Hamnpasnenue noarorosku — 43.03.01 «Ceppuc»

MuHHCTEPCTBO HAYKH U BbIciIero oopasosaHus Poceniickoi Mexepaumnn
denrepasibHOE rocyIapcTBeHHOe O610KeTHOE 00pa30BaTEIbHOE YUPENHKICHHE
BBICLIIEr0 00Pa30BaHUs

«Bnagumupeknii rocyjapcrBeHHbIH YHHBEPCHTET
umenn Aaexcanapa I'puropseBuya u Hukonasa I'puropbesuya CToJieToBbIX»

(Bal'y)

@r L
e

w@"’/’ A.A llandunos

2019T.

PABOYASA [TPOI'PAMMA JUCHHUITJINHbI

Opraguszalys KOHTAKTHOM 30HEI B COLIMOKYJILTYPHOM CEepBHCE

(HAHMEHOBAHHE JHCLHILIHHDI)

[podub/mporpamma noAroToBKU — « COLMOKYJIbTYPHBIH CEPBHC)

YpoBeHb BEICIIero odpa3zoBaHus — OaKajaspuaT

dopma 00yuenus — 3aounas (yckopenHoe odydenue Ha 6ase CI10)

Tpynosmxocts | Jewumm, [Tpaktuy. | JlaGopar. CPC, @opMa MPOMEKYTOHHOH
CemecTtp S A oy 3aHATHS, padoTsl, e arrecTaluu
R ) yac. yac. ' (2K3./3aueT/3a4eT ¢ OLEHKOIH)
3 5/180 4 6 143 Dx3ameH (27)
Hroro 5/180 4 6 143 DkzameH (27)

Bragumup 2019




1. HEJHA OCBOEHHUA TUCTTUITIJIMHBI

Ilear ocBoeHHsl AMCUHMIUIMHBI — (DOPMHpOBAHHE y CTYIEHTOB KOMIIETEHLMH B 0071acTH
Oynyied npodeccHoHanbHOM JesTebHOCTH B cepe 3 HeKTHBHOH OpraHH3alMi KOHTAKTHON 30HBI Ha
MPEAMPUATHSIX COLHOKYIETYPHOTO CEPBHCA.

3agadum:

- M3y4YEeHHE TEOPETHYECKHX OCHOB M IPHHIUIOB OPraHU3allMM KOHTAKTHOM 30HEI. OCHOBHBIE
HOHSTHS, BUI0B KOHTAKTHBIX 30H ¥ (hopM 00cIyKuBaHusi, 0030p 3apyOeKHOTO H POCCUHCKOTO OIIbITA;

- moBpieHAs dP(HEKTUBHOCTH OpraHU3alliH KOHTAKTHOH 30HBI B c(epe COLMOKYJIBTYPHOTO
cepeMca;

- H3YYCHHC OCHOB HpO(l)eCCPIOHaHBHOFO IMOBEACHHA U OTUKETA ICpCcoHala,

- U3YYEHHE IICHXOJIOTHYECKON, STHYECKOM U 3CTETHYECKOIl KyIbTyphl 00CIY>KUBaHHs KIIMEHTOB B
KOHTaKTHOH 30HE;

- H3YUE€HHE OCHOB OpraHusainu KOHTAKTHOM 30HEI Kak 00beKTa IIPaBOBBIX OTHOHJGHI/Iﬁ;

— OCBOGHHE IIpaBHMJ OpraHM3allMu Ipoliecca OOCTy)KHBaHHs ToTpeOuTeNnel ycuyr B cdepe
COLIMOKYJIBTYPHOT'O CEPBHCA B COOTBETCTBHH € TPeOYEMbIM KaueCTBOM IPOLIECCOB OKA3aHHs yCIIyT.

2. MECTO JUCHHUIIJIMHBI B CTPYKTYPE OIIOII BO

Juennmna «Oprasuzanusi KOHTAKTHOH 30HbI B COLMOKYJILTYPHOM CEPBHCE» OTHOCHTCS K
JTUCLIUIUIMHAM 110 BEIOODY.

IIpepeKBH3MTHI AHCHMILINHLL: «JIeTTOBBIe KOMMYHHKAIIMH H KYJIbTypa peum», «MeHEDKMEHT B
TypH3Me U cepBuce», «I[IpaBoBkle 0CHOBBI MPO(ECCHOHANBHON JI€ATETEHOCTHY.



3. IIJIAHUPYEMBIE PE3YJIBTATBI OBYUYEHHS 110 JUCITUIIIMHE

HHaHpreMBIG PE3YIbTAThI 06y‘I€HHH 10 JUCIUIIIIMHE, COOTHECEHHBIC C INIAHUPYEMBIMH PE3YJIbTaTaAMH

ocsoerust OITOIT
Kon opmupyembix YposeHb [TnaHupyeMble pe3yibTaThl 00yUeHus 1Mo JUCHHIIHHE
KOMMETEHLHH OCBOEHMUS XapaKkTepu3yoLIHe Tanbl GOPMHPOBAHHUSA KOMIIETEHLIHH
KOMIIETeHIIHH (nokasaresii OCBOCHHS KOMIMETEHLHH)
1 2 3

OIIK-3 Yactuunoe 3HATD:

CriocobeH OCBOCHHC - OHSTHE M CYIIIHOCTh KOHTAKTHOM 30HbI,

obecreunBarh KOMIIETCHIIWH - COBpEMEHHEIE ~ BHIbl  KOHTAKTHRIX  30H,  HX

TpebyeMoe KauecTRO 0COGEHHOCTH,

MPOLIECEOB DIA3atHA - CYLIHOCTh M CTPYKTYPY Ipoliecca OKa3aHHs yCIyIH;

YCIyT B U30paHHOi N

i - DJCTETHYCCKHE AaCMEeKThl OpraHH3allMd KOHTAKTHOM

npogeccHoHalIbHOH SQHEL B eopBuee;

NeSTeNEHOCTH - KOHLENTYaJIbHbIE OCHOBBI H CrOco0bl OpraHu3aluH
rpolecca NPEeJOCTaBIEHHUsT YCayr NoTpeduTeNio B KOHTAKTHOM
30HE;

- cOBpeMeHHBIE (DOPMBI KW METOJBl OOCIYKMBaHHS,
OCHOBHEIE OTpeOHOCTH norpeOuTes, CTPYKTYPY
00CIYKUBAHKS C YIETOM COLHAJIBHBIX H HHEIX (PaKTOPOB.
Ymers:

- QHAJIH3UPOBATh  IIPOLECC IPENOCTABIECHHUS — YCIyT
MOTPeOUTENIO;

- OLIPEIENIATh MOKA3aTeld KayeCTBAa OKA3aHHS YCIyr B
KOHTaKTHOM 30HE Ha TMPEANPHITHAX COLHOKYJIBLTYPHOIO
CepBHcCa;

Baagern:

- METOJIAaMH  OITIPENENIEHHsI  IOKasaTeled  KauecTBa
o0CIyKUBaHMs NOTPEeOUTENS B KOHTAKTHON 30HE,

- HaBBIKAMKM TIPUMEHEHHUs TEXHOIOTHH OpraHu3aliH
CEPBUCHOM JESATENbHOCTH, NPUMEHHAEMBIX B JICATCIBHOCTH
OpraHu3alyii B cepe COUOKYJIBTYPHOTO CEPBHCA;

- METOJaMH OpraHu3aluy, KOOpAMHAINH H
peryJMpoBaHus mpouecca 00CIykKHBaHHA B KOHTAKTHOM 30HE
HPEANPHSTHI COIMOKYIBTYPHOIO CEPBHCA.

OIIK-6 Yactuurnoe | 3HATE:

Criocoben OCBOCHHE - OCHOBHBIE HOPMATHBHBIC M MPABOBBIE JOKYMEHTEI,

IpHMEIER & _ | WOMIETCHUMH | peryiupylOLe CEPBHCHYIO NEATEIBHOCTD B Poccuiickoit

npodeccroHanbHOM Denepanun;

g — - 00LMe  NOJOXEHHs  HpaBWl,  peryJupyiolye

HOpPMaTHBHBIE

AR OTHOLICHHS MoOTpeOMTeNs ©  HCHOnHUTEens B cdepe

chepe cepauca 00CTy KUBaHUSI;
YMmern:

- IPUMEHATH B TPOQECCHOHAIBHOH  HEATENbHOCTH
HOpMaTHBHbIE TPABOBBIC aKThl B cepe OKa3aHUA yCIyr, B
yactHoctu: CanlluH 2.2.4.3359-16, CaulluH 2.2.2/2.4.1340-
03
Bnagern:

- HaBbIKAMH pabOTBl ¢ HOPMATHBHBIMHM U IIPaBOBHIMU
aKTaMM, pPETYJIMPYIOIHUMH OTHOLICHHS TOTpeOMTENs U
MCIIOJHUTEIISA Ha TIPEANPUSTHIX COLHOKYJILTYPHOIO CEpBHCA.




MKO-1

CnocobeH k
pa3zpaboTke U
COBEpLUIECHCTBOBAHH
10 CHCTEMBI
KJIMEHTCKUX
OTHOIIEHHH ¢
y4eToM TpeboBaHHH
notpebuTens

YacTHUHOE
OCBOEHHE
KOMTIETEHLIUH

3HaTH:

- ICUXOJIOTHYECKHE aCIIeKThl OpraHu3alii KOHTAKTHOH
30HBI B CEPBHCE;

- CYIIHOCTL ~ OCHOBHBIC ~ IIOHATHA  OpraHu3aluy
KOHTaKTHOM 30HBI PEANPHATHS COLMOKYIBTYPHOTO CEPBHCA;

- OCHOBHBIC TPHHIUNBI 3(Q(EKTHBHONH OpraHu3anuu
KOHTAKTHOM 30HBI M €€  COBEpIICHCTBOBAaHHE  Ha
HMPEPUATHIX COLHOKYJIBTYPHOI'O CEPBHCA;

- 0co0eHHOCTH (OPMUPOBAHUS U PA3BUTHS KIMEHTCKHX
OTHOIIEHWI ¢ yueToM TpeOOBaHMH moTpeOUTENs B
KOHTAKTHOM 30HE CEpPBHCHBIX OpraHu3aluii.

YMmers:

- HCIIOJIB30BATh pasHble MIPUEMBI H3yUEHHUs
HOTPEOUTENBCKUX 3allpOCOB, 00palaThCsa ¢ KIMEHTAMH B
cJlydae MX HeyJIOBOJBCTBHS H XKajlo0;

- IPUMEHATH METOJBl JIMAaTHOCTHKH IIOTpeOHOCTEH
notpebuTesieif, MOTHBOB IOTpeOHTENeH YCIYr, BBIIEIATH
[JIABHBIE MICHXOJOIHYECKHE OCOOEHHOCTH NOTpeOUTENs;

- IPUMEHSTh HOBBIE TEXHOJOTHH B cepe yciyr, HOBBIC
GopMbI OOCTY)KUBAHUS, B TOM YHCJIC BHEAPEHHE TEXHOJIOTHH
MH()OPMALIMOHHOTO CepBUCa
Baagers:

- HaBpIKaMH  3((QeKTHUBHOrO  B3aMMOJEHCTBHA  C
KJIHEHTOM B YCIOBHSIX KOHTAKTHOM 30HBI, B TOM WYHCIE
KOHCYJIFTUPOBAHHE C y4eToM TpeboBaHuH noTpeduTes;

- METOJJaMH OpraHu3zaliy, KOOp/AMHALMH u
peryJIMpoBaHus nporecca o0CIy)KHBaHUA B KOHTAKTHOM 30HE
MPeANPHSTHS CEPBUCA.

IKP-16

CnocoleH k
MpeaoCcTaBIEHHIO
YCIIYT B YCIIOBHAX
B3aUMOJEHCTBHUA C
noTpedUTENsIMH,
opraHu3alusMH B
cthepe KOHIpeccHO-
BBLICTABOUHBIX YCIIYT,
WX 00beJHHEHUAMH
M OpraHaMi BJIACTH.

YacTtHuHoe
OCBOEHHE
KOMIMETEHIHH

3HaTh:

- 6Ga3oBble  MPHHLUMOBI W MOJE/IM  B3aHMOJEHCTBHUS
CEPBMCHBIX OpraHW3aluii, B TOM uHcie cdepbl KOHIPECCHO-
BBICTABOYHBLIX YCJIYI M OPraHOB TOCYJapCTBEHHOW BIAcTH, C
noTpebUTENAMM.

- OCHOBBI OpraHu3alMu paboThl B YCIIOBHSAX
B3aUMOZIelicTBMA ¢ MOTpeCHTENsIMH, OpraHusaluusaMu B chepe
KOHIPECCHO-BBICTABOYHBIX YC/IYr, OpraHaMH roCyaapCTBEHHOH
BJIACTH;

- MOPSAZIOK W TIPaBWJa OCYLUECTBIICHHS B3aWMOJIEHCTBHS B
51eKTPOHHON (hopMe ¢ MOTpeGUTEeNIIMHU, OpraHu3auuaMu B chepe
KOHIPECCHO-BBICTABOYHBIX YCIYr, C OpPraHaMHM IoCYJapCTBEHHOM
BJIACTH M OPraHaMH MECTHOTO CaMOYIpPaBJIEHHU.

Vmers:

- aHaJIM3UPOBAaTh npobieMbl B3aMMOJIEHCTBHUS
MPOMWIBHBIX YUPeKAEHUH M OpraHM3alMi  COLMOKYJIbTYPHOTO
cepsuca ¢ noTPeOUTENIMH, OpraHM3alHUAMK B C(pepe KOHIpecCHO-
BBICTABOYHBIX YC/IyT U OpraHaMH rocy/lapCTBEHHOH BJIacTH.
Bnapetn:

- HaBBIKAMH  OCYILECTBJICHHs B3aMMOIEHCTBHS c
NnoTpebuTeNs MK,  OpraHu3auMiMH B cepe  KOHIPECCHO-
BBLICTABOYHBIX YCJIYT, OpraHaMH rocy1apcTBEHHOW BJIACTH B YacTH
OKa3aHHsl YCITYT.




4. OBBEM U CTPYKTYPA JUCHUIIIMHbBI

Tpyn0eMKOCTh JMCIUILTHHEL COCTABILIET 5 3aueTHBIX enunull, 180 yacos

Buisl yue6Ho# paboTsl,

Gopmbl
BKJIFOUAS
Obbem TEKYLIEro
CaMoCTOATeJILHYIO paboTy i
< yueOHol KOHTPOJIS
= CTYIEHTOB
5 padoThl, yCrieBaeMocT
= o ¥ TPYI0EMKOCTb (B Hacax) c i
Ne HaumeHOBaHHE TeM W/MIIH Pa3ieNoB/TeM 9 3 ’
g o v o npUMeHeHHEM (popma
n/n JHCLHIUTHHBI = = s 3
3 = = | & =| £ MHTEPAKTHBH | MPOMEKYTOU
) E |2 E| 2E| © | bixMmeronos HOIi
=1 £ o
o 2 | =2 g =3 & /%
¢ |E5| &8 O | (Buacax /%) | aTTecTauuu
= 27 g (no
= s cemecmpam)
1. | Tema 1. OcHOBbI  OpraHu3alvH
KOHTAKTHOM 30HBI B COLIHOKYJIbTYpHOM | 3 20 2 15
cepBHCce
2. | Tema 2. HopMaTHBHO-TIIpaBOBEIE | 3 2/100%
OCHOBBI OKazaHHs yciayr B cdepe 20 2 16
COLIMOKYJIBTYPHOI'O CEPBHCA
3. | Tema 3. 30HHpOBaHHE «KOHTAKTHOH 3 20 16 PeiiTunr-
30HBI» KOHTpOIb |
4, | Tema 4. OcdopmneHue «KOHTAKTHOM 3 21 5 5 16 2/50%
30HBI»
5. | Tema 5. DproHOMHUYECKHE OCHOBBI | 3
OpraHu3alli¥d KOHTAaKTHOM 30HBI B 21 16
CEpBHCE
6. | Tema 6. TlcMxonmoruueckue acnexTol | 3 1 2 16 2/100% PelTuHr-
OpraHM3alMy KOHTAKTHOH 30HbI KOHTpoJib 2
7. | Tema 7. Oco0eHHOCTH OpraHM3allM¥ M
00¢/y)KUBaHHsS KIMEHTOB B KOHTaKTHOH | 3 2 16
30HE Ha NpPeANPHATHAX
COLIMOKYJIbTYPHOIO cepBHca
8. | Tema 8. HeilpomapkeTuHr  Kak
HHCTPYMEHT MOBBILIEHHS | 3 79 16
3(p(eKTHBHOCTH  NpU  OpraHW3alu
KOHTAKTHOH 30HBI
9. | Tema 9. Ocobennoctu | 3 .
. PeiiTunr-
B3aUMOJIEHCTBUS C opraHamu 22 16
. KOHTPOJIb 3
rocyJJapCTBEHHOi BIIACTH
Bcero 3a 3 cemecTp: JK3ameH
ecrp 18 | 4 | 6 143 | 6 (60%)
27)
Hanuune B qucuunianne KII/KP -
0 IK3amMeH
Hroro no gucuHNJIHHE 180 4 6 143 6 (60%) 27)

Conepmaﬂue JIEKIIHOHHBIX 3aHATHI M0 JAMCUHILIHHE

Tema 1. OcHOBBI OPraHH3aLUH KOHTAKTHOM 30HbI B COLHOKY/ILTYPHOM CepBHCE
«KonTakTHas 30Ha» Kak cdepa peanusalldd CEPBHCHOH JESTEILHOCTH. OCHOBHBIE IOHATHA
OpraHu3alli¥ KOHTAKTHOW 30HEL [Ipupona koHTakTHOH 30HEL CyLIHOCThH MOHSTHS «KOHTAKTHAs 30Ha».
[TOHATHS «COCTAB KOHTAKTHOH 30HLD», «IIPOCTPAHCTBO KOHTAKTHOH 30HBI». KOMIIOHEHTEI KOHTAKTHOH
30Hbl. COBpeMEHHBIE BHIbI KOHTAKTHBIX 30H M HX OCOOEHHOCTH. XapakTepUCTHKA MEXIHYHOCTHOIO
paccTOsHUS B 00CIYKMBAHHH.




Tema 4. Odopmienne «KOHTAKTHOI 30HbI»

HampaBnenuss B oOpPMICHHH «KOHTAaKTHOH 30HBD). KpHTEpHH 30HBI OXHIAHHS KIMEHTOB!
(GYHKIIHOHATBHOCTE, IPOCTOPHOCTH, HHPOPMATUBHOCTS.

Kiaccuueckasi 30Ha OXHIAHHS KIMCHTOB. eraTHBHbIG 30HBI 06(JJIYH(HBE[HI’IH KIIHEHTOB H
COBpeMeHHBIe Ju3aiiHepckue penrenus. KoHIENTyalbHbIE DPEIIEHHA MH3alH- MPOEKTOB HHTEPHEPOB.
OcoOeHHOCTH AU3aHH-TIPOEKTUPOBAHKS IPEUIPUSTHH HHYCTPUH TypH3Ma U Cepbl yCIIyT.

3anonHeHHe 30HBI OXKHIAHHS KIHeHTOB. Mebenp M oprrexHuka. [lmakaTel, JIHCTOBKH |
opopmieHre cTeH. MOTHBAIMOHHBIE [UIAKaThl H CTUMYJIHMPOBAaHHE II€PCOHAIA: JEHCTBYIOUIAsS CHCTEMa
OIIaThl TPyJa ¥ cHcTeMa ITpad)oB, KapbepHble BO3MOXKHOCTH B OpPraHH3alldH, IPUMEpPE! yCIIEIIHOMH
pabOoTBI COTPYAHUKOB, TIPUHIIKIIEI padoThl B KOMIaHuK. Harpaie! koMnanuy, 01arolapeTBeHHbIC THCEMa
KJIHEHTOB, CEPTU(HUKATHI U JIULEH3HH.

ApXHUTEKTypa IIOMEILIEHHUS.

Bujpl 06opyaoBanus H WHTEphep KOHTAKTHOH 30HEL OCBEIIEHHE M CBETOAM3aHH KOHTAKTHOM
soubl. Odopmienue ButpuH. Xapakrepuctika POS-marepuanos.

Canurapublc HOPMBI M IIpaBujia pa3MmelieHus, ycTpoifcTBa H obopynosanus. TpeboBanus K
COJIEp)KaHMIO TIOMEIIEHHH W OpraHH3allMd CAaHMTapHO-TMIMEHMYECKOr0 H IPOTHBOIMHIEMHYECKOIO
pekuMa padboThl.

Coaepskanne NPaKTHYECKHX 3AHATHH M0 IHCIHILIHHE
Tema 2. HopMaTHBHO-IPABOBbIE OCHOBBI 0KA3AHHSA YCJIYT B chepe COLHOKYILTYPHOI0 cepBHCa

[lpakTHyeckoe 3aHATHE.

0630p OCHOBHBIX HOPMATHBHBIX M ITIPABOBEIX JOKYMEHTOB, HEOOXOIMMBIX JUIS OpraHH3alliy
koHTakTHOH 30HbL. CanlluH 2.2.4.3359-16 "CaHUTapHO-3NHAEMHOIOTHYECKHE TpeOOoBaHHsS K
¢usnyeckum (axropam Ha pabounx mecrax', CanlluH 2.2.2/2.4.1340-03 "T'uruenuyeckue TpeOOBaHuUs K
NEPCOHANBHBIM HJIEKTPOHHO-BEIMUCIIUTEIBHEIM MalllHHAM H OpraHu3anui paboTel" (¢ HU3MEHEHHSIMH Ha
21 wmions 2016 roma), CaulluH 2.2.4.548-96 T'uruennueckue TpeOOBaHHA K MHKDPOKJIMMATY
MIPOU3BOJCTBEHHBIX [IOMEILECHHA.

Tema 4. OdopMireHHE KKOHTAKTHOH 30HBI»

[IpakTHUecKOe 3aHsTHE.

[IpoeKTHpOBaHWE KOHTAKTHOH 30HBI MPEMNpPHATHS COLMOKYJBTYPHOTO cepBuca (1o BeIOOPY
cTyneHrta) - noabop obopymoBaHus, MeOeNH M OPITEXHHKH, COCTABJIEHHE TEXHHYECKOTO 3adaHMs K
IM3afH-IPOEKTY MHTEpPhEpa KOHTAKTHOH 30HEI, C yd4eToM TpeDOBaHWM CaHUTAapHBIX HOPM H TIPaBUIl
pa3MeleHHs.

Tema 6. ITcuxosioruyecKue aCHeKThl OPraHH3alHH KOHTAKTHOI 30HBI

[TpakTHYeCKOE 3aHSATHE.

Tpenunr. Pafota ¢ BO3paKCHHSMH KJIHEHTOB B KOHTAKTHOH 30He. BHIbl M HPUYMHBI
BO3HHUKHOBEHHS BO3paykeHUit. J[ONOIHNTEeIbHAS apTyMEHTALMs B 110J1b3y MOKYIKH. AJITOPUTM U METO/IbI
TIpeoIoNeH s BO3paXeHHit. PaboTa ¢ THIIOBBIMH BO3PaKEHHAMH, CIIOCOOBI M IIPHEMBI HX TTPCOJOJICHHS

5. OBPA30OBATEJIBHBIE TEXHOJIOTHUHA

B npenojaBaHiy QUCIUILTHHBL «Opeanuszayus KOHMAaKmHuou 30Hel 6 COYUOKYILIMYPHOM CepPEUcey
HCIIOJE3YIOTCS  pasHooOpasHble 00pa3oBaTE/bHBIE TEXHOJNOTMH KaK TpPaJULUHOHHBIE, Tak H ¢
[IPUMEHEHHEM aKTHBHBIX H HHTEPAKTUBHBIX METOIOB 00yUeHHUS.

AKTHBHBIE M HHTEPAKTHBHBIE METO/[bl 00yUCHHUS:

— Humepaxmuenas nexyus (memvt Ne 1,4);
— Tpenune, paboma 6 manwix epynnax (mema 6);
Hpyzoe:
— Ilpoexmuotit cemunap (memvt Ne 4);
—  Pasbop koukpemuwix cumyayui (mema Ne2).



6. OIIEHOYHBIE CPEJCTBA J1JISI TEKYIIEIO KOHTPOJISI YCIIEBAEMOCTH,
IMPOMEKYTOYHOM ATTECTALIMU 10 UTOI'AM OCBOEHMSI
JUCHUIIJIMHBI U YYEBHO-METOJAWYECKOE OGECIIEYEHUE
CAMOCTOSITEJABHOM PABOTHI CTYJIEHTOB

Texymuii KOHTPOJIL YCIEBAeMOCTH (PEHTHHI-KOHTPOJL 1, PEeHTHHI-KOHTPOIB 2, PEHTHHI-KOHTPOJIL
3). TunoBsle TecTOBBIC 3a4aHUs AJIs1 TPOBEJIEHHUS TEKYIIETO KOHTPOJIs IPUBEICHBI HHIKE.

PeiiTunr - kKoHTpOJIH 1
Bompocobr:
[MoHsTHe «konTakTHas 3oHa obcaymupanus». B uem 3ainouvacTes ¢¢ Ha3HAYCHUEC W KAKOBbBI
yHKIHOHATBHBIE 0COOCHHOCTH?

i

2. TlepeuncanuTe COBPEMEHHBIE BUIbI KOHTAKTHOM 30HbI.

3. HazoBure 0CHOBHBIC BU/LI OOIIEHHS B «KOHTAKTHOM 30HEY,

4. KaxiM yCIOBHSIM JIOJIKEH OTBEUATh [POIECe KOHTAKTA MEXJLY KJIMEHTOM U HCHIOJHHTe eM?

5. B uem cymmHOCTh cojiepixanns KonTaKra’

6. IlepeurcuTe KOMIIOHEHTHI TOMEIIECHHS! KOHTAKTHOW 30HEL

7. Tlepeunciinte OCHOBHLIE TPeDOBAHNS, TPEABIB/ISIEMbIC K IPOCTPAHCTBY KOHTAKTA.

8. Onpejenurte O0COOCHHOCTM OPraHU3aAllMH TPOCTPAHCTBA KOHTAKTA B PA3/IMYHBIX CEPBUCHLIX

MPEATTPUSTHSIX.

9. KaxkoBbl COCTABISIOIIHE KOHTAKTHOH 30HbI7?

10. Kak xapakTepusyloTcst COCTABIISIOLIEE TPOCTPAHCTBA KOHTAKTHOH 30HbI?
11. Yo nonumaior noj GpporT-oducom?

12. [Tpuseure npuMepbl PPoHT-0(PUCHBIX M10/1pa3/IcICHu

13. Yrto nonumaior 1ojt 09k-oucom?

14. Yo nouuMaroT 1o Muyi-opucom?

15. Yro Takoe 30HHpoBaHKE ouca?

16. OxapakTepu3syire

17. B ueM 3aKTrouaercs npeacTaBuTesbekas QyHKIusa pponr-oduca?

18. B uem 3aK/mouaercs GyHKIHOHAIBHOE 30HHPOBAHHC TPHEMHOMH/pecemnn?
19. B yem 3akiouaercs (pyHKIHOHAIEHOE 30HHPOBAHHE KAOWHET PyKOBOIUTELS
20. XapakTepucTHKa 30HbI IEPErOBOPOB.

21. ®yHKUMOHAIBHEIE 30HEI 03K-0(pHCca.

22. IlpuHumnel GyHKIHOHATBHOTO pasjeeHus padoyee IPOCTPAHCTBA 30HEI 0ak-oduca?
23. HazoBute TpeGoBaHMs K OpraHU3aIliy 30HBI OT/IbIXa 69K-0uca

PeiiTHHT - KOHTPOJIb 2:
IToaroroBKa JOK/IAAA
IlpuMepHasi TEMATHKA J0KJIA10B
(Modicem Guimb pacuupend ¢ y4emom UHMepecos Chyoenmos)

1. KoHTakTHasl 30Ha, ee BHABI M COCTABJIAIONINE (Ha MPHUMEpPE KaKoro-jiubo CepBHCHOTO
TPEITPUATHS).

2 Marepuanusaiis  npoliecca  OOCHYKHBAHHS M €€ polb B oDccHeueHHH
KOHKYPEHTOCITIOCOOHOCTH CEPBHCHOM OpraHu3aliH.

3 HefipoMapkeTHHI M BJIMSHME €r0  BHEJPCHMH B OPraHM3aliio KOHTAKTHOH 30HbI
NpeIpUITHIT COIMOKYJILTYPHOTO CEPBUCA.

4. [TpakTHueckoe HCIOJb30BAHHE METOJOB [MPOCKTHPOBAHMS  TIpoiiecca o0cy K1BaHHS
KJIMEHTOB B KOHTAKTHOI 30HE.

3 OpoHTAAlH-TIePCOHA  CEPBUCHOH  KOMITAHMHK:  KBAJIM(UKAIIHOHHbIE TpeboBaHus ¥

cojiepikanme ycJa0BHH Tpyaa.



6. KopriopaTuBHbie KIMCHTbHI

7. Crpareruu 3aBoeBaHus MOTEHIHAIBHBIX KIMEHTOB

8. [nanupoBanue neperoBopos

9. [IpesenTarus HOBOI YCIyr|

10. KOrHUTHBHBIH aCTIeKT KOMMYHHKAIITMOHHOTO BO3/ICHCTBHS.
11.  DMOUMOHAJBHBIN acleKT KOMMYHHKALMOHHOIO BO3/ICHCTBHS.
12.  TlosejieHueckuii aciekT KOMMYHHKAMOHHOTO BO3/IEHCTBHS.
13.  CyrrecTHBHBIH aCTIeKT KOMMYHHKaIIMOHHOIO BO3/ICHCTBHSI.
14. DppexrnHocTs 00paTHOH CBSA3U B 00IIEHUH

13. MckyccTBO yOeKIeH S

TpeGoBanusi K 0pOPMIICHHIO 10KJIA/IA

TexeT mOKNana A0JKeH ObITh HabpaH B TeKCTOBOM peaakrope MS WORD, obmee Koin4yecTBO
CTpaHMII [IEYaTHOTO TeKCTa - He MeHee 5, Times New Roman 14, unrtepsan, 1,5.

JloknaJ IOJIKHA MMETh THTYJIBHBIN JHCT ¢ HauMeHoBanueM BY3a, xadenpsl, Tembl JIOKIa/a,
OUO crynenTa U npernoaaBaTelis; MECTa HAIMCAHHS ¥ roJ1a.

CTpaHHILB!l JIOJKHBI OBITH IPOHYMEPOBAHBI; 00s3aTeNbHBI MPABUIBHO O(QOPMIICHHBIE CCBHUIKH
BHYTpH TeKCTa. [IpH MCIIONB30BAaHMM MCTOYHHKOB CJIEJlye€T B CCBUIKE YKa3bIBaThCsl HCTOYHMK
3auMcTBOBaHKsA. CIIHCOK MCIIOIB30BAHHOM JINTEPaTyphl 00A3aTENIEH.

PeiiTHHT - KOHTPOJIb 3: MOArOTOBKA Npe3eHTAlHH NpoekTa « KoHTaKTHA 30HA»

(IlpenupusiTie WK OpraHu3alys COLUOKYIbTYPHOI'O CEPBHCA OTIPEMIENIAETCS CTYAEHTOM
CaMOCTOSATEBHO)
1. Tun opraHu3aiii COIMOKYIBTYPHOIO CEPBHCA
2. XapakTepHUCTHKA M ONMCAHHC BBIODAHHOW KOHTAKTHON 30HBI (pecenin/mpueMHas/KabuHeT
PYKOBOJIUTEIISA/TIEPErOBOPHAs )
3. [lepeuenp mebenu, 000pyIOBaHUSA H OCHALLIEHHUS
4. Cuctema XpaHEHHUs BEIEH KIHUEHTa
5. DproHOMHUKa KOHTAaKTHOH 30HBI
6. HTEephep KOHTAKTHOH 30HBI
7. Onucanue 6;1aroycTpoRCTBA KOHTAKTHOM 30HBI, B TOM YHCJIE HCIIOIb30BaHHE HEHPOMApPKETHHIA [ULT €€
OpraHu3aryu

Tpeboranus K 0popMJICHHIO NMPE3EHTALINH:

Teker mpesenTtanuu (o0liee KOJTHYECTBO ClIaioB oT 8) moiskeH ObITh HaOpaH B TEKCTOBOM
penakrope MS POWER POINT.

[IpeseHTamysi JOKHA MMETh THUTYJBHBII JIHCT ¢ HamMeHoBanweM BY3a, kadenpsl, TeMbl
npesertanuy padorsl, @O cTynenTa u npeno/jasaTess; MeCTa HalMCaHUs U roJia.

Cait/16! ZOJDKHBI OBITH TPOHYMEPOBAHbI; 00513aTENBHBI IPABUIILHO OQOPMIICHHBIE IOCTPAHHYHbIE
CHOCKH WJIM BHYTPH TEKCTa.

[Ipy HCIOJB30BAHMH HCTOYHHKOB CJIEJyeT B CHOCKC HIH CChUIKE YKa3bIBaThb HCTOUHHK
3aMMCTBOBaHHS.

Bonpocel K 3K3aMeHy:
OCHOBHBIE TOHSITHA OpraHU3alik KOHTAKTHOM 30HBI. [Ipupoia KOHTaKTHOM 30HBIL.
«KoHTakTHas 30Ha 0OCITy)KMBaHHsA», €€ Ha3HaueHHEe U QYHKIMOHAIBHEIE 0COOEHHOCTH
BHIbl KOHTAKTHEIX 30H U X XapaKTepHCTHKA
[IpocTpaHCTBO KOHTAKTHOM 30HBL [TOHATHS «69K-0hHC) H «PPOHT-0(HC)
CoBpeMeHHbIE BUIBI KOHTAKTHBIX 30H M HX 0COOEHHOCTH.
XapaKTepucha MEKJIMYHOCTHOTO PACCTOSIHHS B 00CITYKUBAHHH.
6. IIpaBa moTpeGHUTENS IPH HAPYIICHUH CPOKOB BBILIONHEHHS paboT (OKa3aHus yCiIyT).



7.
8.

Kynbtypa 0011eHus ¢ KIIMeHTaMH
OcHOBHBIE HOPMATHBHBIE W TPaBOBBIC JOKYMEHTBI, DErYJIHPYIOIIHE CEPBUCHYIO

JEATECJILHOCTE B Poccun.

2

10.
L:L.
12.
13.
14.
13;
16.
17
18.
19,
20.
21.
22,

['uruenndeckue TpeOOBAHHSI K MUKPOK/JIMMATY [IPOH3BOJICTBEHHBIX TOMEIICHHH
DYHKIHOHAIBHOE 30HMPOBAHHE «KOHTAKTHOM 30HBI»: 3aa4i U IPHHIIMIIBL.
[TpuHIMITEI 30HUPOBaHHS paboyYeil 30HbI

dyukiuu Gpour-oduca.

OcHoBHBIE 30HBI (PPOHT-0]HCa

Bak-oduc u ero cocTapisoNIHe

Hampasnenus B 0popMIeHHH «KOHTAKTHOH 30HBI.

Kpurtepuu 30HBI 0XKUIAHKS KIIHEHTOB

KpeaTuBHBIE 30HBI 00CITYKHBaHUS

Knaccuueckas 30Ha 03KHIaHHS KITHEHTOB

Buib1 000pyI0BaHHs U HHTEPHEP KOHTAKTHOM 30HBI

OdopMiieHHE BUTPUH.

Xapaxrepuctika POS-marepuanos.

[Ipapuia yuera aHTPOIOMETPHYECKHX JIAHHEIX [IPH pacyeTe IproHOMHICCKHX [1apaMeTpOB

paboYnX MecT B KOHTAKTHOH 30HE

23,
24,
25.

30HBI

26.
Zells
28.

Knaccuduxanust pabounux MecT
[TcuXoIOrHUecKHe aclekThl OpraHu3aliii KOHTAKTHOH 30HEI B c(epe cepBHca.
3aKOHBl MEKJIHYHOCTHBIX B3aMMOOTHOLICHHH B JEATENBHOCTH pabOTHMKA KOHTAKTHOH

[lcuxonoruyeckue KOMIOHEHTEI e Te/IbHOCTH paOOTHHKA KOHTAKTHON 30HBL
D¢ eKTHBHBIE TEXHUKH KOMMYHHKAIHH
IepuentupHas  cTopoHa  oOweHus.  KoMMyHHKanMOHHas — CTOpPOHa — OOILICHHSA.

MHTepakTHBHAS CTOpPOHA OOLIEHU

29.
30.
31.
32.
33
34.
35.
36.
3%
38.
39.
40.

[TcHX0JIOTHYeCKHE OCHOBBI KOMMYHHKALIHOHHOTO BO3/IEHCTBHS

[Tpuembl apryMeHTHPOBaHHSI.

PaboTa ¢ BO3pakeHUSIMH.

HaBpIkH KOHCTPYKTHBHOTO BO3/IEHCTBHS Ha KIIMEHTA

DddekTuBHOE caynIanue.

MoOTHBHPOBAHHE U yepHKaHHE KIHEHTA.

@unocodust 06CIyRKUBAHUS KIMEHTOB B KOHTAKTHOM 30HE.

TeXHOJIOTHS B3aUMO,IEHCTBHS C KJIMEHTOM B KOHTAKTHOM 30HE.
OcoOeHHOCTH OpraHu3aliy KOHTAKTHOH 30HBI COLMOKYIIBTYPHOTO CEPBUCA.
OcHoBHBIE QYHKIHH padOTHUKOB KOHTAKTHOH 30HBI.

Oco0eHHOCTH YTHKH OOIIEHHS ¢ KIMEHTOM.

MeTojbpl  CO3/JaHUS KIMEHTCKOW 0a3bl, TOJUIepKaHUs KOHTAKTa MW  BBIABICHHE

noTpedHOCTE! BO BpeMsl KOHCYJIbTAlUK.

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

Crpareruu yrnpaBlieHHs TOTPEOUTEIAMH.

ITepconanu3anus U yIOBJIETBOPEHHE HHIHBHYalbHbIX MOTPEOHOCTEH KIIMEHTA
Crparerus ynpapjieHHs B3aUMOOTHOLICHHSIMH C KITHCHTAMH

Crioco0Ob! moBbIeHHs 3QEKTHBHOCTH OPraHH3aIlMi KOHTAKTHOMH 30HBI B CEPBHCE.
HelipoMapKeTHHT H €0 METO/IbI

ApoMamMapKeTHHI B KOHTaKTHOH 30He

AyMOMapKeTHHT B KOHTAKTHOH 30HE

®utoM3aliH KOHTAKTHOH 30HbI

CHcTeMa rocyIapcTBEHHBIX 3aKyloK B P® Kak acrneKkT B3auMOICHCTBHSA opraHu3anui

COLIMOKYJIBTYPHOT'O CE€pBUCa ¢ OpranaMH BJIaCTH

50.

BJIACTH

e 18
S92,

[IpaBuia OCYIIECTBICHHS B3aMMOJEHCTBHS OpTaHM3alMi ¢ OpraHamu rocyaapcTBCHHOH

GR—1esTeIBPHOCTE
GR - KOHCAJITHHT



Camocmosmenvnasn paboma npeononazaem.
1) M3yueHwe HCTOYHHKOB WHpoOpMaIUK, [0A00p MATEpHaloB, COCTaBJICHHE I[1aHa H

Pa3BEPHYTOrO IUIAHA OTBETA HA BOIPOCH], BHIHECEHHBIC HA CAMOCTOATENBHOE H3YYCHHE, MOArOTOBKA
TE3HCOB 10 MPOoBIEMaM U IEePCIIEKTHBAM Pa3BUTHsI KOHTAKTHOM 30HBI H pabOTEI ¢ MOTPEOUTENSIMH B HEH.
2) Jlornueckuii aHAIN3 TEKCTOB, COCTABJIEHUE CTPYKTYPHO-JIOTHUECKHX CXEM, TabJIHI U 1p.

3) TlomroToBKka K TPAKTHYCCKHM 3aHSTHSAM, B TOM WYHCJE IOACOTOBKA HPOOJIEMHO-
KOHIIENTYaJIbHBIX  JIOKJIQJIOB [0 3aJaHMI0  TIpenojasaTens, HH(GOPMaIMOHHO-TPE3CHTAIIMOHHBIX
MaTepHanoB, B TOM YHCJIE BBICTYIIEHHE HAa KPYTJIBIX CTONIAX U CEMHHApax.

4) Ananuz craTei 1o 3aJaHUIO MPernoiaBaTelis U OTBETHI HA BOTIPOCHL.

5) TToaroToBKa K pedTHHI-KOHTPOIIIO, 3a4€TY, IK3aMEHY.

Tembl, BbIHECEHHBIE HA CAMOCTOATE/ILHOE H3YYeHHe
Tema 2. HopMaTHBHO-NIPABOBBIE OCHOBBI OKA3AHHSA YCJIYT B chepe COMOKYILTYPHOr0 cepBHCa
IIpaBa norpeGuTes PU HAPYLUICHHMH CPOKOB BBINOJIHEHHs paboT (okasaHus ycuyr). IIpasa

noTpeOuTeNs NpH OOHAPYKEHHH HEIOCTaTKOB paboThl (yciyru). BosMmemenue Bpena, MPHYHHEHHOTO
BCJIEACTBHE HEIOCTATKOB TOBApOB, paboT uiH ycinyr. KoMmnencanus MopalibHOTO Bpea.

OcHOBHBEIC HOPMATHBHEIE M MPABOBBIE JOKYMEHTBI, PETYJIHPYIONIHE CEPBUCHYIO AEATEIIBHOCTDL B
Poccun. @enepansueiii 3akon PO or 07.02.1992 N 2300-1 (pex. or 18.04.2018) "O 3ammute mpas
notpebureneii”, ®3 «0O6 ocHOBaX TYPHUCTCKOH mesTenbHocTH B Poccuiickoit @enepaumn» (¢
H3MEHEHUSIMH U JIOTIOJTHEHHUSIMH )

IIpaBuna GwiToBOro obcCmy)uBaHHs HaceleHHss B Poccuiickoii ®eneparmu. IlocranoBnenue
[Ipasurensctea PO ot 15.08.1997 N 1025 (pex. ot 04.10.2012) "O6 yreepxnenun [Ipasun GbrroBOro
oOcnykuBanus HaceneHus B Poccuiickoit @enepanvn’

CaulTuH 2.2.4.3359-16 "CanutapHo-31u1eMHOI0rHYecKrHe TpeboBaHus K Gusnyeckum (axropam
Ha pabounmx mectax", CanlluH 2.2.2/2.4.1340-03 "T'mruenndeckue TpeOOBaHHS K IIE€PCOHATBHBIM
2NIEKTPOHHO-BEIYMCIUTENBHBIM MAIMHAM W opraHusanuu pabote" (¢ u3menenusamu Ha 21 urons 2016
roga), CanlluH 2.2.4.548-96 I'uruenuueckue TpeOOBaHHMA K MHKPOKJIHMATY [POU3BOJCTBCHHBIX
MIOMEIIEHHH.

Tema 3. 30HHUpOBAHHE «KOHTAKTHOI 30HbI»

@yHKIHOHATEHOE 30HHPOBAHHE «KOHTAKTHOM 30HBI: 3a/1a4H U IIPUHIIHIIBL.

®pout-oduc u 69K-oduc. [[PUHIHIE 30HHPOBAHKS B paboueii 30He: KaOMHETHBIN i OTKPBITHIH.

®dyuxiyn ppont-oduca. OcHOBHBIE 30HB GPoHT-0hHCA: X0, NpHEMHAs (peceniuH / KoMHaTa
O’KH/IAHHS), TIEperoBopHas, kabuner pykooaurens. [Ipeanasnauenus 308 QponT-opuca. 30HUpOBaHHE
«KOHTAKTHO# 30HBI». 30HMPOBAHKE PHEMHOI ISl [IEPErOBOPOB M COBEINaHMIi: HHQOpMAHOHHAs 30HA U
MECTO JII OTABIXA.

Bsk-opuc M ero cocraBisionide: pabodee IPOCTPAHCTBO, 30HA OT/bIXa, OOENEHHas 30Ha,
rapaepo0, cepBepHBIe, apxXMBbl M OUONHOTEKH, TEXHMYECKas 30HA, I[OJCOOHBIC MMOMEIICHHA.
OcobeHHOCTH Opranu3zanuy 0sK-o¢uca Ha IPEANPHATHIX COLIHOKYJIBTYPHOI'O CEpBHCA.

Tema 5. DproHoMH4YecKHe 0CHOBbI OPraHH3ALHH KOHTAKTHOMN 30HBI HA MPeANPHATHAX
COLIMOKY/ILTYPHOTO cepBHCA

DeTeTHKa Tpy1a. IProHOMHYECKHE OCHOBBI OpPraHH3alii KOHTAaKTHOH 30HbI B cepBuce. TepMuHbl
u ompeneneHus. OCHOBHbIE NPUHIUIBI M KoHuenmuu sproHoMukd. I'OCT P 56274-2014 O6mue
rokasaTenu U TpeOOBaHHUs B IPrOHOMHUKE.

[IpaBuia yueta aHTPONOMETPHYECKHX JaHHBIX MPH pacyeTe SPrOHOMHYECKHMX IapaMETpOB
pabounx mect. llcuxohnu3Hoaornyeckui acnekT SproHOMHKH.

Knaccudukanus pabounx wect. DakTopbl, BIHMMIONIME Ha ycioBus Tpynaa. llpaBuiabHoe
PaCIOJIOKEHHE IPrOHOMHKA U pabouMX MECT IPEAIPUSTHH COLMOKYIBTYPHOTO CepBHCa.



Tema 7. OcoGeHHOCTH OPraHN3aNUU 1 00C/TY;KHBAHNSA KJIHEHTOB B KOHTAKTHOM 30He Ha
NpeANpHATHIX COHUOKYJILTYPHOI0 CePBHCA

@unocodust 0OCIyKMBaHHS KIMEHTOB B KOHTAKTHOH 30He. OCHOBHBIE (POPMBI OOCIYKHBAHHA.
CTaH,ﬂapTI:I 06CH}’}I{I/IBaHI/I$I. TexHosorust B3aMMOJICHCTBUA ¢ KJIMCHTOM B KOHTAKTHOM 30HE.

[lpumeHeHHEe OCHOBHBIX METO/IOB OpraHM3alliM, KOOPAMHALMK M PEryJIHpOBaHHs Ipolecca
00CITyKHBaHHS B KOHTAKTHOM 30HE MPENPUATHH COLMOKYIBTYPHOTO cepBHca. Perynuposanne mporecca
00CTy)KHBaHUS B KOHTAKTHOM 30HE PEANPHITHS cepBUca. DG HEKTHBHOE B3aUMOJIEHCTBHE C KIIHEHTOM B
YCIOBHSAX KOHTAKTHOH 30HBL

OcoOGeHHOCTH OpraHM3alliel  KOHTAKTHOH 30HBI COLHOKYJIBTYpHOro cepsuca. Crenugpuka
KOHTAKTHOH 30HBLI COLMOKYILTYpHOro cepBuca. OcHoBHBIE (PYHKIMH paOOTHUKOB KOHTAKTHOH 30HEL
OcobenHocTH 3THKH 00IieHus ¢ KiueHToM. [loHsTHe mnpodeccHOHANbHOTO M JIENOBOTO JTHKETA.
HpaBcTBeHHBIe KauecTBa pabOTHHKA Kak OJMH H3 BEJYLIMX O3JIEMEHTOB €ro IpoQecCHOHAIBHOM!
npurogHoctu. [IpodeccuonaneHas aTHka.

MeTozbl cO3/1aHKs KIIMEHTCKON 0a3bl, Mojyiep)kaHus KOHTAKTa M BbIABICHHE MOTpeOHOCTEH BO
BPEMSI KOHCYJIbTAIUH.

Crpaternn yupaBicHHs MoTpeOuTeasmu., busHec-cTpateruss M ONTUMH3AIMH OOCIYKHBAHHS
KnueHToB. [lepconanusanys 1 yIOBIETBOPEHHE MHAMBUAYAIBHBIX MOTpeOHOCTeH KnmenTa. Crparerus
ynpasjieHus B3aumooTHotieHuamMu ¢ kiamentamu (CRM - Customer Relationship Management):
BO3MO)KHOCTH aBTOMATH3UPOBAHHBIX CHCTEM H ITPOTPAMMHBIE IIPOIYKTEI.

Oyukiun - CRM.  Vipasnenue o0cny)KHUBaHMEM KJIMEHTOB: aBTOMATH3allusg  IIPOIIECCOB
IJIAHUPOBAHHS, KOHTPOJIS OKasaHus yciyrd, obOecrieueHue oOpaTHOH cBsA3M, paboTa ¢ MPETCH3UAMH,
OTCJIeKHBAaHHE 3aIIPOCOB Ha CEPBHC.

Tema 8. HeiipoMapKkeTHHI KAK HHCTPYMEHT IOBBIIIEHHSA Y (PEKTUBHOCTH MPH OPraHU3ALHH
KOHTAKTHOM 30HBI

Crioco0Obl moBbiieHnst 2((eKTHBHOCTH OpraHU3aliM KOHTAKTHOH 30HBI B CEpBHCE. Y POBHH
BO3/IcHCTBIS Ha moTpebuTenst. MeTo bl BO3IeHCTBHS Ha IOTPEOHTEII.

HeiipomapkeTHHI W ero Metonsl. Busyanusaums smormi. Kanansl HeHpoMapKEeTHHIOBBIX
KOMMYHUKalUH. [Ipuembl HEHpOMapKeTHHTa.

[Tcuxomorust apoMaroB. XapakTepHCTHKA BO3/ICHCTBHS apoMaToB Ha uesioBeka. Mudel 1 jieren s
apoMaTH3aliH. ApOMaMapKeTHHT M HCIOJIB30BaHHE 3allaXxOB B KOHTakTHOH 3oHe. CyIIHOCTB, LEIH H
BHJIBI apoMaMapkeThHra. [lpakThka TIpUMEHEHHs apoMaMapKeTHHra. TeXHOJIOTHS apoMaTH3alHu
BO37yXa.

HMcrosib30BaHHe 3BYKOBOTO COIPOBOXKIEHHUSI IIPH OPraHM3allid KOHTAKTHOH 30HBI B CEPBHCE.
Hay4Hble OCHOBBI MY3BIKaJIBHOTO BO3JeicTBHMsA. My3blka Kak CpeJCTBO BO3JAEHCTBHS Ha 4YeIOBEKa.
[ToHsATHE W CYIIHOCTH ayHoMapKeTHHra. My3bIkanpHoe oopMIIEeHHE KOHTAKTHOH 30HBL OcoOeHHOCTH
UCIIOJIb30BaHMS ayIMOMApKETUHIa B COLIMOKYJILTYPHOM CEPBHCE.

@Ouroau3aiin KOHTAKTHO# 30HBI B COIMOKYJIBTYpHOM cepBHce. CyIIHOCTE ¥ TEHACHLIUH Pa3BUTHS
COBPEMEHHOrO  (UTOAM3aiHA. ApamKHpPOBKAa H  JIEKOPaTUBHOCTh.  IJCTETHKO-IICHXOJIOTHYECKOE
BO3JICHCTBHE pacTeHuit. MUKPOKIUMAT NMOMEIIeHHH U moAadop pacTeHHH IS MHTEphepa KOHTAKTHOH
30Hbl. PasMmenieHwe pacTeHHH B WMHTEPhEPE M OCHOBHBIE IIPHEMBI COCTABIEHHS KOMITO3HMIIHH.
OcoOeHHOCTH ~ O3ejieHeHHs1 MHTepbepoB. O3eleHEHHE HHTEPHEPOB  Pa3jIMYHOrO  Ha3HAYCHHS.
®nopuctuyeckoe 0hopMIIEHHE HHTEPHEPOB.

Tema 9. Oco0eHHOCTH B3aUMOAEICTBHS ¢ OPraHAMHU FOCYAAPCTBEHHOH BJIACTH

Opradbl BIacTH W BHIBl  OCYIIECTBISIEMOro  B3auMMoJeicTBuA. BsammonmedcTus ¢
IpPEJICTABUTESIMA ~ OpraHaMi  BJIAcTH  (MOJIy4eHHE pa3pelleHu#, JIMICH3MH, TMOJMY4YEeHHE JIbIOT,
o opMIIEHHE TPAKIAHCKO-ITPABOBBIX JIOTOBOPOB | T. 11.).

Ilpoienypbl B3auMOJIEHCTBHS MEXKIY BIACTBIO H SKOHOMHYECKHM coobmecTBoM. OCHOBBI
opramsaiyi padoThl ¢ OpraHaMi BJIACTH B c(pepe OKa3aHHs yCIyr JJIsl FOCY IapCTBEHHBIX HYXKI.

CucTeMa rocyaapcTBeHHBIX 3aKynok B P®. BzaumozelicTBue rocyaapersa u OM3HeCa B CHCTEME
rocyapcTBEHHBIX 3aKynoK. PdeepanbHblii 3akon "O KOHTPaKTHOH cHCTEME B cepe 3aKyIOK TOBAPOB,
paboT, yeIyr s obeceyeHus rocy1apCTBEHHBIX 1 MyHUIUNIANBHEIX HY 1" oT 05.04.2013 N 44-D3.



[IpaBuna ocymiecTBICHHS B3aUMOACHCTBHS OpPraHU3aluil ¢ OpraHaMy rocyJlapcTBEHHOH BIIACTH,
OpraHami MeCTHOTO CaMOYIIPaBJICHHS, C OpraHU3allMsiMH, OCYIIECTBISIOIIMMH B COOTBETCTBHU C
(enepanbHBIMU 3aKOHAMH OT/IEJIBHBIC MTYOIHYHBIE TOJTHOMOYHSI.

GR-pmestenpHOCTh, CHENMMANTUCTBI MO B3aUMOJCHCTBHIO ¢ opraHamu Biactd (Government
Relations). [lesreapHocts GR cnenuanucra (MeHeaKepa) 110 3alUTe SIKOHOMUYECKHX MHTEPECOB IIyTEM
B3aMMOJICHCTBHSI C OpraHaMy BJIACTH M €ro KomreTeHIui. GR KOHCANTHHT.

@DoHJl OLEHOYHLIX CPEJACTB Ui TIPOBEICHHS ATTECTAllMH YPOBHS C(HOPMHPOBAHHOCTH
KOMIIETEHIMH 00yJaroluXxcs 10 JHCIHIUTHHE 0(POPMIIAETCS OTAETBHBIM JOKYMEHTOM.

7. YYEBHO-METOIUYECKOE U MH®OPMAIIMOHHOE OBECIIEYEHHUE

JAUCHITJIHHBI
7.1. KnurootecneyeHHocThL

HaumeHoBanue uTepaTypbl: aBTOp, l'on KHUT'OOBECTIEHEHHOCTDb

Ha3BaHWe, BU/I U3/IaHHsl, M3ATETbCTRO M3JaHuA Kotctss Hannne B 57CKTPOHHON
OK3EMTUIAPOR o6ubnuorexe Bnl'Y
M3JaHHH B
oubnuoreke
Bal'V B
COOTBETCTBHH
¢ ®I'OC BO
1 2 3 4
OcHoeHas nuTepatypa
1. Pynenko JI.JI. CepBucHas 2019 http://www.iprbookshop.ru/83149.

JeATeJbHOCTb [DNIeKTPOHHbIH pecype]: html.— DBC «IPRbooks»

yuebHoe nocobue/ Pynenko JI.JI.—

DIIEKTPOH. TEKCTOBbIE laHHble.— M.

Hawkor u K, Al [1u Dp Menua, 2019.—
208 c.—

2. Pomanosuu JK.A. CepBrcHas 2018 http://www.iprbookshop.ru/85647.

AeATeNbHOCTb [DNIeKTPOHHbLIH pecypce]: html. - 5bC «IPRbooks»

yuebnuk/ Pomanosuu . A., Kanaues
C.J1.— DNeKTpOH. TEKCTOBbIE JIaHHbIE.—
M.: Tamikos u K, 2018 — 284 c.—

JlononHuTensHas JMTepartypa

|.Bunorpanosa C. A. OpraHuzaums U 2019 http://www.iprbookshop.ru/83130.
TJIaHUPOBAHHE JEeATEILHOCTH html. - DBC «IPRbooks»
npeanpuaTHi  cepBuca  [DJIEKTPOHHLIH
pecype]: yueGHoe nocotue s
OakanaBpos/ BuHorpanosa C.A.,
Copokuna  H.B., 2Kpmanoea T.C.—
DneKTpOH. TEKCTOBble JaHHble. - M.
Hawkos u K, At [Tu Dp Mejnua, 2019.—
207 c.

2.CepBuC: OpraHuzalus, YNpaBJEHHE, 2019 http://www.iprbookshop.ru/85432.
MapKeTHHr  [DneKTpoHHBIH  pecypc]: html. - 9BC «IPRbooks»
yuebuuk ans 6akanaepos/ E.H. Bonk [u
nap.]. - DJeKTpoH. TEKCTOBble AaHHbIe.—
M.: Jamkos u K, 2019.— 250 c.

3.ManbiluHa H.A. CepBUCONIOTHSA: 2019 http://www.iprbookshop.ru/83145.
noTpeOHOCTH  uesioBeKa [DJIEKTPOHHBIH html. - 9BC «IPRbooks»
pecypcl]: yuebHoe nocobue Sl

Oakanaspos/ Manemnna H.A., Epmaxosa
H. U.— DnexkTpoH. TeKCTOBLIE IaHHBIE. -
M.: Hamkos u K, Al [lu Dp Menua,




2019.— 144 c.

4. Koporkuii C.B. HHHOBauMOHHBIH 2018 http://www.iprbookshop.ru/72356.
MEHEMKMEHT  [DNeKTpoHHbIH  pecypc]: html. - OBC «IPRbooks»
yuebHoe mocobue/ Koporkuih C.B.—
DNIeKTPOH. TEKCTOBbIE JaHHbIe, - CapaTos:
Bysorckoe obpazoranue, 2018.— 241 c.

5.Apuar  Tpaiinpn  HeiipomapkeTunr 2017 http://www.iprbookshop.ru/58560.ht
[DnekTpoHHBIH  pecypc]:  BH3yanusauus ml. - 95C «IPRbooks»
sMmoumi/ Apuar TpaliHan— DnekTpoH.

TEKCTOBble JaHHble. - M.: Aubnuna

[Tabauiep, 2017.— 114 c.

6.Yepkawun [1.A. CrpaTerus ynpasieHus 2016 http://www.iprbookshop.ru/52212.
B3aMMOOTHOILIEHHSIMM € KJIHEHTaMH html. -3bC «IPRbooks»

(CRM) [DnexTpoHHbIH pecypce]/
Yeprawun IT.A— DNeKTpoH. TEKCTOBbIE
nanHele. - M.: HutepHer-YHupepcurer
HudopmanmonHsix TexHonorui
(MHTVYUT), 2016.

7.2. llepuoauyecKHe H3/1aHUA

L Cepsuc B Poccun u 3a pyOexxoM [DIeKTpOHHBIH pecypc]: calT CeTeBOrO Hay4HOTO
KypHaia. — PexxuM joctyma: http://service-rusjournal.ru/

2. MenemxkMenT B Poccun u 3a pybeskoMm [DiiekTpoHHbIH pecypc]. — Pexum nocryna:
http://www.mevriz.ru (nata obpamtenus: 08.06.2016). 3.

3 Poccuiickuii skypHasi MeHe/pkmenta. Hayuno-mcenenoBaTenbckuit kypran. Mspam mo
HHUIMATHBEe Beicimed mkossl Menemkmenta CIIOIY [DnextponHbli pecype]. - Pexum jpoctymna:
https://rjm.spbu.ru/

4. Hayunpii sxypuan "CEPBUC PLUS" [Dnextponneii pecypc]. - Pexum jocryna:
http://philosoph.ru/

o Kypnan «KJIHEHTHHT U yIpaBlieHHe KIHEHTCKUM TopTdeneM» [DIeKTpoHHbIi pecypc]. -

Pexxum goctyna: https://www.grebennikoff.ru/product/10
7.3. HHTepHeT-pecypebl

1. Cucrema Koncynesrantllntoc - http://www.consultant.ru.

2. DnekTpoHHas OubIHoTeYHas cicTeMa BiaIuMHPCKOro rocy/1apcTBEHHOr0 YHUBEPCHUTETA -
http://library.visu.ru/

3, 31eKTpoHHas OubauoreuHas cictema - [IPRbooks http://www.iprbookshop.ru/

4, Hayungrii sxypran «Cepsuc plusy - http://philosoph.ru/

3. Wurepuet xypuan « Teppuropus kiuentay - https:// http://tkjournal.ru/

8. MATEPUAJBHO-TEXHUYECKOE OBECIIEYEHHE JTUCIHUITJIMHbI

Jiis peaiu3alliy JaHHOW JUCLUILIMHBI MMEIOTCS CIEIHAILHBIE MOMELICHHs Ul [POBEICHHs
3AHATHH  ICKYUOHHO20 MUNd, 3aHAMUil  NpaKxmudecko2o/1abopamoprnozo  mund, 2pynnoGulx U
UHOUBUOYANBHBIX KOHCYIbMAYUY, MeKYuje20 KOHMPONL U NPOMEICYMOYHOU anmmecmayuu, a maxoice
nomeujenus 0N CamoCmosmenvHol pabomsl. ayaMTOPHH, OCHALLEHHbIE MyJbTHMEAHA 00OpYN0BAHUEM,
KOMMBIOTEPHBIE KJIACChI ¢ I0CTYNOM B MHTEPHET, ay/TiTopHH Oe3 criell. 000pya10BaHHsl.

IlepeueHb HCIOB3YEMOTO JIMIIEH3HOHHOTO IIPOrpaMMHOT0 obecriedenus: nakeT Microsoft Office,
7-Zip, AcrobatReader.
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JIMCT HIEPEYTBEPXJEHUSA

PABOYEI IPOI'PAMMBI TUCIUITIIMHBI

Pabouyas nporpamma oxodpena Ha 2020/2021 yueOHbIi roj
[Tporoxon 3acenanns kadeapel Ne 1 ot 31.08.2020 rona

3aseyrommid kadeapoit TuC kanaunar nen. nayk ['yxosa JLIN

Pabouas nporpamMmma ono0pena Ha yueOHBIH rox

[Iporokon 3acenanus xagenpbl Ne oT roja

3apeayromuii kadenpoi

Pabouas nmporpamma oobpena Ha yueOHBII rof

[TpoTokon 3acenanus xadeapst No oT roza

3apenyromuii kadeapoi




