Ob6paszoBatenbHas nporpammMa: 43.03.02 Typusm, npoguib: OpraHusaums 1 TeXHOOMs

PefepanbHOE rocyaapcTBeHHOe GH0MKETHOE 06pa30BaTe/lbHOe yupexieHue
BbICLLEro 06pa3oBaHUA
«HOBOCUBUPCKIMIA FOCYAapPCTBEHHbIN TEXHUYECKUIA YHUBEPCUTET»

Kadeapa MapKeTuHra u cepaumca

“YTBEPXOAKD”

NEKAH ®b

0.9.H. XaipynnvHa M. B.

“ r.

PABOYAS ITPOTPAMMA YUYEBHOU JTUCITATLIAHBI
TexHOJI0rHH NPOAAK B CEPBHCE

TypOnepaTopcKov 1 TypareHTCKOM feATeNbHOCTY
Kypc: 4, cemecTpbl : 7 8
dakynbTeT 6M3Heca, 3a04HasA popma 06y4eHus

CemecTp
Ne Bupg geatenbHocTn 71 8
Bcero 3a4eTHbIX efuHULY
1 0|4
(KpeauTtoB)
2 | Bcero yacos 0] 144
3 Bcero 3aHATWIN B KOHTAKTHOM 2l 22
thopme, yac.
Jekuymn, yac.
MpaKTnyeckue 3aHATUS, Yac.
NabopaTopHble 3aHATUA, Yac. 0
13 HUX B aKTVBHOM 1
7 o 0(0
WHTEPaKTUBHON (hopMe, yac.
ATTecTaums, yac. 0|2
KoHcynbTaumm, yac. 10
10| CamocTosTeNibHas paboTa, Yac. 0] 120
Buabl camocTosATeNbHOM paboThl
(KypcoBoi1 NPOeKT, KypcoBas
1 paboTa, PI'3, noarotoBka K KOHTP.
KOHTPO/bHOW paboTe)
12| Bug atrectaumu a3

Hosocnbupck 2017



Paboyas nporpammMa cocTas/ieHa Ha OCHOBaHMM (PefepaibHOro rocyAapCTBEHHOrO 06pa3oBaTe/lbHOro
cTaHAapTa BbicLLero obpasoBaHus NO HanpasneHnio (cneyunanbHocTm): 43.03.02 Typusm

& OC BBefeH B aeincteme npmkasom Nel463 ot 14.12.2015 1., gata yTBepxaeHus: 19.01.2016 r.

MecTo ACcUMNNHBI B CTPYKTYpe yuebHOro nnaHa: 6nok 1, BapnaTueHasi, No BbIGOPY CTyAeHTa

Paboyas nporpamma paspaboTaHa Ha OCHOBE KOMMETEHTHOCTHOM MOAENN BbINYCKHUKA MO HanpaBfeHNIO
(cneumansHocTn): 43.03.02 Typuam

Pa6ouasi nporpamma o6cyxaeHa Ha 3acefjaHni Kageapsbl

MwuC, npoTokon 3acefaHus Kageapsl Ne8 ot 20.06.2017
YTBepXaeHa Ha coBeTe hakynbTeTa 6usHeca, NpoTokon Ne 6 ot 21.06.2017

Mporpammy paspaboTan:
[OLLEHT, K.(oun.H. YepHbiwesa T. J1.
3aBepfytoLnii kadeapoi:

[IOLIEHT, K.3.H. Lloin M. E.

OTBETCTBEHHbI 32 06pa30BaTe/bHYI0 NPOrpamMmy:

3aBefytowmii Kageapoii Lioin M. E.



1. BHelUHwWe TpeboBaHuSA
Tabnuua 1.1

Komnemenuyun ®@IrOC: OK.2 cnocoGHOCTH HCI0JIB30BATH OCHOBBI YKOHOMHYECKHNX 3HAHMIL IIPH OleHKe
3QPeKTHBHOCTH Pe3yIbTATOB AeITEILHOCTH B PA3JINIHBIX cepax; ¢ uacmu ciedyroumux pe3yismanios
obyuenusn:

y2. yMeTb NPUMEHSATb METO/Ibl ONpeaeneHns MOTPE6HOCTU (B COOTBETCTBUM C LIENSAMM NPEANPUSTAS) 1
CTOMMOCTHOW OLEHKM PasfinyHbIX (TPYAOBbIX, TEXHNUECKUX 1 MaTepuasibHbIX) PECYPCOB NPeANpUSTIAS 1
MoKasaTenn UX UCMOb30BaHMS

Komnemenuyun ®@IroOC: I1K.11 cnocoGHoCTH K MPOJBIZKEHHIO H PEATTH3ANNHE TYPHCTCKOr0 IPOAYKTA €
ACH0JIB30BAHAEM HHPOPMAINOHHBIX I KOMMYHHKATHBHBIX TeXHOJIOTHI; ¢ 4acHmu cledyiomux pe3yabmamos
obyuenusn:

31. 3HaTb COBPEMEHHbIE VIH(t)OpMaLI,VIOHHbIe N KOMMYHUKaTUBHbIE TEXHO/10TUN

2. TpeboBaHua HI'TY K pesynbTataM 0CBOEHUS ANCLUMINHbI

Tabnuua 2.1
PesynbTaTbl M3yYeHUS GUCLUMINHBI MO YPOBHAM OCBOEHUSA (MMETb dopmMbI OpraHusaunm
npegcTaBfieHNe, 3HaTb, YMeTb, BNajeTb) 3aHATUN

TexHonoruv npoga>k B cepsuce

OK.2.y2 yMeTb NPUMEHSITb METOAbI ONpefesieHnst MOTPe6HOCTM (B COOTBETCTBUM C LieNSIMU
NPeanNpUATUAS) U CTOMMOCTHOW OLEHKM Pas/INYHbIX (TPYLOBbIX, TEXHUYECKUX U
MaTepuasibHbIX) PecypcoB NpeanpusaTus 1 NoKasaTen X UCMOob30BaHNS

1.I[I/IEITHOCTI/IpOBaTb ]10Tpe6HOCTI/I KIIMEHTOB HEKU'I/II/I; ﬂpaKquECKme 3aHATUS;
CamoctosTensHas pabota

MK.11.31 3HaTb COBPEMEHHbIE NH(POPMALNOHHbIE 1 KOMMYHUKATUBHbIE TEXHOOT A

3.TexXHOIOTHI aKTHBHOU IIPOJAKA Nekumu; MNpakTUYecKme 3aHATUS;
CamocToaTtenibHas paboTa

3. CofiepyXaHvie U CTPYKTypa y4e6HO AUCUMNANHBI

Tabnuua 3.1
CcbINKN Ha
o AKTUBHbIE
Tembl nekuumn Yacbl pe3ynbTaThbl YyebHasa aesTeNlbHOCTb
hopMblI, yac.
0by4yeHus

Cewmectp: 7

AvpakTrnyeckas eguHuLa: MoHATUE TEXHOIOTUN NPOLAXKN

CTYAEHTbI Y3HAOT 3Tanbl

1. 3Tanbl aKTUBHON NPOAAXM 0 0,5 1,3 o
aKTVBHOM MPOAaXM

2. basa 3HaHwi1, He0OX0AMMBIX A1
CTYZEHTbI Y3HAKOT 3Tarbl

OCy3LLeCTBNEHNSA APDEKTNBHON 0 0,5 1,3 o

aKTUBHOM MPOAaXKn ycnyrun
NPOLaXM
3. PasHoBMAHOCTY NpoAaaK 0 0,5 1,3 CTYLEHTbI Y3HaOT BUAbI MPOLaX

AnpakTudeckasa egnHunua: BeTynneHMe B KOHTAKT C K/IMEHTOM

4. Bepb6anbHoe 1 HeBepbasibHOe CTYAEHTbI Y3HAOT BUABbI
0 0,5 1,3
obLLeHne o0LLeHNA

CemecTp: 8

AnpakTnyeckas eAMHNLA: OPUEHTALMSA B CUTYaLMM U BbISIBNIEHME MPO6/EM K/IMEHTA

CTYLEHTbI Y3HAKOT NMPUHUMMbI
0 2 1,3 paboThbl C pasHbIMK TUMaMK
K/IMEHTOB

5. PaboTa ¢ pasHbIMK TUMamu
K/IMEHTOB




CTYZEHTbI Y3HAKT KakK cnefyeT

6. Mpasuna paboTsl cepercogaTens 0 2 13 ce6s BECTW Npm cUTyauun, Korga

npv 0TKase K/neHTa ' K/MeHT 0TKasblBaeTcA
npuobpeTatsb ycnyry

Tabnuua 3.2
CcbI/IKN Ha
< | AKTMBHbIe
TeMbl NPaKTUYECKNX 3aHATUN Yacbl | pesynbTatbl YyebHas aesiTeNlbHOCTb
(bopmel, Hac. 06y4yeHus

CemecTp: 8

AVpaKTnyeckas eaqnHMLA: OpUEHTaLMS B CUTyaUMn 1 BbiSiB/ieHVWe NPO6/eM K/vMeHTa

CTYZIeHTbl Y3HAIOT npasunia
1. 3aBepLLeHue CaenKu 0 4 1,3 noBefeHusa Ha aTarne
3aK/M0YEHNA CAENKN C KVEHTOM

CTYAEHTbI Y3HaOT Kak

2. MpuHUMnbI NCMo/b30BaTb OCHOBHbIE KaHabl
HeNpPONMHIBUCTUYECKOTO 0 2 1,3 NOMyYEHNS KIIMEHTOM
nporpaMm1poBaHuns MH(opMauumn 418 NPOABYKEHMUA

CBOEM ycnyru

4. CamocTosiTe/IbHaa pa6oTa o6yyatoLLerocs

CcbinkuM Ha
o Yacbl Ha Yacbl Ha
Ne Buabl camocToATeIbHOM paboThbl pesynbTaThbl
BbIMO/IHEHWE [KOHCY/IbTauuun
06yyeHus
CemecTp: 7
1 |KOHTp0ﬂbeIe paboTbl |1, 3 0 0

, Noapo6Has nHhopmaums npusegeHa B NpunoxeHmsax Ne2 Ne3 : UepHsbiwesa T. J1. TexHONOrMmn npogax B
cepBuce [ONEKTPOHHBIN pecypc] : 3NeKTPOHHbIN y4ebHO-MeToANYeCKUIA komnneke / T. J1. YepHbilwesa ;
HoBocmb. roc. TexH. yH-T. - HoBocnbupck, [2014]. - Pexxum gocTyna:
http://elibrary.nstu.ru/source?bib_id=vtIs000196330. - 3arn. ¢ akpaHa.

2 |I‘Io,u,r0TOBKa K 3aHATUAM |1, 3 0 0

, N0AP06Has nHhopmaums npueeaeHa B NpunoxeHmsx Ne2 Ne3 : UepHsbiwwesa T. J1. TexHoN0rMm npogax B
cepsuce [ONEKTPOHHbIN pecypc] : 3NeKTPOHHBIN y4eOHO-MeToANYEeCKMiA komnneke / T. J1. YepHblLuesa ;
HoBocub. roc. TexH. yH-T. - HoBocmbumpck, [2014]. - Pexxum goctyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ sKpaHa.

3 |ﬂ,ononH|/|Teanaﬂ yyebHas AesTeNbHOCTb |1, 3 |30 |O

CTYZIeHTbl 3aHMMaKOTCS MOMCKOM (PaKTONOrMYecKoro marepuana, nogpobHas MHpopmama npusejeHa B
npunoxeHusax Ne2 Ne3 : YepHsbiwwesa T. J1. TeXHONOrMU NPOAaX B cepBuce [SNeKTPOHHBIN pecypc] :
3NEKTPOHHbIN y4ebHO-MeToAMYeCKMiA komneke / T. J1. YepHbilwesa ; HoBocu6. roc. TexH. yH-T. -
Hosocunbupck, [2014]. - Pexxum goctyna: http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢
JKpaHa.

4 |I‘Io,u,r0TOBKa K atTectauum 1,3 |20 |O

CTYZIeHTbl FOTOBATCA K aTTecTaumy C NOMOLLIbIO CBOMX KOHCMEKTOB, NOAPO6HAasA MH(opMaLms npyuseseHa B
npunoxeHnsx Ne2 Ne3 : YepHsbiwesa T. /1. TexHONOrMn Npogax B cepBuce [ONeKTPOHHBbIN pecypc] :
3N1eKTPOHHbIV y4e6HO-MeToAMYeCKMiA komneke / T. J1. YepHbiwesa ; HOBOCUO. roc. TeXH. YH-T. -
Hosocnbupck, [2014]. - Pexxum goctyna: http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢
JKpaHa.

CemecTp: 8

1 | KOHTpOnbHbIe paboThl | 1,3 5 2

CTYZIeHTbl CAMOCTOATE/IbHO WLLYT MaTepuan 418 HanncaHUs KOHTPO/IbHbIX paboT Nno 3afaHHbIM Temam,
nogpo6Haa MHgopmams npueegeHa B npunoxeHuax No2 Ne3 : UepHbliwesa T. J1. TexHoMorm npojax B
cepBuce [ONEKTPOHHbIN pecypc] : 3NEKTPOHHbIV y4ebHO-MeToAMYEeCKMA komnneke / T. J1. YepHbiLuesa ;
HoBocmb. roc. TexH. yH-T. - HoBocubnpck, [2014]. - Pexum gocTyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ 3KpaHa.

2 |r|0,qFOTOBKa K 3aHATUAM |1, 3 12 4




CTYZIeHTbl CAMOCTOATE/IbHO FOTOBATCA K 3aHATUAM, UCNOMb3YS PeKOMEHL0BaHHY0 N1Tepatypy, NoApo6Has
NHopMaumsa npmeeseHa B npunoxkeHnax Ne2 Ne3 : YepHbiwesa T. J1. TeXHONOrM NPoLax B cepBumce
[3neKTpOoHHBI pecypc] : 3NeKTPOHHBLIN y4ebHO-MeToanYecKmin Komnnekc / T. J1. YepHbiwwesa ; HoBocmo.
roc. TexH. yH-T. - HoBocmbupck, [2014]. - Pexxum goctyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ sKpaHa.

3 |,£I,ononH|/|Teanaﬂ yuebHas AesTeNlbHOCTb |1, 3 0 0

, N0AP06Has NHhopmaums npueeaeHa B NpunoxeHmsx Ne2 Ne3 : YepHsbiwesa T. J1. TexHoN0rum npogax B
cepBuce [ONeKTPOHHbIN pecypc] : 3NeKTPOHHBIN y4ebHO-MeToANYeCKMiA komnneke / T. J1. YepHblLuesa ;
HoBocub. roc. TexH. yH-T. - HoBocmbumpck, [2014]. - Pexxum goctyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ sKpaHa.

4 | lMoaroToBka K atrectayumm | 1,3 103 4

CTYZIeHTbl FOTOBATCA K aTTecTauuu, UCNosib3ys COOCTBEHHbIE KOHCMEKTbI U IUTepaTypy, NogpobHas
nHpopmauns npusefeHa B npunoxkeHmax Ne2 Ne3 : YepHbiwesa T. J1. TexHomornm npojax B cepsuce
[3nekTpoHHBbIV pecypc] : 3NeKTPOHHLIN y4e6HO-MeToAMYecKui Komnneke / T. J1. UepHsbiwesa ; HoBocuo.
roc. TexH. yH-T. - HoBocmbupck, [2014]. - Pexxum goctyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ 3KpaHa.

5. TexHosorns obyyeHuns

[Nsi opraHu3aL My 1 KOHTPO/IS CaMOCTOSTe/IbHOV PaboThl 06YUAIOLLMXCS, & TAKXKe NPOBEAEHNS
KOHCYNbTaLMiA MPUMEHSAOTCS MHOPMALIOHHO-KOMMYHWKaLMOHHbIE TexHonorum (Taén. 5.1).

Tabnmua 5.1
JeAatenbHoCTb MHdopmMayMOHHO-KOMMYHMKALNOHHbIE TEXHO/10r UK
MHopmmpoBaHue e-mail
KoHcynbTnpoBaHue e-mail
KoHTponb e-mail
PasmeLLeHne yuebHbIX

Cpepa aneKTpoHHOro obyyeHmss HI'TY
maTepuanos

6. MpaBunna aTTecTaynm obyvaroLmMxcs No y4ebHon gucumnianHe

[na aTTecTaymm obyvatoLmMxcs No AUCUUNINHE UCNOMb3YeTCs 6anNbHO-PERTUHIOBAs CUCTEMA
(BPC), no3sonstoLLas BbICTaBNATb OLEHKM NO TPaAULIMOHHOMN LWKane u 15-ypoBHesoli ECTS.

Kpatkas nHgopmauus o BPC npuseaeHa B Tabn. 6.1.

Tabnmua 6.1
MuH. o
OueHvBaeMble BUbl JeATE/IbLHOCTU 06yyatoLmxcs 6a1 MakcuMasibHbIN 6ann
CemecTp: 8
Iloozomosxa k 3auamusAM: 10 20
[onoanumenvhas yueOHas OesameabHOCHb. 0
Jlexyusa: 10 20

KoHTponupytoLme MaTepuanbl NPUBOAATCA B "UepHbiwwesa T. J1. TeXHONOMU NPOAAX B cepaice [DNeKTPOHHBIN pecypc] : 31eKTPOHHBbIN yueGHO-MeTOANYECKMI
komnnekc / T. J1. YepHbiwesa ; HoBocK6. roc. TexH. yH-T. - HoBocubupck, [2014]. - Pexxum gocTyna: http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3ar. ¢

| sKpaHa."”
10 | 20

Ipaxmuyeckue 3auamus:
KoHTponmpytoLye MaTeprasbl (CAMCOK BOMPOCOB) MPUBOAATCA B “HepHbiwesa T. J1. TeXHOMOTMM NPoAaX B cepauce [SNeKTPOHHBINA pecypc] : 3NeKTPOHHbIN
y4e6Ho-MeToAnYecKmiA komnnekc / T. J1. YepHbiwwesa ; HoBocw6. roc. TeXH. yH-T. - HoBocu6mupcek, [2014]. - Pexxum focTyna:

http://elibrary.nstu.ru/source?bib id=vtls000196330. - 3ar/. ¢ 3KpaHa."

Koumponvnsie pabomeoi:

KoHTponupytoLmne MaTepuanbl (CMMCOK BOMPOCOB) NPUBOAATCA B “HepHbilwesa T. /1. TeXHONOrMM NpoAax B cepuce [DNeKTPOHHBINA pecypc] : 3N1eKTPOHHbIN
yueGHO-MeToANYeCKMIA Komnneke / T. J1. YepHbiwweBa ; HOBOCKG. roc. TeXH. yH-T. - HoBocuGMpCK, [2014]. - Pexkum focTyna:
http://elibrary.nstu.ru/source?bib_id=vtls000196330. - 3ar. ¢ 3KpaHa."




Bauem:

10 | 20

KoHTponupytoLye MaTepmasbl (CAMCOK BOMPOCOB) MPUBOAATCA B “HepHbiwesa T. J1. TeXHOMOTMM NPoAax B cepauce [SNeKTPOHHBINA pecypc] : 3NeKTPOHHbIN
y4e6Ho-MeToAnYecKmiA komnnekc / T. J1. YepHbiwwesa ; HoBocw6b. roc. TeXH. yH-T. - HoBocu6mupcek, [2014]. - Pexxum focTyna:
http://elibrary.nstu.ru/source?bib id=vtls000196330. - 3ar/. ¢ 3KpaHa."

B Tabnuue 6.2 npecTaBeHO COOTBETCTBIE POPM KOHTPONSA 3asBNsieMbIM TPEGOBaHMAM K
pe3ynbTaTaM OCBOEHUS AUCLUMIINHBI.

Tabnuua 6.2
Koge! DopMbl KOHTPO/A
KOMMEeTEH
i PesynbtaTbl 06y4yeHUs
oroc Ks:;p. 3aueT |lMpouyee

y2. yMeTb NPUMEHSATb METOAbI ONpPeeNneHNs NOTPeBHOCTM (B COOTBETCTBUM C LIENSIMM
OK.2 |npegnpusiTvs) 1 CTOMMOCTHOW OLEHKW PasfinyHbIX (TPYAOBbIX, TEXHUYECKUX U1 + + +
MaTepuasibHbIX) PECYPCOB MPEANPUATUS U NOKa3aTeN UX UCMONb30BaHUS

MK.11 | 31. 3HaTb COBpEMEHHbIE MH(POPMALMOHHbIE N KOMMYHWUKATUBHbIE TEXHOMOMN + + +

®OH/] OLIEHOYHBIX CPEACTB MO AUCLIMN/IMHE NPeACTaBNeH B NpuioxeHUn Ne 1 K paboyeit
nporpamme.

7. lutepatypa

OcHoBHasi iMTepaTypa

1. CyxoB P. . TexHosoruu u opraHu3aiiis Ipoaax B TYPUCTCKOM areHTCTBe : yueOHoe nocodue /
P. K. Cyxog. - Poctos v//1, 2010. - 366 c. : u., Tabm.

[ononHuTenbHas nMTepaTypa

1. UckyccTro 6usHeca. [Ipaktukym [Dnektponnsiii pecype]. Jduck 1 : TecTsl v ynpaxkHeHus /
paspad. kommanuu "MeguyM". - M., 2005, - 1 anextpon. omnr. auck (CD-ROM). - 3aru. ¢
KOHTeWHepa.

2. Cxobxun C. C. MapKeTHHT U MPOAakH B TOCTHHUYHOM On3Hece : [y4eOHO-TPaKTUYECKOe
nocobue] / C. C. Cxobkun. - M., 2001. - 222 ¢. : w1, TabI.

3. @unrenmreiin T. Y6oiinbiii mapkeTunr : 401 cnoco® yBenmuuuTh MPOAAXKH, MAKCUMH3UPOBATh
npuObLTb U TOOEIUTh KOHKYPeHTOB / Tom @unreHmTedH ; [miep. ¢ anri.: B. beictpos, 0.
brictpoBa, H. Mensauk]. - M., 2006. - 355 c.. - Tut. 1. mapan. pyc., aHTJI..

NHTepHeT-pecypchl
1. OBC HI'TY : http://elibrary.nstu.ru/

2. OBC «M3narensctBo Jlanwy : https://e. lanbook.com/
3. OBC IPRbooks : http://www.iprbookshop.ru/
4. OBC "Znanium.com" : http://znanium.com/

5.

8. MeTonuyecKoe 1 NPorpaMMHoe obecrneyeHume

8.1 MeTopamnyeckoe obecneyeHune

1. AnetnunoBa A. A. Peraku nH(OPMATMOHHO-KOMMYHHUKAITHOHHBIX TEXHOJIOTHI W OpTaHU3aLIUsI
npofax [DIEKTPOHHBIN Pecypc] : JIEKTPOHHBIN yueOHO-METONUYECKHi KoMITIeKe / A, A.
Anernunosa ; HoBocu0. roc. TexH. yH-T. - HoBocubupck, [2016]. - Pexxum noctyma:
http://elibrary.nstu.ru/source?bib_id=vtls000227519. - 3aru. ¢ sxpaHna.




2. Turoa H. A. Mepuanmaii3uHr [ DIeKTPOHHEIIN pecypc]| : 3JIEKTPOHHBIN yueOHO-MeTOaMYeCKUi
komrieke / H. A. Tutosa ; HoBocu®. roc. TexH. yH-T. - HoBocubupck, [2015]. - Pesxkum moctymna:
http://elibrary. nstu.ru/source?bib_1d=vtls000215553. - 3arx. ¢ sxpaHa.

3. Uepnrmmesa T. JI. Texnonoruu npoaax B cepBUCE [ DIIEKTPOHHEIN pecypc| : 3JeKTPOHHBIN
yueOHo-MeTonuueckuii komruieke / T. JI. Uepnsbimera ; HoBocu®. roc. TexH. yH-T. - HoBocHOUpCK,
[2014]. - Pesxum gocryma: http://elibrary nstu.ru/source?bib_id=vtls000196330. - 3arn. ¢ skpaHna.

8.2 CreumanmsnpoBaHHOe NporpamMmmHoe obecneyeHne
1 Windows
2 Office

9. MaTepuasibHO-TEXHUYECKOE obecneyeHne

Mpe3eHTaLMOHHOE 060pY0BaHE

No HanmeHoBaHue Ha3HaueHne

1 |MpeseHTaUMOHHOE 060pPYA0BaHME MCNONb3yeTCs ANs AEMOHCTPALIMY
(MyNbTUMeaMa-NPOEKTOp, 3KPaH, KOMMNbLIOTEP |Mpe3eHTaLuii CTyaeHTamm
ANS YNPaBIeHNs)




denepanbHOE rocy1apcTBEHHOE OI0KETHOE 00pa30BaTENbHOE YUPEXKICHHE
BBICIIETO 00pPa30BaHUS
«HoBocubupckuii rocy1apcTBEHHBIN TEXHUYECKHI YHUBEPCUTET

Kadenpa mapkerunra u ceppuca

“YTBEPXIAIO”

JIEKAH ®©B

1.3.H., mpodeccop M.B. Xaiipymnuna
(13 2 r.

®OH/JI OHEHOYHbBLIX CPE/ICTB

YYEBHOM JUCHUTNIAHBI

TexHo10ruM NPOAAK B CEPBUCE
O6pazoBarenbHas nporpamma: 43.03.01 Cepsuc, npoduib: ColnanbHO-KYyIbTYPHBII CEpBUC

HoBocubupck 2017



1. OO000meHHas1 CTPYKTYPA (POHIA OLEHOYHBIX CPEICTB YUeOHOM THCUMILINHBI

O6o0menHas cTpykTrypa (hoHIa OIEHOYHBIX CPEACTB MO AMCHMILIAHE

cepBuce mpuBeaeHa B Tabmurre.

TexHonoruu npogax B

Tabmuna

Tanbl OMEHKH KOMIETeHIHH

IMoka3atean
chopMUpPOBAHHOCTH Meponpusitus
Dopmupyembie . I
KOMIIeTCeHIM I Tembl TeKyuero poMeKyTOYHAS
KOMIETEHIINH (3HAHMSL, yMeHHs1, KOHTPOJIsI aTrecranus (JK3amMeH,
HABBIKH) (KypcoBoii IpOeKT, 3a4er)
PI'3(P) u op.)
OIIK.1 ciocoGHOCTE |31. 3HATH TEXHOJIOTHH | AJITOPUTM Tpe3eHTanuu yeiuyru |KoHTposbHbIe Texuonoruu

peuiath cTaHAapTHBIE
3aJa4yu
npo¢eCCUOHATBHOM
JIeSITeIbHOCTH Ha
OCHOBE
UH(POPMALMOHHON U
oubmmorpaduaeckoit
KYJBTYPBI C
NpHMEHCHUEM
HHPOPMAITMOHHO-
KOMMYHHKaIMOHHBIX
TEXHOJIOTUH U ¢
YYETOM OCHOBHBIX
TpeOoBaHUit
nH(OpMaLMOHHO
0e30MacHOCTH,
UCIIONB30BATh
pazIHYHbIe
MCTOYHHKH
UHPOPMAITUH IO
00BEKTY CepBHCa

OpraHu3aluy yciayr B
cepBuce

KJIUCHTY COTJIACHO BBISBICHHBIM
MOTPEOHOCTSM KIIMEeHTa
QITOPUTM IIPEOIOIICHUS
BO3pakKeHHH KIIMeHTa 0a3a
3HAHUI, HCOOXOIUMBIX IS

3¢ G eKTUBHOM MPOJaKu
BapUAHThI 03BYYUBAHUSI LICHBI 32
ycnyry BepbanbHOe U
HeBepOarsHOe O0IIeHIE BUABI
BOIPOCOB, 33]]aBaEMbIX
KIIMEHTY, paBHiIa UX
(hopMyIHPOBAHUS BHIBI
PE3IOMUPYIOLIMX BOIPOCOB
MOBE/ICHHE CEPBUCOIATEINS BO
BpEeMsI ITOITUCAHUS IOTOBOPA
Pa3HOBHHOCTH MPOIAXK
CHUTHAJIBI 3aHHTEPECOBAHHOCTH
KJIMEHTA CIIOCOOBI TTOTyYSHHUS
uH(pOpMAIINH OT KIIUEHTA O €ro
MOTPEOHOCTSIX TEXHOJIOTUU
AKTHBHOTO CITyIIAHHS
TEXHOJIOTHH HHTEPBHIOMPOBAHHUS
KJIMEHTa TEXHOJIOTMHU Helpo-
JIUHTBUCTHYECKOTO
IpOTPaMMHUPOBAHHUS [IPU

paloThI, pa3aeisbl..
Oran BCTYIJICHUS B
KOHTAKT C
KIIUCHTOM.

Oran
WHTEPBBIOMPOBAHUS
KITICHTA,
BEISIBIICHHC
CKPBITHIX
MOTPEOHOCTEH.
Oran mpe3eHTaIiH
YCIyTH KIIUCHTY.
[Ipesenranus Tet-
a-TeT, MPE3CHTAIHS
myOIudHas.

DTal npeoa0ICHHS
BO3paKEHUH
kieHnTa. Crioco0bt
YperyIupOBaHUL
BOTIPOCOB IO IICHE.
Dran 3aKIoYeHAS
CIHETIKH.

Pa6ota ¢ oTkazom
KJIHCHTA.

DTaIl BbIX0/1a U3

aHalln3a CUTYaluu
KIIHEHTa
Crioco0bt
BBISIBJICHUS
moTpeOHOCTEH
KJIMEHTa
Texromoruu
TIpe3CHTAINN
TIPEUTOKEHUS
KITUCHTY
TexHosmoruu
MPOBEACHUS
myOIMIHO N
MPe3CHTAIUN
TexHomoruu
paboTEHI ¢
BO3PKCHUSIMHU
KJIIHEHTOB
Croco0bl
MIPEOIONICHHS
BO3paXXCHUH 110

LeHe

BCTYIUICHUH B KOHTAKT C KOHTAaKTa C
. Crioco6s1
KJIMEHTOM THIIbI peaKIuii KIIUCHTOM.

I HUS
cepBHCOATENs IPU OTKa3e Oran peonone
KJIMEHTA 3TaIbl aKTHBHOM MOCJIENPOAAKHOTO arpeccuu KIMCHTa
MIPOAXKH 00CITy)KHBaHUS.

OIIK.1 y3. yMeThb aJITOPUTM IIPEOJOJICHUS Kontponbusle 3ageT, BOMPOCHL..
CaMOCTOSATEIIEHO BO3paKeHHI KJIMeHTa Oa3a paboTHI, pa3iensl.. Crioco6bl
aHAU3UPOBATH U 3HAHUI, HCOOXOIUMBIX IS Dran BCTYIUICHUS B NpeoIoNeHNs
00pabaThIBaTh 3¢ (G eKTHBHOM MPOJAKU BUIBI  |KOHTAKT C

. arpeccHu KJIHEHTa
HHPOPMALIHIO O BO3PaKCHHUU KIIMEHTOB BUBI KITUCHTOM.
TexHonoruu
MTOBEICHUH BOIIPOCOB, 3a/1aBaCMbIX Oran
norpeOuTenei B KITUEHTY, IPaBUIIa UX WHTEPBBIOMPOBAHNUS 3aBEPIICHUA
obacTu cepuca, (hopMyITHPOBAHUS BHUIBI KJIHEHTA, COTJIANICHUS
MTOJIyYCHHYIO K3 PE3IOMUPYIOIIHNX BOIPOCOB BBISIBIICHHE ITpouecc
Pa3HBIX HCTOYHUKOB |OCOOCHHOCTH B3aMMOJICHCTBHSI |CKPBITHIX 3AKOUEHHSL
C KJIMEHTaMU Pa3HbIX TUIIOB MOTPEOHOCTEH. I
MMOBEJICHUE CEPBUCOATENS BO  |DTall Ipe3eHTalun
BpEMsI ITOITHCAHUS TIOTOBOPA }l:[cnym KIHEHTY. | A pryvoTHBaTOpSI
CUTHAJIBI 3aI/IHTgpeCOBaHHOCTI/I pesenTaus 1et- | oo yoeTn
KIIUCHTA CIIOCOOBI MOTyYCHHUS a-TgT, PE3CHTAUNA | conpyrcomarens
HH(bop6Maunn OT KIJIUCHTA O €ro gy JTUYHAS. T eXHOTOrHI
MOTPEOHOCTSIX TEXHOJIOTHH Tall PEOAONCHHS | poronoryg B KOHTAKT
WHTEPBBIOMPOBAHAS KIMECHTA BO3paKCHUHN

C TIOTPEOUTEISIM.




TEXHOJIOTHH Hellpo-
JIMHTBUCTHYECKOTO
MIPOTrPaMMHPOBAHUS TIPU
BCTYIUICHUH B KOHTAKT C
KIIIEHTOM THIIbI KIINEHTOB THIIBI
peakuuii cepBucoAATENS IpU
OTKa3e KJIMEHTA 3TaIbl
aKTUBHOH NMPOJaXKu

KkirenTa. Croco0bl
YperyJIupoOBaHUs
BOIIPOCOB TIO TICHE.
DTall 3aKJIF0YEHUS
CIIEJIKH.

Pa6GoTa ¢ oTkaszom
KJIMEHTA.

JTan BBIX0Ja U3

TeXHUKU aKTHBHOTO
CITyIIaHUSL.
BepbanbHoe u
HeBepOabHOE
obmenune.. CriocoOb!
TIPEOIONICHHS
BO3PaXXKCHUH 110 LICHE.
Pabora ¢ xiueHTOM

KOHTaKTa C IIPU OTKa3e..
KIIIEHTOM.
Oran
MOCIENPOAKHOTO
00CITy)KHBaHUS.
OIIK.2 rotoBHOCTH  |31. 3HATH aJITOPUTM IIPEOJOJICHHUS Ortarn BCTyIJICHUS B 3aueT, BOMPOCHL..
pa3pabartbIBaTh TEXHOJIOTUH paboTHl |BO3pakeHMI KIIMEeHTa 0a3a KOHTaKT C TeXHOIOHH
TEXHOJIOTUH C KJIIMEHTaMU MIPH 3HaHMH, HEOOXOANMBIX AT KIIMEHTOM. aHANM3a CATYALHH
mpoIiecca CepBuca,  |POIABIDKESHUH U 3¢ eKTHBHOH IPogaKn Oran IHCHTA
pa3BUBaTh CUCTEMBI |pEalM3alliy yCIIyT BepOaIbpHOE M HEBEpOAIbHOE WHTEPBBIOMPOBAHUS
KIIMEHTCKUX OOIIeHNE BUIBI BO3PAKEHUN KIIMEHTA, Croco6st
OTHOIIEHUI C KJIUCHTOB BHIbI BOTIPOCOB, BBISIBIICHHE BBIABJICHNA
y4eToM TpeboBaHHH 3a/1aBaCMbIX KJIIMCHTY, IpaBUjia |CKPBITHIX norpebHOCTEH
HnoTpeOuTeNs ux (GOPMYIHUPOBAHHS BHJIBI NOTPeOHOCTEH. KJIMEHTa
PE3IOMUPYIOIIHX BOIPOCOB Oran npe3eHTauu TeXHOIOMH
0COOEHHOCTH B3aUMOJICHCTBUS |YCIIyTH KIHEHTY. NpeseHTaImH
C KJINEHTaMU Pa3HBIX TUIIOB IIpe3enTanus Tet-
MIOBEACHHUE CEPBUCOATENS BO  |a-TET, IPE3EHTAIMA MPETOACHIA
BpeMs ITOJIHMCAHMS IOTOBOpa  |IyOnudHast. IIMCHTY
Pa3HOBUAHOCTH MPOAAXK Oran npeoaoacHUs Texuonorun
CHUT'HAJIbI 3aMHTEPECOBAaHHOCTH  |BO3PaKEHUH MIPOBEICHUS
KIIMEHTa CTIocoOB!I TosrydeHust  |kimeHTa. CrocoObt yOIM4HOM
nH(pOpMaINH OT KIMEHTA O €T0  |YPeryJMpOBaHH IpeseHTaLun
MOTPEOHOCTSAX TEXHOJIOTHHU BOTIPOCOB IO LIEHE. L
AKTUBHOT'O CIIyLIaHUS Oran 3aKII0YeHUs paGoTHI ¢
TEXHOJIOTHH WHTEPBBIOUPOBAHHUS | CACIKH.
KIIMEHTa TEXHOJIOIUH HeHpo- PaGora ¢ oTKazoM BO3PAXCHUAMH
JINHTBUCTUYECKOTO KJIMEHTA. KJIHCHTOB
MIPOTrPaMMHPOBAHUSI IPU Oran BbIX0Ja U3 Crioco6s1
BCTYIUICHUH B KOHTAKT C KOHTaKTa C TIPEOIOIICHHS
KJIMEHTOM THITbl KJINEHTOB THIIBI |KIIMEHTOM. BO3pAKEHHIt 110
peakuuii cepBucoaaTens Npu Oran lete.
OTKa3€ KIIMEHTA 3TaIbl MOCJICTIPOAAXKHOTO
AKTHBHOH MpOAaXn 00CITyKMBaHHUS. .
OIIK.3 roToBHOCTb  |yS. yMETb aIrOpUTM Npe3eHTauuu ycayru |KoHTposbHble 3auer,
OpraHU30BaTh OpraHHW30BBIBATh KJIMEHTY COTJIACHO BBISBJICHHBIM |paboThl, pa3aensl. |Bompockl.. Ilybonuanas
MPOIIeCC CepBUCa, IIPOIIECC CEPBUCHOTO |MOTPEOHOCTSIM KIIMEHTa THIbBI KIUEHTOB. MIPe3eHTAIHS.
MIPOBOJHUTH BHIOOP o0cCITyKUBaHHs AITOPUTM NPEOJOTICHUS Metonst IIpe3enTanus Ter-a-
PECYpCOB U CPEACTB |KJIMEHTOB C YU€TOM |BO3pakeHHUH KineHTa 6aza B3aMMOJICHCTBHA C  |TET, CTPYKTypa
C ydeToM moTpeGHOCTEH 3HaHUI, HEOOXOTUMBIX IS KIIMEHTaMH Pa3HBIX |IPE3HTAlNU KIHEHTY
TpeboBaHuit 3¢ pexTHBHON TTPOJAKH TunoB. CrocoOb! CBOETO MPEJJIOKEHHUS.
HOTpeOuTENs BapHaHThl 03BY4YHMBAHUS LIEHBI 3a |IPEOJOTICHUS Crioco06b1
YCIIYTY THITBI PEAKIUH arpeccuu KJIHMEHTA. |IpeoJOoJEeHUs
cepBUCOJaTeNs IPU OTKa3e TexHonoruu BO3PAKEHUH 10 IIEHE.
KJIMEHTA 3Tambl aKTUBHOM Helipo3uHreucTiue |Pabora ¢ ximeHTOM
MIPOAAKHI CKOTO IIPH OTKa3e.
IpOrpaMMUPOBaHU
A1,
[K.11/CP yl. ymetn aIroOpUTM Npe3eHTauuu ycayru |KoHTposbHbIE 3ageT, BOMIPOCHI.
TOTOBHOCTB K pabOTe |COTIIaCOBBIBATH KIMEHTY COTJIACHO BBIABICHHBIM |pa0OTHI, pa3fensl. | AHTUMOTHBATOPHI
B KOHTAKTHOW 30HE C |MHTEPECH! KIMEHTOB |MOTPEOHOCTAM KIIMEHTa Oa3a [IpesenTamus JIESITETTFHOCTH
norpeduTeneM, 1 BO3MOXXKHOCTH 3HaHUI, HEOOXOTUMBIX IS MIPEUIOKEHIST: TET- |CepBUCOAATEINS
KOHCYJIFTUPOBAHHUIO, |CEPBHCHBIX 3¢ G eKTUBHOM MPOJaKn a-TeT u myonnyHad. |TexHomornu
COTJIACOBAHUIO BU/IA, |OpTaHU3AIMH BapUaHTHI O3BYYMBAHU LEHHI 3a | CTpyKTypa BCTYIJICHUS B KOHTaKT

(hopMbl U 00BEMa
nporecca cepBuca

ycIIyry BepOaibHOe U
HeBepOanbHOe 00IIEHHE BHUIbI
BOIIPOCOB, 3a/1aBaEMbIX
KIUCHTY, IPaBUJIa UX
(hopMyIHPOBaHUS BHJIBI

MpE3CHTAllNU.

C TIOTPEOUTEIISM.
TeXHHUKN aKTUBHOTO
CITyLIaHUsL.
BepbanbHoe u
HeBepOaJIbHOE




PE3IOMUPYIOIINX BOTIPOCOB oOmienue... [Tyomuunas
Pa3sHOBHUAHOCTH TPOJIAXK TIPE3CHTAIIHS.
CUTHAJTBI 3aWHTEPECOBAHHOCTH [Ipe3enTanus Tet-a-
KITUEHTA TEXHOJIOTUH aKTHUBHOTO TEeT, CTPYKTYpa
CITyIIaHUS TEXHOJIOTHH MIPE3HTAINH KINCHTY
WHTEPBBIOMPOBAHUS KIMECHTA CBOETO MPETIOKCHHS.
TEXHOJIOTHH HEHpO- Crioco0b1
JIUHTBUCTHYECCKOTO MIPEOIOJICHHS
MIPOrPaMMHPOBAHUS TIPH BO3PaKCHHH TIO IICHE.
BCTYILJICHUU B KOHTAKT C Pabora ¢ xiueHTOM
KJIUCHTOM THIIBI KIIMCHTOB THITBI MIPH OTKa3e..

peaxImii cepBUCOaATENS MIPH

OTKa3€ KIMCHTA STaIlbl

AKTHBHOM NMPOJaXKHU

2. MeToauKka olleHKH 3TaloB (l)OpMI/IPOBaHI/IH KOMIIeTEHIINI B PaMKax IUCHUIIJIHHBI.

[IpomexyTouHas arTecTanus 10 JUCUHMUILJIMHE TPOBOIUTCS B 8 cemecTtpe - B  Qopme
QG epeHIIMPOBaHHOTO 3a4eTa, KOTOPBIA HAalpaBlIeH Ha OIEHKY C(HOPMHUPOBAHHOCTH KOMIIETEHIIHMA
OIIK.1, OIIK.2, OIIK.3, I1K.11/CP.

3ayet mpoBOIUTCS B YCTHOM (MMCHMEHHON) (hopMe, 110 Oniieram (Tectam). Win

3aueT IMPpOBOAUTCA B Q)opMe IIHUCBMCHHOI'O TCCTHUPOBAHUA, BAPHUAHTBI TCCTAa COCTABIIAIOTCA U3 BOIIPOCOB,
MNPUBCACHHLIX B IACIIOPTC 3a4€Ta, IMO3BOJAIOIIUX OLOCHUTH II0KA3aTCIIn C(i)OpMHpOBaHHOCTI/I
COOTBCTCTBYIOIHUX KOMIIETCHIUM

Kpome Toro, chopMupoBaHHOCTh KOMIIETEHIIUI MTPOBEPSIETCS MPU MPOBEJCHUHA MEPOTIPHUATHI TEKYIIETO
KOHTPOJISI, yKa3aHHbIX B TaOnuue paznena 1.

B 8 cemecTpe 00s13aTeIbHBIM 3TANIOM TEKYIIEH aTTecTalllK SIBJISETCS. KOHTPoJbHas paboTa. TpeboBaHMs K
BBIMIOJTHEHUIO KOHTPOJIbHOM pa®oThl, COCTaB M IMpaBWJIa OLIEHKH C(OPMYIMPOBAaHbI B MAacCHOpTE
KOHTPOJILHON paboTHl.

OO61re mpaBuiia BHICTABICHHS OLIEHKH 10 JUCIUILIMHE ONPEeAesatoTcs 0amibHO-PEUTHHIOBOM CUCTEMOH,
IPUBEJCHHON B paboueil mporpaMmme yueOHOM TUCIUIUIMHBI.

Ha ocHoBanuu NpuBENEHHBIX Jajee KPUTEPUEB MOKHO clejaTh OOIIUN BBHIBOJ O CHOPMHUPOBAHHOCTH
komnetenmmii OITK.1, OIIK.2, OIIK.3, IIK.11/CP, 3a koTopble OTBeYaeT IUCIUIUIMHA, HA Pa3HBIX
YPOBHSIX.

O0mas xapakTepucTHKA YPOBHEH 0CBOCHHUSI KOMIIETCHIIHIA.

Hu:ke moporoBoro. YpoBeHb BBINOJHEHHS PabOT HE OTBEYaeT OOJIBIIMHCTBY OCHOBHBIX TpeOOBaHUA,
TEOPETUYECKOE COJIepKaHNE Kypca OCBOCHO YaCTHYHO, IPOOENbl MOI'YT HOCUTh CYILIECTBEHHBIH XapakTep,
HE00XO0/IMMbIE IPAKTUYECKHE HABBIKU PAa0OThI C OCBOCHHBIM MaTepUaioM CpOPMHUPOBAHBI HE TI0CTATOYHO,
OOJIBIIMHCTBO MPEIYCMOTPEHHBIX IMPOTrpaMMON 0OydeHHUs y4yeOHbIX 3aJaHUi HE BBINOJHEHbI WU
BBITIOJIHEHBI C CYIIECTBEHHBIMU OLIMOKaMHU.

IloporoBblii. YpoBeHb BBIIOJHEHUS PAa0OT oOTBeYaeT OOJBIIMHCTBY OCHOBHBIX TpeOOBaHUiA,
TEOPETHUYECKOE COZIEPKAHNE Kypca OCBOEHO YaCTUYHO, HO IIPOOEIbl HE HOCAT CYIECTBEHHOI'O Xapakrepa,
HEOOXO/IMMBbIE MPAKTHYECKUE HAaBBIKU pabOTHI C OCBOEHHBIM MaTepUaAIOM B OCHOBHOM C(HOPMHUPOBaHBHI,
OOJIBIIMHCTBO MPEAYCMOTPEHHBIX MpOrpaMMoil 0O0ydeHus y4eOHBIX 3a/laHuil BBIMOJIHEHO, HEKOTOpHIE
BU/IbI 3aJTaHUH BBIITOJIHEHBI C OIIMOKaAMHU.

Ba3oBblil. YpoBeHb BBINOJHEHHS] pPaOOT OTBEYAET BCEM OCHOBHBIM TpEeOOBaHUSIM, TEOPETHUECKOE
coJlep’kaHhe Kypca OCBOCHO IOJHOCTHbIO, 0e3 MpoOesnoB, HEKOTOphIE MPAKTUUYECKHUE HABBIKM PabOThI C
OCBOCHHBIM MaTepuanoM cHopMUpPOBaHbl HEJOCTATOYHO, BCE MPEAYCMOTPEHHBIE MPOrpaMMoi 0OyueHHs
yueOHbIe 3aJJaHUs BBIIIOJHEHBI, KAYECTBO BBIMOJIHEHHUS HU OJHOTO M3 HUX HE OLEHEHO MUHUMAJIbHBIM
YHCIIOM 0ajyioB, HEKOTOPHIE U3 BBIMOJIHEHHBIX 3aJaHH, BO3MOXKHO, COJEPKAT OIMIMOKH.



IIpoaBMHYTHI. YPOBEHb BHINOIHEHHS pabOT OTBEYAET BCEM TPEOOBAHMAM, TEOPETUUECKOE COJICPIKaHNE
Kypca OCBOEHO MOJHOCTBIO, 6€3 MpoOesoB, HE0OX0AMMbIEC PAKTUYECKUE HABBIKU PabOTHI ¢ OCBOCHHBIM
MarepuaioM c(hopMUpOBaHBI, BCE NPEAYCMOTPEHHBIE MPOrpaMMoOi OOyueHHs YdeOHbIE 3aJaHus
BBINOJIHEHBI, KAYECTBO MX BBIIMOJHEHHSI OIIEHEHO YHUCIIOM 0aiyioB, OJU3KUM K MaKCUMAaJIbHOMY.



DenepanbHOE TOCYAaPCTBEHHOE OI0KETHOE 00pa30BaTEIbHOE YUPEKICHHE
BBICITIETO OOpa30BaHUs
«HoBocnOupcKuii TOCYAapCTBEHHBIN TEXHUUSCKUHA YHUBEPCUTET

Kadenpa mapkerunra u cepsuca

HacnopT 3ayeTra/’K3aMeHa

IO JUCLMIIIIMHE «Texnomorun Impoaaxx B CEPBUCED, 8 CEMECTP

1. Meroauka oLeHKH

3aveT NpoBOAUTCA B YCTHOH (popMe, XOTS MPAKTUKYETCs U MICbMEHHas (popma 1o Ouieram.
DOK3aMeH MPOBOAUTCS B MUCBMEHHOH (popme mo Omiieram, OJHAKO IPErojaBaTellb MMEET
IIPABO 33J1aTh JOIIOJIHUTEIILHBIE YCTHBIE BOIIPOCHI 110 BCEMY KYpCY.

dDopmMma Guiera 1yis 3aueTa

HOBOCUBUPCKU IT'OCYTAPCTBEHHbBIN TEXHUYECKNUI YHUBEPCUTET
®akynerer Ob

Bujger Nel
K 3a4eTy 1o JucHUILIHe « TeXHOJIOruM MpoJIax B CEPBUCE

3anava (3aganue) 1 [lepeuncnuTh 3Tanbl aKTUBHOM MPOAaXXKH, 0XapaKTeprU30BaTh
0a3y 3HaHUN, HEOOXOAMMBIX CEPBUCOIATEINIO MPHU KAXKIOM U3 ITAOB aKTUBHOMN
IpOAaKU

3agauda (3aganue) 2 Onucath TEXHOJOTUM YCTAHOBJICHUS! KOHTAKTA C KIIMEHTOM

YTBepxnato: 3aB. kKadeapoi nomxHocTs, DO
(Toamuck)

(mata)

HOBOCHUBUPCKUI IT'OCYTAPCTBEHHbBIN TEXHUUYECKNUI YHUBEPCUTET
®akynerer Ob

Buier Ne 2
K 3a4eTy 1o JUCHUILINHE « TeXHOJIOTHH MPOJIaX B CEPBUCE



3agaua (3aganue) 1 Onucath METOJIBI aHATM3A CUTYAIMU KIIMEHTA
3agauva (3aganue) 2 [IpeacTaBuTh TEXHOJIOTUH MPE3EHTAIUU MPEITI0KCHUS
KIIUCHTY

YTBepxnaio: 3aB. Kapeapon noixHocTh, DO
(moamucs)

(mata)

HOBOCUBUPCKMI TOCYJIAPCTBEHHBIN TEXHUYECKU YHUBEPCUTET
®akynprer Ob

Buaer Ne 3
K 3a4ety 1o quciumuinae « TeXHOIOTHH MPOIaK B CEPBUCE»

3anava (3aganue) S O603HAYUTH TEXHOJIOTUU PA0OTHI C BO3PAXKEHUSMHU KIIMEHTOB
3amaya (3amanue) 6 OxapakTepu30BaTh TEXHOJIOTUN 3aBEPIICHUS COTIIANCHUS

YTBepxkaaro: 3aB. Kadeapoi IoJpkHOCTh, DO
(Toammck)

(mata)

denepanbHOE TOCYIAPCTBEHHOE OOKETHOE 00pa30BaTEIBLHOE YUPEIKICHNE
BBICIIIETO 00Opa30BaHUs
«HoBocuOupckuii rocyJapCTBEHHBIM TEXHUUECKUN YHUBEPCUTET

dopMa IK3aMEHALMOHHOI0 OHJIeTa
Jucuunnunaa TexHonoruu npoaax B TypusMe
3K3AMEHAIIMOHHBIN BUJIET Ne 1

1 Bonmpoc  Buasl npogax
2 Bomnipoc Ilporiecc 3akiio4eHus CACIKH

CocraBuTenb

Yepubimena T. JI.
3aBenytomuii kadenpoit



Lo M. E

«15»uronst 2017r.
Hucnumuinaa TeXHOJIOruu Mpoiak B TYpU3MeE
3K3AMEHAHI/IOHHBII71 BUJIET Ne 2

1 Bonpoc Twumsl nposaBLOB.
2 Bonpoc TexHosornu 3aBepIiicHMs COIIAICHHUS

CocTaBuTenb

Yepusimena T. JI.
3aBenytomuii kadenpoit
Lloit M. E. «15»

nrousa 201 7.
Juciunnraa TexHonoruu npoax B Typu3Me
3K3AMEHAIII/IOHHI)II7I BUJIET Ne 3

1 Bonpoc ba3za 3HaHuii, HeOOXOUMBIX CEPBUCOJATENIO MPHU MPOJAXKE.
2 Boripoc  CriocoOblI TPEOI0JICHUSI arpeCcCUM KITUEHTa

CocraBurenb

Yepubimena T. JI.
3aBenyrommii kadeapon
[loit M. E. «15»

ntoHg 2017 r.
Jucuurmraa TexHonornu npoaax B Typusme
3K3AMEHAIIMOHHBIN BUJIET Ne 4

1 Bonpoc Otanbl aKTUBHOM NPOJAXKU.
2 Bonpoc CrniocoOsbl npeogoaeHust BO3paKeHUH 10 LeHe

CocraBuTenb

Yepubimena T. JI.
3aBenyrommii kadeapoun



Lot M. E «15»

nroHg 2017 r.
Hucnumuinaa TexXHOIOrur IpoJiaK B TYpU3ME
3K3AMEHAIII/IOHHI)II71 BUJIET Ne 5

1 Boripoc Bepbanbhas u HeBepOanbHast KOMMYHHUKAIHSI.
2 Borpoc  TexHonoruu paboThl ¢ BO3pakKEHUSIMU KIIMEHTOB

CocTaBuTenb
Yepusimena T. JI.

3aBenyromuii kadenpoi [oit M.
E.
«15» nronsa 2017 r.

I[I/IC]_II/IHJII/IHa TexHonoruu IIpoaaxX B TYPHU3MC

3K3AMEHAILIMOHHBINA BUJIET Ne 6

1 Bornpoc TexHOIOrMM yCTaHOBJIEHUS KOHTAKTA C KJIMEHTOM.
2 Bonpoc TexHosnoruu npoBeaeHus: MyOJIuYHON MPE3EHTALNH

CocraBurenn
Yepubimena T. JI.

3aBenyrommii kadeapon
[loit M. E. «15»

nrousa 2017 r.

Juncunnivaa TeXHOJIOTHH TTPOJaXK B TYpU3ME
3K3AMEHAIII/IOHHI>II71 BUJIET Ne 7

1 Boripoc Twurmbl KJIMEHTOB U CTIOCOOBI B3aMMOJICHCTBHS C
MPEJICTABUTEIISIMUA PA3HBIX TUIIOB.



2 Bonpoc TexHosioruu npe3eHTauy NpeioKeHNs KIUEHTY

CocTaBuTenb
Yepusbimena T. JI.

3aBenyrommii kadeapon
Lot M. E «15»

nrousa 2017 r.
Hucnumuimaa TeXHOJOruu IpoJiak B TYpU3MeE
3K3AMEHAI_II/IOHHI)II71 BUJIET Ne 8

1 Bornpoc Metoibl aHAIN3a CUTYyalluH KJIMEHTA.
2 Bommpoc I'pamoTHas peakius CEpBUCOIATENS HA OTKAa3 KIMEHTA

CocraButenb
Yepubimena T. JI.
3aBenyromuii kadeapoun

Lot M. E. «15»

nroHg 2017 r.
Jucuurnnraa TexHonoruu npoaax B Typu3me
3K3AMEHAIIMOHHBIN BUJIET Ne 9

1 Boripoc CniocoObl BBISIBIICHUS MOTPEOHOCTEN KIUEHTA.
2 Bonpoc IlpensaputenbHblil pa3roBop ¢ KJIMEHTOM M0 TeNePOHY

CocraBureip

Yepubimena T. JI.
3aBenyrommii kadeapon
Lot M. E. «15»

nroHsg 2017 1.

Cnucok BONpocoB, BLIHOCUMBIX HA JK3aMeH
Mo AMCHUIIMHE « TeXHOJIOTUHY MPOJIaXK B CEPBUCE
1. Buasl npogax

2. Tunsl npoaBIOB
3. baza 3HaHMi1, HEOOXOAMMBIX CEPBUCOAATEINIO TIPU MPOIAXKe



DTanbl aKTUBHOU MPOAAXKHU
BepOanbHas u HeBepOaabHass KOMMYHUKAITHS
TexHO0JIOTHN YCTaHOBJICHUS KOHTAKTa C KITMEHTOM

No ok

Tunbl KJIMEHTOB U CIIOCOOBI B3aUMOJICHCTBUS C MPEACTABUTEISIMH Pa3HBIX
TUTIOB

8. MeTto/pl aHaMM3a CUTyaIlH KIMEHTa

9. CnocoObI BBISIBIIEHUS TOTPEOHOCTEN KIIMEHTa
10.TexHOMOTMYU TPE3CHTALUN TPEIOKEHHS KITUEHTY
11.TexHonoruu npoBeeHUs MyOJUYHOMN TTPE3CHTAIIUN
12.TexHonoruu paboThl ¢ BO3PAKCHUSIMH KJIUEHTOB
13.CniocoObl Tpeo10IeHUS BO3pAKEHUH T10 TIeHE

14.Crioco0bl IpeoA0ICHHSI arpecCu KIMeHTa

15.TexHOJ0run 3aBepIICHUS COTJIAIEHUS

16.11porecc 3aKIIOYEHNS CACIKH

17.Crioco0sl 60pBOBI CO CTPaxoM 10 MyOJTUYHON MPE3EHTALINH.
18.IloaroroBka K BCTpeue C KIMEHTOM Ha €ro TEPPUTOPUH.
19.TexHonmorum B3auMOAEUCTBUS C KIIMEHTOM IIPHU OTKa3e
20.0OcHOBHBIE BBIT0/1bl, KOTOPbIE KIIUEHT OKUAAET OT YCIIyTU

DK3aMeH IIPOBOIUTC:A B MMMCbMEHHOM Q)opMe 110 OMJIeTaM.

CprKTypa 9K3aMCHAITMOHHOI'O ouiera YIBCPKIACTCA Ha 3aCCAAHHNH
Ka(beﬂpbl. HpaKTI/ILIGCKOG 3aJaHUC MOXKCT BKIIOYATbCA II0 YCMOTPCHHIO
npernogaBaTcIs.

IIpumep Tecra aJis 3adera

Bonpoc Ne 1 Kakoe neiicTBie Mbl JOIDKHBI MPEANPUHATH MPU OOHAPYKEHUU
CUTHAJIOB 3aMHTEPECOBAHHOCTH KIIMEHTA Ha 3Talle 3aBEPLICHUS CAEIKH?

e Ortser | ynoTpeOUTh TEXHOIOTHIO JIOKHOTO BEIOOpA
e Orter 23a1aTh (PUHAIBHBINH BONPOC U MOJIYA JKIATh 0TBETa
e  OrtBer3 MoACKa3bIBATh KIIMEHTY HYXKHBII CEPBUCOIATENIO OTBET

Bomnpoc Ne 2 Kakum 00pa3omM BO3MOKHO TPEOJIONIETh BO3PAKEHUE KIIMEHTA I10
nene?

e Ortser 1 3anaB Bonpoc: «C yem Bbl cpaBHuBaere?)
e OrtBer 2 HACTOATH HA TOM, YTO LIEHA COOTBETCTBYET KAYECTBY
e OrtBer3 OTIPaBUTh K KOHKYpEHTaM

2. Kpurepun ouenku

* OrtBer Ha OWIET (TCCT) U 3a4€Ta CHUTACTCA HEYAOBJIECTBOPUTEIBHBLIM, €CIIM CTYACHT IIPpU

OTBETC Ha BOIIPOCHI HE IAaCT OHpejleHeHHfI OCHOBHBIX ITOHSITHM TEXHOJIOTHH npoagax, HE 3HACT
BHUIOB IIpOAAK, TUIIOB CEPBUCOAATECIIA, HC CIIoco0€H IMoKa3aTh NPUYNHHO-CJICACTBCHHBIC CBA3U
HBHGHI/Iﬁ, BO3HHKAOOIUX IIPHU 06CJ'Iy>KI/IBaHI/II/I KIIMEHTAa Ha BCCX OJTalax IIPOAaKu. OHeHKa



cocraBnsieT 2 banna (25).

» OrtBer Ha OmiteT (TECT) ISl 3a4eTa 3aCYUTHIBACTCS HA MOPOTOBOM YPOBHE, €CIH CTYICHT IPH
OTBETE Ha BOIPOCHI JAET ONPE/IEICHHs] OCHOBHBIX MOHATHH TEXHOJIOTHUH MPOJaXK, 3HACT BHUJIBI
NPOJIAXK, THUITBI CEPBUCOIATEIS], CITIOCOOEH IMOKa3aTh MPUIHMHHO-CJICICTBECHHBIC CBSI3U SIBJICHUH,
BO3HHUKAIOIIMX TPH OOCITYKMBAaHWM KJIMEHTAa Ha BCEX JTalax MpPOJaXd, HO HE MOXKET
MIPUBECTH MPUMEPBI U3 MPAKTHKH, TJIe UMEITU MECTO HAPYIICHHUS MIPaBUI OOIICHUS KJIMCHTA U
cepBucoaarens. Ouenka cocrabisieT 3 6ania (50-59).

» OrtBer Ha Omier (TecT) /Ui 3a4eTa OMJIET 3aCUMTHIBACTCS Ha 06a30BOM YpPOBHE, €CIIH CTYJCHT
NPy OTBETE HA BOMPOCHI JIACT OMPENENICHUSI OCHOBHBIX MOHATUN TEXHOJOTHUH MPOJaX, 3HAET
BUJIBI TIPOJIAXK, THUIIBI CEPBUCOAATENS, CIOCOOCH TOKa3aTh MPUYMHHO-CIICJACTBEHHBIC CBSI3U
SIBJICHUW, BO3HUKAIOUIMX TPU OOCITYXMBAHWM KJIMEHTA HA BCEX OTalax MPOJaKd, MOXKET
NIPUBECTH MPUMEPBI U3 MPAKTHKH, IJIe UMEIIM MECTO HApyIICHHS MPABHJI OOIICHUS KJIMCHTA U
cepucogarens, Ho cam He Ha 100% mposBisseT BO BpeMs TPEHHHra HEOOXOIUMbIE
cepBucoarenio kadectBa. OueHka cocraBisier 4 oauia (73-86).

* OrtBer Ha Owier (TecT) A 3adeTa OWJIET 3aCUMTHIBACTCA HAa MPOABMHYTOM YPOBHE, €CIIH
CTYZICHT IIPH OTBETE Ha BOIIPOCHI Ia€T ONPE/ICICHUS OCHOBHBIX TIOHITUH TEXHOJIOTUH TPOIAK,
3HAeT BUJBI MPOAAX, THIBI CEPBUCOAATEINS, CIIOCOOCH MOKa3aTh NMPHUYUHHO-CIICJACTBEHHBIC
CBSI3U SIBJICHWI, BO3HUKAIONIMX TpPU OOCITY)KMBAaHWUU KJIMEHTA HAa BCEX JTalax MpPOJIaxKH,
MOYKET MPHUBECTH NMPUMEPHI U3 MPAKTUKH, I7I€ UMEIH MECTO HapyUIeHHs NpaBWiI OOLICHHUS
KJIMEeHTa W cepBuconareis, u cam Ha 100% mposiBisieT BO BpeMsi TPEHHHTa HEOOXOIMMBIC
cepBUcOaTeNo KauecTBa. OLEHKA COCTABISET OALI08.

3. IlIkana ouneHKH

3adeT cunTaeTCs CIAHHBIM, €CITM cCyMMa OajuIOB IO BCEM 33/IaHMsIM OWIIeTa OCTABJISET HE MEHEe
50-59 6amnoB (13 100 BO3MOKHBIX).

B o0meit onieHke no AucHUIUIMHE OaUlbl 32 3aU€T YUUTHIBAIOTCSA B COOTBETCTBUU C IIPABUIIAMHU
0aJIbHO-PEUTUHIOBOM CHCTEMBI, IPUBEACHHBIMU B paboyeil mporpaMme JUCIUIINHBL.

4, BOl'lpOCbI K 3a4CTy IO JTMCHUILJIMHE «Texnomornu npoaaxx B CCpBHUCE»
Borpocs! k 3adety (9k3aMeHy)
1. Yro Takoe mpoaaka, OpMEHTUPOBAHHAS HA KJIIMEHTA U HA TPOTYKT

B 4em cyTh nporiecca npoaaxu

B 4yeM cMbICH CIEKYJISITUBHOM TTPOAAKHU
YT0 Takoe yCTaHOBJIEHUE KOHTAKTA
Yo Takoe OT3epKaIMBaHUE KIINEHTA
Kaxkue ¢dhpasbl Henb3s AOMYCKATh B peYn

[Touemy He cieayeT CauThCs HAIIPOTUB

©ooNO oA WD

. KakoBbI mokazarenn HEpBO3HOCTH

10.Yto Takoe OTKPBITHIE U 3aKPBITHIE BOIPOCHI

11.YT0 3HAYUT OTTAIKUBATHCS OT BHICKA3bIBAHMSI KIIMEHTA

12.3auem npu npe3eHTAMU YCIYTU CIAeAYET NPUMEHSTh JeepUYaCTHbIE
060poTHI?\

13.Tlouemy Ba)KHTO BO BpeMsi IPE3EHTALIUU YCIYTH PUCOBAThH KIMEHTY €€

obpa3



14 Jlyumie coo0math KIMEHTY IIeHYy WU AWarna3oH 1eH

15.Xopo1i1o a1 ynotpedasTh yMEHbIIUTEIbHO-JIACKaTeIbHbIE (DOPMBI
CJIOB BO BpeMs MPE3CHTAIIMU YCIYTH KIUEHTY

16.Yto Takoe JI0)KHOE U UCTUHHOE BO3pPAKEHHE

17.Y10 Takoe «IpUCOCTUHUTEIIBHBIE CIIOBOCOUYECTAHUS

18.YTo HYyXHO clienath mocie Toro, kak Bel 3amanu Bompoc,
HapPaBJICHHBINA HA 3aKITIOYCHUE CIICITKHU?

19./1ns1 4ero ciemyeT aenath 3aucy BO BpeMs OOILIECHUS C KIMEHTOM

20.Yemy CIy>KUT JUCT «3a» U «IIPOTUBY»

21.Kakue cymecTByIOT CJI0Ba-MaHUITYJISITOPBI

22.Kakolit MOMEHT MpHU 3aBEPIICHUN CIEIKH SIBIISIETCA CaMbIM OMacHbIM?

23.Yto0 Takoe croco0 CpaBHEHUS 3aTpaT

24 Ecnu KITMEHT CEeTyeT Ha JOPOTOBHU3HY YCIYTH, UTO CIEAYET CIIPOCHUTH

25. AnropuT™ paboThI ¢ BO3PAKESHUSIMH

26.Kaxue ObIBaOT BO3paXKEHUS

27.CtpykTypa myOIM4HON Tpe3eHTallun

28.11pe3eHTys ToBap, 4TO MbI IPOJIAEM — CBOMCTBA YCIYTH WUJIU BBITObI
JUTSL KJIMEHTa

29.Jl511 9yero HEOOX0AMMa OPUEHTAIIHS B CUTYaIlH KJIUEHTa

30.Kakue Bompock! cieayeT 3aaBaTh BO BpEMs OPIICHTALINU B
NOTPEOHOCTSIX KIMEHTA

31.Yto Takoe HeBepOaIbHOE 00IIIEHNE

32.Yto MBI 1eT1aeM Ha dTare YCTaHOBJICHUS! KOHTAKTa C KIIMEHTOM

33.Dpa3sbl «IPUCOCTUHEHUS

34.1Touemy paboTy C BO3paKCHHUSIMU KIIMEHTA HA3bIBAIOT UCKYCCTBOM
ankuao?

35.[ToueMy BaxkHO cripammBaTh «S oTBeTHI HA Bar Bompoc?»

36.YTto Takoe crocod cpaBHEHHS 3aTpaT C MaryOHOW MPUBBIYKOMN
YeJioBeKa

37.YTo Takoe crocod «cajasMuy Mpu 00CYKJICHHH BOIIPOCA IICHBI?

38.Ut0 Takoe CUrHAJIbI 3aMHTEPECOBAHHOCTH KJIMEHTA ?

39.Cwmpic 1 oib3a ¢passl «IIpaBunsho nu g Bac mousn?»

40.AnropuT™ MOBEJCHUS TIPU OTKA3€e KIMEHTA

41.YT1o0 Takoe TEeXHUKA JIOKHOTO BhIOOpa

42.YT1o0 Takoe TexHUKa OyOImKa

43.YT10 TaKkoe METOJl TUAarHOCTUKH MOTPEOHOCTEN KIIMEHTA «Emoukay

44, AnropuT™ MPE3EHTALUN YCIIYTH KIUEHTY

45. AnropuT™ yOJIMYHOM MPE3eHTAINH



denepanbHOE TOCYAAPCTBEHHOE OI0PKETHOE 00pa30BaTEIbHOE
yUpexJACHUE BBICILIEr0 00pa30oBaHuUs
«HoBocubupckuii rocy1apcTBEHHBIN TEXHUYECKUI YHUBEPCUTET»
Kadenpa mapkerunra u cepuca

IacnopT KOHTPOJILHOM PAdOTHI

0 JUCHUIUIMHE « T€XHOIOTrnH NpoJIak B CEPBUCEY», 8 CEMECTP

1. MeToauka OLleHKH
KonTtponsHas paboTa MPOBOAUTCS MO OMPENCIEHHBIM TeMaM, BKIIOYACT

IPAKTUYECKUE 3a]IaHusl.
Ilenv kommponwvhoit padomsvt — 3aKPENUTh TEOPETUUYECKUE 3HAHUSA
CTYACHTOB B O0OJACTM TEXHOJOTMM TPOAAK B COBPEMEHHBIX YCIIOBHUSX
MOCPEJICTBOM aHaJdM3a BHEIIHEH W BHYTPEHHEH Cpeapl OpraHu3anuu cgepbl
TOCTENIPUMMCTBA, BBIABICHHS BO3MOXXHOCTEH €€ pa3BUTHS M pa3pabOTKu
3¢ (HEeKTUBHBIX CIIOCOOOB B3aUMOJICHCTBUS C KIMEHTCKON ay TUTOPHUEH.
KoHTposibHasg paboTa sSBISETCS OPUTHHAIBHOW CaMOCTOSITEIbHOM paboTOon
CTYJACHTa YHUBEpCUTETa. BbilosHEHHWE NaHHOW paboThl MpPEANoJiaracT yMEHUE
paboTaTh C AUTEpPATYpOl, aHAIU3UPOBAThH JEATEIBHOCTh OPraHU3allMd B 00JacTH
KOMMYHUKAILUI C TOTPEOUTENSIMH, TIOCIEA0BATENBHO U3JIaraTh MaTepual, a TaKxKe
IPUMEHATH 3HAHUS B 00JIACTH YIPaBICHUS] KOMMYHUKAIIMOHHBIMU NPOLIECCAMU Ha
NPEeANpPUATUH.
KoHTponbHast paboTa COCTOUT U3 CEPUM IUATIOIOB MEXKAY CEpBHCOAATENIEM
Y KJIIMEHTOM — «OTPULATEIBHBIIN) U «IIOJOKUTEIBHBIIN TPUMEPBI B3aUMOICUCTBUS

C KJIMEHTOM Ha KKJIbIM 3Tal aKTUBHOM MPOJAXKHU.

2. Kpurtepuu oneHKH

Kaxmoe 3amanne KOHTPOJBbHON pabOTHI OIEHWBACTCS B COOTBETCTBUU C
MIPUBEACHHBIMH HIDKE KPUTCPUSIMH.

KoHTponbHass paboTa cUHWTAcTCS HEBBIMOJHEHHOH, CCIM JIHAJIOTH
COCTaBJICHBI 0€3 ydeTa IpaBujl, KOTOpPhIC OBLIM JaHBI MPEIoJaaBaTeieM B paMKax
JIEKIIMOHHOTO Kypca. Onenka coctapiseT 2 6amia (25).

PaboTa BBITIOJIHEHA HAa MOPOTOBOM YPOBHE, €CJIM JTUAJIOTH BBITOTHEHBI C



y4eTOM IMIPaBHJ, OJHAKO CHTYyallMd, NPEIIOKEHHBIE CTYJACHTOM, AaleKd OT
pEabHBIX, KOTOPBIE €KEIHEBHO MMEIOT MECTO B XOj€ OOCITY)KUBAHUS KIHMEHTOB.
Ouenka cocrasisiet 3 6ayios (50-59).

Pabota BbIIIOJHEHA Ha 0a30BOM YpPOBHE, €CIM OOHApPYXMBAET YMCHHE

paboTaTh C JIUTEPaTypoOi, aHAIU3UPOBAThH ACSITEIbHOCTh OPTaHU3alUU B 00JacTH
KOMMYHHKAIIMA C TOTPEOWTENsIMU, a TakKe NPUMEHATh 3HAHUA B OOJACTH
yIpaBlIeHUSI KOMMYHUKAIIMOHHBIMU TpoIlecCaMyd Ha MpeanpusaTun. Jlmamoru
MOCTPOEHBI C yYETOM 3HAHWH, TOJYYCHHBIX B XOJI€ JICKIIMOHHOTO MaTepHaa.
Ouenka cocranisiet 4 6aiia (73-86) 6amios.

PaboTta cunTaeTcst BEIOJIHEHHON HA NMPOABUHYTOM yYPOBHE, €CITH CTYICHT
B XOJI€ 3aIIUThl KOHTPOJIBHON PabOThI JIETKO CIPABISIETCS CO BCEMU CUTYAIUSIMH,
BOZHMKAIOIIMMU MEXKIY KIMEHTOM M CEpPBUCOJAATENIEM Ha BCEX 3Tamax MpPOJakH,
JMAJIOTH TIOCTPOCHBI C YYE€TOM 3HAHHM, MOJYYEHHBIX B XOJ€ JIEKIIMOHHOTO
matepuaina. Ouenka coctaBisieT 4 6asa (73-86).

3. HIkaja oneHKHn

B o6mieit onieHke 1o AUCHUIUIUHE 0aJUTbl 32 KOHTPOJIBHYIO PabOTy YUUTHIBAIOTCS B
COOTBETCTBHH C TpaBUjiaMU OaTbHO-PEHTHHTOBON CHCTEMBI, IMPUBEICHHBIMU B
paboueil mporpaMme JUCHUTUIUHBI.

4. Ilpumep BapMaHTa KOHTPOJIbHOI padoThI

MUHUCTEPCTBO OBPA3OBAHMS 1 HAYKH POCCUMCKOM
®EJIEPALIMU
®EJIEPAJIBHOE I'OCYIAPCTBEHHOE BIO/UKETHOE
OBPA3BOBATEJILHOE YUPEXX/IEHUE BBICILIEI'O OBPA3OBAHUS
«HOBOCUBUPCKHNI IT'OCYJJAPCTBEHHbBIN TEXHUYECKUI
VHUBEPCHUTET»

dakynbpTeT OM3HECa
Kadenpa Mapkerunra u cepBrca

KonTpoabnas paéora
no nucuuruinHe « TexHomoruu npogax B cepe yciayr»

Ha Temy: «Pa3paboTka quasoroB Mexmay CEpBUCOATENIEM U KITUSHTOM
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I'pynma: Yepusbimena T.J1.
Bbam: , ECTS
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« » 20 r. Ouenka
(moamwuce)
Hosocubupck, 2017
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1 sram. Oran YCTAHOBJICHHUA KOHTAKTaA C HOTp€6I/IT€HCM

«t»

«=»

A: HoOpeiii  geHb,  Bukropus
AHJIpeeBHa. Kak no0panucs?
Bosbpmute cyxue canderku m MOKeTe
MIPOUTH B TYaJICTHYIO KOMHATY (KJIHUEHT
nonayn moj Jaoxab Ha ynwuie). He
xenaete kode? Mnm vain?

b: 3apasctByiite. Cnacu6o Oobiioe,
€CJIM MOYKHO — Yau.

A: Xopomo. S Hanpio Bam yail moka
Brl Oynere B TyaneTHOM KOMHATE.

A: [IlpuBer, pneBouka. 3a4eM TbI
npunuia?
b:  3ppaBctByiite.  Cnacubo  3a

KOMILIUMEHT, HO MHE 20 neT. S xoTena
Obl YTOYHUTH IO TOBOAY JCTCKHX
Mpa3JHUKOB.

A: ThI 3Haelb, 4TO y HAC MPECTHKHAS
KOMITaHUSI ¥ Hallld Mpa3AHUKHU JTOPOTo
CTOST, JICHET TO XBAaTHUT?

b: 3a moif OroKeT HE BOJHYHTECh —
XBaTHT.

A: Hy nagno, naBai
KOHIICTIUIO MPa3JHUKA.

obcyum

2 3Tamn. JT1an BbIABICHHS IOTPEOHOCTEN KIIMEHTA

«t»

«=»




A: Sl GBI XOTENa y3HaTh, CKOJIBKO y Bac
OyZeT CTOWTh Yyciyra MpOBEIEHUs
Mpa3gHUKOB?

b: Kakyro koHuenuuio mnpasgHuka Bei
xorenu Obl? W kakas Bo3pacTHas
KaTeropus?

A: Sl Obl XOTena MpPOBECTH MpPa3aHUK
I neter B ctuiie «Disney landy.

b: Xopomo. Moxere nu Bbl Ha3BaTh
IIPUMEPHOE KOJIMYECTBO TOCTEM HA
npa3aHuKe?

A: Ilpumepno 12 geteit u 5 B3pOCIBIX.
b: Taxoit mnpa3guuk OyAET CTOUTH
15000 p., Bac ycrpourt takas neHa?

A: Jla, BriosiHe.

b: Xopomo, Ha kakoe uuciao Bsi
XOTHUTE 3anucaTh MIPOBEJICHUE
npa3gHuKa’?

A: Ha 15 auBaps.

b: Ornmuuyno. B Onwmxaiiiee Bpems c
BaMHU CBSDKETCS Halll OpPraHu3aTop
MPa3IHUKOB.

A: Xopomo, ciacu0o.

A: 51 Obl XOTENa MPOBECTHU MPa3IHUK.
b: Xopomio, mbl 3anumem Bac Ha 15
Mapra.

A: Ho s 6w xoTena npoBectu ero 14-
ro.

b: Huuem He MOXkemM mnomMoup - BCE
BpEMSI PACIIMCAHO.

I[I/IaJIOI“ 1 110 COBCTaM JIXI HHTCPBbIOMPOBAHNA KIIMCHTOB

«t»

«=»

A: Sl OBl xoTena KakoW-HMOYAb TYP,
CBSI3aHHBIN C MOPEM.

b: JlaBaliTe paccMOTpUM BOT TaKOM
BapUMaHT: Typ Ha  JBOMX Ha
CPEAM3EMHOE MOpe, TMOXKalayh, 3TO
OyJeT Jiy4iiuM BapuaHToB i Bac.

A: HasepHoe, na.

b: MbI TonpkO 4To nmpumM ¢ Bamu k
ToMy, 4TO BBl XOTHTE OTENDB, HAaNbOIEE
OV KAl K MOPIO, BEpHO?

A: la.

b: MOXHO yTOYHHTB, ITIOYEMY MMEHHO
oym3ko k Mopro? Kak Bel oTHOCHTECH K
aKTHUBHOMY OTJIbIXY B ropax?

A: MHe oyeHb XOYeTCsS MPOCTO
OTIIOXHYTh W TOBAJIATHCA Ha IUISDKE,
TOPHI S HE JH00IO.

b: Xopowo, s Bac mnonsma. Moxer
OpiTh y Bac ecthb eme Kakue-To

A: 5 OB XOTEna Typ Ha Cpeau3eMHOE
MOpE Ha JIBOUX.

b: Ceiiuac HeET NOCTYNHBIX TYpPOB IO
ATOMY MapuipyTy.

A: Hy w™oxer ObiThb y Bac ectb
ITIOXO0KHE TYpBI HA MOpe?

b: He yBepeHna.

A: Jlagno, crtacu6o.

b: He 3a uto. [lo cBuaanus.




nNpCAINnOYTCHUA NI noxejanus?

A: Her, crtacu0o.
b: Bam cnacu6o.

3 sram. Ortan IMPC3CHTAIMN HAICTO IIPCAJIOKCHU A

Juanor (yciayra BU3QKHUCTA)

Momnouior (yciryra BU3a)K1CTa)
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A: IlpaBunpHO nU 4
Bac nmonsna, BeI
XOTHTE  DKCIIpecc-
oOpa3s, KOTOPBIH
Oyner nepxarbcst 1
JICHb?

b: [a.

A: VY Hac kak pa3
MOSIBUJIaCh ~ HOBas,
3apEeKOMEHTOBABIIIAS
celst KOCMETHKa,
KOTOpast  JCPIKUTCS
OYCHb JOJIT0O W HE
MOPTUT  KOXKY, a
Jaxe  gemaer  eé
Jydile, u3-3a CBOETO
HOBOTO,
OE3BpETHOTO
coctaBa — Bbl
3TOrO XOTenu?
b: Jla, koHe4Ho!
A: Kak pa3 celfuac y
Hac TIPOXOJIUT
aKIIns, pu
CO3/IJaHUU DKCIpecc-
oOpaza B NOJApPOK

KC

A: s Bac
HEMHOTO HE
IIOHSIIA, 3a4eM
Bam MaKHsIK,
KOTOpbI  Oyner
JIepKaTbCsd  TakK
JI0JIro?

b: Jleno B TOM,
4YTO y MEHs Oyner

KOPIOpPAaTHUB.

A: MBI KOHEYHO

nmocrapacmcs,

HO

y Hac KOCMETHKa

HE JEPKUTCS
JIOJITO.

TakK

b: Torna a naimny

IpyTrou

CaJIOH,

rac OHHM CMOI'yT

CAaci1aTb

aKcTIpecc-oopas,

KOTOPBIU

npoaepxkurcs 24
yaca. Cmacubo

A: Ynaun

Hama KOCMETHKA COAECPKUT
THATyPOHOBYIO KHCIIOTY, IIEPAMM/IBI,
HaHoc(epBbl, HaHOKAIICYJIbI,
JUIOCOMBI, YTO 3TO — OOBSICHSTD 5 HE
Oyay, Bbl BCE€ paBHO HE IMOHMETE U
3T0 He BaxHo. [Ipuxonure, Mbl Bac
KIEM. ..




UJeT JBa MPOOHUKA
HOBOM  TOHAJBHOU
OCHOBBI!

Iy0oiuuyHast npe3eHTalusA

Kak BbI nymaere, MOXKET JIM KOCMETHKA JepKaThbcs Oosiee 24-X yacoB?
Koneuno moxer, u kocMetuka «Beauty» Bam 310 nokaxer. OHa nepxkutcs Oonee
CYTOK M OCTaercs B MepBOHayaidbHOM BHJE. [loMHMO 3TOro, oHa OY€Hb XOPOIIO
YXQKUBAET 3a KOXKEH, U B HEU CONACPKUTCA PETHUHON — OTO YAUBUTEIIbHBIN
npenapar, KOTOPBIM  SBJIAETCS  HNPUPOAHBIM TIE€HHBIM  PETYJIATOPOM, OH
CTAOMIM3UPYET BCE (PUBMOIOTHUECKHE MPOLIECChl B KOXKE W PYKOBOJIUT TaKUMHU
Ba)KHBIMU IIPOILIECCAMU KaK OPOTOBEHHE AIUAECPMHUCA, AKTUBHOCTH CAJIBHBIX XKEJE3
Y MHOTMMH JIPYTMMH. 3@ CUET 3TOrO, Ballla KOXKa YJIYYIIATCS, CTAHET HEXHOU U
OyZeT BBITIAAETh 310poBO. UTOOBI HE OBITH TOJIOCIOBHOW MHE TpeOyercs OOuH
noOpoBosiel] JUisi TOro, 4YTOOBbl MPOTECTHUPOBATH YIAbTPA-IETKUN TOHAIBHYIO
ocHOBY. (Bpilna neByIika, s HaHec/a TOHAJbHYIO OCHOBY). OOpaTuTe BHUMaHUE,
KOXa CTaja CHSIOIEee, IIEJIKOBUCTEE, HO TOHAJIbHAs OCHOBA IPHU 3TOM HE
IIOTYEPKUBAET IIEIYIICHUS U HE CKaThIBAETCS B >KENThIE NATHA. Vcrionb3ys €€, Bbl
OyJeTe olyIIaTh TOJIBKO JETKOCTh Ha KOXKE, U MPUATHBIN 3amax ocHOBBL. [loaBoas
UTOT XOTeJOoCh OBl CKa3aTh, 4YTO JaHHAs KOJUIGKIMS SIBJISIETCS HOBOM U
auMuTUpoBaHHOW. OHa JOCTymHA K MpoOJaXXe TOJbKO B MarazuHe «30J10TOe
A0JI0KO», €CIIM XOTUTE NPUOOPECTH TaKOW YYJIECHBIM HATypalbHBbIA MPOIYKT,

COBETYIO BaM OTOPOMUTHCS!



4 stan. DTan paboThl C BO3PAKEHUSIMU.
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A: S BooOmmie B y)ace OT Takoro. Jra
KOCMETHKAa HE€ MpoJepKajlach M JBYX
4acoB, Bcsl pazmazanack! Kak Tak MOKHO
nenarb  Mmakuspk?  [louemy — Bamm
BU3QXHCTHI BOOOIIE MCIOJB3YIOT TaKyHO
IJIOXYI0 KOCMETHUKY!

b: Jla, s cormacuHa ¢ Bamu, s ObI TOXe
OblLTa HeJOBOJIbHA Ha Bamiem mecrte. A
Kak Bbl  y3Hamu, 4YTO  MaKuUIK
npojieprKajcs He 0ojiee AByX 4acoB?

A: 5 Beimna u3 Bamero caiona B 12:00,
a B 14:00 TeHm yxe OCHIIAIUCH, a
TOHAJIbHAg OCHOBAa MpEeBpaTWIach B
JKeJIThIC MATHA! DTO y>KacHO!

b: Ha, g cormamyce ¢ Bamu, Takoro He
TOJDKHO  ObITh. S mpesutaraio  Bam
cAenaTb y Hac MaKUK aOCOIIOTHO
OecrulaTHO, U B 3TOT pa3 Mbl Oyaem
MCIIOJIb30BaTh IPYTYIO bupmy
KOCMETHKH, KOTOpasi yBepsito Bac ouenb
XOpomast i CTOMKasl.

A: Xopomo. Hanerocb B 3TOT pa3 He
BBIMJIET TAKOTO yrKaca.

b: Koneuno Her! Ha kakoe uucino u
BpeMms Bac 3anucars? .........

A: S BooOIe B y)xace OT Takoro. JTa
KOCMETHKAa HE MpojepkKanach U JBYX
yacoB, Bcs pa3zMazanack! Kak Tak
MOXHO AenaTh Makusik? [louemy Bamm
BU3QXHCTHl  BOOOINE  HCIOJB3YIOT
TaKyI0 IJTOXYI0 KOCMETHKY!

b: Hy s nHe cormamyce ¢ Bawm.
Kocmetnka Mexay mnpoyeM OYEeHb
J0porasi U Xopouiasi.

A: Kak oHa MOXET OBITh XOpPOIIEH,
€CJIM s BBIIIJIA M3 BaIlero cajoHa B
12:00, a B 14:00 TeHu yke OChINAIUChH,
a TOHAJIbHAsg OCHOBA IMPEBPATUIIACH B
JKEIThIC TIsITHA!

b: 3nauut BbI 4TO-TO J€nanu HE Tak,
HAMOYMJIM JIUII0 WX emie 4To-To. He
MOXKET TaKOro MPOU30UTH Cc
MaKUsKEM, CACIaHHBIM y Hac B
caione! .......

6 >Tan. BeIxoa U3 KOHTaKTa
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A: Moxet ObITh Y Bac ocranuce emie | A:
Kakue-HUOYIb BOMPOCHI? paszbeperech Mo XOay Jena.

b: Her, cmacu6o. b: BooOmie-to s OBl XOTela 3aJaTh
A: Xopomo. S Obuia 0o4eHb paja C | HECKOJIBKO BOMPOCOB.

Bamu nmooOmiatees, u yBepeHa, uto Bl | A: Y MEHs 10 BpeMEHHU ceiyac OyaeT
HE IIOXajeere, 4YTOo OOpaTUIIMCh | HOBBIM KIMEHT. Jlo CBUAaHUS

MMEHHO K HaM. Xopoiero Bam nxs! b: 1o cBunanus. ..

b: Cnacu6o, u Bam.

S nmymaro  BOIIPOCOB  HET,

Huanor no tenedony

«t»
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A: Anno? 3apaBcTBYMTE.

b: 3npaBcTByiiTE. ITO CalIOH KPacOThI
«Beauty», mens 30ByT Bukrtopus, uem
s Mory Bam nmomoun?

A: S OBl xorena 3amucaThCsi Ha
JKCIIpecc-MakusK Ha 3aBTpa B 14:00

b: Kak k Bam MoxHO oOpaiarbcesi?

A: ExarepuHa.

b: Xopomo, Ekarepuna. A wmory
NpEVIOKUTh BaM 3allUCh TOJIBKO Ha
15:00 wim no3xe, Bac ycrpout takou
BapUaHT?

A: Jla, Torma moxHo Ha 15:00.

b: Koneuno. 3aBtpa B 15:00 mMbl Oyznem
oXHaaTh Bac mo ampecy MHUKpopaiioH
['opckuii 82. Moxer y Bac ectb eme
Kakue-TO Bonpockl? S ¢ pagocTteio Bam
Ha HUX OTBEYY.

A: Her, BonmpocoB Her. Crnacu6o, 10
CBU/JIaHMUSL.

b: Cnacu6o, Exarepuna, xoporuiero
Bam gns! Jlo cBuganus

A: Anno? 3apaBcTByTE.

b: la-na, mo kakomy Bompocy?

A: S OBl xorena 3amucaThCs Ha
JKCIIpecc-MakusK Ha 3aBTpa B 14:00

b: Het Ha 3aBTpa MecTa B 3TO BpeMs.
A: Moxert ObITh €CcTh Ha Jipyroe?

b: XKnaure... (mpoxoaut 6 MUHYT)

b: Ammo, ects Bpemss Ha 15:00 u
03¢, 3aIMMCHIBAIO?

A: Jla.

b: 3anmcana, 1o cBumaHms.

A: Jlo cBU1aHMS.

OO0pa3 ycayru Uil KIMeHTa-KUHECTETUKA

VYeiyra BU3aKucCTa.

A: TlpencraBbre cebe, Bbl mpuxoautre um caautech B Halle CIEHATBLHO-
pa3zpaboTaHHOe (UPMEHHOE MSTKOE KPECIO, OHO HACTOJIbKO MSTKOe, 4yTo Bam
KakeTcsa, 4to Bbl mapute B BO3ayXxe, Hall MPO(PECCHOHANBHBIN BU3AKUCT
MPUCTYIAaeT K CBOEM paboTe, W TEPBBIM JEJIOM KacaeTcsl Ballero JHia O4YeHb
MSATKOW KUCTOUYKOM, U BBI OIIYIIA€Te 3TO MPHUSATHOE YyBCTBO 0apXaTHCTON HEKHOMN
TEKCTYpPbI BOPCA U €JI€ YIIOBUMBIMA apOMAT BAHWJIH OT ITyPBL.

BAPUAHTBI KOHTPOJIBHBIX PABOT

Bapuanr 1. BeryuieHne B KOHTaKT € KJIMEHTOM
Teopemuueckas wacmo

BepOanbhas u HeBepOanbHast KoMMyHukanus. [Ipasumno 9 cekyna.

Ipaxmuuyeckas wacmo
PazpaboTka quanoros

Bapuant 2. BbisiBiieHHE IOTPeOHOCTEH KIMEHTOB
Teopemuueckas uwacmo

TexHonoruss AaKTUBHOIO CIylIaHWs. Pa3HWIa TOHATHNW  «CIylWIaTb» |



«CJIBIIIATB».
]YpaKmuquKaﬂ yacmov
Pa3pa60TKa AUAJIOTOB MCKAY CCPBUCOAATCIICM U KIIMCHTOM

Bapuanr 3. AJIropuTM Npe3eHTANUN YCJIYTH
Teopemuueckas uacmo

CpoiicTBa yCIyrd M BBITOJIbI: JiBa BapuaHTa 3((EKTUBHON Mpe3eHTaINH
yCIIyTH

Hpakmuqecmzﬂ yacmos
Pa3pa60TKa AUAJIOTOB MCKAY CCPBUCOAATCIICM U KIIMCHTOM

Bapuanr 4. IlyouuHasi npe3eHTALMS YCJIYTH
Teopemuueckas uacmo

[1nan myOau4HOM mpe3eHTaluy yelIyTru. Pa3audHbie TUIBI ay AUTOPUH.
IIpaxmuueckas uacmo
Pa3paboTka quanoroB Mexay CEpBUCOIATENIEM U KIUEHTOM

Bapuanr 5. TexHoJiorum npeoaoJieHusi BO3PasKeHu
Teopemuueckas wacmo
CxeMa paboThl C BO3paKEHUAMH KJIHEHTA.
llpaxmuueckas yacmo
Pa3paboTka quanoroB Mexay CEpBUCOJIATENEM U KIMEHTOM

Bapuanr 6. TexHoJ10ruu npeo10/ieHUs1 arpecCu KJINEeHTA

Teopemuueckas yacmo
Heiipo-nunesucmuueckoe npocpammuposanue npu 63aumooeicmsuu ¢
kauenmom. Cmpame2uu IUYHOCMHO20 POCMA.
Illpakmuueckas wacmo
Pa3zpaboTka quanoroB Mexay KJIMEHTOM M CEPBUCOATEIIEM

Bapuant 7. Meroasl padoThl ¢ HEHON NPH BO3PAKEHUAX KJIMEHTA IO
LeHe
Teopemuueckas wacmo

Tunsl BONPOCOB KIMEHTY OTHOCUTENIBHO IeHbl. Meron camsamu. Merton
CpPaBHEHUSI C TpaTaMH Ha MPUBBIYHBIE HYXKIbI.
Ilpakmuueckasn wacmo
Pa3zpaboTka quanoroB Mexmay CEpBUCOIATETIEM U KIUEHTOM

Bapuant 8. Cnnoco0Obl 3aBepuieHUs CAeJIKH
Teopemuueckas yacmo
3HaKM 3auHTEepecOBaHHOCTH. MeTon «JIuCT 3a 1 MpOTUBY.
Ilpakmuueckas wacmo



Pa3paboTka quanoroB Mexay CEpBHCOJIATENIEM U KIMEHTOM

Bapuanrt 9. Texnosioruu padoTsl ¢ 0TKA30M KJINEHTA
Teopemuueckas wacmo
OTHOLIEHNE K OTKa3y Kak K CTUMYJY JaJbHEUIIIEr0 CaMOCOBEPUIEHCTBOBAHUS

Ipaxmuuyeckas uacmo
Pa3paboTka nmpoexkTa HOBOBBEICHHUS

Bapuant 10. Cnoco0sbl 3J1eraHTHOTO BBIX0/Ia U3 KOHTAKTA
Teopemuueckas yacmo

3aBepiienne  corjamieHus. CrocoObl  OOCTyXMBaHUS KJIMEHTa Ha
¢urampHOM dTare. OTHOIIECHUSIMH YIPABISICT KIUCHT, OpPTaHU3alus 3HAeT U
MIOHUMAET YHUKAJIbHBIC MOTPEOHOCTH KIMEHTA, KJIMEHT YyBCTBYET, YTO OOJIagacT
TIOJTHOMOYHMSIMA U BIIACTBIO; NIESITEIBHOCTh OPTaHU3YeTCsl BOKPYT KIMEHTa M €ro
norpedHocTeil. [lepconanu3zanms u MHIUBUAYaIn3anus. JIOSIbHOCT KIMEHTA.

IIpakmuueckas yacmo
PazpaboTka 1uanoroB Mexay KIHEHTOM U CEPBUCOAATEIIEM.



