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KA®EJIPA KoMMepuus u JIOTHCTHKA

PacnpeneieHue 4acoB JUCHHUILIMHBI 10 ceMecTpaM / KypcaM
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HUroro 108 108 108 108
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1. HEJIX OCBOEHMA JUCIUITIINHBI

1.1 | popMupoBaHue y CTyJICHTOB COBPEMEHHOTO 3KOHOMHYECKOTO MBIIUICHUS, MPUHIUIHATGHBIX OCHOB 3HAaHHWS B 00JacTh
CEepBHUCHON JIOTUCTHKH, a TakKe METOAOB IMOBBIIEHUS] KOHKYPEHTOCHOCOOHOCTH COBPEMEHHOH KOMMEPUECKOi
OpraHu3anuei.

2. TPEBOBAHMUA K PE3YJIBTATAM OCBOEHMUA JTUCHHUIIIMHBI

ITIK-2. Crioco0eH ynpapJsiTh JIOTHCTHYECKON HHPPACTPYKTYPOii OPraHu3alliy U OLeHUBATD ee 3G (peKTHBHOCTH

B pe3yabTaTe 0CBOCHMSI AMCHUILIMHBI 00YYAIOLIUICS JOJIKEH:

3HaTh:

KoHnenrtyanpHOE TOHITHE CEPBHCHON JIOTUCTUKH, MPHHIIMIBI, 3ama9d ¥ (YHKIMH CEPBHCHOM JOTHCTHKH, YCIYTH JIOTUCTUYECKOMH
HHPPaCcTPYKTYpHI (cooTHEeceHO ¢ nHankaropom [1K-2.1)

YMmeTh:

BBIMONHATS aHATW3 Ka4ecTBa JIOTMCTHYSCKOTO CepBUCa; (HOPMUPOBATH IOJIUTUKY CEPBUCHOTO OOCTY)KHBAHHUS B JIOTHCTHYECKOM
crucreMe (cooTHeceHo ¢ mHauKaropom [1K-2.2)

Bnagern:

HaBbIKaMHM YIPABJICHHUA Ka4CCTBOM JIOTUCTUYCCKHUX YCIIYT; OHNPCACICHHUSA KPHUTCPUCB, KIIHOUCBLIX MoKazarenei 3(1)(1)CKTI/IBHOCTI/I )5
1es1eco00pazHOro YpoBHsI 00CITy )KUBaHUS KIIMEHTOB(COOTHECEHO ¢ nHAMKaTopoM [1K-2.3)

3. CTPYKTYPA U COAEPKAHUE JUCIUITJINHBI

Paznen 1. « TeOpeTl/IKO-MeTOZ[OJIOI'I/I‘-IECKI/le OCHOBbBI cepsucnoﬁ JIOTUCTUKH »

Bupa 3ansrust / Cemectp /| KonnuecrBo
Ne HaumeHoBaHMe TeMbl, KPaTKOe COAepKaHHe Komnerenuuu
pa6otsl / popma IIA Kypc 4acoB
Tewma 1.1 « OcHOBHBIE TOHATHUS CEPBUCHOI JIOTHCTUKHU"
OmnpeneneHne CEPBUCHOI JIOTUCTHKH, €€ Ledd W 3aJa4d; HPUHLIUIIBI
1.1 |formeTeckoro cepaica JlekoOHHbIE 3aHATHSA 2 2 IK-2
Jloructinaeckmii CepBHC u ero COCTABIISIOINE. Brmnsiaue
JIOTUCTUYECKOTO CepBUCAa HA KOHKYPEHTOCHOCOOHOCTb IPEINpPUSITHSL.
KitmeHTOOpHeHTHPOBaHHOCTH B CEPBHUCHOI JIOTHCTHKE
Tema 1.1 « CymHocTs, 3a1a4u 1 QyHKIMU CEPBUCHON JIOTHCTUKIDY
Ionsitne cepBUCHOM JorUCTHKM. [IpuHIMIBL, 3amaun ¥ QYHKLIUH
1.2 | cepBUCHOH JIOTUCTUKHU. Tpaxruicciue 2 2 TIK-2
IlonroroBka pedeparoB ¥ Mpe3eHTalUil O OCHOBHBIM BOIPOCaM TEMEI C JasTHA
ucnosb3oBanueM nakera LibreOffice.
Tewma 1.2."Buap! 10THCTHYECKOTO CEPBUCY
Jloructuueckuii  cepBUC B CHCT€ME TOPrOBOIO  IMOCPEIHHUYECTBA.
TpaHCIOPTHO-9KCIEUIMOHHBIE YCIYTH KaK 93JEMEHT JIOTUCTUYECKOTro
cepBuca.CKIafCKHE  YCIyTH Kak  COCTAaBJSIOIIME  JIOTHCTHYECKOTO
13 |cepsuca [IpakTudeckue 2 2 K-
’ MHpopMaloHHbI CepBUC B JIOTHCTHKE: MPOOJIEMbI M TMEPCHEKTHUBBI 3aHATHS
Ppa3BUTHSI.
IMoaroroBka pedeparoB U Mpe3eHTALMH 110 OCHOBHBIM BOIPOCaM TEMBI C
rcrnosb3oBaHueM nakera LibreOffice.
Tema 1.1 « OcHOBHBIE MOHATHS CEPBUCHOM JIOTUCTHKH"
OmnpeneneHne CEpBUCHOM JIOTUCTHKH, €€ IEeMN W 3a]add; HPUHIUIBI
JIOTHCTUYECKOTO CepBUCA
1.4 Jlorucruueckuit cepBUc " €ro COCTAaBJISIOIIHNE. Biusinue CamocTrosTelbHas 2 35 MK-2
JIOTUCTUYECKOTO CEpBHCAa Ha KOHKYpPEHTOCHOCOOHOCTbH TPEINPHSTHS. pabota
KnmeHTOOpHEHTHPOBAaHHOCTh B CEPBUCHOW JIOTUCTHKE. BHyTpeHHHMI M
BHEIIHUWA  JIOTHCTHYECKUil  cepBUC.OCOOCHHOCTH  JIOTUCTHYECKOTO
cepBrca B (PyHKIMOHATBEHBIX 00JIACTSIX JIOTUCTUKH.
Pa3}1e.n 2. « Opraﬂmauuﬂ H OIICHKa KayeCcTBa CepBI/lCHOﬁ JIOTUCTUKHU HA KOMMEPYECKOM NPEANPUATHN
Bua 3ansarTus / Cemectp /| KonnuectBo
Ne HaumeHoBaHue TeMbl, KPaTKOe COAep:KaHue Komnerenmun
patotsl / popma IMA Kypc 4acoB
Tewma 2.1 ®opMupoOBaHUE CHCTEMBI JIOTHCTHYECKOTO CEPBHCAa KOMIAHUN
Y4YacTHUKM  CHUCTEMBI  JIOTHCTHYECKOTO  CepBUca  (BHYTpEHHHE
2.1 |moapa3meneHus, BHEIIHHE JIeKIIMOHHBIE 3aHATHS 2 2 T1IK-2
NOCTaBIIMKA M KIMeHThl). llomuTHka 0OCIY)KMBaHHMS — KIMEHTOB.
BsanmMozeiicTBrE JIOTHCTHKY ¥ MapKETHHIA [IPU




(bopMHpPOBaHUM ~ MOJMTHKH  oOCHyxuBaHus  kiaueHTa.  OCHOBHBIE
KaTeropuu MOTPeOUTENBCKOTO

CEepBHCA: DJIEMEHTBI IO CHEJKH, DJIEMEHTbI BO BPEMS CHEJIKH, JI€MEHTHI
mocie  caenku.  OCHOBHBIE ~ METOABI  pa3pabOTKM  CTparerhu
00CITyKHBaHUSI. BrnusHne ~— BHemrHeW ~— cpegpl  Ha  CTPATETHIO
00cCITy)KMBaHUSI.

Paspabotka cranjapra ycinyr. opMupoBaHHe CHCTEMBI yCIyT
JIOTUCTHYECKOTO  cepBHca.  ANTOpUTM  (pOPMUpPOBAHHMS  CHCTEMBI
JIOTHCTHYECKOTO CepBHCA.

Tewma 2.1 ®opmMHpoBaHHE CHCTEMBI JIOTUCTHYECKOTO CEpBHCa KOMIAHUHU
Y4acTHUKM ~ CHUCTEMBI  JIOTHCTHYECKOTO  CcepBHca  (BHYTpPEHHHE
MO/Ipa3/Ie/ICHNs, BHELIIHHIE

MOCTABIIMKM ¥ KiuueHTsl). [lomuTuka oOCHy)KMBaHHS — KJIHMEHTOB.
BsaumoneiicTBrE IOTMCTUKY ¥ MAPKETHHIA IPU

(GOpMHPOBaHUM ~ TOJHUTHKK  oOCHyXuBaHHs  kiueHTa.  OCHOBHBIC
KaTeropuH MOTPEOUTEILCKOTO

55 |cepBHCA: DNEMEHTBI 1O CHSIKH, HIEMEHTh BO BPEMs CHEIKH, IEMEHTHI [pakTuyeckue 5 K2
mocine  caenaku.  OCHOBHbIE ~ METOABI  pa3pabdOTKM  CTparervu 3aHATHUS
o0ciTyKMBaHUSI. Bnusame — BHemHeH ~— cpensl Ha  CTpATeTHIo
00CITyKHBaHUSI.

Pa3pabotka cTannapra yciyr. GopMupoBaHHE CHCTEMBI YCIYT
JIOTUCTUYECKOTO  cepBHca.  ANTOpUTM  (POPMHPOBAHUS  CHCTEMBI
JIOTHCTHYECKOTO CepBHCa.
IMoaroroBka pedeparoB M Mpe3eHTALMUH 110 OCHOBHBIM BOIIPOCaM TEMBI €
ncnoss3oBanneM nakera LibreOffice.
Tewma 2.1 ®opMupoOBaHUE CHCTEMBI JIOTHCTHYECKOTO CEPBHCAa KOMIAHUN
V4YacTHUKH ~ CHCTEMbI  JIOTUCTHYECKOTO  cepBuUca  (BHYTpEHHHE
MOApAa3/IeNIeHNs, BHELIIHIE
ITOCTaBIIUKHU H KJ'll/leHTbl). TTonutnka 06CJ'ly)KI/IBaHI/Iﬂ KJIIMCHTOB.
B3anMoieiicTBHE JIOTUCTHKK M MapKETHHTA IIPU
(GOpMHPOBaHUM ~ TOJMTHKH  oOCHyXuBaHMs  kinueHTa.  OCHOBHBIC
KaTeropuu noTpedUTesIbCKOro

CamocTosTenbHas

2.3 |cepBuca: 3JIeMEHTHI J0 CAEIKH, SJIEMEHTHl BO BPEMs CJICJIKU, JJIEMEHTHI 6 25 TIK-2
mocine  caenku.  OCHOBHbIE ~ METOABI  pa3pabOTKM  CTparervu pabora
00CITyKHBaHUSI. BrnusHne — BHemrHed — cpeapl  Ha  CTPATETHIO
00CITy)KMBaHUSI.

Pazpaborka cranaapra yciayr. @OpMHUpPOBaHUE CHCTEMBI yCIyT
JIOTUCTUYECKOTO  cepBHCa.  AJNTOpUTM  (pOPMUpPOBaHHMS  CHCTEMBI
JIOTHCTUYECKOTO0  CepBUCA.BHYTpeHHMI W  BHEIIHUM ayguT 1pu
(hOpMUPOBAHHY TTOJUTUKHU 00CITY)KHBaHUSI.

Tema 2.2 YmpapineHHe KaueCTBOM OKA3aHHUS JIOTHCTUYECKUX YCIyT
KoHTpone M MOHHTOPUHI MOKa3areieil OLECHKH, aHaIu3 pe3yJbTaroB,
peryJiaupoBaHue

(KOppEeKTHpOBKa) MHPOLIECCOB 0  BBIXOJY HA  3alUIaHUPOBAHHBIC
roKazarei. YpoBeHb  OOCITY)XMBAaHUSI ~KJIMEHTOB: Oa30BBI  yYpPOBEHb
CEepBHUCA, YPOBEHB C 100ABICHHON CTOMMOCTBIO.

KintoueBbie mokazarenu  3(QEeKTHBHOCTH OOCIY)XHUBaHHS  KJIHEHTOB.
CoBepuieHHbIH 3aka3. Cucrema

24 C6aIIaHCI/Ip0BéiHHI>IX roKazareyied IpH JIOTUCTHYECKOM OOCITy>KHBaHUHI JIeKIHOHHBIE 3aHSTHS 2 MK-2
moTpeduTenei.

JlesTeNnbHOCTh  JIOTUCTHKM, HAlpaBlICHHAs Ha IOBBILIEHHE YPOBHS
00cITyKMBaHUSL.

KoHnenuust «UEHHOCTH Ui KJIWCHTa». BiusHME JIOTUCTHKH Ha
MOBBIILIEHUE TIPEUMYLIECTB OT

NpUOOPETeHUsT TOBAPOB W YCIYr M COKpAIICHUs 3arpar. AJITOPUTM
yIpaBJIeHUsS KaueCTBOM JIOTHCTHYECKOTo cepBuca. Crparerus aHaimmsa
KayecTBa JIOTUCTHYECKOro cepBuca. OCHOBHBIC METOIbI —aHAIHM3a
KayeCcTBa JIOTHCTHYECKUX YCIIYT.

Tema 2.2 VYmpapneHune KaueCTBOM OKa3aHUS JIOTHCTUIECKUX YCIYT
KoHTpons M MOHHUTOPHUHI IOKa3aTejedl OLEHKH, aHalu3 pe3yJbTaroB,
perynupoBaHue

(KOppeKTUPOBKA)  MPOLECCOB MO  BBIXOAY HAa  3alUIaHUPOBAaHHbIC
MOKa3arenu. Y poBeHb  OOCIY)KMBAaHUsSL ~KJIMEHTOB: 0a30BbIi  YPOBEHb
CEepBHUCa, YPOBEHB C J00aBJICHHON CTOMMOCTEIO.

KitoueBele mokazarenu  3(QEKTHBHOCTH OOCITY)XHBAaHHS  KJIMCHTOB.
CosepieHHsIi 3aka3. Cucrema

25 cOQIaHCUPOBAHHBIX IOKa3areNeld IpU JIOTHCTHYECKOM OOCIYy)KHBaHHU [pakTuyeckue 5 K2
nmoTpeduTenei. 3aHATHUS
JlesTeNnbHOCTh  JIOTUCTHKM, HAlpaBlICHHAs Ha IMOBBILICHHE YPOBHS
00CITyKHBaHUSI.

Konnenuust «ueHHOCTH Ui KJIMEHTa». BiusHue JIOTUCTMKM Ha
MOBBIILIEHUE TIPEUMYIIECTB OT
MpUOOpeTeHHss TOBAapoOB M YCIYr W COKpallleHHs 3arpar. AJTopuT™M
YNpaBIe€HUsl KauyecTBOM JIOTMCTHYECKOro cepsuca. Crparerus aHaiusa
KauecTBa JIOTUCTHYECKOro cepBuca. OCHOBHBIE METOIbI —aHAIM3a
KaueCTBa JIOTHCTHYECKUX YCIYT.




IoaroroBka pedeparoB W MPE3eHTALMI 110 OCHOBHBIM BOIPOCAM TEMBI C
ncnosb3oBanueM maketa LibreOffice.

Tema 2.2.KmroueBble mnokazarenn SGQEKTHUBHOCTH — 0OCITyKUBaHUS
KIMeHTOB. MesxayHapoansle crangaptel 1SO-9000 mno ympasneHuio u
obecrieueHno KadecTBa ycuyr. [IpoOmembl KadecTBa W 0€30MaCHOCTH
yCIYr B HpaKTHKE COBPEMEHHOIO cepBHca .JleATenbHOCTh JIOTHCTHUKH,
HaIpaBJIeHHAs HA OBBILIEHUE YPOBHS 00CITY>KHBAHHS.

KoHmenmust «IEHHOCTH JuIi KiIWMeHTa». Bimsaue normctuku Ha| CamocTosTenbHas 5
MOBBIIICHUE MIPEUMYIIECTB OT pabota
NpUOOPETeHNs TOBApOB M YCIAYyT U COKpAUIeHHs 3arpar. AJITOpHTM
YIpaBJIeHUsT KaueCTBOM JIOTHCTHYECKOro cepsuca. Crparerus aHamusa
KagecTBa  JIOTHCTHYECKOro  cepsuca.  VIHHOBaMuM  Ha  pBIHKE
JOTUCTHYECKUX YCIYT H CEepBHCHOro oOcmyxuBaHus.OcoOeHHOCTH
npolecca BHEAPEHHUs] MHHOBALMH B Chepy JIOTUCTHYECKHUX YCIIYT.

2.6 25 [K-2

2.7 |IloaroroBka K MPOMEKYTOYHON aTTeCTallui Dk3ameH 2 9 IK-2

4. ©OHJI OHEHOYHBIX CPEACTB

CrpykTypa W conepkaHue (OHIA OIEHOYHBIX CpPEACTB JUIS TPOBEACHUS TEKYIIEro KOHTPOJIA M MPOMEKYTOYHOW arTecTaluu
npeacTasieHsl B [Ipunoxernu 1 x pabouei mporpaMMe JUCIUIIIHHBL.

5. YAEBHO-METO/JUYECKOE U UH®OPMAIIMOHHOE OBECIIEYEHUE JUCHUITIJINHBI

5.1. YueOHble, HAyUHbIEe U MeTOANYECKHE H3TAHUS

ABTOpBHI, bubnmorexa /
3ariasue HsnarenscTBO, 1O
COCTaBUTEIHU Konugectso
1 CanoxuH A. I1. CepBHCOJIOTHS: YeNIOBEeK U ero notpednoctu: yued. | M.: Omera-JI, 2010 bubnnorexa PI' DY
nocooue (PUHX) / 69 3k3.
2 Xanposa C. M. Jloructudeckuii cepBuc B riobanbHOM s5koHOMEKe: | MockBa: M3narensckuii OBC «YHuBepcUTeTCKas
MoOHOTpahus oM «MEJIATII», 2004 OuOIMOTEKa OHIIANHY
3 Poccuiickoe npeanpuHUMAaTenbCTBO: Mocksa: KpearnBhast OBC «YHuBepcUTETCKas
BCEPOCCHICKUI eKEeMECSIHbII HayqYHO- sKOHOMHMKa, 2011 OnOIHMOTEKA OHIANH»
NPaKTUYECKUH JKyPHAT IT0 3KOHOMHUKE: JKYpHAT
4 Heworaii, H. B. JlorucTrka. YpasieHne [emoIKaMy MOCTaBOK: Mumnck: TerpaCucremc, 9BC «IPR SMART»
OTBETHI Ha DK3aMEHAIIMOHHBIE BOIIPOCHI TeTpaﬂHT, 2013

5.2. TIpodeccnonanbHble 6a3b1 JAHHBIX H HHGOPMAIIMOHHBIE CIPABOYHbIE CHCTEMBI

1. bas3br mannbix Poccrara https:/gks.ru/databases

2. basel manubIX PoctoBcrarahttps://rostov.gks.ru/folder/56777, https://rostov.gks.ru/folder/29957
3.1CC «KoncynbranTlliroc»

4.UCC «I"apant» http://www.internet.garant.ru/t

5.3. IlepeyeHb MporpaMMHOro odecrnedeHust

Oneparmonnas cucrema PEJ] OC
LibreOffice.

5.4. YaeGHO-MeTOIHYECKHE MATEPHAIBI /151 00YIAIOIIHXCS ¢ OTPAHAYEHHBIMH BO3MOKHOCTSIMH 3I0POBbS

IIpy HEOOXOAMMOCTH 110 3asiBJICHUIO OOy4Yarollerocs C OrPaHUYCHHBIMH BO3MOXKHOCTSIMM 3JI0pPOBBSl  y4eOHO-METOANYECKUE
MaTepHabl MPEAOCTaBIAIOTCA B (OpMax, aqaNTUPOBAHHBIX K OTPaHWYCHUSM 3[0pPOBbS M BOCHPHATHS HMHpopMmammu. [lns mwi c
HapyIIeHUSIMH 3peHHsA: B (opMe aynuodaiina; B medaTHOH (opMme yBeTHUEHHBIM mpupToM. s JIUI ¢ HapymICHWSIMH CIyXa: B
(opMe SNIEKTPOHHOTO JOKyMEHTa, B medarHoi Qopme. i Ul ¢ HapylIeHHSMH OIOPHO-IBUIATENIbHOTO ammapara: B (opme
JIEKTPOHHOTO JIOKYMEHTA; B I1e4aTHOH (opMe.

6. MATEPUAJIBHO-TEXHUYECKOE OBECIIEYEHHUE JUCHUIIJINHBI

IMomerueHust 1uist BceX BHJOB pabOT, MPEIyCMOTPEHHBIX Y4EOHBIM IIJIAHOM, YKOMIUIEKTOBAaHBI HEOOXOIMMOIl ClenUaTn3upOBaHHOM
y4eOHOI1 MeOembIo M TEXHUUECKUMH CPEICTBAMH 00yUSHHUS:

- CTOJIBI, CTYJIBS;

- IEPCOHATBHBIA KOMITBIOTEP / HOYTOYK (IIEPEeHOCHOI);

- IIPOEKTOP;

- 9KpaH / MHTEpaKTHBHAs JOCKA.

7. METOJNYECKHUE YKAZAHUA /IUISA OBYYAIOIINXCSA 11O OCBOEHHUIO JUCIHUIIJINHBI

MeTtoaudeckue YKazaHus 110 OCBOCHUIO JUCHHUIIIMHBI IIPEACTAaBJICHBI B HpI/IJ'IO)KeHI/II/I 2k pa6o'{el71 mnporpamMmme qUCHUITIUHBI.




[Tpunosxxenue 1

®OH/I OHEHOYHbIX CPEACTB

1. Onucanue nmoka3zarejeid 1 KpUTepueB OLEHUBAHNSI KOMIETEHIMH HA Pa3JIMUHbIX
Tanax ux (popMupoBaHUSA, ONMCAHME IIKAJ OLIEHUBAHUSA
1.1 Iloka3aTenu U KpUTEPUH OLICHUBAHUS KOMIIETECHIIMIA:

3VH, IToxasarenu oueHuBanus | Kpurepuu oneHUBaHUsA CpeactBa
COCTaBJISIONIHE OLIEHUBaHMS
KOMITETEHIIHIO
[IK-2: CnocobeH ympaBiATh JOTHCTUYECKON HH(PPACTPYKTYpOH OpTraHM3alldd W OIICHUBATh €€
3¢ (HEeKTHBHOCTh
3 - KonrenrtyansHoe | YpoBEeHb 3HaHUM, | HOJIHOTA U  COAEpXKaTeJabHOCTh | Bompockl
HOHATHE CEPBUCHOM | MOTYYCHHBIX OTBETa Ha H3Yy4aeMble BOIPOCHL; | IK3aMEHY
JOrMCTHKH; CTYAGHTAaMH B  XOJ€ | BIIaJICHUE kateropuanbHbeiM | (1-36),
IIPUHIMIIBL, 3aJaYU U | y3yyeHUs  MaTEpUAIOB | alllapaToM; YMEHHUE IO0Jb30BaThes | TecThl  (1-
(yHKLMM CCPBUCHOM | pexyppi, y4eOHOI | TOTONHUTENBHON uTepaTypoit ipu | 20),  Keiic-
JIOTHCTHRH,  YCIYIH | jyreparypbl IPH | TIOATOTOBKE K 3aHATHUSIM; 3a/aun
JOTUCTUHCCKON [IOATOTOBKE K (xeiic  1-5),
HH(PACTPYKTypE! MPAKTUYECKUM 3aHITHIM cobeceoBa
Hue (pazgen
1-2),
pedepatsl
(1-22),
YCTHBIH
ompoc  (1-
30)
Y - BBINOJHATH | MOUCK u cbop | ymeHue aHaM3MpoBaTh, | Bompocsl k&
aHaIN3 Ka4yecTBa | HEOOX0UMOMN CPaBHUBATb, 0000m1aTh, | 3K3aMEHY
JIOTHCTUYECKOT O JIUTEPATYPBl B OOJIACTH | KOHKPETU3UPOBATH u | (1-36),
cepBuca, CepPBUCHOM  JIOTUCTHKH, | cHcTeMAaTH3MpOBaTh  HM3ydeHHbIH | TecThl  (1-
¢dbopmupoBaTh UCIIOJIb30BaHUE MaTepHa; ymenne | 20),  Keiic-
TOJINTHKY COBPEMCHHBIX apryMEHTHPOBAHO U JIOKA3aTeJbHO | 3a/1a49u
CCPBUCHOTO HH(OPMAITHOHHO- 000CHOBBIBaTH CBOKO  IMO3UIHIO; | (keiic 1-5),
O6CHy)KHBaHH’f B | KOMMYHHKAIHOHHBIX yYMEHHUE y4acTBOBaTh B JIUCKYCCHH | coOeceoBa
JIOTHCTITACCKOU TextoIorn " o POOIEMHBIM BOTIpocaM | HUe (pazmen
cucreMe IJ100abHBIX .
HH(OPMALHOHHBIX U3y4aeMod JUCIHMIUIMHBI;, yMeHue | 1-2),
DECYPCOB B IIPOIECCS CBOOOJTHO  BHINOJIHATH sazanu, pedepatbl
IOArOTOBKH « | IPCNYCMOTPEHHBIC ~ MPOrpaMMOii (1-22),V
COBECEIOBAHMIO: JUCLUTUTHHBI YCTHBIH
CHCTEMaTU3UPYET ompoc  (1-
uH(pOpMAIIHIO npu 30)
Hanucanuu pedepara
B - HaBblkamu | BiajeHUE HaBBIKAMU | BIIAJICHHC KaTeropuaibHbIM | Bonpockl K
yIIpaBJICHUS TIOUCKa, anmnapaTom;yMeHue HK3aMEHY
KaueCTBOM cOopa 1 UCIOJIH30BAHUS aHAJIM3UPOBATh, CpPaBHUBATb, (1-36)'
JOrMCTUICCKUX HE0OX 0 IMMOH 0000mmare, KOHKpeTu3upoBaTb H | Tecthl  (1-
YCIIYT; ONpPEIENeHNs | HHQOPMALHH 1O CUCTEeMaTU3UpOBaTh  HU3y4deHHbIH | 20),  Keiic-




KPUTEPHEB, MIPUMCHCHHIO MaTepHa; YMEHHE  JIaBaTh | 3a/1a4u
KJTFOUEBBIX JIOTUCTUYECKOTO ucuepIbiBaInue 1 000cHOBaHHbIC | (keiic 1-5),
TOKa3aTeleH AHAIUTHICCKOTO OTBETHl Ha BCE IMIOCTABIICHHBIC | coOeceoBa
o PEeKTUBHOCTH W | HHCTPYMCHTapHsl IIPH | BOIIpOCHI, IIPaBUIILHO u | HUe (pasgen
Les1eco00pasHoro peICHUI paLOHAIILHO BBITOIHATE | 1-2),
YPOBHA MpOGhecCHOHATBHBIX IPAKTUYECKUE 3a/IaHHUs; pedepats
00CITy)KMBaHUS 3aau u OUEHKH | y\iopne  aprymentuposano  u | (1-22),
KJINEHTOB KTHBHOCTH .
JIHCHTO hde 1BHOC JIOKa3aTeIbHO 00OCHOBBIBATh CBOKO | YCTHBIM
pemieHud B oOyactu .
. MO3UIMIO; YMEHHUE ydacTBOBaTh B | ompoc  (1-
CEPBUCHOM JIOTUCTUKH
JTUCKYCCHH o npobaemubiM | 30)
BOIIPOCAM M3y4aeMOU JUCIUTLINHBI

1.2. [IIkaspl OllECHUBAHUA:
Tekymuii KOHTPOJIb YCIIEBAEMOCTH W IPOMEKYTOYHAs aTTECTALMS OCYILECTBISAETCS B

paMKax HaKOIMHUTEJIbHON OAJITbHO-PEUTHHTOBOM crcTeMbl B 100-0a/ibHOM 1IKae.

84-100 6aoB (OLIEHKA «OTIMYHO)

67-83 6aToB (OLIEHKA «XOPOIIO»)

50-66 0aioB (OlLEHKA «YAOBIECTBOPUTEIHHOY)
0-49 6anoB (0LIEHKA «HEYIOBIETBOPUTEIHHO))

2. Tunosnle KOHTPOJIbHBIC 3aJlaHUfl WJIM HHbIC MaTEpHalbl, HQOﬁXOI[I/IMbIe AJIA

OLICHKH 3HAHUH, YMEHHMi, HABBIKOB M (WJIH) ONbITA JAEATEJNbHOCTH, XapaKTepu3yoluxX
Tanbl GOpMHUPOBAHNS KOMIIETEHUMH B Npoliecce 0CBOEHUsI 00pa30BaTeILHON NMPOrPaMMbl

ok wdE
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Bonpocsl k 3k3ameny
OnpeneneHre CEpBUCHOM JIOTUCTUKH, €€ 1IETU U 3a/1a4u
[TpuHIUTIBI TOTUCTUYECKOTO CEpPBHUCA
Jloructuueckuii CEpBUC U €ro COCTABIISIOLINE.
BiustHue 1IOrucTHYECKOro cepBrca Ha KOHKYPEHTOCIIOCOOHOCTD TIPEATPUSITHSL.
KIi1MeHTOOpueHTUPOBAHHOCTh B CEPBUCHOM JIOTUCTHKE
O6nactT TpUMEHEHHUs JIOTHCTHYECKOTO CepBHCAa HAa COBPEMEHHOM KOMMEPYECKOM
MPEANPUITHH.
Oco0eHHOCTH JTOTUCTUYECKOTO CEPBUCA B TOPTOBJIE.
CymHOCTh cepBrca TOTPEOUTETHCKOTO CIIPOCa.
CylrHoCTh MPOU3BOICTBEHHOTO CEpPBHCA.
[TpenmpoaakxHoe U MOCIENPOIaKHOE 00CTYKIUBAHUE.

11. TpaHCIOPTHO-3KCIIEAUIMOHHBIE YCIIYTH KaK 2JIEMEHT JIOTUCTUYECKOTO CEPBHUCA.
12.Cxiafgckue ycinyru Kak COCTaBIISIOLINE JIOTUCTUYECKOTO CEPBHUCA
13.1HpopManimoHHbII CEpBUC B JIOTUCTUKE

11.
12.
13.
14.
15.

16.
17.
18.
19.
20.

DKCIeAUIIMOHHOE 00CTyKUBaHHUE.

VY4acTHUKHU CUCTEMBI JIOTUCTUYECKOTO CepBHUCa (BHYTPEHHUE M0/Ipa3ieieHNs, BHEILTHHUE
MIOCTABIIAKH U KIIUEHTHI).

[TonmuTHka 06cayKMBaHUS KJIMEHTOB.

B3anmMopelicTBie TOTUCTUKA W MapKEeTUHTA MPH (POPMHUPOBAHUM TIOJTUTUKU OOCITYKHBaHUS
KJIMEHTA.

OcHoBHbIE METOIbI Pa3pabOTKU CTpaTEruu 00CTYKUBAHUSI.

BnusiHue BHeIIHeH cpesibl Ha CTPaTeruio 00CTyKUBaHHUS.

Pazpabotka cranmapTa yciyr.

DopMHUPOBAHUE CUCTEMBI YCIIYT JIOTUCTHYECKOTO CEpBHCA.

Anroput™m (OpMHUPOBAHMSI CUCTEMBI JJOTUCTHUECKOTO CEPBUCA.
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21. YpoBeHb OOCTY)KMBaHHS KJIMEHTOB: 0a30BBI ypOBEHb CEPBHCA, YPOBEHb C I00aBICHHOMN
CTOMMOCTBIO.

22. KimoueBble nmoka3aTtenu 3 pekTuBHOCTH 00CITyKUBAHHSI KIIMEHTOB

23. Cuctema  cOanaHCHUPOBAHHBIX  IOKa3aTelell MpH  JIOTUCTUYECKOM  OOCITY)KHBAHUH
norpedurenei.

24. JlesTenbHOCTD JIOTHCTUKH, HAITPAaBJICHHAs Ha MTOBBIIICHNE YPOBHS 00CTYKHBAHHUSL.

25. KoHnenuus «1IeHHOCTH 151 KITUEHTay.

26. ATOpuTM ynpaBJIeHUs KaYeCTBOM JIOTHCTHYECKOTO CEPBHCA.

27. Ctparerus aHajin3a KauecTBa JIOTUCTUYECKOTO CEpBHUCA.

28. OCcHOBHBIE METO/IbI aHAJIN3a KAUeCTBA JIOTHCTHUECKHUX YCIYT.

29. Iloka3zaTeny KauecTBa CEPBUCHBIX YCIYT.

30. XapakTepucTHKa OCHOBHBIX 3aTpaTr, CBS3aHHBIX C MPEJIOCTABICHHEM JIOTHCTHYECKOTO
cepBHuca.

31. [TapameTpsl U3MEPEHUS KaueCTBA JIOTHCTHYECKOTO CEPBHUCA.

32. [IpuuuHHO-CNIeAICTBEHHAs quarpaMma (auarpamma Fcnukassr).

33. Mopenp OLeHKH KayecTBa JOTUCTHYECKOTO CEpBUCA TIOTPEOUTENEM.

34. [IpnuuHBl BOSHUKHOBEHUSI HEYJOBIIETBOPEHHOCTH TIOKYTIATENS B KAYECTBE CEpBHUCA.

35. MeToayka MOCTPOCHUS O’KUIAHUN TIOKYIATEIbCKOTO CEPBHUCA.

36. GAP-mozens 3edTriaamia.

Kputepuu oneHuBaHus 3HAHUI CTYJAeHTA Ha dK3aMEHE:
Onerka «oTan4H0»(84-100 6ayuioB )BBICTABISETCS, €CITU CTYACHT:

* O00CTOSATENBHO, C JOCTAaTOYHOW  TIOJHOTOM  W3JIaraeT  CYIIHOCTh  BOIIPOCOB
JK3aMEeHAaIMOHHOT0 OMIeTa;

e  JIaeT NMpaBWIbHBIC POPMYITUPOBKH, TOUHBIC ONPEICICHHISI MOHATHI, 3aKOHOB U TCPMUHOB;

* oOHapy)XUBaeT MOJHOE IOHUMAHUE MaTepUalia U MOXeT 000CHOBATh CBOI OTBET. MOXKeT
MIPUBECTH MIPUMEPHI, HE TOJIBKO JTAHHBIC B yYCOHHKE, JISKITUAX, HO U MIOJMEUCHHBIC CTYJICHTOM Ha
9KCKYPCHSIX M BO BPEMSI IIPOXOXKICHUS MPAKTHKH, & TAKKE JEMOHCTPUPYET 3HAHHMS, TIOJTYYCHHBIC
U3 JIPYTHX MCTOYHUKOB WH(pOpPMAIUK (CIeUaNTbHEBIC )KyPHAIbI, HAyYHBIC JOKIAIbI, pedepaTsl,
MOHOTpaduu, BHICTABKU MO MPO(UIIO CIIENUANTBHOCTH, HAyYHO-TIPAKTHUECKUE KOH(GEPEHIIUU U
T.1.);

* cBOOOJHO BNaJEET MaTepUANOM, IOKa3blBas CBA3aHHOCTh M TOCJEI0BATENbHOCTh B
U3JIOKEHUH, TPUBIIEKACT MPH W3JIOKEHUM CYINTHOCTH BOMPOCOB 3HAHUS IMPOMEKYTOUYHBIX
YUeOHBIX TUCIUILINH;

° KpaTKo, YETKO U TI0 CYIIECTBY OTBEUYACT Ha BOIPOCHI, 33/JaBAEMbIC WICHAMH KOMUCCHH

OueHka «xopomoy (67-83 Gasna) cTaBUTCS, €CIIU CTY/ICHT:

* JIaeT OTBET, Y/OBJIECTBOPSIOMINI TeM k€ TPeOOBaHMIM, YTO U JUIS OIICHKHA «OTJIIMYHOY», HO
JIONYCKAaeT MpU ATOM €IUHHYHBbIE OLUIMOKM M HETOYHOCTH, KOTOpBIE CaM >X€ YTOUHSET WM
UCTIPABIISIET MOCTIE 3aMEYaHUI MPEToJaBaTeNs W YWICHOB KOMHUCCHH,

OreHka «yaoBjeTBOpuTeIbHO» (50-66 6aIOB) CTABUTCS, €CIIU CTY/ICHT:
*  JIOITyCKaeT HETOYHOCTH B (POPMYIHUPOBKE PABUII, TEPMUHOB, (OPMYIUPOBOK, 3aKOHOB;
*  u3Jaraet MaTepuai HeOCTaTOYHO CBA3aHHO U MOCIIEI0BATEIBHO.

OrieHKa «HeyA0BJIeTBOPUTENbHO» (0-49 0asioB) CTABUTCS, €CITH CTY/CHT:

* oOHapyXuBaeT He3HaHHE OOJbIIEH YacTH MaTepuana COOTBETCTBYIOIIMX BOIPOCOB
9K3aMEHAIIMOHHOTO OWyeTa, JIOIyCKaeT B ()OPMYIMPOBKAX OIPENEICHUH, MOHATHH W TPaBUI
HETOYHOCTHU M OIIMOKH, NCKAXKAIOIIME UX CMBICIT,

* OecropsZIOYHO W HEYBEPEHHO W3JIaraeT CojAep)KaHHEe Marepuaia, COIpPOBOXKIas
U3TI0’KEHUE MaTepualia YacThIMU 3aMUHKAaMU U TIPEPBhIBAHUEM;

* oOHapy)XHBaeT MOJHOE HE3HAHWE WJIM HEMIOHMMaHUE MaTepHraa.

TecTnl



1.bank Bonpocos

1.Y1o0 Takoe JOrucTUYECKUil cepBuUc?

A) CoOBOKYIMHOCTh HEMATEPUAIBHBIX JIOTHCTUYCCKUX OIEpaIfii, 00eCreunBarOIINX
MaKkCHMajJbHOE  YAOBJIETBOPEHUE CIOpoca MOTpeduTenell B  Mpolecce  ynpaBlIeHUS
MaTepHaJbHBIMU, (PMHAHCOBBIMU U WH(GOPMAIIMOHHBIMH MTOTOKaMH HanboJjee ONTUMAIbHBIM (C
TOYKH 3PEHHUS 3aTPaT) CIOCOOOM.

b) Yactb SKOHOMMUYECKON HayKu, MPEAMET KOTOPOW 3aKIIIOYaeTcsi B OpraHU3alUH
paloHaIbHOIO MpoLecca MPOIBMKEHUS TOBAPOB U YCIIYT OT MPOU3BOAUTENCH K MOTPEOUTEISAM,

B)O6a otBeTa BepHbI

2. O0beKTOM JIOTUCTHYECKOI0 CEPBHUCA ABJIAIOTCS:

A) maTepuanbHbli IOTOK;

b) norpeburenn MarepuaibHOTO MOTOKA;

B)nro60#i moTok, (YHKIIMOHUPYIOMIUHN B JIOTHCTUYECKOM CUCTEME MPEATIPUSATHUS

3. IIpu ynpaBJieHUM CePBUCHBIMH MOTOKAMHU B JIOTHCTHKE UCIOJIB3YIOTCSI IPUHIUIL
aganTuBHOCTH. /laliTe XapaKTepuCTHKY 3TOMY NPUHIHITY:

A) mpenrmnonaraeT co3JaHUe PaBHBIX YCIOBHI B OpraHU3aIMK JOTUCTUYECKOTO CepBUCa
JUISL BCEX YYaCTHHUKOB LIETIOYEK ITOCTaBOK.

b) unTerpauus pa3iaudHbIX BUIOB JEATEIBHOCTH BHYTPU 00CTYKUBAIOIIEH KOMITAHUH, &
TaKkke padoTa JIOTUCTHYECKOTO MpOBaiiepa B TECHOW B3aMMOCBS3U C APYTUMH YY9aCTHHKAMHU
[[ENU MMOCTaBOK M OPHEHTAIUs Ha OOIINUN KOHEUHBIH pe3ylbTaT paboThl BCEil CUCTEMBI

B) o3Hauaer ObICTpYIO NpPUCHOCOONIAEMOCTh LENEH IOCTaBOK M, B TOM YHCIIE,
NPEANPUITHI CEPBUCA K MEHSIOIIMMCS YCIOBHUSM [0 MEpPE Pa3BUTHUS CTPYKTYp M CTpaTerui
pBIHKA.

4. Ilo xapakTepy BbINOJHAEMbIX BUJ0B eI TeJIbHOCTH MOKHO BbIICJUTh:

A)cepBuc B cdepe 3aKynok, MPOU3BOACTBEHHBIN CEPBUC, CEPBUC B O0JIACTH MPOAAK,
CKJIa/ICKOW CEPBHC,TPAHCIIOPTHBIN CEPBHUC;

b) nompomaxHblii cepBUC, OOCIIy)KMBAaHHE BO BpeMs IPOAAXH, IOCICHPOIAXKHbIN
CEPBHC;

B) wmarepuanbHblii, HH(QOPMAIMOHHBINA, (UHAHCOBBIN, KaJPOBBIM JIOTUCTUYECKHUH
CEpBHC.

S5.9kcneqMIMOHHAsT  JEeATEIbHOCTL NPH  OOCHYKMBAHMH  MaTepPHAJIbHBIX
NOTOKOB BbINOJIHSAET YCIAYIH:

A) KOMHCCUOHHUPOBAHHUE, MOATPYNIIMPOBKA u yIaKoBKa Ipy30B,
JIOKYMEHTAIbHOE oopmiieHne IIEPEBO30K u pacyeTsl o Tapudam 3a
MIEPEBO3KY C TPAHCIIOPTHBIMU IIPEANPUATHIMU;

b) MIOTPy3049HO-Pa3rpy304HbIE " CKJIAJICKHE OIEepALNH, KOTOpBIE
BBITIOJIHSOT KaK Ha PErMOHAIIbHBIX pacrpenenuTeabHbIX CKJIaJax,
CO3J1aBa€MBbIX MPEIPUATUIMHU, BBITYCKAOIMMHU TOTOBYIO IIPOLYKIHUIO.

B) ¢opmupoBaHne KOMMYHHMKAlIMOHHBIX HPOTPaMM JIOTUCTHYECKOTO MpeanpUsTHs,
OKa3aHHUe yCIyT M0 CTUMYJIUPOBAHUIO TOBAPOIBHKECHHUS

6. Pacxoabl Ha JIOTHCTUYECKHI CEPBUC-ITO:

A) 3arpaTbl, CBsS3aHHbBIE C TMPEAOCTaBICHHEM MOTPEOUTENI0 KOMIUIEKCA YCIYT,
COIYTCTBYIOIIMX MPOJAXKE

b) 3arpartsl, cBsI3aHHBIE C CO3/1aHUEM MaTepUAIbHBIX TIOTOKOB

B) 3aTpaTsl , cBA3aHHBIE C OIUIATON YCIYT TOPrOBOTO MOCPEIHUKA

7.KiimeToOpHEeHTUPOBAHHOCTDH B JIOTUCTHYECKOM CepBUCE-ITO:

A) 93TO cTpaTerMuecKkuil TOJXOJ, HalpaBIeHHBIH Ha BBICTPAWBAHUE CHCTEMBI
JIOTUCTUYECKOI0 CEPBHCA C YUETOM IUIATEKECTIOCOOHOTO CIpoca MoTpeOuTeei;

B) »T0 cTparermueckuii TOAXOJ, HANpaBIEHHBIH Ha M3y4yeHHE MOTpeOHOoCTel
notpeduTeneil, CO3MaHUI0 LEHHOCTU [UIsi HHUX, BBICTPAMBAHUIO CHUCTEMBI JIOTHCTHYECKOIO
CepBUCa U MPOILIECCOB KOMIAHUU B COOTBETCTBHE C UX MOTPEOHOCTAMU M OXKUIAHUSIMHU.
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B) »oT0 crparernueckuil 1MOAXOJ, HAmpaBICHHBIM Ha W3y4yeHHE MOTpeOHOCTEeH
noTpeOuTeNnei, CO31aHUI0 LIEHHOCTH [Tl HUX U paboTy TOJIBKO C BBITOJHBIMU KJIMEHTaMU

8. BHyTpeHHHe MOTPedUTeH JTOTHCTHYECKUX CEPBUCHBIX YCJIYIr-3TO:

A) cTpyKTypHBbI€ NOJpa3/ieneHus (GUpMbl, Hy>KAAIOIUECs B JOTUCTUYECKON MOAIEpKKE
JUTSL BBITIOJIHEHHS CBOMX (DYHKIIUH

b) nuua mnm opraHu3anys, NOJIb3YIOLIUECS pe3yJbTaTaMu IMPOLECCOB AESITEIbHOCTH
OpraHu3aliy Ui yIOBIECTBOPEHUS TOTPEOHOCTEH.

B) nro6ble nuna u opraHuzanim, Noab3yIUecs JOrMCTHYECKON MOAIePKKON

9. ba3oBblii ypoBeHb CepBHUCA 10JI:KeH 00ecneYuBaThCA:

A) 0COOBIM, YHUKQJIBHBIM TOTPEOUTEIISAM;

b) norpedburensm cermenta B2C;

B) Bcem norpeOuTtensmM opraHusanuu

10. Ctparterust TOTaJbLHOI0 Y/10BJICTBOPEHHUsI CIIPOCA OCHOBAHA HA:

A) opueHTalK NOTpeOUTeNsl HA CTOMMOCTb CEPBUCA, & HE €r0 KaueCTBO M KOJIUYECTBO
IpeiaraéMbIx yCiyr;

b) KoHIenuMu COBEpLIEHHOTO 3aKa3a U sBIsETCS UAeaNbHON (HOPMOI JIOTHCTHYECKOTO
cepBuca

B) rereporenHble okuaaHus NOTpeOUTENECH U IUPOKYIO JUPPEPEeHIINALUIO YCITYT

11. Crparerusi cTaHAAPTHOIO JIOTHCTHYECKOI0 00C/Ty:KMBAHUSI OCHOBAHA HA:

A) opueHTanuK NOTpeOUTENsI Ha CTOMMOCTb CEpBUCA, a HE €ro KaueCTBO M KOJIUYECTBO
peiaraeMbIxX yCiyr;

b) KoHIenuMy COBEPLIEHHOTO 3aKa3a U sIBJIsETCs UAealbHON (OPMOI JOrHCTHYECKOTO
cepBuca

B) rereporenHsle oxuAaHus NOTPEOUTENEH U IUPOKYIO JU(PPEpEeHIIMALUIO YCITYT

12. B cepBucHO# JorucTuke pa3padarbiBalOTCsl CTaHAapThI o0cayxuBaHusa. Yro
3TH CTAHJAPTHBI 00eceYnBaIOT?

A) colustoJileHre HOPM M BO3MOKHOCTh OLIGHKHM KadecTBa OOCIY)KHBAHMS KJIMEHTa

MEpCOHAIOM;

b) enuHooOpasue mpeiaraeéMelx YCIyT;

B) ypoBeHb KOHKYPEHTOCIIOCOOHOCTH JIOTUCTUYECKOTO MPEATPUATHUS

13. Crangaprel B 00JIaCTH JIOTHCTHYECKOT0 OOCJHY:KMBAaHMS B CHCTeMe
TOBAPOABMKEHUSI JOJIKHBI YYUTHIBATH NIPABUJIA IPMOPUTETOB B BHINOJHEHHH 3aKa30B. UTo
o3Havaer npasuio SPT: «mpaBuiio kpaTyaiimei onepauum»?

A) HauBBICUIMI NPUOPUTET NPUIACTCS 3aKa3y, KOTOPBIA paHbIlIe JPYTUX MOCTYIHI B
JIOTUCTUYECKYIO CUCTEMY;

b) HauBblcMii TpUOpUTET MpHUAAETCA 3aKa3y C HaUMEHbIIEH JJIMTEIbHOCTHIO
BBITIOJIHEHUS B IaHHOM 3BEHE JIOTUCTUYECKON CUCTEMBI;

B) HauBbICIIMN NPHOPUTET MNpUIAETCS 3aKa3y, UMEIOLIEMY HauMEHBIIEEe PEe3epPBHOE
BpEMS BBIIIOJIHEHHUS

14. MeTo oneHKHM KadecTBAa JOTMCTHYECKOr0 cepBHca, OCHOBaHHbIH Ha Gap —
Mojeu 3edTramjia npeanoaaraer:

A) mnpennonaraeT OLEHKY psla [OKa3aTeled KayecTBa, COOTBETCTBYIOIIUX
ONpENeNIEHHbIM  KpUTEpUSIM:  JOCTYHHOCTb;  KOMMYHHKAO€IbHOCTb,  KOMIIETEHTHOCTb;
00XO0JIUTENIBHOCTb; I0BEPUTEIBHOCTD; HAIE)KHOCTD; OT3bIBUMBOCTh; O€30MaCHOCTD; OCSI3a€MOCTb.

b) HaxoxneHue 30HBI TOJIEPAHTHOCTH, NPEACTABISIEMYI0 COOOH pa3pbiB MEXIy
KayecTBOM YCIIyTH, OKa3aHHOW NOTPEeOUTEN0, U HEKOTOPOW YCIOBHOW XapaKTEepPUCTUKOM,
KOTOPYIO Ha3bIBAIOT «MUHUMAJIBHO MIPUEMIIEMBIM Ka4€CTBOMY.

B) ouenky kauecTBa Ha OCHOBE OIPENEICHUS] BETUYMHBI Pa3pbIBOB MEXKIY YCIYroii,
OKUIaeMOW TOTpeOUTENeM, M BOCHPUATHUEM YCIYTH IOCIE €€ OKa3aHus, MPUYEeM pa3phiB
TPaKTyeTCs KaK IPEBBIIIEHHE OXHJIaHUN MOTpeOUTENs] MO CPaBHEHHUIO C YCIYroul, peaibHO
OKa3aHHOU
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15. Merox ounmeHkM KadecTBa Jorucruyeckoro cepsuca SERVQUAL
npeanoJsaraer:

A) nmpenmonaraeT OLEHKY pslla IOKa3aTeled KadecTBa, COOTBETCTBYIOIIMX
ONpEACNIEHHbIM  KPUTEpUSM:  JOCTYIHOCTb,  KOMMYHHKAOEIbHOCTb,  KOMIIETEHTHOCTb;
00XOAUTENBHOCTD; JOBEPUTEIBHOCTD; HA/IE)KHOCTD; OT3BIBYMBOCTD; O€30MIaCHOCTh; OCSA3aEMOCTb.

b) nHaxoxkiaeHue 30HBI TOJEPAHTHOCTH, MPEACTABISEMYI0 COOOH pas3pbiB MEXIY
KaueCTBOM YCIYTU, OKa3aHHOW NOTPEOUTEN0, M HEKOTOPOM YCIOBHOW XapaKTEPUCTHKOM,
KOTOPYIO Ha3bIBalOT «MUHUMAJIBHO PUEMIIEMBIM Ka4€CTBOM).

B) oueHky kauecTBa Ha OCHOBE OIIPENEIECHMSI BEIMUYMHBI Pa3pbIBOB MEXKIY YCIYyroi,
OXXKHUJAaeMOW MOTpeOUTeNeM, M BOCHPHUITHEM YCIYTM IOCJIe €€ OKa3aHWs, IPUYEM pa3phbiB
TPAKTyeTCs KaK IPEBBIIICHUE OXHJIAHUI MOTPEOUTENss MO CPABHEHUIO C YCIYTOH, peasbHO
OKa3aHHOU

16. TexHoJiOTUM CepBHCA — ITO:

A) mocieoBaTeIbHOCTD BBITIOJIHEHUSI KOHKPETHOM JIOTUCTUYECKOM YCIyTH;

b) crangapTsl B3auMOACMCTBUS C KIIMEHTAMU,

B) npunnunel, npouenypsl U CTaHAApPThl B3aUMOJAEUCTBUS C KIMEHTAMM, NPUHSATHIE B
KOHKPETHOW OpraHM3alliy UK OMpe/IeIeHHON cdepe Ou3Heca.

17. ins onpenesieHUs ONTUMAJIBHOI0 YPOBHS 00CTY:KMBAHUS OCYLIECTBJISIETCH :

A) aHanM3 NOTPeOUTENbCKUX NPEANOYTEHUH U TEXHOJIOTHYECKUX U TPOU3BOICTBEHHBIX
BO3MOYXHOCTEMN MPEINPUATHS;

b) OajaHCUPOBKAa PAcXoOAOB, JIOXOJOB U MNpHOBUIM, peaau3yeTcss NPUHLUI
KOMITPOMUCCHOTO PEIICHHsI, MPH KOTOPOM (UPMBI TMPUIATal0T YCHIIUS, YTOOBI JOCTUTHYTH
HAWIyYIllero COOTHOLICHHSI MEXIy LIEHaMH U YPOBHEM OOCIYKUBaHMs, MEXIY PacXoldaMu U
JOXOJJAMH.

B) konuuecTBeHHas OLIGHKa COOTBETCTBHs (DaKTUUECKUX 3HAUYEHUI NoKa3aresnen
Ka4eCcTBa M KOJHMYECTBA JIOTUCTHUYECKUX YCIYT ONTHMAJIbHBIM WM TEOPETHYECKH BO3MOKHBIM
3HAYEHUSIM 3TUX [OKa3aTenen

18. 'mOKocTH MOCTABKHM KAK KPUTEPHUiA Ka4eCTBa JOTHCTHYECKOT0 00CTYKUBAHUS:

A) ompenensieT CIOCOOHOCTh MOCTaBIIMKA COOJIIOAaTh OOYCIOBIEHHBIE J0TOBOPOM
CPOKH BBITIOJTHEHHUS 3aKa3a

b) xapakrepusyer cTeneHb YJIOBICTBOPEHHUS IOKEIaHUU KIHMEHTa 00 H3MEHEHUHU
NEPBOHAYAILHBIX YCIIOBHM MOCTAaBKA 0€3 HapyIIEHUS COTJACOBAaHHOTO CpPOKA BBITIOJTHEHUS
3aKasa.

B) xapakrepusyer KajleHIApHBIA TEPHOA C MOMEHTA IMOJyYeHHs 3aKasza JI0 MOCTaBKU
[apTUH TOBAPOB MOTPEOUTEITIO.

19. HapgexHoCcTh TOCTABKM KAaK KpPUTEPHii KayecTBa JOTHCTHYECKOIO
00cIyKUBAHUA:

A) ompenensier cOCOOHOCTh MOCTaBLIMKAa COOMIOAAaTh OOYCIIOBJIEHHBIE JOTOBOPOM
CPOKH BBITIOJTHEHHUS 3aKa3a

b) xapakrtepusyer cTeneHb YHOBJIETBOPEHHUS IMOXKEJIAHUM KIMEHTAa 00 W3MEHEHHH
NEPBOHAYAJILHBIX YCIIOBHI IMOCTaBKM 0€3 HapyIIeHUs COIJIAaCOBAaHHOIO CpPOKa BBIOIHEHUS
3aKasa.

B) xapakrepusyeT KajieHIapHBIA MEPHOJA C MOMEHTA IMOJyYeHMs 3aKasza JI0 MOCTaBKU
napTUH TOBAPOB MOTPEOUTENIO.

20. ITepeuncauTe OCHOBHBIE BH/bI CKJIAJACKUX YCJIYT.

2. UHCTpYKUMS 10 BBINOJHEHHUIO

Tect no nucuumnae «CepBUCHAs JIOTUCTHKA» COCTOUT U3 26 3aganuii. Kaxmpoe rectoBoe
3a/laHue TpeCTaBIsIeT coO00M BOIIPOC U BAPUAHTHI OTBETOB.

Crynenty HeoOXOoaMMO BBIOpaTh HaWOOJIEE COOTBETCTBYIOIIMA TPABUIHLHOMY OTBETY
BapHaHT, 1 OTMETUTH HY>KHYIO OYKBY B MaTpHIle OTBETOB. [0 HEKOTOPBIM BOIIpOCaM TECTa UMEET
MECTO HECKOJIPKO TIPABMWIIHHBIX BAPUAHTOB OTBETA.
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Bpems Beimmonsnenus tecta: 40 MUHYT
B mpornecce TectupoBaHus 3amnpelnaeTcs UCHOJIb30BAHUE JIMTEPATYpbl M MOCTOPOHHEH
IIOMOLIH.

Keiic-3agaun

Keiic Ne 1. «O0ecneuenue Ka4ecTBa JJOTHCTHYECKHUX ONlEPaLUiD)

Poccuiickass  ¢dapmarieBTHUeCKass KOMIAHHWS BHEAPWIA CHCTEMY  TIOBBIIICHHUS
MPOU3BOJIUTEIILHOCTH TPY/a, B TOM YHUCIIC B OOJIACTH JIOTHCTUKU. B KOMIaHWM CUMTANH, YTO
BCE, YTO CBS3aHO C JIOTUCTHKOH, (POPMaIM30BAHHO W HAXOAUTCS MOJA KOHTpoieMm. Bce
UCTIONIB3YETCSI ¢ MAKCUMAIBHOM TPOU3BOUTEIBHOCTBIO M OTBEYAET CPEIHUM MOKA3ATEIISIM 110
orpaciu. HegaBHO B KOMIMaHMM OQUIIMAIBHO OBUIO OOBSBICHO O HAadaje CTPATETHYECKOTO
BHEJIPEHUST KOHIIETIIIUU «IIOJIHOTO KOHTposst kadectBay (Total Quality Man- agement). Llens -
«TIPEeABUICTh, MPEIBOCXUIIATh M MPEBBINIATh OXKUIAHUS U TPeOO- BAHUS KIHEHTOBY». XOTS
JUPEKTOP T10 JIOTUCTUKE OTHOCUIICS HECKOJIBKO CKENTHYE- CKU K TIOJOOHBIM «MEPOIIPHITUIMY,
CUHTAs UX HETIOATOTOBJICHHBIMHU, HO OCTABAaThCS B CTOPOHE OH HE MOT.

3ananue: Kakumu 10DKHBI OBITH ISHCTBUS TUPEKTOPA IO JIOTUCTHKE MO YCTAHOBJICHUIO
IIPUHLIUIIOB «IIOJIHOTO KOHTPOJISL KauyecTBa» B 3TOi o0iactu?

Keiic Ne2. Onpenesnenne cucTreMbl CEPBUCHOM JIOTHCTUKH
IIpennpusitue Ne 1.

Onucanmne oonekra. IlIBeiinas dabpuka, opranuzannoHHo-npaBoBas ¢popma — OO0, BXOIUT B
XOJIIMHT, CHEHHAIM3UPYIOLIHICS Ha TOPTOBJIE KEHCKOW BepXHEW onexabl. [[pon3BOaUT miiaThs,
Onmy3pl, maphsl W TIATKU M3 HATypaJdbHBIX MIEIKOBBIX TKaHeld. dabpuka MOIHOTO
MIPOU3BOJICTBEHHOTO IIMKJa, TOTOBas MPOAYKIUsS rmepenaetcss B ueHTpanbHbid ckian (L{CTTI)
XOJMHTA JUI ocienyoen nponaxu. ®adpuka HaxoauTes B T. SApocnapne. MecTo HaX0XACHUS
ronoBHoi komnanuu u LICI'TI B r. MockBe. O0BbeM pou3BOACTBA ONPEAEIAETCS B COOTBETCTBUU
¢ 3akazamu LICI'TI xonmaunra. OWHAHCOBBIE CPEICTBA 3a 3aKa3aHHbIE MAapTHM IPOIYKLUHU
®uHaHcoBasg ciayxk0a XOJNAMHra IHepedyuciaseT 1o (akTy NOCTaBKM NPOAYKIMH Ha
LEHTPAIM30BAHHBIN CKJIaI.
[Tpenmpusitue Ne 2.
Toprosas ¢pupma, 1uBepcuPpUIIUPOBaHHAS, CTICLUATU3UPYETCS HA ONTOBOM TOProBJie HECKOIBKUX
IpyOI TOBAapOB: MEHCKas, JeTcKas OJeXJa, MUILIEBble J100aBKH, >KypHajbl JUIsl JOCYra,
JIOTIONIHUTEIIbHBIE BHUBI JCSATEIBHOCTH: NEPEBO3KH, CAada B apeHJy CKJIAJCKMX IUIOMIAICH.
OpranuzannoHHO-TIpaBoBas (hopma XOJIAUHT.
OJeMeHTBl JIOTUCTHUYECKOW cHucTeMbl. B coctaB BxonaT: mBeiHas ¢abpuka (r. Spocnasib),
(dabpurka o U3roTOBJICHUIO MUIIEBBIX 100aBOK (. Kypck), nznarensckuii 1oM (r. Maocksa), ceTb
COOCTBEHHBIX Mara3uHoB, (pUpMa, CIIeHATU3UPYIOIIAsACS Ha CKIAJCKUX YyCIyrax, perHOHalIbHas
CeThb CKJIAJ0B, TPAaHCHOPTHO-3KcIeAUuTOpcKas ¢upma. [ooBHas KOMMIaHMS XOJIIUHTA,
LEHTPaJIbHBIA CKJIaJA M TPaHCHOPTHO-IKCIIEAUTOpPCKas (upma, pacmonoxeHsl B r. Mockse.
Cxuaackue miomaan pacnoyioxensl B ropogax: Exarepun0Oypr, Kypck, Huxuuit Hosropon. Cers
Mara3smHOB pacroyioxkeHa B roponaax: Mocksa, Hwxknuit Hosropon, Kypck, Tyna, YensOuHck,
ExarepunOypr. Bee npeanpustus XxonauHra GuHaHCOBbIE CPEJICTBA, [TOJIy4aeMble OT peaau3alun
YCIYT ¥ MPOAYKIIMU OT MOKYHaTeneil, moyyaroT Ha COOCTBEHHbIE pacueTHbIe cueta. Bee yenmyru
JUTSL IPEATIPUSATHI BHYTPU XOJAMHTa oryaurBaeT OuHaHCOBas Cily»k0a TOJIOBHOIN OpraHu3anuu
KKIOMY MpeanpusaTuio. Bece nmpeanpusaTs XONAUHTa IEPEUNCIISIOT B TOJIOBHYIO OPTaHU3aIHI0
30% ot noxona.

IIpenmpustue Ne 3.
Tunorpadus onepatuBHOI monurpadun. BeimonaeHne padoT 11000T0 YPOBHS CIOKHOCTH. Buab
paboT neyvaTh JIMCTOBOK, OYKJIETOB, HACTEHHBIX U HACTOJIBHBIX KasleHAapei. Onucanue nporecca
BBIMIOJTHEHMSI 3aKa3a: MPUEM 3aKa3a OCYLIECTBIISIIOT MEHEKEpbl OTAesa padoThl C KIHEHTOM,
COIVIACOBAaHME 3aKa3a C TEHEpaJbHBIM, BBICTABICHHME CUYETa K OIUIaTe, Ieperaya 3aka3a B
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IIPOM3BOJICTBEHHBIHN OT/IEN, TTepeiaua 3asBKU Ha MPUOOPETEHNE MaTEPUAIOB B OT/IEN CHAOXKeHHUS,
COCTaBJICHUE TEXHOJOTMYECKOW 3asBKH B IPOMU3BOJICTBEHHOM OTHAEIEC M Iepelada €€ B LeX
JI0TIEYaTHOM MOATOTOBKH, 3aTEM B TEXHOJIOTHYECKAs 3as1BKA COIPOBOXKIAET 3aKa3 B IIEUATHBIN 11EX
U B OpOIIIOPOBOYHO-TIEPEIIIETHBIM U TOTOBBIA THPaXX Ha CKJIAJI.
DJeMEeHTBl JIOTUCTHYECKOW CXEMBl: TEHEPAIbHBIM IUPEKTOP, OTAEN paboThl C KIHMEHTOM,
IPOM3BOJICTBEHHBIM OTHEN, OTAEN TEXHOJOTMYECKOro KOHTPOJS, OTIEeN CHAaOXKEHUs, CKIas,
JIOTICYaTHBIA  I1€X, TEeYaTHBIM 1eX, OpOIIIOPOBOYHO-TIEPEIUICTHBIM 1eX, Oyxranarepus,
IOPUAMYECKHAN OTJIEN, MAPKETUHIOBas IPYIIIA.

[Ipennpustue Ne 4
[Tonurpaduueckuit komOuHat. Crnenuanu3anus — ra3eTHO-KypHaJIbHOE NPOU3BOACTBO MOJHOTO
KoMmIuiekca. OnucaHue Ipoliecca BbIIOJHEHUS 3akas3a. Ilpuem 3akaza B otnene mo pabore ¢
KJIMEHTaMH M 00paboTKe 3aKa30oB, IOIMNMCAHUE JIOTOBOPA TI'EHEPAIbHBIM JUPEKTOPOM,
MOJNMCAHUE KATBKYIALNN KOMMEPUYECKUM JAUPEKTOPOM, Mepeada 3akas3a B CIyK0y TEXHOIOTOB
JUI COCTABJICHHSI TEXHOJIOIMUECKON KapThl 3aKa3a, llepeada pacxoJHOro opaepa B oTAes OyMaru
U [Iepeiaya TEXHOJOTMUECKOM KapThl 3aKa3a U MaTEPHUAJIOB I10 3aKa3y Ha Y4aCTOK BbIBOJA IIJICHOK,
3aTeM IOCJIEI0BATENbHO B (POPMHBIN 11€X, MEeYaTHbIM 1eX, y4acTOK JIMCTOBOW Ie4yaTd 3aTeM
ra3eTHBIA WM )KYPHAJIBHBIN 1I€X, Ui )KypHAJIOB B MEPEIUIETHO-OPOILIIOPOBOYHBIN 11eX. ['0TOBBII
TUPaX )KYPHAJIOB IIOCTYIIAET Ha CKJIAJ, TUPAYKU Ta3€T 3aKa3YMKaM IepeJatoTCs 10CIe OKOHYAHUS
paboT B ra3eTHOM IIeXe.
ONEMEHTBl JIOTUCTUYECKOM CXEMBI: T€HEpPAIbHBIA JAUPEKTOpP, AUPEKTOp IPOU3BOJCTBA,
KOMMEPUYECKUH UPEKTOP, NPOU3BOACTBEHHBINH OTIEN, OTAEN CHA0XKEHHUS, OTAE] MapKEeTHHIa,
OTJel 1o padoTe ¢ KIMEHTaMU U 00paboTKe 3aKa30B, aIMHUHUCTpALUs U (pUHAHCHI, (PMHAHCOBO-
HSKOHOMUYECKUH, OyXrajrepusi, OTAEN KaJpoB, IOPUAWYECKUN OTHEN, CEKpeTapuar, CKJaj
MaTepuasoB, CKJIaJ FOTOBOM MPOIYKIMH, CKJIaa oOpaboTku Oymaru, otiaen Oymaru, ciyxo0a
TEXHOJIOTOB, Y4aCTOK BbIBO/IA IUIEHOK, (POPMHBIN 1€X, IIEUaTHBIN 1IEX, y4acTOK JIMCTOBOM Ievary,
KYPHAJIbHBIH 11€X, Fa3€THBIN 1IeX, MeperIeTHO-OPOLIIOPOBOYHBIH LIEX.
3aganue. OmnpenenuTh KOHTYpP CEpBUCHOH JOrucTUKM npeanpustus. ChopmupoBarh 1enu U
3aJlaud CEpBUCHOrO OOCIyXHMBaHMA HcXxolsd u3 crneuuduxu npeanpustus. ChopmMupoBaTh
KOMIUIEKC JIOTUCTUYECKUX YCIYT JJIsl KaXA0ro CyObeKTa CepBUCHOM JIOTUCTUKU

Keiic 3. OTBeThI Ha HEJTOBOJILCTBA JJOTUCTUYECKOTO CEPBUCA

[Tomaga xanoObl Ha OOCITYKMBAIOIINN CEPBHUC WM PeaM3yeMble TMPOAYKIIHIO — 3TO
3aKOHHOE TIpaBo MoTpeduTes. [Tonp30BaThCcs UM MM HET — KaXKIbIi pemaer caMm. Ho momaua
’Kaj00bl MOYKET HEraTUBHO OTPA3UThCS Ha PEIyTalliH UCIIOJHHUTEIIS YCIIYTH.

Bonpocs! u 3ananus: 1. Kakue nenu npecienyroT noTpeOUTeNH, MoAa0NIne Kanoobl
Ha TJI0X0€ 00CTyKuBaHue?

2. Kakue nmericTBHS TODKEH B 3TOM CUTYAIMH TPENPUHATD UCIIOTHUTENb YCITYTH?

3. Kaxk BECTH ceos c HEJO0BOJILHBIM KaueHTom?

KEHC 4. Cepsucnas komnanus «PUHKO AJIBSTHC»

Cepsuchnas komnanus «PUHKO AJIBAHC» cnenuanu3upyercs Ha pelHKe He(pTera3oBoro
koMmruiekca Poccun u crpan CHI B cnemyromux o0macTsix:

1 Bypenue pa3BeJOUHBIX U IKCIUTYaTallUOHHBIX CKBAaXKUH;

2 TloaroroBka 3alaHUil Ha NPOEKTUPOBAHHWE CTPOUTENHCTBA HE(PTSHBIX M Ta30BbIX
CKBAYKUH;

3 Pa3paboTka palnHMOHANbHBIX PEXKUMOB OYpeHHsS] MNPUMEHHUTEIBbHO K TEXHUYECKUM
BO3MOXKHOCTSIM M T€O0JOIMYECKHM YCIOBUSAM 3aKa3zyMka Ha OCHOBE COOCTBEHHBIX METOJUK
Kommanum;

4 TloproroBka IlporpamMm OypeHuss B pPa3IUYHBIX TOPHOTEOJOTHMUECKUX YCIOBUSAX
MpelyCMaTPUBAIOLINX CEPBUCHOE WHKEHEPHOE COMPOBOXKICHHE COOCTBEHHO IOCTaBIISEMBIX
JI0JIO0T;

5 Ot6op KepHa COOCTBEHHBIMH HMIIOPTHBIMH W OTEYECTBEHHBIMH CHapsiiaMd |
OyproJoBKaMHu C CEpBUCHBIM HHKEHEPHBIM TEXHOJIOTHUYECKUM COIPOBOXKICHUEM;
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6 OrtpaboTka TUApPABIMYECKHX 3a00WHBIX JIBHraTeNeil JABHUraTteieil HMMIIOPTHBIX H
OTEUYECTBEHHBIX NpU OypeHUH CKBAXXMH BCEX Ha3HAUCHUU ¢ 00ecredeHHEeM HHXKEHEPHOTO
CEPBHUCHOI'O CONPOBOXKACHMS;

7 IlpenoctaBienue ceprudunupoBanubix mo Cranmapty AP I anementoB KHBK (YBT,
TBT, kanubpaTopoB LUEHTPATOPOB, AMOPTU3ATOPOB, IEPEBOJHUKOB U T.11.)

8 Paszpaborka Ilporpamm OypOBBIX pPacTBOPOB JUIsl Pa3IMYHBIX TOPHOTE€OJIOTMYECKUX
yCIOBUI OypeHHUs C NPEJOCTaBICHHUEM CEPBUCHOTO WH)KEHEPHOTO U TEXHOJIOTMYECKOTO
CONPOBOXKACHUS;

9 TloaroroBka IIporpamm (MeponpusiTUii, TUIAHOB) JTUKBUAAIIMU OCIIOKHEHUN U aBapuid
BO3HUKAIOIIUX MPU OYpEHUH CKBa)KUH BCEX Ha3HAYCHUM;

10 ITogOop TaMIOHAXHBIX MAaTEPHAIIOB, XUMPEAr€HTOB U TEXHOJIOTMH [IEMEHTUPOBAHUS C
LEJIbIO MTOBBIIIEHUS KAYECTBA KPEIJICHUS B YCIIOBHSIX KOHKPETHOTO MECTOPOK/ICHNUS;

11 TMoxbop MepompuUATHI TO MOBBIIICHUIO KOPPO3HOHHOW YCTOWYMBOCTH OOCaIHBIX
koJ0H 1 HKT npu cTpouTenbeTBe U 3KCITyaTallud CKBAYKUH.

CriennanvcTbl KOMIIAHUY HAKOIWIN OOJIBIION OIBIT B OKA3aHUU YCIIYT 110:

1 Bypenuto HETSIHBIX U Ta30BBIX CKBAXKHH SKCILTYyaTAIMOHHBIX U Pa3BEIOYHBIX;

2 KanuTtaipHOMY peMOHTY HE(DTSHBIX M ra30BBIX CKBAXKHH;

3 CocTaBieHHIO MPOEKTHOW JOKYMEHTAIIMN Ha CTPOUTENHCTBO HEPTIHBIX U

ra30BbIX CKBaXHUH U 3aJIaHUI Ha IPOEKTUPOBAHMUE;

4 Pa3paloTKe palmOHATBHBIX PEKUMOB OypEeHUsI IPUMEHHUTENBHO K YCIOBHUIM

3aka3zynkKa Ha OCHOBE COOCTBEHHbIX MeTOAUK Kommnanuu;

5 VHxeHepHOMY COMPOBOXKICHHIO COOCTBEHHO MOCTABISIEMOTO MOPOOPa3PYLIAOIIETO
MHCTPYMEHTA;

6 UmxeHepHOMY CONpPOBOXKACHUIO OTOOpa KepHa HMIIOPTHBIMH CHapsijaMd U
OyproJjioBKamH,

B TOM YHCJIE C IPUMEHEHUEM (PUOEPrIacCOBbIX KEPHOMPUEMHBIX TPYO;

7 WVHXEHepHOMY COIPOBOXKJIEHUIO COOCTBEHHO TocTaBisieMbix siemMeHToB KHBK
(cootBercTBYIOUMX cTaHAapTy API) u ruagpaBnuyecknx 3a00MHBIX ABUraTeNel, Kak POCCUMCKHUX
TaK U UMIOPTHBIX;

8 Ilogbopy peuenTtyp NPOMBIBOYHBIX KUAKOCTEH JUIsl OypeHHs CKBaXXHH B TOM YHCIIE B
CJIOKHBIX T€0JIOTHYECKUX YCIOBUSIX;

9 ComnpoBOXJIEHHIO COOCTBEHHO pa3pabOTaHHBIX CUCTEM OYypOBBIX pacTBOPOB IpH
OypeHMH SKCIITyaTallMOHHBIX U Pa3BEJOYHBIX CKBAXKUH;

10 B moaroToBke 1mjiaHOB M MEPONPUATUH 10 JIMKBUAALNUU T'€0JIOTHYECKUX OCIIOKHEHUN
BO3HUKAIOIIKX MPU OYpPEHUH CKBaKUH BCEX Ha3HAYEHUI.

CepBucnas kommnanuss PUHKO AJIBSAHC Bemonnser crneayromme paboThl 1O
WHXEHEPHOMY  COINPOBOXACHMUIO  CHELMAIbHBIX TEXHOJOTMHA OypeHus, OCBOEHUS U
BOCCTAHOBJICHMSI CKBa)KHH:

1 mocraBka M MH)KEHEPHOE COINPOBOXKACHHME CIIEHUATBHOIO OypOBOIO M CKBaXXMHHOIO
MHCTPYMEHTa U O00OpYJOBaHUS IO HMCXOJHBIM TpPEOOBaHMSM 3aKa3uMKa HPUMEHHUTEIbHO K
KOHKPETHBIM, B TOM YHCJIE HECTaHAPTHBIM, YCIOBUSAM OYypeHHUS;

2 pa3paloTKa palMOHAIBHBIX PEKUMOB OypeHHs] IPUMEHUTENBHO K YCIOBUSAM 3aKa3uuKa
Ha OCHOBE COOCTBEHHBIX METOJIUK KOMITAHUU;

3 pauuoHanbHas OTpabOTKAa MOPOJOPa3PYLIAOIIET0 WHCTPYMEHTA - IIApOIIEYHBIX,
JIOTIACTHBIX, AIMA3HBIX JIOJIOT U OYpUIIBHBIX TOJIOBOK, pacIIMpUTENIeH, KaaTuOpaTopos;

4 conpoBOXK/IeHUE MMPOBOAKU HAKIIOHHO HAIPaBJIEHHBIX ¥ TOPU3OHTAIBHBIX CKBaXKHH, B TOM YHUCIIE
B HECTAH/IaPTHBIX YCIIOBUSAX OypeHus;

5 3ape3ka u OypeHue G0KOBBIX CTBOJIOB IIPY BOCCTAHOBJIEHUH U KAITUTAIbHOM PEMOHTE CKBAXKHH;
6 TeTEMETPUIECKOE U METPOJIOTHIECKOE COMTPOBOXKICHUE OypEeHHUS;

7 KOHTPOJIb MPOCTPAHCTBEHHOTO MOJIOKEHHSI CKBAYKUH, B TOM YHCIIe 00Ca)KEHHBIX;

8 IMOCTaBKa HW3MEpPUTENbHONM TEXHUKH, B TOM 4YHCII€ MAajoro JMaMeTpa, W Ha3eMHbIX
U3MEPUTENIbHBIX KOMIUIEKCOB /7151 OypeHMs CKBAXHH;
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9 okazaHMe KOHCYJIbTAIIHOHHBIX YCIYT B 00JaCTH TEIEMETPUU U HAaBUTAIHH;

10 cryck o0cagHBIX KOJIOHH, OCHAIIIEHHE MTakepaMu, My(dTaMH CTYIIEHYaTOT0 LIEMEHTUPOBAHUS U
bubTpamuy;

11 pa3paboTka penentyp TaMIOHaKHBIX PACTBOPOB;

12 xperuienne 006caaHbIX KOJIOHH B YCIOBUSX MHOTOJICTHEMEP3IIBIX TIOPOJI;

13 kperuieHue HAKJIOHHO HAINPAaBJICHHBIX CKBAXUH B YCIIOBHUSX MEPEMEHHOrO BOJOHE(TSIHOTO
KOHTAaKTa;

14 npenynpexeHue MUKPOOHOIOTHYECKONW KOPPO3UU TAMIIOHAKHBIX MaTEPHAJIOB;

MOBBIIIIEHNE OMOXMMUYECKOH CTOMKOCTH KPEIH, MOBBIIIIEHHE YCTOMUYUBOCTH CTEHOK CKBAYKUH;

15 npuroroBieHue u NoAepxKaHre CBONCTB OYpPOBBIX PACTBOPOB I10 PELENTYype

3aKa34rKa, BHEIPEHNE COOCTBEHHBIX PELIENITYP U HOBBIX XUMHUYECKUX PEareHTOB;

16 or60p xepna 10 100 % u3 TpyIHO OTOMPAEMBIX TTOPOT;

17 pacmupeHre CTBOJA CKBKUHBI TOJ OamiMakoM 00CaTHOW KOJIOHHBI C MPUMEHEHUEM
pa3BUKHBIX paclIupUTeNnel 1 OULEHTPUYHBIX T0JIOT;

18 opranmsanus nocraBok 31nemeHToB KHBK 1o ncxoausiv TpeboBaHusAM 3aKa3umKa;

19 pemonT OypoBoro u HedTenpombicioBoro obopynoanus: kimoun AKB-3M2, AIIP-2Bb,
KMYVY-50, 3anopnast apmarypa Bcex TUIIOB ¢ pabounm nasienuem a0 100 MIla, nacocst 9T, OMIp
(Hb-125), Hb-80 (50, 32), HII-320 u np.;

20 peMOHT M 0OcCHyXHBaHUE 3a00MHBIX THAPOMAIINH (TypOOOYpOB, BUHTOBBIX JBHUTATEICH U
HACOCOB, TUJPABINYECKUX SICOB U aKCEIEPATOPOB);

21 3akynka ¥ CONpPOBOKICHUE UMIIOPTHOTO OYpOBOIO M HE(PTEMPOMBICIOBOTO 000pyAOBaHUS U
WHCTPYMEHTA,

22 pa3paboTKa MpOEKTOB Ha OypeHHE CKBAXKHH;

23pa3paboTKa TEXHOJOTUYECKUX PEriiaMEHTOB M TMPOEKTOB Ha BBHINOJHEHHE OTAEIBHBIX
TEXHOJOTMYECKHUX Ollepaluii, B TOM 4MCJIE, Ha BOCCTAHOBJIEHWE CKBAXXUH IMyTeM OypeHus
TOPU30HTAIBHBIX M MHOT03a00MHBIX CTBOJIOB CKBAYKUH;

24 pacyeT 00JIaCTH 3KOHOMUYECKH 00OOCHOBAaHHOTO HCITIOJIb30BaHUS OypOBOTO 000OpPYHAOBAaHUS U
WHCTPYMEHTA MIPUMEHHUTEIHHO K YCIOBHUSAM 3aKa34HKa.

Hannune B koMnaHuu BbICOKOKBATH(PHUIIMPOBAHHBIX CIIELIUATINCTOB IO OYpEeHHUIO

HE(PTSIHBIX U ra30BBIX CKBAXHH MTO3BOJISIET IPOBOIUTH 3TH pabOTHI HA BEICOKOM
npodeccuonaibHoM ypoBHe. CeppucHast komranuss PUHKO AJIbAHC noctaBnsier

3aKa34MKaM U 00ecreurnBaeT HHKEHEPHOE COMPOBOXKIEHHUE CIEIYIOLINX BUI0B

NPOAYKIINHU:

1 6ypoBoe u HeTenmpoMbICIIOBOE OOOPYJOBAHUE U 3aMlaCHBIE YaCTH K HEMY;

2 060opya0oBaHME I MEXAHU3ALUHU CITYCKOTIObEMHBIX OINEPALIMii;

3 oGopynoBaHue [l OCBOEHHSI, TOJI3EMHOI0 U KallUTAIbHOTO PEMOHTA CKBAXKHH;

4 nUpPKYJISUUOHHBIE CUCTEMBI [0 OYMCTKE U MPUTOTOBICHHUIO OYPOBBIX pPacTBOPOB, OYpOBbIE
HACOCBHI U 3allaCHBIE YaCTH K HUM,;

5 MPOTUBOBLIOPOCOBOE 0OOPYIOBAHNUE;

6 TpyOBl HEPTSIHOrO COPTAMEHTa U METAJIJIONPOKAT;

7 006opyaoBaHuE AJI HEMEHTHUPOBAHUS CKBaKUH M OCHACTKa 00CaIHOI KOJIOHHBI;

8 TypO0OypHI M BUHTOBBIE 3200 HbIE IBUTATENN U 3al1aCHBIE YaCTH K HUM;

9 mopoaopa3pymarmui HHCTPYMEHT (IITapOIIeYHbIC U AlIMa3HBIE 10J10Ta ¥ OYPHIIbHBIC TOJIOBKH);
9 oyeMEHTbl KOMIIOHOBKM HHU3a OypWJIBHOH KOJOHHBI (KalIuOpaToOpbl, ILIEHTPATOPHI,
pacIIupUTENN);

10 MHCTpYMEHT 1JI TMKBUIALIMY aBaApUI;

11 xumMuyeckre peareHTsl pa3IM4HOr0 HA3HAYECHUS;

12 cnenmanbHas TEXHUKA,

13 snexTpoobopynoBaHue;

14 cnenonexna.

Cepsucnas komnanuss PUHKO AJIBAHC npoBoauT ru0kyio IEHOBYIO NOJUTHKY, ClielUalbHbIE
MapKETHUHIOBBbIE IPOIPAaMMBI, YTO IO3BOJISIET IPEJOCTABIATh CKUAKU MOCTOSHHBIM M HOBBIM
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KJIMEeHTaM, a TakXe BbIOMpaTh HambOosee ymnoOHyro (opmy oruiatel. B komnanum paboTarot
BBICOKOKBAIN(UIIMPOBAHHBIE CIICIIHATIHUCTHI 110 OTPACIEBOMY 000pyI0BAaHHIO, OCYIIECTBIISIONINE
KOHTPOJIb KaueCTBa MOCTABISIEMON MPOIYKIINH.

Bomnpocnr:

1 Kakue orucTiuueckue yciuyri Mpe1ocTaBisieT 3aKka3unkaM cepBUCHas pupma

PUHKO AJIBAHC?

3 Ilo kakuM apameTpaM KauyecTBa KOHKYPHPYIOT yCIyTru (GupmbI?

Keiic 5. Onpenesienne nepcrneKTHBHBIX YCJIYI TPAHCIOPTHO-IKCIIEAUIIMOHHOH KOMIIAHUH

TOII OO0 «Peruontpauc» 3apeructpupoBaHo B aBrycre 2007 r. Ha OCHOBAaHUU pEUICHUS
coOpanusi ydpeauTeneil. YupeauTeleM U TeHEpPalbHbBIM JAUPEKTOPOM  OCYIIECTBISETCS
pykoBojactBo npennpusatus OOO «PernoHTpauc» B COOTBETCTBUH C YTBEPKICHHBIM Y CTaBOM
oOuiecTna.
Jo 2009 r. TOII oka3plBajlo TPaHCIOPTHO-3KCHEAULMOHHBIE YCIYI'M TOJIbKO 10 CaHKT-
[TetepOypry. Ilocne peanuzanuu pa3paboTaHHOM MPOTrPAMMBI BBIX0/1a HA PETHOHATIBHBINA PBHIHOK,
KOTOpas BKJIoYasa OTKpbITHE Qpuinana B r. JIyre, reorpadus 1esTeIbHOCTH U aCCOPTUMEHT yCIyT
OBLIH CYIIECTBEHHO PACIIHPEHBI.
Cdepoit nesarenpbHOCTH MPEINPUATHS SBISIETCS NPEAOCTAaBICHHE YCIYT IO TEPEBO3KE TPY30B
aBTOMOOWIBHBIM TpaHcniopToM 1o Poccuu u CHI', a Takke mpeaocTaBieHue CIEAYIOMUX YCIIYT:

e  yIAKOBKAa U XpaHEHHE IPY30B;

e KOMILJIEKTOBAaHUE IPY30BHIX MECT;

e CTpaxOBaHUE Ipy3a;
BEJICHUE HEMPEPHIBHOIO MOHUTOPUHTA MECTOIOJNIOKEHHS] TPAHCIOPTHOTO CPEICTBA C
rpy30Mm;

e  OpraHu3aius TaMOXXEHHOTO 0(OPMIICHHUS;

e o¢opmieHrE HEOOXOAUMOM JIJIsl TEPEBO3KU JOKYMEHTALUY;

e  OXpaHa U COMPOBOXKICHHE IPy3a.
Cpenu OCHOBHBIX HaIlpaBJIEHUH TPY30ME€PEBO30K MPEANPUITHS MOKHO BBIJICIIUTD CIEIYIOIINE:

e  Cankr-IlerepOypr — MockBa;

e  Cankrt-Ilerepoypr — Benukuit Hosropon;

e Cankr-IlerepOypr — Oper;

e  Cankrt-IlerepOypr — KpacHogapckuii kpaii;
Cankr-IlerepOypr — ExatepunOypr.
Hns oxazanus yenyr OOO «PernoHTpaHcy HCMONB3YeT pa3juvyHble TPAHCIOPTHHIE CPENICTBA,
HaXOJAIIMecss B COOCTBEHHOCTH Tpennpustus (Tabdmn. 1).
Tabnuya 1 Tapk TpancnoptHbIx cpenacts TOII OO0 «PernonTpanc»

TpaHcnopTHOE CPEICTBO Ton . 300 bEMHOCTh Komrectso,
p p pelt BBIITYCKa EZ A ’ IIT.

KAMAS3 ¢ TeHTOBaHHBIM KYy30BOM 2001 5000—15000 1

3114331 2000 9000 1

3W1JI-beruok 5301 ME 2002 3300 1

I"azens ¢ TEHTOBaHHBIM KY30BOM 1999 3500 1



Kpowme Toro, npeanpusTie MMeeT J0rOBOPHbIE NAPTHEPCKHUE OTHOIIEHUS C HECKOIbKUMHU
TPaHCIIOPTHO-3KCIEIULIMOHHBIMU  OpraHu3amusaMu. OJHAKO TNpPUBJICYEHHE KOHKYPEHTOB K
BBIMIOJTHEHHIO 3aKa30B 3HAYUTEIILHO CHI)KAET YPOBEHb MPHUOBUIN MPEANPUATUS U OTPUILIATEIIEHO
BJIMSIET HA €T0 UMUK B CIy4ae BOSHUKHOBEHUS KOH(MIMKTHBIX CUTYaIllUl U HAPYIICHUS YCIOBUI
MIOCTAaBKU MO BUHE MPHUBJICYEHHOTO NIEPEBO3UMKA.

Crpareruueckoe  yopaBlieHUE  IPEANPUITHEM  OCYILIECTBIAETCS  I€HEPaJbHBbIM
JUPEKTOPOM COBMECTHO C KOMMEPYECKUM TUPEKTOPOM, (PHHAHCOBBIM TUPEKTOPOM U TUPEKTOPOM
¢ummana. Crparernyeckoe tuianupoBanne OOO «PermoHTpaHC» MPOUCXOIUT CTUXHIWHO, 0e3
yueTa BIMSHHS BHEIIHUX M BHYTPEHHUX (DAKTOpOB Ha ero jaedareiabHocTh. [lo MHeHUIo
PYKOBOJUTENSA, WMMEHHO JTO SIBISIETCd NPUYMHOM HEJOCTaTOYHO BBICOKOIO  YPOBHS
peHTabenbHOCTH TPOJaX, TaK KaK BO3PACTaeT BEPOSTHOCTh MPHHITHUS HENPaBUIbHBIX
YIPABICHUYECKUX PELICHUM.

OmnepaTuBHOE YNpaBJICHUE OCYLIECTBISAETCS HAYaJbHUKOM OT/eNa IepeBo3ok. B mrar
TaKXKe BXOJSIT MEHEDKEPHl, BOAMTENH, CEKpETaph, TJaBHBIA Oyxrainrep u Oyxranrep. Twum
OpPraHU3alMOHHOMN CTPYKTYpPBI NPEANPUATHS — JTMHEHHBIN.

Kapra konkypentHbix rpyti st OOO «PerunoHTpancy» npeacTaBieHa Ha puc. 1.

| O
- ©

>

Yposeus tapugon

Pasmep asronapka
Puc. 1. Kapta koukypeHTHbIX rpynn ajasst OOO «Pernonrpanc»:
A — «Perunontpanc»; B — «ABtoABanrapn»; C — «I[1® TpancJloructukay;
D — «Kun-Mapk»; E — «ABTonopd»; F — «bantuka»; G — « €0IOTHCTHKCY;
H — «TpancOkey»; | — «EBpocutd CII16»
Dkcnpecc-aHanu3 GUHAHCOBBIX PE3yIbTATOB JACATEILHOCTU MPEANPUATHUS 32 MTOCIEIHIE JBa roa
MIO3BOJIWJI C/I€TIaTh CIEAYIOLINE BHIBODIL:
e+ cHIXKaeTcs kod(pumeHT GpuHAHCOBON HE3aBUCUMOCTH;
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e« yBenMuMBaeTcs K03hduuueHT abcooTHON TUKBUIHOCTH;

e * cHIXaeTcs K03 HUIIMEHT 000paYMBAEMOCTH aKTUBOB;

e * pEeHTA0ENbHOCTh AKTUBOB CHU3WIIACh 3a OCAeAHMM rog Ha 6%;

e * peHTa0eIbHOCTh COOCTBEHHOIO KaluTajla CHU3MIach Ha 7%;

e * YBEJIMYMICS pa3Mep YHCTOro 060poTHOTo Kanutana Ha 11148 Teic. pyo.

e e yjycTas NpuObUIL CHU3MUIACH HA 16%.
3aganue. Kakue Buabl yciyr okaspiBaeT npeanpustie? OT KakuxX U3 HUX CTOMT OTKa3aThCs?
Kakue ycnyru u onepanuu, Ha000poT, caeIyeT BKIIOUNUTh B aCCOPTUMEHT YCIyT MPEeANpUITUS?
Ha ocHoBanuu aHanmuza JEATENBHOCTH HPENNPHUITHS M CUTyallud Ha PBIHKE TPaHCIOPTHO-
9KCHEULUOHHBIX YCIyr c(hOpMyIupyiiTe OCHOBHBIC HAIPABICHUS CTPATETHUYECKOTO Pa3BUTHS
00O «Peruontpancy. Kaxmnoe u3 mpeasioxKeHHBIX HAIMPaBJICHUN JTOJDKHO ObITh 0OOCHOBAaHO U
COIVIACOBAHO € OO0IIEH CTPaTernuecKou Lebo.

Kpurepun oneHuBanus:

Kpurepun oueHuBanusi

- 5 baynos CBOOOIHOE BIIaZIeHNE PO(PECCHOHATBHON TEPMUHOIOTHEH;

YMEHHE BBICKa3bIBaTh U 00OCHOBATH CBOU CYKICHUS;

OCO3HAaHHO  TMPUMEHSET  TEOPETUYECKUE  3HAHUSA  JUI  PEIICHUS
CUTYAIMOHHOTO 3aJJaHUs

OpraHU3yeT CBSA3b TEOPUHU C TPAKTUKOM.

- 4 fanna CTYICHT TpaMOTHO H3JIaraeT MarepHuall; OpPUEHTHUPYETCS B MaTepuale,
BJIAJICET TPOQPECCHOHAIBHOW TEPMUHOJIOTHUEH, OCO3HAHHO MPHUMEHSET
TEOpEeTUYEeCKUEe 3HAHUS [ pPELIeHUS CHUTYAl[MOHHOTO 3aJaHus, HO
coJiep>kanue ¥ popmMa OTBETa HMEIOT OTACIbHBIC HETOYHOCTH;

1-3 Ganna CTYICHT H3JaraeT MaTepuall HEMOJHO, HEMOCIeI0BATeNbHO, JOMYyCKaeT
HETOYHOCTHU B OTIPEICIICHUH MMOHATUN, B IPUMEHEHUH 3HAHUH JIJIS1 peIIeHUs
CUTYAI[MOHHOTO 3aJ]aHus, HE MOXET J0Ka3aTelbHO OOOCHOBAaTh CBOH
CYXKJIEHUS

0 6annoB B OTBETE MPOSBIISIETCS HE3HAHWE OCHOBHOTO Marepuana IpOTrpaMMBl,
JIOTYCKAIOTCs TPyObIe OITMOKY B M3JI0KEHUH, HE MOXKET MPUMEHSATh 3HAHUS
JUISL PEIIeHUs] CUTYallMOHHOTO 3a/JaHMsi, OTCYTCTBYET apryMeHTalus
W3JIOKEHHON TOYKU 3pPEHMSI, HET COOCTBEHHOM MO3UIIUU.

MakcumanbHoe konnuecTBo 6amtoB 25 (5 keiicoB mo 5 6am1oB)

Bomnpocs! 1151 codeceoBanmst

ITo pazneny 1 «TeopeTnKO-MeTON00THYECKHE OCHOBBI CEPBUCHOM JTOTHCTHKID).
1. PackpoiiTe MOHSTHE W CYUIHOCTh CEpBHCHOHM JIOTHCTUKU. OXapakTepusyWre ee 3ajadud U

GyHKIHH.
2. Ha3oBuTe OCHOBHBIE TPUHIMIIBI JIOTHCTUYECKOTO CEpBHCA B CUCTEME TOProOBOTO
IOCPEIHUYECTBA.

3. Kimaccudukanms 1orucTuueckoro cepBruca B TOProBIIe.

4. PackpoiiTe CyIIHOCTb Ce€pBHCa MOTPEOUTEIHCKOTO CIIpOca.

5. [aiite onpeneneHre mpor3BOICTBEHHOTO CEPBUCA.

6. OxapakTepu3yiTe cepBHca MPEANPOJAKHOTO U MOCIEIPOIAXKHOT0 00CTYKHUBAHHUS.
7. Yto BX0AUT B MH(GOPMAIIMOHHBIN CEpBUC.

8. Packpoiite popmbl PUHAHCOBO-KPEAUTHOTO CEPBHCA.

9. Jlaiite onpenenenne peBepcuBHoM toructuku, B2B u B2C noructuku.

ITo pa3neny 2 «Opranu3anus ¥ OlleHKA Ka4eCTBA CEPBUCHOM JOTHCTUKU HA KOMMEPYeCKOM
NnpeanpusITHID
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1. PackpoiiTe NOHSATHE TOTHCTUYECKOHN «CepBHU3aln» 3KOHOMUKH. JlaiiTe KiIaccu(puKauio yciayr
JIOTUCTUYECKON HH(PPACTPYKTYpPHI.

2. Kakue yciryru COCTaBIISIOT AKCIETUIIMOHHOE 00CTyKHBaHHE.

3. Yto npeacrapisieT coboit nHGOpMaIMOHHOE 00ecTieueHIE TEPEBO3OK.

4. Ha3oBuTe noka3zareian KadyecTBa 00CITyKUBaHUS

5. Packpoiite coaepkaHle OCHOBHBIX 3aTpaT, CBA3AHHBIX C MPEJOCTaBICHUEM JIOTUCTUYECKOIO
cepBHca.

6. Kakne n3nep Kk OTHOCITCS K TPaH3aKIUOHHBIM.

7. JlaiiTe onpeneneHre KauecTBa JOTUCTHYECKOTO CEPBUCA.

8. ITo kakuMm mapamerpam NPOBOJUTCS U3MEPEHUE KauyeCTBA JOTUCTUYECKOrO cepBuca. KakoBsl
KPUTEPUHN OLIEHKH KaueCTBa JIOTMCTUYECKOTO CEPBHCA.

9. N3 kakux 3TanoB COCTOUT CTPATETHs aHAJIM3a KaueCTBa JIOTUCTUYECKOTO CEPBUCA.

10. Ilepeuncaute METO/IBI OLIEHKH KaueCTBA CEPBUCHOM JIOTUCTUKU.

11. OxapakTepuszyidTe METOJ C HCHOJH30BAHUE MPUYUHHO-CICACTBEHHON JIHarpaMmbl
(nuarpammsl VicukaBbl).

12. PackpoiiTe CyIIHOCTh MOJENM OIICHKM KayecTBa JIOTUCTUYECKOTO CepBHCA MOTpEOUTENIEM
«GAP-moznenu 3eitriamnay.

13. Vkaxurte npuurHbl BOSHUKHOBEHHUS HEYJOBJIETBOPEHHOCTH TIOKYIIATENsd B KAYECTBE CEPBUCA.

Kpurepun oueHuBanmusi:
5 0a/110B BBICTABIISICTCS, €CIIH CTYICHT:

* 00CTOSTENbHO, C  JOCTATOYHOW  TOJHOTOM  HW3JaraeT  CYIIHOCTh  BOIIPOCOB
9K3aMEHAIlMOHHOTO OujeTa;

*  JlaeT npaBWIbHBIC POPMYITUPOBKH, TOUHBIC OIIPEICICHHUS MOHITHIA, 3aKOHOB U TEPMUHOB;

e 00HapYXUBAET MOJHOE MOHUMAaHUE MaTepralia U MOKET 000CHOBATh CBOM 0TBEeT. MOXKeT
MIPUBECTU MIPUMEPHI, HE TOJIBKO JIaHHBIC B yYEOHUKE, JIEKIUAX, HO U MOAMEUEHHBIE CTY/ICHTOM Ha
OKCKYPCHUSX B BO BPeMsI IPOXOKCHUS MPAKTUKH, & TAKXKE IEMOHCTPUPYET 3HAHUS, IOTYICHHBIE
U3 JIPYTMX HCTOYHUKOB MHGOpMaIK (CrenuanbHble )XypHaibl, HAy4yHbIe JOKIaAbl, pedepaTsl,
MOHOTpaduH, BBICTABKU MO MPODUITIO CIIEUATBHOCTH, HAyYHO-TIPAKTHUECKHUE KOHPEPEHIINU U
T.1.);

* CBOOOJHO BIQJICET MaTePUAIOM, ITOKa3bIBas CBS3aHHOCTh W IIOCJICIOBATEILHOCTh B
U3NIO)KEHUU, TPUBIEKAET MPH M3JIO0KEHUH CYITHOCTH BOMPOCOB 3HAHUS MPOMEKYTOUHBIX
y4€OHBIX TUCIUTUINH;

. KpaTKo, YETKO U MO CYIIECTBY OTBEYAET Ha BOMPOCHI, 3aJaBacMble UYICHAMHU
KOMHMCCHH
4 0ass1a CTAaBUTCS, €CITU CTY/ICHT:

e JIaeT OTBET, yJOBIIETBOPSIONIUI TEM ke TPeOOBAHUSAM, YTO U JJISl OLIEHKH «OTIUYHO», HO
JOITYCKaeT TPH STOM CIWHUYHBIC OIMMMOKH M HETOYHOCTH, KOTOPBIE CaM K€ YTOYHSICT WIIH
MCIPABIISET MOCIIe 3aMeYaHui MpenoaBaTelis WK YJIEHOB KOMUCCUU;

1-3 6anua cTaBUTCA, €CITU CTY/ICHT:
*  JIOMYyCKaeT HETOYHOCTH B (hOPMYIHUPOBKE MPABUI, TEPMHHOB, (HOPMYINPOBOK, 3aKOHOB;
*  HM3JIaraeT MaTepUall HEJIOCTATOYHO CBSI3aHHO U ITOCIICIOBATEIIBHO.

0 0a/1J10B CTaBUTCSI, €CIIU CTY/ICHT:

e 0o0HapyXMBaeT HE3HaHHE OOJBIICH YacTH MaTepHalla COOTBETCTBYIONIUX BOIPOCOB
HK3aMEHAIIMOHHOTO Ouiera, JOMycKaeT B (pOpMYIHpPOBKAX OMpEeNeHUH, OHIATUNH U MPaBUII
HETOYHOCTH M ONINOKH, HCKAKAIOII[NE UX CMBICIT;

e OecnopsiJOYHO W HEYBEPEHHO U3JIaraeT CoJep)KaHue MaTepuana, COMPOBOXKIASL
U3JI0’KEHUE MaTepraia YacThIMU 3aMUHKAMHU U TIPEPHIBAHNEM;

* 00HapyXXUBaET MMOJHOE He3HAHWE WIIM HETIOHUMAaHUE MaTepuaa.

MakcumanbsHoe konuuecTBo 6amuioB 20 (4 Bompoca 1o 5 6ayuioB).
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Tembl pedepaToB

1. CepBucHas JIOTUCTHKA KaK ()aKTOp MOBBIIICHHS] KOHKYPEHTOCIIOCOOHOCTH MPEANPUSTHS.
2. MecTO CepBHCHOIO IOTOKA B JIOTUCTUYECKOM cUCTEME KOMMEPUYECKOTO MPEATPUSATHUS.

3. Crneuunduka cepBuca B NpeANPUATUIX TOPTOBIN

4. AHanu3 OXKUJAHUH MOTPEeOUTEINCH.

5. AHanu3 u3iepKeK B JIOTHCTUYECKOM CEPBUCE U HANPABIICHUS HX MUHUMH3AIUU.
6.Kpurepuu onenku kayecTBa 1 3pGEKTUBHOCTH JIOTHCTUIECKOTO CEPBHCA.

7. OCHOBHBIE MOJIEJIN OIICHKU Ka4eCcTBa JJOTUCTHUECKOIO CEpBHCa MOTPEOUTENEM.

8. PazBuTHe ppIHKA JJOTUCTHUYECKUX YCIYyT B Poccuu u 3a pyOexom.

9. Mexnaynapoansie ctanaaptsl [ISO-9000 mo ynpapiieHHio 1 00€CIIeYeHUIO KauecTBa YCIYT.
10.ITpoGieMsl kayecTBa U 0€30MACHOCTH YCIIYT B IIPAKTUKE COBPEMEHHOTO CepBUCa

11. TpancnopTHO-’KCIIEAUIIMOHHBIE YCIYTH KaK 3JIE€MEHT JIOTUCTUYECKOTO CepBHCa
12.Cxnaackue yclyrd Kak COCTaBJISIIOIINE TIOTUCTUYECKOTO CepBUCa

13. UadopmarinoHHbIN CEpPBUC: TPOOIEMBI U ITEPCIIEKTUBbI PA3BUTHS.

13. dakTopsl, GOPMUPYIOIIUE KAYECTBO JIOTUCTUICCKUX YCIIYT

14. MeTtoabl OLIEHKH KauecTBa JIOTUCTUYECKUX YCIYT

15. Pa3penieHne KOHQIUKTHBIX CUTYAaLUH MIPHU JIOTUCTUYECKOM OOCITYKUBAaHUU

16. KnueHnToopueHTUpOBaHHBIN MOIX0]] KAK OCHOBHOM aCleKT CePBUCHOMN JEITeIbHOCTH
17. Pernok CRM-pemenuii B Poccun u 3a pydexom

18. iHHOBalIMK Ha PHIHKE JIOTUCTUYECKUX YCIYT U CEPBUCHOTO OOCITYKUBAHUS

19. OcobenHocTH mpoiiecca BHEAPEHUS MHHOBANUN B Cepy JIOTHCTUICCKUX YCIIYT

20. IIpaBoBo€e peryirpoBaHUE CEPBUCHOM NEATEIBHOCTH B JIOTUCTHKE

21. Opranu3zanus OKa3zaHusi TOPTOBBIX YCIYT MOKYIATEsIM

22. ®opMupoBaHUE JTOSUIBHOCTH MOTPEOUTENS B IPOLIECCE TIOTUCTUIECKOTO 00CTYKUBAHUS

Kpurepun ouenuBanmsi:

OOywarommiicst mosrydaer 3a pedepatr u mpeseHtanuio 10 6auioB mpu COOIIOICHUH
CIIEIYIOIIUX TPEOOBAHMIA:

- chopmynupoBaHa npoOsemMa ucciae10BaHus, 000CHOBaHA €€ aKTYaJlIbHOCTh ( 20amn);

- BBITIOJTHEH aHANIU3 Pa3IMYHBIX TOYEK 3PEHHS Ha paccMaTpUBaeMyro rnpoobiemy (2 6amn);

- clIeJIaHbl BBIBO/IBI 11O UCCIIeyeMou mpodieme(2 6am);

-0003HaueHa aBTOpCKas mo3uius (2 6amn);

- HWCTOJIb30BAaHO HE MEHEE 5 JUTepaTypHBIX HCTOYHUKOB, COOJIIOJIEHBI TPEOOBAHUS K
odopmieruto paboToI(2 Ga).

3a HecoOmI0/IeHNe YKa3aHHBIX TpeOOBaHUN OIlEHKA CHIDKAETCs Ha 2 Oall Mo KakIoMY
MYHKTY.

MakcumanbHasi cymma 6amioB 3a pedepar u npesentanuto 30 6amoB (3 pedepara mo 10
0annoB)

YcrHblii onpoc

Omnpenenenne cepBUCHON JTOTMCTUKH, €€ LEJIN U 3a7a4u

[ TpyHIMIIBI JIOTHCTUYECKOTO CEPBHUCA

Jloructuyueckuii CEpBHUC M €ro COCTABJISIONINE.

BnusiHue 1OrucTHYECKOro cepBrca Ha KOHKYPEHTOCIIOCOOHOCTh MPETPUATHS.
KJIMeHTOOpHEeHTHPOBAHHOCTh B CEPBUCHOM JIOTUCTHKE

O6nacTh TpUMEHEHHs JIOTMCTHYECKOTO CepBHCa Ha COBPEMEHHOM KOMMEPUYECKOM
MPEIPUATHH.

OCOOEeHHOCTH JIOTUCTHYECKOTO CEepBUCA B TOPTOBJIE.

CymHoCTh cepBrca NOTPEOUTENBCKOTO CIIPOCa.

CymHOCTh NPOM3BOACTBEHHOI'O CEPBHCA.

10 [IpennpoaaxHoe 1 MOCIENnpoIakKHOe 00CTYKIUBAHUE.
11.TpancnopTHO-PKCIIEAUIIMOHHBIE YCIYTH KaK 3JIEMEHT JJOTUCTUYECKOTO CEPBUCA.

SoukrwdE

© oo~
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12.Cknagckue ycinyru Kak COCTaBIISIOLIUE JIOTUCTUYECKOIO CEPBHCA

13.MapopMaIiioHHBIN CEPBHUC B IOTHCTHKE

11. DxcneaunoOHHOE 00CTY)KUBAHUE.

12. YyacTHUKM CHUCTEMBI IOTUCTHYECKOTO CEpBHCa (BHYTPEHHUE MOpa3/IeICHHs], BHELITHUE

13. moCTaBIIMUKYU U KJIUCHTHI).

14. TlonmuTrka 0OCTYKUBaHUSI KJIMEHTOB.

15. B3aumoielicTBUE JIOTHCTUKN M MapKETHHTA TIPH (OPMUPOBAHUU MOJHUTUKH OOCITYKHUBAHHUS
KITUEHTA.

16. OcHoBHBIEC METOIBI Pa3padOTKU CTPATETHH 0OCTYKUBAHUSI.

17. Bausitnue BHEWIHEH Cpe/ibl Ha CTPATETHIO OOCTYKUBAaHHS.

18. Pa3paboTtka crangapra yciyr.

19. ®opmupoBaHUE CUCTEMBI YCIYT JIOTHCTUYECKOTO CEPBHUCA.

20. Anroput™ (hOpMUPOBAHHS CUCTEMBI JJOTHCTUYECKOTO CEPBHUCA.

21. YpoBeHb OOCITY)KMBaHUS KJIMEHTOB: 0a30BBI YPOBEHb CEpPBHUCA, YPOBEHb C J00ABICHHOM
CTOMMOCTBIO.

22. KnroueBble nmokazatenu 3p¢GeKTUBHOCTH 00CTY>KUBAHUS KIIMEHTOB

23. Cucrema  cOaJaHCUPOBAaHHBIX  IIOKa3aTelleli TpHU  JIOTUCTUYECKOM  OOCITY)KMBaHUHU
noTpeoOuTenei.

24. JleaTenbHOCTD JIOTHCTUKY, HAIIPABJICHHAS HA MTOBBIIICHUE YPOBHS 00CTYKHBAHHUS.

25. KoHuenuus «11€HHOCTH IS KIIUEHTa.

26. ANropuTM yIIpaBJIeHUS] KAUE€CTBOM JIOTUCTHYECKOTO CEpBHUCA.

27. Ctparerus aHaJau3a Ka4yecTBa JJIOTUCTUYECKOTO CEPBHCA.

28. OCHOBHBIC METO/IbI aHATTN3a Ka4eCTBA JJIOTUCTHICCKHUX YCIYT.

29. TlokazaTenu KayecTBa CEPBUCHBIX YCIIYT.

30. XapakTeprcTUKa OCHOBHBIX 3aTpaTr, CBA3aHHBIX C TPEIOCTABICHUEM JIOTHCTUYECKOTO
cepBuca.

31. [TapameTpbl U3MEPEHHUS Ka4eCTBA JIOTUCTUYECKOTO CEPBHUCA.

32. [IpuurHHO-CNIEeACTBEHHAs quarpamMma (auarpamma Mcukassr).

33. Mopienb OIeHKH Ka4ecTBa JIOTUCTHYECKOTO CepBUCA MTOTPEOUTEIEM.

34. IlpuunHBI BOBHUKHOBEHUS HEYJOBIETBOPEHHOCTH MOKYTATENs B KAUECTBE CEPBUCA.

35. Meroarka MOCTPOSHUS OXKUTAHHUN TTOKYITATEIHCKOTO CepBHUCa.

30.GAP-Mmopens 3eiTriiamia.

®dopma onpoca — GPOHTATBHBIN/WHIUBUTYAIbHBI/KOMOMHUPOBAHHBIH.

KpnTepnu OllCHUBAHUA .
5 6aa0B BBICTABJISICTCA, €CJIN CTYACHT:

. 00CTOSITENEHO, C TOCTATOYHOH ITOJIHOTOM M3JIaraeT CynHOCTh BOIIPOCOB;
. JlaeT MpaBUIIbHbIE (POPMYITUPOBKH, TOUHbIE ONPE/IEICHUS TOHITUM, 3aKOHOB U TEPMUHOB;
. 0oOHapyXHMBaeT MOJHOE TIOHNMaHUE MaTepralia 1 MOXKeT 000CHOBATh CBOM OTBEeT. MOXeT

MPUBECTU MIPUMEPHI, HE TOIBKO JJaHHBIE B y4eOHUKE, IEKIUAX, HO U MOAMEUEHHbIE CTYICHTOM Ha
AKCKYPCHSX M BO BpEeMs MPOXOKIACHUS MTPAKTUKH, a TAKXKE IEMOHCTPUPYET 3HAHMSI, TIOTyUYEHHBIE
U3 JIPYTHX HCTOYHUKOB MH(pOpMAIK (CreualbHbIe )XypHabl, HAyYHbIE JOKIAAbI, pedepaTsl,
MOHOTpaduu, BHICTABKU MO MPODUITIO CHEUATBHOCTH, HAYYHO-TIPAKTHYECKHE KOH(MEPEHITUU 1
T.J1.);

. CBOOOJTHO BJIAQJIEET MATEPUAIOM, ITOKa3bIBasi CBS3AHHOCTh W TIOCIEOBATEILHOCTh B
W3JI0KEHUU, TPHUBJIEKAET MPU M3JOKEHUHU CYIIHOCTH BONPOCOB 3HAHMUS IPOMEKYTOUHBIX
y4€OHBIX TUCITUTUINH;

° KpaTKO, 4YeTKO M IO CYIIECTBY OTBE€YaeT Ha BOIPOCHI, 3aJaBacMble
npenojaBaTesieM;

4 6aJi1a CTaBUTCS, €CIIU CTYACHT:

. JaeT OTBET, YAOBIETBOPSIOUINIA TeM k€ TPEOOBAaHUSAM, UTO U JUISI OLIEHKU «OTIMYHOY», HO

JOIMYCKA€T MpH 3TOM CAWHUYHBIC OIIIMOKH H HETOYHOCTH, KOTOPBIC CaM XK€ YTOUHACT WA
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chpaBm{eT I10CJIC 3aMeanHﬁ HpCHOILaBaTCJISI;
1-3 6anu1a cTaBUTCSA, €CITU CTY/ICHT:

. JIOITyCKAaeT HETOUYHOCTH B (POPMYIIMPOBKE NPABUII, TEPMUHOB, (OPMYIUPOBOK, 3aKOHOB,;

. U3J1araeT MaTepual HeIOCTaTOYHO CBS3aHHO U ITOCIIEI0BATEIBHO.

0 0a/110B CTaBUTCS, €CIIU CTYIEHT:

. OOHapy)XMBaeT HEe3HaHWE OONbLIeH YacTH Marepuaja COOTBETCTBYIOIIUX BOIIPOCOB,

JOIyCKaeT B (HOPMYIHPOBKAX OMpEACICHUN, MOHATUNH M TPaBWJI HETOYHOCTH W OIIUOKH,
HCKaXaIOIIHUE UX CMBICII,

. OecropsiZIcYHO U HEYBEPEHHO U3JaracT COACp)KaHUE MaTepHuana, COIPOBOXKIAS
U3JI0KEHNE MaTepraia 4acTbIMU 3aMUHKaMHU U IIPEPhIBAHUEM;
. oOHapyKMBaeT NIOJHOE HE3HAHKE WM HEIOHMMaHUE MaTepuara.

MakcuManbHast cyMMa 0aJljIoB IO Bompocam 25 6aioB (5 BOIMpocoB 1o 5 0ayioB)

3. Meroauyeckue MaTepHaJibl, OIpeAeJsiIONe MNPoUelypPbl OLEHUBAHWS 3HAHMIA,
YMEHHUH, HaBBIKOB M (WJIH) ONBITA [JeATEJbHOCTH, XAPAKTEPHU3YIOIUHUX J3Talbl
¢bopmupoBaHus KoOMIEeTEHIAN

Hpouezlypbl OLICHHNBAaHMA BKIIIOYAIOT B ce0bs TCKYH_[I/Iﬁ KOHTPOJIb U IIPOMEKYTOYHYIO
aTTeCTaluIo.

TEKYIHI/Iﬁ KOHTPOJIb YCII€EBAEMOCTH IIPOBOAUTCA C HCIIOJIB30BAHUCM OLCHOYHBIX
CpeacTB, MPEACTABJICHHLIX B II. 2 JAaHHOT'O IIPUJIOKCHUS. P€3y.HI)TaTI>I TCKYLICTO KOHTPOJIA
JOBOIATCA 1O CBEACHHA CTYACHTOB 10 HpOMe)I(YTOqHOﬁ aTTcCTalluu.

HpOMe)KyTO‘{Haﬂ aTTecTalus IMpoBOAUTCA B (bOPMe dK3aMeHa. JK3aMeH IIPOBOAUTCA
110 paCIIMCaHHIO HpOMeH(YTOQHOﬁ aTTcCTallu. KoanuectBo BOIIPOCOB B 3aIdaHUU — 2. HpOBepKa
OTBETOB U OOBIBICHHE PE3YIbTATOB MPOU3BOJUTCA B JCHb 3K3aMCHA. PC?;y.HI)TaTI)I arrecrauu
3aHOCATCA B BCAOMOCTb M 3aUCTHYHO KHHIXKY CTYIACHTA. CTy,I[CHTLI, HC IMMpomcauIne
MPOMEIKYTOUHYIO aTTCCTAOUIO 110 Fpa(i)I/IKy, JOJDKHBI JIMKBUAUWPOBAThL 3aJ0JDKCHHOCTHL B
YCTAHOBJICHHOM IIOPSAOKE.
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IIpunioxenne 2
METOJUYECKHUE YKA3AHUS ITIO OCBOEHUIO AU CHUITJIMHBI
VY4eOHbIM MJIaHOM NPELyCMOTPEHBI CIEAYIOIINE BUABI 3aHITHI:

- IEKLUU;

- IPAaKTUYECKUE 3aHATHS;

B Xxome JEKUMOHHBIX  3aHATUH  pacCMaTpUBAIOTCS  TEOPETHMUECKHE  aCIEKThl
KOHUENTYaIbHBIX IIOJOXKEHUM CEpBUCHOW JIOTUCTHKH, JAIOTCSA peKOMeHaluuu s
CaMOCTOSITEJIbHON PabOThI U MOATOTOBKE K MPAKTUUECKUM 3aHATHUSM.

B xozxe npakTudeckux 3aHATHH yrIyOJsIOTCS M 3aKpeIUISIFOTCS 3HAHUS CTYJEHTOB IO
psly pacCCMOTPEHHBIX Ha JIEKLIUSAX BOIPOCOB, Pa3BUBAIOTCS HABBIKM IO Psily PACCMOTPEHHBIX
Ha JIEKLUAX BOIPOCOB, PA3BUBAIOTCS HABBIKM M 3HAHUS PA3JIMYHBIX METOAOB cOOpa, aHAIU3a U
MOHHUTOPHHTa HEOO0XOAUMOW HHPOPMALIUU

[Ipu noAroTOBKE K MPAKTUYECKUM 3aHATUAM KaKIbIH CTYJEHT JTOJIKEH:

— MU3YYHUTh PEKOMEHIOBAHHYIO YUEOHYIO JINTEPATYPY;

— U3YyYUTh KOHCIEKTHI JEKIUl;

— IIOATOTOBUTH OTBETHI HA BCE BOIPOCHI IO N3y4aeMOi TeMe.

ITo cornmacoBaHuIo ¢ IMpernoAaBaTeieM CTYAEHT MOXKET IOArOTOBUTH pedepaT, T0KIaj
WK COOOIIIEHHUE [0 TEME 3aHATH. B mmporecce moAroToBKU K MPaKTUYECKUM 3aHATHSM CTYIEHTHI
MOTYT BOCIOJIb30BAThCS KOHCYJIbTALUSMHU ITPEToiaBaTells.

Bomnpockl, He paccMOTpPEHHbIE Ha JIEKIHMAX M TPAKTHUYECKUX 3aHATHUSX, JOJDKHBI OBITh
U3y4eHBl CTYJICHTAMHU B XOJE CAMOCTOSITENbHOU paboThl. KOHTPOIh caMOCTOSATENbHOM pabOThI
CTYJIEHTOB Haj Y4eOHOHl mporpamMmoi Kypca OCYIIECTBISETCS B XOAE 3aHITHH METOJ0M
YCTHOTO OTIPOCa WJIM MOCPEICTBOM TeCTUpoBaHUs. B xoxe camocTosiTenbHOM pabOThl Kax bl
CTYJEHT 0053aH MPOYUTATh OCHOBHYIO M IIO BO3MOYKHOCTU JIOTIOJIHUTENBbHYIO JUTEPATypy IO
U3y4yaeMoN TeMe, JOMOJIHUTh KOHCIEKTHI JIEKIUH HEIOCTAIOIIMM MaTepHalloM, BBINHCKAMU
U3 PEKOMEH/IOBAHHBIX IIEPBOMCTOYHUKOB. BBIIETUTh HEMOHATHBIE TEPMMHBI, HAWTH HX
3HAUEHUE B DHUUKIIONEINYECKUX CIOBAPSX.

JUId TOATOTOBKH K 3aHATHSM, TEKYHIEMY KOHTPOJIK M INPOMEXKYTOYHOM aTTecTalluu
CTYAEHTBl ~ MOTYT  BOCIIOJIb30BaThCsl 3JIEKTPOHHO-OMOIMOTEUHBIMU cHCTeMaMu. Takke
oOydaromuecss MOTYT B34Thb Ha JOM HEOOXOAMMYIO JIUTEeparypy Ha  abOHEMEeHTe
YHUBEPCUTETCKON OMOIMOTEKN MM BOCIOIb30BaTHCS YNTATbHBIMU 3a7IaMH.

MeTtoauyeckue peKOMEeHAalMHU 110 HANMCAaHNIO pedepaTa , TpeOGoBaHus K 0()OPMIICHUIO

Pedepar — mnucbMeHHBIM [OKIA[ TIO ONPEAENIEHHOW TeMe, B KOTOpPOM cOOpaHa
UH(pOpMaLKs U3 OJHOTO MM HECKOJIBKUX UCTOYHHUKOB.

[lens paGoTel Hax pedepaToM - yriayOJeHHOE U3yUYE€HUE OTACIIBHBIX BOMPOCOB U3 chepbl
npodecCHOHATBLHOMN 1A TENTbHOCTH.

Pedeparst  mumryrcss  OOBIYHO  CTAHAAPTHBIM  SI3BIKOM, C  HCHOJIb30BAaHUEM
TUIIOJIOTU3UPOBAHHBIX PEYEBBIX 000OPOTOB BPO/JIE: «BAYKHOE 3HAUCHUE UMEET», «YyJeIsieTcst 0co0oe
BHUMaHUE», «IIOJJHUMAETCS BOIIPOCY, «I€JaeM CIIEYIOIINE BHIBOIBIY, «HCClIeyeMas polaemMay,
«ocBemaemMblii Borpoc» U T.I. K S3BIKOBBIM M CTHJIMCTHYECKHMM OCOOCHHOCTSM pedepaToB
OTHOCSITCSI CJIOBA U OOOPOTHI PEYH, HOCAIINE OOOOMIAONINI XapaKTep, CIOBECHBIC KiHIIe. Y
pedeparoB ocobas JOTMYHOCTH MMOJAYM MaTepuala W HU3BSCHEHUS MBICIH, ONpeAeTeHHas
00BEKTUBHOCTH U3JIOKCHHS MaTepHaa.

Pedepar He KonmupyeT JOCIOBHO COJIEpKaHUE MEPBOMCTOYHHKA, a MPEICTaBIIsAET cO00i
HOBBIN BTOPUYHBIN TEKCT, CO3/1aBa€MbIil B pe3yJbTaTe CUCTEMAaTH3aIUl U 0000IIeHHs MaTepuaa
NEPBOMCTOYHUKA, €0 aHAJUTUKO- CUHTETUYECKOH nepepaboTku. Byyun BTOpUYHBIM TEKCTOM,
pedepar cocTaBisieTcsi B COOTBETCTBUUM CO BCEMU TpeOOBaHUSAMH, MNPEAbSIBISIEMbIMH K
CBA3aHHOMY BBICKA3bIBAaHMIO: TaK €My IPUCYILU CJIEAYIOUIME KaTETOpPUU: ONTHUMAJIbHOE
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COOTHOIIIEHHE M 3aBEPIIEHHOCTh (CMBICIOBAs W KaHPOBO-KoMmo3uuuoHHasi). [lna pedepara
otOupaerca uHGopmalysi, 00bEKTUBHO-LIEHHAS U1 BCEX YUTAIOIIMX, @ HE TOJBKO IJI OAHOTO
aBTOpa. ABTOp pedepara He MOXKET MOJIb30BATHCS TOJIBKO €My MOHATHBIMU 3HAYKaMH, TOMETaMH,
cokpaieHusiMu. Pabota, mpoBouMas aBTOpoM JJIsl TOATOTOBKH pedepara oJKHa 0053aTeIbHO
BKJIIOYAaTh CaMOCTOATEIbHOE MHHU-UCCIIEIOBAHHUE, OCYIIECTBIIEMOE CTY/IEHTOM Ha MaTepuale
WM XYJI0’)KECTBEHHBIX TEKCTOB I10 JINTEPATYpE, UM aPXUBHBIX IEPBOUCTOUYHUKOB 110 UCTOPUH U
T.1. OpraHu3anys W ONHUCAHHE HCCICAOBAHUS NPEACTABIsIET COOOW OUYEHb CIIOKHBIA BUJ
MHTEJJICKTYaJTbHOM AESITeTbHOCTH, TPEOYIOUIMl KyIbTYpbl HAYYHOTO MBIIUICHUS, 3HAHUS
METOAMKH IPOBEACHUS HCCIEIOBaHUSA, HABBIKOB O(OPMIICHUS HAYYHOTO TpyAa U T.1. MuHH-
UCCIIEIOBAaHHE pacKpbiBaeTcsi B pedepare mocie TIyOOKoro, MOJHOTO 0030pa Hay4YHOU
JUTEpaTypel MO TpolieMe HCCiIeqoBaHUsA. B 3aBUCHMOCTH OT KOJIMYECTBA pedepupyeMbIx
MCTOYHUKOB BBIIEISIOT CIEAYIoLue BUAbl pedepaTos:
-MOHOTpaduueckue — pedeparsl, HAMUCAaHHBIE HA OCHOBE OJIHOTO® UCTOYHUKA;
-0030pHbIe — pedeparbl, CO3laHHbIE HAa OCHOBE HECKOJBKHX HCXOIHBIX TEKCTOB,
00BEeTMHEHHBIX 00IIEel TeMOW U CXOJHBIMU MPOOJIEMaMH UCCIICAOBAHUS
IMoaroroBka pedepara coOCTOMT U3 HECKOJBbKHUX ITAMOB:
1.  BriOop TeMbI U3 CIIUCKA TEM, IPENTIOKEHHBIX IPENOAABATEIIEM.
2. COop marepuasia o MEYaTHBIM UCTOYHUKAM (KHUTAM U JKypHajaM KOMITbIOTEPHOM
TEMaTHKH), a TAK)KE 110 MaTepraiam B ceTu VHTepHeT.
3. CocraBieHue M1aHa U3N0KeHUsI COOPAaHHOTO MaTepuana.
4. Odopmienue Tekcta pedepara B TekcToBoM pepakrope LibreOffice
5. [ToaroToBka MILTFOCTPATHBHOTO U JeMOHCTpanuoHHOoro Mmarepuana B LibreOffice
(mpe3eHTaus Il JOKIIAIa).
6. Joxkman pedepara Ha 3aHATHH (pedepaT T0KEH ObITh TOJIOXKEH Ha OJHOM U3 3aHATHN
1o rpaduKy, COCTaBICHHOMY IIPEMOIaBATEIIEM. ).
7. KommnonoBka matepuainoB pedepaTa Al cladyd MpenoaaBaremnio (pacreyaTaHHbINA
TEKCT, JIUCK C TEKCTOBBIM (DaiijioM U (aiiyioM Ipe3eHTaInm ).
TpebGoBaHnust K 0POPMIICHUIO TEKCTa
1. O6wvem pedepara - 5-10 cTp. Tekcra.
2. lpudt
— OCHOBHOTO TeKCTa - 14 pazmep.
— 3aroyioBkoB 1 ypoBH: - 14 pazmep (KUpPHBIN).
— 3aroJIOBKOB 2 YpoBHS - 12 pa3zmep (KUPHBII KypcuB).

3. ITapameTpsl ab3a1ia (OCHOBHOM TEKCT) - OTCTYII CJIeBa U crpasa - 0, mepBasi CTpoka OTCTyI
- 1,27 cM; MeXCTpPOYHbII HHTEPBAJ - OJJUHAPHBIHN, BIPABHUBAHHE MO IIMPHHE.

4. ITapameTpsl CTpaHUIIBI: BEpXHEE M HUXKHEE MOJs 2,5 cM; mojie ciesa - 3,5 cM.; moje
cnpasa - 2 cM. Hymepauust crpanui - npaBblii HUGKHUAN yTroJl.

5. IlepeHocsl aBTOMaTHYECKHE (CEPBUC, SI3bIK, pACCTAHOBKA IIEPEHOCOB).

6. TaOnu1bl cieayeT Aenarh B pexuMe Tadbnul (100aBUTh TabJIMILY), a HE PUCOBATh OT PYKH,
HE pa3phIBaTh; €Clid Tabiuia OoJblas, ee HeOOXOAMMO TOMECTUTh Ha OTAEIBbHOW CTpaHHMIIE.
3arojoBoYHas 4YacTb HE JOJDKHA COJAEp)KaTh IyCTOT. TaOiuubl - 3amoyHAITCS mpudToM
OCHOBHOT'O TEKCTa, 3ar0JIOBKH CTPOK M CTOJIOIOB - BBIACNSIIOTCS KUPHBbIM mpudToM. Kaxnas
TabauIa JOKHA UMETh Ha3BaHue. Hymepatust Tabmull - CKBO3HasI 110 BCEMY TEKCTY.

7. PucyHkwu - uepHOo-6ernbie wiu nBetTHsie, popmatr BMP, GIF, JPG. Hymepanus pucyHkoB -
CKBO3Hasl 110 BCEMY TEKCTY.

8. ®opMmyIIbl - AOHKHBI OBITH 3aMKcaHbl B pegakrope Gopmyi. Pasmep ocHoBHOrO mpudra
- 12. ®opmynbl JA0KHBI UMETh CKBO3HYIO HYMepaluio Bo BceM Tekcre. Homep ¢opmysbl
pa3Meraercs B KpaliHell mpaBoil MO3UILIUK B KPYTJIBIX CKOOKaX.

9. B xoH1e pedepara J0KEH ObITh J1aH CIHUCOK JUTEpaTypsl (He MeHee 10 HCTOYHHKOB, B
TOM YHCJI€ 3TO MOTYT OBITh U anpeca cetu MuTepHer). bubnnorpaduueckoe onucanue (CMcoK
autepatypsl) pernmamentupoBaHo ['OCTowm 7.1-2003 «bubnuorpaduueckas 3amnmce.
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[Tocne oxoH4yaHus pabOTHI MO MOATOTOBKE TeKcTa pedepara HEOOXOIMMO pacCTaBUTh
CTpaHHIbl (BHU3Y CIpaBa), a 3aT€M B aBTOMATHYECKOM pekuMe CHOPMHPOBATH OTJIABIICHUE.
OrnasiieHne JOHKHO OBITH Pa3MEIICHO Cpasy K€ MOCie TUTYIBHON CTPAHUIIBL.

TpeboBanusi K 0(p)OpMIIEHUIO IPE3EHTAIUM.

Ha turynpHOW cTpaHMile JOJDKHO OBITH MOMEUICHO Ha3BaHWE pedepara - KpPYIHBIM
mpupTOM. A TaKKe rpymnmna u (aMuIns CTyIeHTa, TOAroToBUBIIero pedepar, nara.

Bropast cTpaHuiia — HHTEpaKTHBHOE OIJIaBJeHUE (B BUJE TMIIEPTEKCTOBBIX CCHUIOK). [0
THIIEPTEKCTOBOW CCBUIKE OTJIABIICHHS JTOJDKEH OCYIIECTBIISATHCS MEPEXO0]l K COOTBETCTBYIOIIEMY
paszzneiny pedepara.

B mpe3eHTtanum J0pKeH OBITH MOMENICH B OCHOBHOM HJUTFOCTPATHUBHBIA MaTepUall IS
COITPOBOKICHHUS JOKJIA/1a 1 OCHOBHBIC TTOJIOXKEHUS JTOKIIAIa.

B koHme mnpeseHranumn pedepara JODKEH OBITh NMPHUBEICH CIIMCOK HCIIOJIb30BAaHHBIX
UCTOYHUKOB.

O0bvem mpeseHTanmu — He MeHee 20 cinaloB, BpeMs Ha JOKJIAI C HCIIOJIb30BaHUEM
npe3enTanuu — 12-15 muH.



