU3alliH KOHTAKT- 6 12 ) 4 3 4/67%
HOM 30HBI B COLIMOKYJILTYPHOM CEpBHCE
2. | Tema 2. HopmarWBHO-1IpaBoBLIe OcC- | 6 4/67%
HOBBI OKa3aHHs YCIyr B cdepe co- 3-4 2 4 10
HUOKYJIBTYPHOTO CepBHCA
3. | Tema 3. 30HMpOBaHHE «KOHTAKTHOM 30- 6 5.6 ) 4 P 4/67% Pe#THHT-
HbI» KOHTpOJIb |
4. | Tema 4. Odopmienne «KOHTAKTHOIT 30- 6 4/67%
P
7-8 2 4 8
HbI»
5. | Tema 5. DpProHOMHYECKHE OCHOBBI | 6 4/67%
OpraHu3alMi KOHTAKTHOH 30HBI B 9-10 2 4 9
CEpBHUCE
6. | Tema 6. [lcuxonoruueckue acnekrTsl op- | 6 .12 | 2 A 12 4/67% PeliTuHr-
raHu3aly KOHTAKTHOH 30HbI KOHTPOJIb 2
7. | Tema 7. Oco0GEHHOCTH OpraHu3aluu U | 6 4/67%
00C/yKUBAHWSA KJIMEHTOB B KOHTAKTHOM 1314 | 2 4 3
30HE Ha MPEANPHUITHIX COLMOKYJILTYP-
HOTO CepBHCca
8. | Tema 8. HeiipoMapKeTHHT Kak WHCTpY- | 6 4/67%
MEHT MOBbILIEHHS 3DPEKTUBHOCTH TPH 15-16 | 2 4 8
OpraHM3aLHH KOHTAKTHOH 30HbI




9. | Tema 9. OcoGennocru B3zaumozelict- | 6 4/67% Pei
BHS C OpraHaMi TIoCyIapCTBEHHOM 17-18 | 2 | 4 10 KOS:TZJ':EE
BJIACTH p
B 32 6 :
cero 3a 6 cemecrp 180 18 | 36 81 36 (67%) BK(:’.:Sn;eH
Hamnune B ancnumine KIVKP _
Hroro nmo nucnunimnme 180 18 | 36 81 18 (50%) Bk(afsn;e"

CO,[[Cp?KﬂHHE JIEKIIMOHHBIX 3aHATHH MO JHCIHILTHHE

Tema 1. OcHOBBI OPraHH3ALMN KOHTAKTHOMH 30HBI B COIHOKYJIbTYPHOM
cepBHce

«KoHTakTHas 30Ha» Kak cepa peanusaliy CEpPBUCHOM AEATEILHOCTH. OCHOBHLIE IIOHATHS Opra-
HHU3ALHH KOHTAKTHOH 30HbI. [Ipupojia koHTakTHOH 30HEL. CyIIHOCTb [TOHSATHS «KOHTAKTHAas 30Ha». [Tous-
THSl «COCTAB KOHTAKTHOH 30HLD), «IIPOCTPAHCTBO KOHTAKTHOH 30Hb». KOMIIOHEHTE KOHTAKTHOH 30HEIL
CoBpeMeHHBIE BBl KOHTAKTHBIX 30H U UX 0COOEHHOCTH. XapaKTepHCTHKAa MEKIHUHOCTHOIO PaccTosl-
HUsI B 00CITY)KUBAHUH.

Tema 2. HopmaTuBHO-NIpaBOBbIe 0CHOBBI 0KA3aHUA YCIYT B cpepe COHOKYJIBTYPHOI0 CepBHCA
IlpaBa nmorpeOuTesst IpU HapYLIEHUH CPOKOB BBINOJHEHUs padoT (okazanus yciuyr). IIpasa no-

TpebuTesss npd oOHapy:KeHUH HeI0CTaTKOB padoTel (yciyru). BosMelleHue Bpena, NMPHYMHEHHOTO
BCJIC/ICTBHE HEJOCTATKOB TOBApOB, paboT wim yeuyr. Kommnencaiius MopajbHOTO Bpea.

OcCHOBHBIC HOPMATHBHBIC M IPABOBBIC JOKYMEHTBI, PETYTHPYIOIIHE CEPBHCHYIO JIESATEIBHOCTh B
Poccuu. desepansipiii 3akon PO ot 07.02.1992 N 2300-1 (pen. ot 18.04.2018) "O 3amuTe npas norpe-
oureneit", @3 «OO6 ocHoBax TypHuCTCKO# nestenbHocTH B Poccuiickoil @enepanuny» (¢ M3MEHEHUSIMH U
JIOTIOJIHEHHUSIMH )

[Ipasuna GeitoBoro obenyxuBanus nacenenus B Poccuiickoit ®eneparuu. [Toctanosnenue [Ipa-
sutenserea PO or 15.08.1997 N 1025 (pexn. ot 04.10.2012) "O06 yrBepxaenuu [IpaBun 6nrToBOoro 06-
clly’kuBaHMsl HacesieHus B Pocculickoil @enepanun”

CanlluH 2.2.4.3359-16 "CanurapHo-31ujaeMroorndeckue rpedosanus k Gpusndeckum QGaxkropam
Ha pabounx Mecrax", CaulluH 2.2.2/2.4.1340-03 "I'uruennyeckue TpeOOBaHus K IIEPCOHAIBHBIM 3JICK-
TPOHHO-BBIYHCIIHTELHBIM MalllMHaM U OpraHuzaiui padoTsl” (¢ uzmenenusiMu Ha 21 urons 2016 rona),
CanlluH 2.2.4.548-96 ['urnennueckue TpeOOBaAHUA K MHKPOKJIMMATY IIPOM3BOACTBEHHBIX [IOMEIICHHH.

Tema 3. 30HHUPOBAHHE KKOHTAKTHOH 30HbLI»

OYHKIHOHAIBHOE 30HHPOBAHUE «KOHTAKTHOH 30HBI»: 3a/1a4i U [IPUHIIUIILL.

®pouTt-oduc u 6ok-oduc. [IpuHLHMIBI 30HMPOBaHMs B paboyel 30He: KaOMHETHBIA U OTKPLITHIH.

Oynxuun Qponr-oduca. OcHorHbie 300bI (pponT-0duca: xosmr, npuémHas (pecerinH / KOMHaTa
OKHJIaHKsl), TleperoBopHasi, kabuner pykosojuress. [Ipeanaznadenus 30n (QpoHT-ohuca. 30HUPOBaHHE
«KOHTAKTHOM 30HBI». 30HUPOBAHKE IIPUEMHOM JUIsl IEPErOBOPOB U COBELIaHKUH: HH(POpMALMOHHAs 30Ha U
MECTO JUISl OT/IbIXA.

Bak-ouc 1 ero cocrarisionye: pabodee poCTpaHCTBO, 30Ha OTIbIXa, 0OE/leHHas 30Ha, rapje-
po0, cepBepHble, apXUBbl U OUOJIHOTEKH, TeXHHYECKas 30Ha, 110/1co0HLIe ToMelnieHuss. OcobeHHocT op-
ranuzanuu 05K-ouca Ha NPeANPUATHAX COLHOKYIBTYPHOTO CEpPBHUCA.

Tema 4. OdopmiieHHe «KOHTAKTHOIH 30HbI»

Hanpagsienust B opopMICHHH «KOHTAKTHOH 30HBD. KpHTepuu 30HBI 0KUIAHUS KIMEHTOB: (PyHK-
[HOHAIBHOCTE, IPOCTOPHOCTE, HH(OPMATHRBHOCTD.

Knaccuueckas 30Ha OxKHJIAHHs KIMECHTOB, KpeaTHBHbBIC 30HBI 00CTYKUBAHMs KIMEHTOB U COBpE-
MeHHbIe Ju3alinepckue pernenus. KoHenTyajibHble pelleHus Iu3aiH- IPOEKTOB HHTEphepoB. OcobeH-
HOCTH JIM3aiH-IIPOEKTUPOBAHUS IIPEANPHATHH HHIIyCTPHHA TypH3Ma U c(hepbl YCIIYT.




3arnoJiHeHUe 30HBI OKHAHUS KITHEHTOB. Mebenp u oprrexnuka. [lnakaTsl, THCTOBKH H oopmile-
HHe cTeH. MOTHBAIlMOHHBIE IIIaKaThl ¥ CTUMYJIMPOBAHME IepCOHAla: JEHCTBYIONIAsd CHCTEMA OILIAThI
TpyJa U cucrema TpadoB, KapbepHble BOSMOMKHOCTH B OpraHHU3allHK, IPUMEPBI YCIENHONH paboThl CO-
TPYJIHHKOB, MPUHIIUTIBI paboThl B Komnanuu. Harpaiel komnanuu, 01arofapCcTBEHHbIE IIMCbMa KIIMEHTOB,
cepTH(UKATHI U JINIIEH3HH.

APXUTCKTYpa [MOMEIICHHUS.

Bujibl 000py/10BaHHS U HHTEPLEP KOHTAKTHOM 30HBI. OCBELIEHHE M CBETO/IM3aHH KOHTAKTHOM 30-
Hbl. Odopmitenre BUTpUH. Xapakrtepuctuka POS-Marepuaos.

Canurtapuele HOPMBI U NIPaBUJIA pa3MeLIeHus, ycTpoicTBa 1 obopynosanus. Tpebosanus K co-
JNepKaHHIO TIOMEIICHHH W OpraHu3allik CaHHTapHO-TUTHEHHYECKOTO U IPOTHBOIIIHAEMHYECKOTO PEKH-
Ma padoThl.

Tema 5. DproHoMHYecKHe 0CHOBBI OPraHH3aIHH KOHTAKTHOI 30HbI HA NPEANPHATHAX COLHOKYIb-
TYPHOrO cepBHca

DcTeTHKa Tpy/ia. IProHOMUYECKHEe OCHOBBI OpraHM3allMi KOHTAKTHOH 30HbBI B cepBUce. TepMUHEI
u onpejeienus. OcHOBHBIC NPUHIMIEL U KoHIenuu 3proHomuku. ['OCT P 56274-2014 O6mue nokasa-
TeJId U TpeDOBaHUS B SPrOHOMHKE.

[IpaBuna yyeTa aHTPOIOMETPHYECKHX JIAHHBIX [IPU pacyeTe 3proHOMHYECKHX l1apaMeTpoB pabo-
yux MecT. [lcuxodusnonornyeckuit aceKT AProHOMHKH.

Knaccudukanus pabounx Mect. ®akTopel, BIHUIIONINE HA YCJI0BHs Tpy/a. IlpaBuibnoe pacroo-
JKEeHHEe YIPrOHOMHKA U pabovYMX MECT IPeANPHITHH COLIMOKYIBTYPHOIO CEPBHCA.

Tema 6. Ilcuxostoruveckue acneKThl OPraHU3aAIHH KOHTAKTHOH 30HBI

[ [cHXO0JIOTHYECKHE aCIIEKThl OpPraHHu3allMi KOHTAKTHOM 30HBI B c(epe cepBHca.

[Tcuxosornyueckas KyJibTypa o0CciyKHBaHus paboTHHKA KOHTAaKTHOM 30HBL Ilcuxonorus mporec-
ca 00ciyxuBanus. 3aKOHbI MEKITHUHOCTHLIX B3aHMOOTHOIIEHHH B JIEATEILHOCTH paOOTHHKA KOHTAKT-
HOM 30HBL TpH HTamna coBepiieHus 3aKa3a i ICHX0JI0rHyecKas TakTHKa 00CIy KHBaHHSI.

[TcHX0IOrHYecKHe KOMITOHEHTEI ICSITETBHOCTH pabOTHUKA KOHTAKTHOM 30HEL [lcuxonornueckue
OCHOBBI W IIPAKTHKA JIeJIOBOr0 001IeHus. BocpusaTie U CaMOBOCIIPHSTHE.

ITepuentupHas cropona odmenust. KommyHnukannonsas ctopona obuenus. Murepaktusaas cTo-
pona obienus. [lenxonornyeckne OCHOBBI KOMMYHHKAIIHOHHOTO BO3JA€HCTBHS. KOrHUTHUBHBIH acreKT
KOMMYHHUKAIIMOHHOTO BO3JIEHCTBHS. DMOIHOHAIBHBIH acleKT KOMMYHHKAMOHHOTO Bo3/eicTBus. [lose-
JIEHYECKHIT acleKT KOMMYHHKAIMOHHOTO Bo3JeicTBHS. CyITeCTHBHBIH aclekT KOMMYHHKAIlMHOHHOTO
BO3JICHCTBHA.

D PeKTHBHDIC TEXHUKH KOMMYHHUKaHH, D(PPeKTHBHOCTL 00paTHOH cBA3M B 00meHHH. MUKpo-
TexHUKkH obwenusd. [lpueMsr aprymenTupoBatnus. Pabora ¢ Bo3pakeHHsIMH. CIIocoObI ylpaBjieHus Jiua-
sorom. HaBplkM KOHCTPYKTHBHOTO BO3JeHcTBHsI Ha kiuenra. MckycctBo ybexaenus. DddexruBroe
ciyuiande. MOTHUBHPOBAHHE U Y/IEPIKaHUE KITUCHTA.

Tema 7. OcobeHHOCTH OPraHU3ANMH H 00CTY;KMBAHHSI KJINEHTOB B KOHTAKTHOI 30He HA NmpeanpH-
SITHSIX COLIMOKYJILTYPHOIO cepBHCa

dunocodus 06¢/yKHBAHUS KIMEHTOB B KOHTAKTHOH 30He. OcHoBHBIC (OPMBI 0OCIYKHBAHHSI.
Cranaaptil o0cny)uBanus. TeXHOIOr s B3aHMOIEHCTBUSA ¢ KIMEHTOM B KOHTAKTHOH 30HE.

[IpuMeHenHe OCHOBHBLIX METOJIOB OpIaHH3AlHH, KOOPIAHHAIMKM H PEryJHpOBaHMs Ipolecca 00-
CIIY)KHBAHMA B KOHTAKTHOI 30He [Pe/UIPUSTHH COIMOKYIBTYPHOIO cepBuca. PeryinpoBanue mporecca
0GCIyKMBaHKs B KOHTAKTHOIT 30HE npenpusTHs cepBrca. DPQeKTHBHOE B3AUMO/ICHCTBHE C KIIMCHTOM B
YCJIOBHSIX KOHTAKTHOH 30HBL.

OcoGeHHOCTH OpraHU3allil KOHTAKTHON 30HbI COLMOKYIBTYpHOTro cepsuca. Crenuduka KOH-
TAKTHOH 30HBI COLMOKYJILTYPHOTO cepBrca. OcHOBHBIC (YHKIHH PabOTHUKOB KOHTAKTHOH 30HBL Oco-
GEHHOCTH YTHKH OOIICHUS ¢ KIMeHToM. [TonaTre npod)ecCHOHANIBHOTO H A€JI0BOro dTHKeTa. HpascTaeH-
HbIC KauecTBa pabOTHUKA KAaK OJMH U3 BEAYIIMX JIEMEHTOB ero npodeccHoHanbHoli npuroHocTy. [po-
(eccuoHaNbHAs ITHKA.



MeTobl CO31aHMs KIMEHTCKOH Oasbl, NOJUIEP)KaHUsI KOHTAKTa M BbIIBJICHHE MOTPEOHOCTEH BO
BPEMSI KOHCYJIbTAIIHH.

Crpareruu ynpapiaeHHs! TOTpeOHTeNIMH. bU3HEc-CTpaTerust ¥ ONTUMH3AIMH 00CTYKHBAHHUS KIIH-
cHToB. llepconanmsanus M ynOBIETBOpEHHE HHAMBHAyaNbHBIX ToTpeOHOCTeH KiameHra. Crparerus
YIpaBJieHns B3auMooTHowIeHUAMH ¢ KiHeHTamu (CRM - Customer Relationship Management): Bo3mooxk-
HOCTH aBTOMATH3UPOBAHHBIX CUCTEM M NPOrPAMMHBIE TPOAYKTEL

Oyuxunn CRM. Ynpasinenue oOCiyKHBaHHEM KJIMEHTOB: aBTOMATH3AIMS MTPOIECCOB MJIAHHUPO-
BaHMsl, KOHTPOJIS OKa3aHUs yCJyru, obecriedenne oOpaTHOM cBsi3u, paboTa ¢ MPEeTEeH3UsIMH, OTCIICKHUBA-
HHE 3alIPOCOB Ha CePBUC.

Tema 8. HelipoMapKeTHHI KAK HHCTPYMEHT NMOBBIIIECHHA Y(PPEeKTHBHOCTH MPH OPraHU3ANHH KOH-
TAKTHOI 30HBI

Cr1oco0bl nopbieHNs (PPEKTUBHOCTH OpraHU3alMy KOHTAKTHOH 30IbI B CepBHCE. Y POBHH BO3-
JeiicTBUs Ha noTpeduTesist. MeTobl BO3/IEHCTBHS HA TOTpeOuTeIs,

HeiipomapkeTunr u ero metoasl. Busyanuzanus smoruii. Kanansl HelipoMapKeTHHIOBBIX KOMMY-
nukauui. [Ipuembr HefipoMapKkeTHHTa.

[Tcuxosiorust apomaToB. XapakTepHCTHKa BO3JICHCTBHS apoMaToB Ha desioBeKa. MU(bI U JIereH bl
apoMarH3alki. ApoMaMapKeTHHT H HCIIOJIb30BaHHE 3al1ax0B B KOHTAaKTHOH 30He. CyIIHOCTb, 11€JIM U BH-
Jbl apomMamapkeTHnra. IpakTtuka npumeHeHus: apoMaMapkeTuira. TexHOJOrus apoMaTu3aliii BO3/lyXa.

Vcronp3oBanye 3ByKOBOTO COIPOBOXKIEHUS IIPH OpraHW3alul KOHTAaKTHOH 30HBI B cepBuce. Ha-
Y4YHBIE OCHOBBI MY3bIKaJIbHOT'O BO3/1€HCTBUs. My3bIKa KaK CpelICTBO BO3AEHCTBH Ha dejoBeka. llonsTue
M CYLIHOCTb ayiHOMapkeTHHra. My3bikanbHoe opopMIIeHHe KOHTAaKTHOH 30Hbl. OCOOCHHOCTH MCIIOJIB30-
BaHHsl ayJMOMAPKETHHIA B COLLUOKYJIBTYPHOM CEPBHCE.

®uTojiM3allH KOHTAKTHON 30HBI B COLMOKYJIBTYPHOM cepBuce. CyIIHOCTb M TEHAEHLIUH Pa3BUTHS
COBpeMeHHOro (Guroau3aiina. ApaHKUpPOBKa U JIEKOPATHBHOCTE. JCTETHKO-TICHXOJIOTHYECKOE BO3ACHCT-
BHE pacTeHH. MUKpokiMMaT noMelieHuid u noadop pacTeHui Ui UHTEpbepa KOHTAKTHOM 30HBI. Pa3z-
MEIIEHUE PACTEHUH B MHTEPhEPE U OCHOBHBIE IIPUEMBI COCTaBIIEHUsT KOMIIO3ULMA. OcobeHHoCTH 03elie-
HEeHHUsl HHTepbepoB. O3eicHende HHTEPLEPOB pa3dIvuHOro Hasuauenus. @uopuctuueckoe odopmieHue
UHTEPLEPOB.

Tema 9. OcobennocTu B3auMo/elicTBHS ¢ OPraHAMH rocy/1apcTBEHHOIl BJIACTH

Opranbl B1acTH M BHABI OCYLIECTBISIEMOrO B3aUMOAEHCTBUA. B3aMMOIeHCTBHS ¢ npeacTaBuTe-
JISIMH OpraHaMH BJIACTH (I10JIydeHUE paspelleHHH, JMIEH3UH, TI0lyYeHHe JIbroT, OQOpPMIIEHHE I'PaXkK/IaH-
CKO-IIPaBOBBIX IOFOBOPOB U T. [1.).

[Tporeaypbl B3aHMOICHCTBHSI MEXKILY BIACTBIO H H3KOHOMHYECKMM coobiecTBoM. OCHOBBI opra-
HHU3alKuK paboTel ¢ OpraHamMy BJIacTH B cepe oKa3zaHHsl yCIIyT IS TOCYAapCTBEHHBIX HY K.

CucreMa rocyapcTBeHHBIX 3aKynok B P@. BiaumoseiicTBue rocynapcTsa H OusHeca B CHCTEME
rocyjlapcTBeHHbIX 3akynok. Megepaisuplii 3akon "O KOHTPaKTHOH cHcTeMe B cepe 3aKyloK TOBapoB,
pabot, yeuyr it odeciieyeHns rocy1apcTBEHHbBIX 1 MyHHIMNaIbHBIX HY#1" oT 05.04.2013 N 44-D3.

[IpaBusa ocyliecTBIEHHs B3aUMOJEHCTBUS OpraHU3alluii ¢ OpraHaMH rocyJapCTBEHHON BIIACTH,
OpraHaMM MECTHOI'O CaMOYIIpaBJIeHHs, ¢ OpraHu3alUsMH, OCYILECTBIIAIONMMHE B COOTBETCTBHU ¢ (ejle-
paJIbHBIMH 3aKOHAMM OTAE/ILHBIE TYOINYHBIE TOJHOMOYHS.

GR-nearenpioets. CrnienuanveTsl MO B3auMMOJEHCTBHIO ¢ opraHamu Biactd (Government
Relations). Jlestensnocts GR crienmanucra (MeHeDKepa) Mo 3alUTe SIKOHOMHYECKHX HHTEPECORB ITyTeM
B3AUMOJICHCTBUS ¢ OpraHaMy BJIacTH M ero KomrneTreHIIMH. GR KOHCAITHHT.

Cojep:kaHye NPAKTHYCCKHX 3AHATHH 110 JIHCUMILIHHE
Tema 1. OcHOBBI OPraHH3ANHH KOHTAKTHOI 30HbI B COHHOKY/IbTYPHOM CEpBHCE
[TpakTHueckoe 3aHsTHE.
AHaIH3 PEerHoHaIBFHOrO Pa3BUTHI CEPBHCA H Cephl YCIIYT: COCTOSIHUSL U Pa3BUTHUS KOHKYPEHTHOM
Cpe/lbl Ha PhIHKAx TOBApOB M ycllyr BiaauMHpcKoil 001aCcTH B COLMOKYJIBTYPHOM CEKTOPE.
Tema 2. HopmaTuBHO-IpaBoBbIe 0CHOBLI OKA3aHHS YCIYT B c(hepe cOMOKYIBLTYPHOI0 cepBHCa
IlpakTHvecKoe 3aHsATHE.



O0630p OCHOBHBEIX HOPMATHBHLIX H MPABOBLIX JIOKYMEHTOB, HEOOXOIMMBIX JUUIs OpraHU3al[ii KOH-
TakTHOH 30ubl. CanlluH 2.2.4.3359-16 "CauuTapHO-31HIEMHOIOTHUCCKHE TPEOOBAHHA K (PU3HUCCKUM
(paxropam na paGounx mecrax", CaulluH 2.2.2/2.4.1340-03 "T'uruenunyeckue TpeGOBaHUS K IEPCOHAD-
HBIM 2JIEKTPOHHO-BBIYMCIIMTENBHBIM MalllHHaM | opranu3andy paboTel" (¢ M3MeHeHHsMH Ha 21 HIOHS
2016 rona), CanlluH 2.2.4.548-96 I'uruenuueckue TpeboBaHMsS K MHKPOKJIHMATY MPOU3BOJICTBEHHBIX
MTOMEIIEHUH.

Tema 3. 3oHHpOBaHHE «KKOHTAKTHOM 30HBD)

[IpakTuueckoe 3ansTHe.

CocTaBnenue JOpOXKHOM KapThl U 110100p pelleHuii 110 OpraHu3alii KOHTAKTHON 30HEBI: 30HHPO-
BAaHHE IMOMEIIEHHH KOHTAKTHOH 30HbI H €r0 KOMIIOHEHTOR (B TabnuuHoit hopme).

Tema 4. OdopmireHHe «KKOHTAKTHOH 30HBI»

[IpakTuueckoe 3ansrue.

IIpoekTupoBanne KOHTAKTHOH 30HBI IPEANPHATHS COLIMOKYJIBTYPHOIO cepBHca (10 BRIOOPY CTY-
AeHTa) - noadop obopynoBaHus, McOE/IH U OPITEXHUKH, COCTABJIEHHE TEXHUYECKOIO 3a/laHus K JU3aiiH-
[IPOEKTY HHTEPbePa KOHTAKTHOH 30HBI, ¢ yueToM TpeOOoBaHHHi CAHUTAPHBIX HOPM H TIPaBHII Pa3MeIlCHHS.

Tema 5. Dpronomuyeckne 0CHOBBI OPraHH3ANHH KOHTAKTHOMH 30HBI HA MPEINPHATHAX COLHOKY/Ib-
TYPHOIO cepBHca

[IpakTrHueckoe 3aHsTHE.

XapakTepucTka pabouero MecTa CrelMalucTa KOHTAKTHOH 30HbI, COOTBETCTBYIOIIEE rOCy IapCT-
BEHHBIM HOPMATHBHBLIM TPeOOBAaHMAM OXpaHbl TPYJa: pa3MepHble XapakTepucTHKH pabouero Mecta, B3a-
MMHOE PacIooKeHHe pabouux MecT, pa3MellleHHe ClelHalbHOro 000py10BaHus, OCHAIICHHS padouero
MecTa, | T. L.

Tema 6. [lenxostornyeckne acneKThl OPraHU3ANNH KOHTAKTHOMN 30HBI

[IpakTuueckoe 3ansrtue.

Tpenunr. PaGora ¢ Bo3pakeHUsIMH KJIIHEHTOB B KOHTAaKTHOH 30He. BHABI U MPUYMHBI BOZHHKHO-
BeHMsl BO3pakeHUH. JlonmoaHUTenbHas apryMeHTal sl B ONL3Y MOKYNKH. AJITOPUTM U METOJBI [1Peo10-
jenus Bospaskenuil. Pabora ¢ THIIOBBIMH BO3PaXEHUSIMH, CIIOCOOBI M IPUEMBI HX [IPEO/I0JeHUs

Tema 7. OcoOeHHOCTH OPraHU3aIMH H 00C/IY/KHBAHHS KJIHCHTOB B KOHTAKTHOH 30HE HA NPe/UpH-
SATHAX COIHOKYJIBTYPHOI0 cepBHCA

IpakTHueckoe 3andATHE.

CRM-cucrtema B OM3Hec-cTpaTerusiX NpelIpusTHH COIMAILHO-KYJbTYPHOTO CEPBHCA U HX POJIb B
ONTHMH3ALKU 00CIIyKUBAHUS KJIMEHTOB.

Tema 8. HeiipoMapKeTHHI KAK HHCTPYMEHT MOBBIMIEHHs 3(PPEKTHBHOCTH NIPH OPraHU3alHH KOH-
TAKTHOM 30HBI

lIpakTHYeckoe 3aHsATHE.

AHanu3 HeHpOMapKETHHIOBBIX HCCIENOBaHMH M KiIaccH(MKalMs MO KaTeropusiM: BHUMaHMe
SMOIMOHAJIBHASL aKTHBALIMS TIOTPEOUTE e, OLleHKa NPoAyKTa/Operaa, peiroyTeHue npojlyKTa/Opena,
MoBeicHue MoTpedurtesneit, maMsaTh, paciupeHue Opena.

Tema 9. OcobeHHOCTH B3aUMO/1elicTBHSI ¢ OPraHAMH roCy1apCTBEHHOH BJIaCTH

[TpakTuveckoe 3aHsITHE.

ConMoKyJIbTYPHBIH CepBHC Kak crocod yuoBieTBopeHus notpedHocTell rocyapersa B yciyrax.
OcyluecTBICHUE B3aUMO/ICHCTBHS OPraHUu3alui COUOKYILTYPHOIO CepBUCca ¢ OpraHaMH BIacTH B YacTH
MPOBEJICHUST TOCY/IapCTBEHHBIX W MYHHIHMMAIBHBIX 3aKymok. O03o0p PenepanbHoro 3akonHa "O KOH-
TPaKTHOH cucTeMe B cepe 3aKyloK TOBapoB, padoT, yclyr Juisi o0ecriedeHHs] ToCy1apcTBEHHBIX U MYy-

HUIMNaTBHBIX HY K" oT 05.04.2013 N 44-03.



5. OBPA3OBATEJIBHBIE TEXHOJIOTUH

B npenojasannn mucuuninisn «Opeanusayus, KOHMAKMHoU 30HbL 6 COYUOKYILIMYPHOM cepeuce»
HCHIOIIB3YIOTCS pasHO00pasHble 00pa3oBaTe/ibHble TEXHONOTHH KAk TPAAUIMOHHBIE, TAK ¥ ¢ IPHMEHEHH-
€M aKTHUBHBIX U MHTEPAKTUBHBIX METOIOB 00yYEHH .

AKTHBHBIE H MHTEPAKTHBHEIE METOIbI O0YYCHHS:

— Humepaxmuenas nexyus (memor Ne 1-9);
~ Tpenune (mema 6);
—  Pasbop kouxpemnuvix cumyayuii (mema No2);
Lpyeoe:
= Ipoexmmuoiii cemunap (memor No 3,4);
—  Cemunap ¢ hopmame xpyznoeo cmona (memor Ne 1,3, 8,9).

6. OUEHOYHBIE CPEJICTBA JIUISI TEKYIIETI'O KOHTPOJISI YCIIEBAEMOCTH,
IIPOMEXYTOUYHOMH ATTECTAIIMHM ITO UTOI'AM OCBOEHHUS
ANCHUIUIMHBI 1 YYEBHO-METOAUMYECKOE OBECIIEYEHHUE
CAMOCTOSITEJIbHOU PABOTBI CTYJIEHTOB

Texymuii KOHTPOJB ycrmeBaeMoCTH (PEHTHHI-KOHTPOINb 1, PEHTHHI-KOHTPOIb 2, peHTHHI-KOHTPOJIb
3). Tunosbie TeCTOBLIC 3a1aHHs JUIsl IIPOBEJICHUS TEKYIIETO KOHTPOJIS IPHBEIEHEI HIIKE.

PeitTuHr - konTpous 1:

L. Tlonsrne «xonraktuas 3ona odcnymuBaHusy». B ueM 3akiiovactcs ee HA3HAYCHME M KAKOBbI
(pynxkunonanbubie ocodeHHOCTH?

2. llepeuncanre coBpeMeHHbBIC BHLI KOHTAKTHONH 30HbI.

3. Hazoeure 0CHOBHBIC BU/IBI OOINEHHS B «KOHTAKTHOI 30HE».

4. Kaknm ycaoBusM JIOIKEH OTBEUATE MPOLECe KOHTAKTA MEILY KIMEHTOM H HCITOIHHTEIICM ?

5. B uem cymHocTs conepikanus Kourakra?

0. ITlepeuncnnTe KOMIIOHEHTHI MOMEIIEHUS KOHTAKTHOW 30HBI.

7. llepeunciure ocHOBHBIE TPEOOBAHHS, IPEIBLIBISIEMbIE K TPOCTPAHCTBY KOHTAKTA.

8. ()]li)C,'LC.I[I'l'Q 0cODCHHOCTH oprafnus3aimu HPOCTPaHCTBA KOHTaKTa B pasJIMYHbLIX CCPBHCHLIX T1pEJl-
[IPHATHSX.

9. KaxoBbl COCTARISIIOUINC KOHTAKTHOH 30HbBI?

10. Kax xapakTepu3yioTest COCTaBIMIONIME [IPOCTPAHCTRA KOHTAKTHOH 30HbI1?

[1. Hro nonumaior nmoa grpout-opucom?

12 Tpuseante npumepsl PpoHT-0GUCHBIX TTOAPa3ACICHIIA

13. Yro nonnmaior 11oj1 63k-oducom?

14, Yro nonnmaior o mujut-odpucom?

I5. YUro Takoe 30HUpoBaHHe ouca?

16. B yeMm 3akinovaeTcs nmpeacTaBUTebCKas GyHKIus ppouT-oduca?

I'7. B yeM 3akmiouaeTcs (PyHKIIHOHAIBHOE 30HHPOBAHUE [TPUEMHOI/pecernin?

I8. B uem 3akmouaeTcs ()yHKIHOHAIBHOE 30HHPOBaHHE KaOUHET PYKOBOIHTEIS

19. XapakTepHcTHKa 30HbI IEPErOBOPOB.

20. OdynkuuoHallbHble 30HEI 03K-0dHca.

21. IpuHumnesl pyHKIIMOHAIBHOTO pa3aenceHus padodee MpoCTPaHCTBa 30HbI 03K-0(uca?

22. HazoBuTe TpeOoBaHMs K OpraHU3aliy 30HEI OTABIXa 09K-0(uca



PeliTuur - kourpo.s 2:
[oxroroBka noknana
Hpumepras memamura 00k1a006
(ModICem Bblmb pacuupend ¢ y4emom uHmepecos cmyoenmos)

1. Konrakrhas 3oma, ¢¢ BHJBI H COCTABMSIOLIME (HA [PUMEPE KAKOTO-ITHGO CEPBUCHOIO
TPCILIPUSITHSE).
2. Matepramisanms niponecca 00C/IyKUBAHHS W €€ POJib B 00ECHEUECHHH KOHKYPEHTOCIIO-

COOHOCTH CEPBUCHOM OpraHu3alMH.

g HeHpoMapKe THHT 1 BIMSHUC €ro BHEJIPEHHH B OPIaHM3alMI0 KOHTAKTHOH 30HbI MIPeUipH-
STHH COLMOKYIILTYPHOIO CCpBHCA.

4. [pakTrueckoe HCMONb30BAHME METOIO0B MPOCKTHPOBAHUS POLECca 00CIYIKHBAHNS K-
CHTOB B KOHTAKTHOH 30HE.

- bponTialin-liepconan cepRUCHONH KOMITAHN: KBAUIH(HKAIMOHHbBIC TpeboBaHHS U COJEep-
JKaHHE YCIIOBUH Tpyaa.

0. Koproparusibie KIHeHThI

r8 CrpaTeruu 3aBOCBaHMs MOTEHIUATBHLIX KIIMEHTOR

8. [lmanupoBanne neperoropon

9. [pesenranms HoBoM yeiyru

10. KOIHUTUBHLIH acnekT KOMMYHUKALHOHIIOTO BO3JICHCTRHSL.

11, DMOLHOHAILHBIH ACIEKT KOMMYHHKALMOHHOTO BO31EHCTBHS.

12. [loseienueckuii acnekT KOMMYHHKAIMOHHOTO BO3ACHCTBHSL.

13 CyrrecTuBHbIH acnekT KOMMYHUKAITHOHHOTO BO3ACHCTRHSL.

14, DddexrnBuocTh 0dpaTHOM CBA3H B 00LIEHHN

15, HMekyeerso yoexnenus

TpeboBaHus K 0OpPMIIEHHIO JOKJIAAA

Texer joknana momken ObITh HaOpaH B TeKCTOBOM penakTope MS WORD, ofiee KOIHUeCTBO
CTpaHHIL NeYaTHOTO TEKCTa - He MeHee 5, Times New Roman 14, unrepsau, 1,5.

JloKimax mormKna MMETh THTYJIBHBIH JIHCT ¢ HauMeHoBaHuem BY3a, kadeapbl, TeMBl J0K/Iaja,
®OHO crynenTa u npernojasaresisi; MeCTa HalIHCAHKUS M TOJIA.

Crpanuib!l JIOJKHBI OBITH MPOHYMEPOBAHBI; 00s3aTeNIbHbI TPABHILHO O(OPMIIEHHBIE CChUIKH
BHYTPH TeKCTa. [IpH MCrosib30BaHMHM MCTOYHMKOB CIEYET B CCHUIKE YKa3bIBATHCS MCTOYHHMK 3aHMCTBO-
Banud. CIIMCOK UCII0JIb30BAHHOM JTUTEpaTyphl 00s13aTelIE .

PeiiTHHr - KOHTPOJIL 3: MOATr0TOBKA NMpe3eHTannu npoexta «KoHTaKTHA 30Ha»

(Ipennpusrue wim opraHu3alis COHOKYILTYPHOIO CEPBUCA OIPEIEISETCs CTYAEHTOM CaMOCTOSTEb-
HO)
1. Tun opranu3anuy COLMOKYJILTYPHOIO CEpBHCA
2. XapakTepHuCTHKA U OIHCAHHE BBIOPAHHON KOHTAKTHOM 30HBI (pecenn/npueMHas/kabuHeT pyKoBOI1-
Tessi/neperoBopHast)
3. Ilepeuenn Mebenu, 000pyAOBaHUS U OCHAIIEHHSI
4. Cucrema XpaHeHHs BelIeH KJIHEHTa
5. DproHoMHKa KOHTAKTHON 30HbI
0. InTepbep KOHTAKTHOMH 30HBI
7. Onncanue GnaroycTpoiicTBa KOHTAKTHOH 30HBI, B TOM HYHCJIE HCIIOJIb30BAHHE HEHPOMApPKETHHTA ISl €€
OpraHu3aluu



TpeboBanus K opopmiIeHHIO NIPe3eHTAMH

Texer npesentaimu (o0iiee KOMHYecTBO C1aiifoB OT 8) K0/KeH OLITH HAOPAH B TEKCTOBOM pe-
naktope MS POWER POINT.

[IpesenTanus nomKkHa HMETh THTYJIBHBIN JIMCT ¢ HauMeHoBaHHeM BY3a, Ka(eapsl, TEMBI Mpe3eH-
Tainu padotel, PMO cry/ieHTa 1 pemoaaBaTesis; MecTa HAllUCAHUS U TOJIA.

Craiijipl 10J5KHBI OBITE TPOHYMEPOBAHbI; 00S3aTeNbHbI IPABUIBLHO ODOPMIICHHBIE [TOCTPAHHYHBIC

CHOCKH HJIH BHYTPH TCKCTa.

HpH HCIIOJIB30BAHHH HCTOYHHKOB CJIIEYET B CHOCKE HITH CCBIIKE YKa3bIBaTb HCTOYHHK 3aHMCTBO-

BaHHWJI.

Bonpoce! k yx3ameny
OcCHOBHBIC TOHATHs OpPraHU3alMH KOHTAKTHON 30HbI. [IpMpo/1a KOHTAKTHOH 30HBI.
«KonrakTnas 30Ha 06CITyKHBaHHS», ee Ha3HAYEHHE U (PYHKIHOHAILHEIE 0COOEHHOCTH
Bu/1ibl KOHTaKTHEIX 30H H HX XapaKTePUCTHKA
IIpocTpancTBo kKonTaKkTHOI 30HBL TToHsTHS «69K-0dHCY) U «PpOHT-ODHCH
CoBpemMeHHBIE BUIBI KOHTAKTHBIX 30H H HX 0COOEHHOCTH.

XapaKTepncha MEKITHYHOCTHOIO PACCTOSIHUSA B 00CITYKMBAHHH,

6.
#
8.

[Ipasa norpeduress npu HapyHmEHHH CPOKOB BHINOJHEHHs paboT (OKa3aHusi yciyr).
Kynbrypa ob1uienus ¢ KiineHTaMu
OcHOBHBIE HOPMATHBHEIE M IIPABOBbIE JIOKYMEHTBI, PETYIHPYIONIHE CEPBHCHYIO JIESTEIb-

HOCTE B Poccuu,

2.

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

['uruenuueckue TpeGOBaHUS K MUKPOKIHMATY [IPOM3BO/ICTBEHHBIX IIOMELIEHHIH
DYHKIHOHAILHOE 30HHPOBAHUE «KOHTAKTHOM 30HBIY: 381491 M IIPHHIIMIIBL,

[ IpuH1MIIBI 30HUPOBaHMsI PabOUeil 30HEI

Oynkuuu GpoHT-0duca.

OcnoBuble 30161 pponT-0huca

bax-oduc u ero cocrapisonme

Hanpasienust B opopMICHHH «KOHTAKTHOH 30HBLY.

Kpurepuu 30HLI 0KHaHUS KIIMEHTOR

KpeatuBHbIe 30HbI 00CIYKHBAHUS

Knaccuueckas 3ona OYKHOaHHs KIIMCHTOB

Buaet obopy/l0BaHNS ¥ HHTEPhEP KOHTAKTHON 30HEBI

Odopmienne BUTpUH.

Xapakrepucruka POS-marepuanos.

[IpaBuiia y4yera aHTPOIIOMETPHUECKUX JAHHLIX IIPH PaCUeTe IPrOHOMHYECKHX M1apaMeTPOB

pabouMX MECT B KOHTAKTHOM 30HE

23;
24.
25.

HbI

25.
.2
28.

Knaccudukauns pabounx mect
[lcuxonoruyeckue acnekTsl OpraHM3alui KOHTAKTHOM 30HBI B cpepe cepBuca.
3aKOHBI MEKJIMUHOCTHLIX B3aMMOOTHOIIICHHUIT B JACATC]IBHOCTH pa6OTHHKa KOHTaKTHOH 30-

[Ienxomoruyeckue KOMIIOHEHTBI JIEATEIbHOCTH pabOTHHKA KOHTAKTHOM 30HbI.
D(pdeKTHBHBIC TEXHUKH KOMMYHHKAIIHH
ITepuentusnas cropona oOmeHus. KoMmmyHukanuonsas cropona obienusi. MuTepakTis-

Hasl CTOpoHa 00LIeHHSI

29,
30.

('S )
—_

Lo Lo Lo Lo
(U8}

L s W DO

[Tcuxosornyeckue 0CHOBEI KOMMYHHKAIMOHHOTO BO3JIEHCTBHS
IIpuemMpl apryMeHTHpOBAHHSI.

PaboTa ¢ Bo3paxeHusiMu.

HaBblkH KOHCTPYKTHMBHOIO BO3/ICHCTBUS Ha KITHCHTA

D¢ dexTrBHOE CIylIAHKE.

MoTuBHpOBaHHE U YEp/KaHUE KIIMCHTA.

Dutocodust o0CIyKUBAHUS KIHECHTOB B KOHTAKTHOH 30HE.



36. Texnonorus B3aMMOJIEHCTBHUSI C KJIMEHTOM B KOHTAKTHOH 30HE.

37. OcobenHocTy opraHu3aluy KOHTAKTHOH 30HBI COLIMOKYJIBTYPHOTO CEpBHCA.

38.  OcHoBHble QyHKIHMH paOOTHHKOB KOHTAKTHON 30HBI.

39.  OcobeHHOCTH 3THKH OOIIEHHUS C KJIHEHTOM.

40. MeTozbl cozganus KIHEeHTCKOH 0a3bl, MOANEPKAHUSA KOHTAKTA M BBISIBICHHE norpedHo-
cTel BO BpeMsi KOHCYJIbTal[HH,

41. Crpareruu ynpasieHHs TOTPEOUTESMH.

42. [lepconanuzanus 1 yZ0BI€TBOPEHHE HHAMBH/IyabHBIX TOTPEOHOCTEN KIIMEHTa

43. Crparerus ynpapjieHHs B3aHMOOTHOIIEHUAMH C KJIHEHTAMH

44, CriocoOb1 noBeien#s dpHEKTHBHOCTH OPraHH3al[HH KOHTAKTHOMH 30HBI B CepBHCE.

45, HeHpoMmapKeTHHT H ero MeTO/IbI

46.  ApomMaMapKeTHHI B KOHTaKTHOH 30He

47.  AynmoMapKeTHHI' B KOHTAKTHOH 30He

48. ®uToaM3aiH KOHTAKTHOH 30HBI

49. Cucrema rocynapeTBeHHbIX 3aKyNnokK B PD kak acmekT B3auMOIEHCTBHSL OpraHu3anuii co-
LHOKYJIBTYPHOIO CEPBUCA C OPTaHaMHU BJIACTH

50.  IlpaBuna ocyulecTBieHHs B3aMMOJCHCTBUS OpPraHH3alHii ¢ OpraHaMH TOCYIapCTBEHHOMH
BJIaCTH

51 GR—pgesarenbHoCcTh

. GR - koHCAITHHT

Camocmosmensuan paboma npednonazaem:
1) U3yyenne ucrounukos nHGopMalmu, moadbop MaTepHaIoB, COCTABICHHUE IJIaHa U pa3BEPHYTO-

ro IJJaHa OTBETA Ha BOIPOCHI, BHIHECEHHBIE HA CaMOCTOSITE/IbHOE M3Y4YEeHHE, MOArOTOBKA TE3HCOB I10
mpobJIeMaM U NepCHeKTHBAM Pa3BUTHS KOHTAKTHOM 30HBI U pabOThI ¢ IIOTPEOUTENIIMH B HEil.

2) Jloruueckuit anajiu3 TEKCTOB, COCTABICHUE CTPYKTYPHO-TIOTHYCCKHX CXEM, TabIHIL U JIp.

3) lloaroroBka K NpaKTHYECKHM 3aHSTHAM, B TOM 4YHCI€ MOJrOTOBKA MNpobiIeMHO-
KOHICTITYaJIbHBIX JIOKJI/I0B 10 3aJaHUIO MpenojaBaTelis, MH(QOPMaIlMOHHO-TIPE3eHTAllHOHHBIX MaTepHa-
JIOB, B TOM YHCJIE BBICTYIIJIEHME HA KPYTJIBIX CTOJIAX U CeMUHAapax.

4) Anann3 crareil 1o 3aJaHHAIO TIPENOABATEIIS U OTBETHI Ha BOIIPOCHI.

5) IloaroroBka K peHTHHT-KOHTPOITIO, 3a4€Ty, YK3aMEHY.

@oHJ OLEHOYHBIX CPEJCTB JJIsl IPOBEICHUS aTTECTAMH YPOBHS C(HOPMHPOBAHHOCTH KOMIIETEHIIHH
00y4aromuxces 1o JUCIUIITHHE O(OPMIIIETCS OTAEIBHBIM JOKYMEHTOM.



7. YYHEBHO-METO/IMYECKOE U HH®OPMAIIMOHHOE OBECIIEYEHUE

JAUCHUITJIUHBI
7.1. KnuroobecrneueHHoOCTH
HaumeHoBaHue iuTepaTypbl: aBTOp, Ha3BaHHe, [op u3- KHUT'OOBECITEYHEHHOCTb
e ABHUA Konuuecteo | Hamuuue B anexkrponnoi 6uo-
IK3EMILISPOB moteke Bal'V
W3/1aHHit B
OGubnuoteke
Bnl'Y B co-
OTBETCTBHH C
®I'OC BO
1 2 3 4

OcHoBHas nuTepatypa

1. Pynenko JLJI. CepeucHas nestensHocTsb 2019 http://www.iprbookshop.ru/83
[DnexTponHblii pecype]: yuebHoe nocoGue/ Py- 149.html.— 3BC «IPRbooks»
neHko JLJL— DnexTpoH. TeKCTOBbIE JaHHbIE.—
M.: Jlawkos u K, Aii [Tu Dp Meaua, 2019 —
208 c.—
2. Pomanosuu J.A. CepeucHas nesTeb- 2018 http://www.iprbookshop.ru/85

HOCTB [DNIeKTPOHHBIH pecype]: yuebuuk/ Poma-
Hoeuy JK.A., Kanauer C.JI.— DnexTpoH. Tek-
cToBble 1aHHble— M.: Jawkos u K, 2018, —

284 c.—

647 .html. - D5C «IPRbooks»

JlononnuTtensHas nurepatypa

3. Bunorpagopa C. A. Opranuzauus |
JIaHUPOBAHWE  JIEATE/ILHOCTH  TPeANpUATHI
cepeHca [DneKTpoHHbIH pecypce]: ydeOHoe rno-
cobue s GakanaBpor/ Bunorpanosa C.A., Co-
pokuna H.B., XKnanoea T.C.— DnektpoH. Tek-
croBble faHHble. - M.: Jlawkos u K, A [1lu Dp
Menua, 2019 — 207 c.

2019

http://www.iprbookshop.ru/83
130.html. - 9BC «IPRbooks»

4, CepBuc:  opraHuzauus, —ynpasleHHe,
MapKeTHHI [OneKTpoHHbLIi pecype]: yueGHHK
nna 6akanaspos/ E.H. Bonk [u np.]. - Dnex-
TPOH. TCKCTOBLIE JlaHHble.— M.: Jlamkor u K,
2019.— 250 c.

2019

http://www.iprbookshop.ru/85
432.html. - 3BC «IPRbooks»

5 Manswnna H.A. Cepsuconorus: no-
TpeOHOCTH uYenoBeka [DNeKTPOHHBIH pecypc]:
yuebnoe nocobue ans Gakanappor/ ManbliiHa
H.A., EpmakoBa H. M.— BnekTpoH. TekcTOBbIE
naHHele. - M. Jlaimkos w K, Aii [Tu Dp Menua,
2019.— 144 c.

2019

http://www.iprbookshop.ru/83
145.html. - D5C «IPRbooks»

7/ Koporkuit C.B. HMHHOBalMOHHBIH Me-
He/LUKMEHT [DnexkTpoHnbiii  pecypc]: yuebHoe
nocobue/ Koporkuii C.B.— DnekTpoH. TekcTo-
Bble JaHHble. - Capartos: Bysosckoe obpaszosa-
Hue, 2018.— 241 c.

2018

http://www.iprbookshop.ru/72
356.html. - D5C «IPRbooks»

8. Apuar  Tpaitnan  HelipomapkeTuHr
[DneKkTpoHHLIH pecype]: BU3yanu3alus SMOLHA/
Apuar Tpalinan— DNeKTPOH. TeKCTOBbIE JaH-
Hble. - M.: Asibninna TMabauwep, 2017.— 114 c.

2017

http://'www.iprbookshop.ru/58
560.html. - DBC «IPRbooks»

9. Yeprawwmn 1A, Crpaterus ynpasne-
HHUs B3aUMOOTHOLIeHUsAMH ¢ KineHTamu (CRM)
[Dnekrpornbii  pecype])/ Yepxkammn TLA.—
DNEeKTPOH. TEKCTOBbIC JlaHHbIe. - M.: MHTepHeT-

2016

http://www.iprbookshop.ru/52
212.html. -3bC «IPRbooks»




Vuupepcuter Mudopmaumonneix Texnosorui
(MHTYWT), 2016.

7.2. Ilepuoanyveckue H3JaHUS

1. Cepsuc B Poccun 1 3a pybexom [DIeKTpOHHBIH pecypc]: caliT CEeTeBOro HAy4yHOro Kyp-
Haza. — PexxuM pocrtyna: http://service-rusjournal.ru/

2, Menemkment B Poccun u 3a pyOeskom [DniekTpoHHbIH pecypc]. — Pexum jpoctyna:
http://www.mevriz.ru (nara oopamenus: 08.06.2016). 3.

3 Poccuiickuii skypHan MeHemkMeHTa. HaydHo-uccienoBareibckuit skypHan. Mspan mo
MHUIMaTHBe Beicmed mmkosnsl MeHepkMenta CIIOIY [Dnextponnsiit pecype]. - Pexum noctyna:
https://rjm.spbu.ru/

4, Hayuneiit sxypuan "CEPBUC PLUS" [Dnextponneii pecypc]. - Pexum mocryma:
http://philosoph.ru/

5. Kypuan «KimeHTHHT U yIpasieHue KIHEHTCKHM nopTdenem» [DIeKTpoHHEIH pecype]. -
Pexxum nocrtyma: https://www.grebennikoff.ru/product/10

7.3. Uurepuer-pecypcenbl

i Cucrema Koncynprautllnioc - http://www.consultant.ru.

2 DnekTpoHHas 6ubMoTeuHas cucteMa BraluMHUpCKOro rocy/1apcTBEHHOIO YHHBEPCHTETA -
http://library.vlsu.ru/

3. slekTponHas 6ubnuoreunas cucrema - [IPRbooks http://www.iprbookshop.ru/

4, Hayumnwrii sxypuan «Cepsuc plusy - http://philosoph.ru/

5. Unrepuer sxypuan « Tepputopus kinunentay - https:// http://tkjournal.ru/

8. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYHEHHUE JUCHUIIJIMHBI

Jlnst peanusaldy JaHHOW JIMCIMITIMHBI MMEIOTCS CIIELHalbHbIE [OMEIICHHS JUIS MPOBEICHMs
SAHATHH  1eKyuonno20 Mmund, 3aHAMull  NPAKMUYecKo20 mund, 2epynnoebix U  UHOUGUOYALbHBIX
KOHCYTbmMAayull, MeKyiue2o0 KOHMpPOAs U NPOMENCYMOUHOU ammecmayuy, d makdice NOMeujenus Ol
camocmosmenvioi pabomul (dumansuolii 3a1 6ubauomeru). Ilpaktuueckue padoTEI IPOBOAATCS B ay/IH-
TOPHH, OCHAIIEHHON MYJIBTUMEINHHBIM obopyaosanuem: 305-5, 103-5, 304-5.

Ilepedenb HCTIOMB3YEMOrO JIMIIEH3HOHHOTO IporpaMMuoro obecneuenus: naker Microsoft Office,
7-Zip, AcrobatReader.



Paboyyro nporpaMMy coCTaBHII K rwqw-{ %/)’ML&&Q @ A

Penenzent

(IpexcraBUTENb pa60T0)1aTen51)ﬂ M M wﬁl ﬂmm 6{5 M_
(MeCTo padoTsL,

'
r;] 3

[TporpamMma paccMOTpeHa i 0100peHa Ha 3acelaHHu 15 (
[IpoTokon Ne 4  ord S.08.48 roza

asenyrommii kadenpoit Ty O Tyrcots . ¢ %
Y (PHO, n()ﬂmmb)

Pabouas nporpaMma pacem Zé:;eﬂa 1 oftobpeHa Ha 3ace/laHuM  yueOHO-METOAMYECKOH KOMHCCHH

nanpasnenus  {4.0) 0 f Mccc/ .
IIpotokon Ne 4 5§95 {49  rona /

[Tpeacenaresib KOMHCCHH ,4;/&%6 0.b.

(®UO, noanues)



