MMWHOBPHAYKHN POCCUHN

o

o O,
o %

s a Y

H 2

%, PV 5
®denepalibHOE TOCYJAPCTBEHHOE OI0/KETHOE 00pa30BaTEIbHOE YUPEKICHUE
BbICIIIET0 00pa30BaHUs
«Poccuiickuii rocyapcTBeHHbI T'YMAHUTAPHBINA YHUBEPCUTET)

(®I'BOY BO «PITY»)

®AKVYJIBTET BOCTOKOBEZIEHUA 1 COLIMAJIBHO-KOMMYHUKATHUBHBIX HAYK
Kadenpa obmecTBeHHBIX CBsI3€H, TypU3Ma M FOCTEIPUMMCTBA

KIMEHTOOPUEHTHPOBAHHOCTD B TYPU3ME U ITPOLEAYPbBI OBCJIYKUBAHUSA

PABOYAS ITPOTPAMMA JJUCHUITJIMHBI

43.03.02 «Typuzm»

Koo u naumenosanue HanpaeJjieHus nodeomoeku/cneuuaﬂbnocmu

«MeXTyHapOAHbIN ¥ HAIIMOHAIBHBIN TYpU3M (KUTAWCKUN S3BIK)»

Haumenosanue nanpasnennocmu (npounis)/ cneyuanruzayuu

YpoBeHb BhICIIEr0 00pa3oBaHus: Oakaiaspuam

dopma 0OydeHUs: ouHas

PIIJI aganTtupoBana msis Juil
C OFpaHI/I‘{eHHBIMI/I BO3MOXHOCTAMU
3JI0POBBSI U HHBAIIUIOB

Mocksa 2024



KimneHToOpHeHTHPOBAaHHOCTH B TYPH3ME H MTPOILIEIY Pl 00CITYKHBAHHUS
Pabouas nporpamMma AUCHUIUINHBL (M00Y/5)

CocraBurenb(un):
K.3.H., Ao1eHT, aoueHt kadeapsl OCTul” A.U. Mocanés

YTBEPXXIEHO
[TpoTokoun 3acenanus Kapeapsl
Ne 8 or 15.02.2024 r.



OT'JIABJIEHUE
I, TIOSCHUTEIBHAS BAMMCKA ... ..eeuveeuteenteeeiteetteeuteenteeeiteenteesaseesbeeeateesbeeeateenbeesaneenseesabeesbaeesbeesaeeeneenaneenne 4
1.1. Ileab ¥ 320a9M TUCHHMIIIIMHDBL........cccuutiiiiiieeeeeeeietiiieeeeeeeeeeettraeereaeeeaesentrsseseseaeesaesssssseseseesanns 4
1.2. [lepevyeHb MIAHUPYEMBIX Pe3yJbTATOB 00yUEHUsI M0 TUCHHUILINHE, COOTHECEHHBIX €
HHAUKATOPAMM JOCTHKCHUST KOMITETCHIIMI ... ..ooiiuiiiiiiiiiiiiiieiiieeeieeeniie e et e et eesiteeeiteesbteesbeee e 4
1.3. MecTo M CIMIINHBI B CTPYKTYpPe 00pa30BaTeIbHOM MPOIPAMMBIL..........cooviriieniiearienieeneeens 5
2. CTPYKTYPQ TUCIIUATIIIHHBL. ...cceeeutvveeessunrreesasnneeeeesnseeessssseeesanssseesssssseesssssssseesssssseessssssseesssssssesssnssseesanns 5
3. COHCPKAHUE JTUCIIUTIIIHHBL. .....vveeetreeireeenuteeanaseeenuseeansseessseesaseesnsseesnsseesnsseesseessseeesseessnseesnseessseens 5
4.  OOPABOBATEITBHBIC TEXHOIIOTHIH .....vveeevreessreeensreeessseeassseeasseesssseesssseesssseesssssssssesssssssssssesssssesssssessssees 8
5. OIeHKA IUTAHUPYEMBIX PE3YITBTATOB OOYUCHHMS ... ccuvevrenrienrerirenteenteeitenteetesstesteensesstenseensesssesseeeessees 8
5.1  CHCTEMA OIEHHBAHMS. ........eoutiiiiieiteniteetteaiteeteesateettesueeeteesaeeeabeessteebeessteeneesseeenseesateeneennees 8
5.2 KpuTepuu BbICTABJICHUSA OUEHKH MO THUCHMIITIMHE. ......cccccuvrreenrreeeennrreeeennreeessnnnneeeesnnneeens 8
5.3 OuenouHble cpeacTBa (MaTepHaJIbl) 1Sl TEKYIIEro KOHTPOJISI yCIIeBaeMOCTH,
MPOMEKYTOYHOM ATTECTAMU O0YUAKOIIMXCSH MO TUCIMIIIIMHE ......ooeeenniiieeeniireeeeneireeeeenareeeennnnneens 9
6. YdeOHO-MeTOAMYECKOE U HHPOPMAIIMOHHOE 00ECTICYCHUE TUCITUTIIHHBL ......cccvveenereereenreenereeneeans 10
6.1 CHOHCOK HCTOYHHMKOB M JIMTEPATYPDBI ..cooeruvviireeiiiieeeeiiieeeenitreeessneeeesansseeessssseeessssseessssnseees 10
6.2 IlepeyeHb pecypcoB HH(POPMANMOHHO-TEJEKOMMYHUKANMOHHOM ceTH « UHTEepHET». ... 1
6.3 IIpodeccuonasibHbie 0a3bl JAHHBIX U HHPOPMALMOHHO-CIIPABOYHBbIE CUCTEMBI............ 11
7. MarepuaabHO-TEXHUUECKOE 00ECTIEUEHNE TUCLIUTIIMHDB .....eeuvteereeeeeenieenieeeneenieesseenineenreesneesnneens 12
8. Obecneuenne 00pa3oBaTeILHOrO MpoLecca IS JIUL ¢ OTPAHUYEHHBIMUA BO3MOXKHOCTSIMU
31 (0010):3 08 07 7020 :R112 0 (o) : TSRO 12
9.  METOIUUECKUE MATCPHAIIBL ... . vveeeeuevreeeeaurteeeessreeesassseeesaanseeesesssseesssssseeessssseesssnssseesssssseeessnssseeesns 13
9.1 IliaHbl ceMMHAPCKHUX/ NPAKTHYECKUX/ TA00PATOPHBIX 3AHATHM .....covveevuviiiieniiiieennn. 13
9.2 MeToauyecKue peKOMEHIAMUH 10 MOATOTOBKE MUCbMEHHBIX PAOOT.......c.evvvveerirreeennne 15
0.3 VIHBIC MATEPHAIIBI.........eeiiiieeniiieeiieeaiteeatteesteeessteeenaseeansseessseessseesseeesnseeesseeesnseesssseesnnseenns 16

[Tpunoxxenue 1. AHHOTAIMS pabOYEH MPOTPAMMBI TUCIIUTUTHHDBI ......vvveeeveeeereeeereeesreesseeessseesnsseesnsnes 18



1. IlosicHuTeIbHAS 3aNIMCKA
1.1. Heab u 3224 JTUCUMILIHHBI

Henp  guCUMIUIMHBI  —  SBISIETCA  OCBOGHHE  NMPO(PECCHOHATBHBIX  KOMIETEHIHH,
00€eCIeunBaOIMX TOTOBHOCTh K pa3pabOTKe TYpPUCTCKOTO TPOJYKTa, OpTaHW3aldd paboThI
UCTIOJHUTENIEH IO TPENOCTABICHUIO TYPUCTCKUX YCIYT, MPOABIKEHHIO M COBITY TYpPUCTCKOTO
MPOAYKTa W YCIYr A0 MOTpeOuTess, a TakKe OpraHu3aluu OOCIY)XMBaHHS BO BpeMs IOE3JIKH,
MIPUHATHIO YIIPABJIEHYECKUX PEIIEHUH B IPOLIECCE IEATENBHOCTH.

3anayu TUCUUIUIUHBIL:

— OCBOEHHE TEOPETHYECKUX OCHOB U IMPAKTUYECKUX HABBIKOB (DOPMHUPOBAHUS TYPUCTCKOTO
IPOIYKTa,

— HU3yYeHHE OCOOCHHOCTEW B3aMMOJACUCTBHS TYPUCTCKUX MPEINPUATHI C MapTHEpaMu IO
OpraHu3alK 00CITY)KUBAHUS U COBITY TYPUCTCKOTO MPOJAYKTA U TYPUCTCKHUX YCIIYT;

— OCBOGHHME METOJIOB M MPHUEMOB MPOABMKEHUS TYPUCTCKOTO MPOAYKTa U YCIAYr 0
MOTPEOUTENIS U €T0 peallu3alluu;

— M3Yy4YEHHME METOJOB aHAJIM3a U pacueTa 3aTpaT TYPUCTCKOrO IPEANPUITHS 110 IPOU3BOACTBY
TYPUCTCKOTO IIPOAYKTA;

— M3y4YeHHE TMPUKIAJAHBIX METOJOB
TypOIepaToOpoOB U TYpPareHTOB;

— HW3yYeHHE TMPHUHIMIIOB M METOJOB OpraHu3aluu OOCITY)KMBAaHUS TYPUCTOB BO BpeMs
IIyTEIIECTBUM.

WCCAEAOBaHUS JUIsI OpPTaHM3aIlud  JCSATEIHHOCTH

1.2. IlepevyeHb MJIAHUPYEMBbIX Pe3yJIbTATOB 00YUeHHS MO TUCIHUILINHE, COOTHECEHHBIX C
WHIUKATOPAMH TOCTHKEHHSI KOMIETeHIMit
Komnerenmus HNuaukatopsl
(Kol ¥ HAMEHOBaHUE) KOMIIeTeH Ml
(KO 1 HANMEHOBAHUE)

PesynabTaTnl 00yyeHus

HaIpaBIIEHUH, TYPUCTCKUX
MapuipyToB, Bp€EMEHU
MPOBEJICHUS] TYPUCTCKOM
MOE3JIKU

T1K-3 - T'oT0B K I1K-3.1. YMeer oka3bpIBaTh 3HaTh: OCHOBBI OKa3aHuid
peanu3aiuy MPOEKTOB B TypHCTaM MIOMOIIb B KOHCYJIBTAIIMOHHBIX YCIYT TYPUCTAM
TYPUCTCKON UHAYCTPUHI BEIOOPE TYPUCTCKUX VYMeTh: MIPUMEHSATD MpOLIe Y PbI

OKa3aHUs YCIYr TypuUCTaM B BBIOOpE
pa3MelIeHus], MyTeleCTBUS

Bnaners: HaBblkamMu (OpMHUPOBaHMS
MPEI0KEHUS] TYpUCTaM

[1K-3.2 - Jlo’keH yMeTh
MPENOCTABIIATE TYPUCTY
HEO0OXOUMYIO,
JIOCTOBEPHYIO U TIOJTHYIO
WH(pOpPMAIIHIO O TYPUCTCKOM
MPOIYKTE,
00eCIIeunBarOIIyI0
BO3MOYXHOCTH €T0
MPaBUIILHOTO BEIOOpA

3HAaTh: IIPUKJIaHBIE METO/BI
UCCIIEIOBaHUNA TIpu  (POPMUPOBAHUH,
IIPOJBUKCHUH u peannsanyu
TYPUCTCKOTO IIPOJYKTa U TypYCIIYT;
YMeTh: HCHONIB30BAaTh  INPUKIIAJHBIE
METO/IbI UCCIIEA0BaHUsA pu
OpraHu3aluu JESATEIIBHOCTH
TypOIIEpaTOPOB U TyparcHTOB;
Brnaners: crocoOHOCTBIO NMPUMEHEHHS
B TYPUCTCKOMN JeATEeIIbHOCTH
IIPUKJIAJHBIX METOJOB HCCIICIOBAHUS
Ui (OPMHUPOBAHUSL TPOABIKEHHUS U
peann3anyy TYpUCTCKOTO MPOAYKTa




1.3. MecTo McuMILIMHBI B CTPYKTYpe 00pa3oBaTeIbHOM MPOrpaMMbl

JuctumnuHa (Mooyns) « KITMEeHTOOPUEHTHPOBAHHOCTD B TYPU3ME H TPOIIEIYPhI OOCITYKHBAHHSI»
OTHOCHUTCS K 4YacTH OJioka y4deOHOro IutaHa, (GOpMHPYEeMOW ydaCTHHKaMU O0Opa30BaTEIIbHBIX
OTHOLIEHUU.

Jlnst  ocBOGHUS AWCIUIUIMHBI  (MOOY/s) HEOOXOAWMMBI 3HAHWS, YMEHUS U BIAJICHHS,
c(hOpMHUPOBAHHBIE B XOJI€ U3YYCHUS CIEAYIOUINX MUCHUIUTHH W MPOXOXKICHUS MPAKTUK: DKOHOMHUKA
BrieuatiaeHui, Vctopusi TypusMa M rocTenpuuMcTBa, Pa3paboTka KOHIENIUM TYPUCTCKOW YCIyTH,
O3HakOMHUTENIbHASI IPAKTUKA.

B pesynbrare oCcBOEHUWS MUCHMIUIMHBI (M00YV/s) GOPMUPYIOTCS 3HAHUS, YMEHUS W BIAJICHHS,
HEOOXOMUMBIE  JUISI ~ WM3Y4YEHHUS  CIEAYIOIIUX  JUCHUIUIMH U TPOXOXKACHHUS  MPAKTHUK:
BuyTtpukopnopatuBHoe ympaBieHue, KIMEHTOOPHMEHTHPOBAHHOCTh B TYpU3ME U  IPOLEIYPHI
obcyxuBanus, OpraHu3aMOHHO-YIIPaBICHYECKAs IPAKTHKA.

2. CTpyKTypa M CHMIIIMHBI
OO6m1as Tpya0EMKOCTh TUCIMIUIMHBI COCTABISIET 3 3.€., 108 akameMuyueckux yaca (OB).

CTpyKkTypa AMCUMIVIMHBI JJI 04HOI GopMbI 00yUeHMsI

O0beM IUCHUIUIMHBI B (opMe KOHTAKTHOM paboThl OOydYarOImUXCS C MeJarorn4ecKuMu
paboTHHKaMHU W (WJIM) JUIAMH, TPUBJICKAEMBIMU K peau3aiiii 00pa30BaTeIIbHOM MpOrpaMMbl Ha
WHBIX YCIIOBHSIX, IPU MPOBEICHUH YICOHBIX 3aHATHH:

Cemectp | Tum yueOHBIX 3aHATHI KonuuectBo
4acoB
4 Jlexumn 18
4 CeMuHapsl 24
Bcero: 42

O6bem auCHUIUTHHBL (MOTYIIS) B JOPME CaMOCTOSITEILHON pabOThl 00YUIAIOUTUXCS COCTABIISIET
66 akanemMnueckux yaca(oB).

3. ConeprxxaHue Q¥ CHUIIIHHbBI

Ne [ HamMmeHoBaHMe pa3jaeiia Coaepixanue
AVCHMITHHBI

1 Konnemnmusa Ponp oOcnyxuBaHUST KIMEHTOB JUIS JACSITEIBHOCTH
KJIMEHTOOPUEHTUPOBAHHOT O komrmanuu. CoBpeMEHHbIE  TEHACHIMH  Pa3BUTHS
cepBuCa B Typu3Me: 3HadeHue ais | OusHeca, CHOCOOCTBYIOIIHE Pa3BUTHIO
OusHeca, HOJIXOJIBI K | KIMEHTOOPUEHTUPOBAHHOIO TOJAX0Ja U KOHKYPEHLUHU
B3aUMOJICHCTBUIO €  KJIMEHTOM, | IO ypoBHIO cepBHUca. OOCiIyXKHBaHUE KIHEHTOB Kak
CTPYKTypa cepBuca, | punocodus, KaK OLICHKA 3P PEKTUBHOCTH
(GYHKLIMOHAIBHOE B3aUMOJCHCTBHUE, | 1EATEIBHOCTH KOMITaHUH, Kak nporecc
METO/Ibl OLIEHKU B3aMMOJICHCTBUA TpoOjAaBLA M TOKyHaTens, Kak

pe3yapTaT  JOEeSATETBHOCTH  (PYHKIUM  KOMITAaHUH.
OOcnyxuBaHHE KIMEHTOB (customer service) u 3abota
o motpebutensax (customer care). Henamepenno wu
HAMEPEHHO  IUIOXO€  OOCTy)KMBaHWE  KIIMEHTOB.
OOcnyxuBaHWe KJIMEHTOB (customer service) u

Y/I0BJIETBOPEHHOCTh noTpeduTenen (customer
satisfaction). DBOJIOTHS TPEXKOMIIOHCHTHOM
CTPYKTYpBbI 00CITy)KUBaHUS norpeOuTenei.

OOcnyxuBaHne  moTpeOuTeneid  Kak  MpOIecC.
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Bapuantsl npenctaBieHus] CTPYKTYpbl 0OCTy>KUBaHUS
noTpeOuTenei: [IEpEeYUCICHUE IIOKa3aTee,
npelacTaBieHue 1Mo  (PyHKIMOHAJIBHOMY MpPU3HAKY,
MPEJICTABICHUE TI0 BXOMASAIIUM BUAAM ycIyr. OyHKIuH
KOMIIaHUM, BOBJICYEHHBIE B TMPOIECC OOCITYKUBaHHUS.
Touka KOHTaKTa W MApKETUHTOBas HAES «MOMEHTa
uctuHb (moment of truth) mpu B3aumopaeicTBUU
npojaBla ®W  MOKymarens.  MeToabl  OIEHKHU
00CIyXMBaHUSI KJIMEHTOB: CYIIECTBYIOIINE BapUaHTHI,
MPUHIIUAIIBI peain3aliuy, JOCTOMHCTBA M HEIOCTATKH,
YCJIOBUS HUCMOJIb30BaHUS. DaKTOPhI, BO3ACHCTBYIOLINE
Ha BBIOOp Merona oOmeHkH. [loka3zaTenu OLEHKH
oOcmy)KMBaHUsI TOTpeOUTENEH: TepeueHb METPHK,
npoOJieMbl B HCIOJIB30BAaHUH, BAPUAHT TPYIITUPOBKH.

MeTtpuku OILICHKHU KJIMEHTOOPUEHTUPOBAHHOCTHU
KOMITAaHUH.
JledarenbHOCTh Typuctckoit | [lenb o0cITy)KMBaHUS KJIMEHTOB. 3agaumn
UHPPACTPYKTYPHI B | oOCIy)XKMBaHUSI ~ KJIMEHTOB). TypHUCTCKHI  cepBHC,
MPEIOCTABICHUU YPOBEHb TYPUCTCKOTO CEpPBUCA, KAYECTBO TYPHUCTCKOTO
KJIMEHTOOPUEHTUPOBAHHOT O cepBuUcCa M TYpPHUCTCKOe oOcimyxuBaHue. TypucTckuit
cepBuca: HeJH u 3a/layd | CepBUC KaK KOMIUIEKC YCIYI W KaK OTpakeHue
IIPEIOCTABIICHUS TYpPUCTCKOTO | 3p(PeKTUBHOCTH  TYpHCTCKOM  cuctembl.  Poub
CepBHCa, CTPYKTYpa 0OCITYKHUBaHHS | 0OCITyKMBaHUS KJIICHTOB (mpemocTaBiIeHUS
TYpPUCTCKOTO  CepBUCa) B  LEMNOYKE  CO3AAHMS
Typnpoaykra. @akTopbl BHEIIHEH W BHYTPEHHEU
cpenbl, BO3JACHCTBYIOIIME HAa TYPUCTCKUH CEpBUC.

MecTo TypHUCTCKOrO cCepBHCa B TPEXKOMIIOHEHTHOMH
CTPYKType OOCITYXHBaHUS KJIHEHTOB. TypUCTCKUN
CEPBUC KaK CIOCO0 MPOABMKEHUS YCAYyT. TypHCCTKUN
CEpBHC HA MUKPO — M MAaKpO — ypoBHAX. Msrkue (soft
services) u Tsxkensl  (hard  services)  ycmyrum
¢du3ugeckoro pacrpeaeneHus. OyHKIUsA
o0CIyXUBaHUS ~ TYpUCTOB B  OpPraHU3AaIllMOHHOMN
CTpykType Kommanmu. Mogens Kano, 0a30Bbiii
YpOBEHb CepBUCA U CEpBUC C J100aBICHHOM
CTOUMOCTHIO. HOJTb M CTO TIPOIIEHTOB B OOCITY>KWBAHUU
KJINEHTOB.

KnmeHt xak OCHOBHOW aKToOp Ienu
CO3ZIaHUSI ~ CTOMMOCTH:  BIIMSTHHE
B3aMMOOTHOUICHUH C KIIMEHTOM Ha
PE3YNIBTAaTUBHOCTh  JICATEILHOCTH
KOMIaHUU, (aKTop [100aBIEHHON
[IEHHOCTH TSt KJIIMEHTA,
OaaHCHpOBKAa CepBUCAa M 3arTpar,
¢uHAHCOBBIC pe3yibTaThl
KIIMEHTOOPUEHTHPOBAHHOTO
noaxoaa

[TpuauHbl ¥ TTYOWMHHBIE TSN IPUCTATLHOTO BHUMAHUS
K KJIMEHTaM. UccnenoBanus pe3yabTaToOB
YZIOBJIETBOPEHHOTO u HEYJI0BIETBOPEHHOIO
nokymnarensi. OCHOBHbIE MPUYUHBI MOTEPh KIMEHTOB U
UX HEIOBOJIBCTBA. TypuCTCKOE OOCTyXHBaHHE Kak
UCTOYHUK MOTEHLHUAJIBHOTO TMOBBIIIEHUS MPUOBLIH,
dbopMUpOBaHUS  JIOSUIBHOCTH  MOTpeOuTenedt  u
pacipeHus KJIMEHTCKOU 0a3bl. Konnenuus
«UEHHOCTH [UIsl KJIWEeHTa». Bnusgnwe TypusMa Ha
MOBBILICHHE MPEUMYIIECTB OT MPUOOPETEHUsI TOBApPOB
U YCIYr W COKpameHusi 3arpaT. JlesTenpbHOCThb
KOMIaHuil B cepe TypusmMa M CMEKHBIX OTpaCsX,
HaTpaBJieHHAsl HA TIOBBIIICHUE YPOBHS O00CTY>KUBaHUS
knueHToB. [IpoOinema moucka OamaHca «CEpPBHCY -
«3arparbl». Ilytm  Bo3meicTBHA ~ 0OCIY)KHBaHUS
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noTpeOuTeneii  Ha  PEeHTAOCIBHOCTh  KOMITAHUHU.
Typucrtckuil  cepBuc, 3amacsl W JUIMTEIBHOCTH
oOciyxuBaHus. M3nepxku okazaHUsl yCIyTr, JOXOHA U
npuObUIb. OlLEHKa BIMSHUS TYPUCTCKOTO CEpBHCA Ha
(¢uHaHCOBBIE TIOKA3aTENU JEATEIBHOCTH KOMIIAHUU C
UCIIOJIb30BAHUEM DPAa3JIMYHbIX (PUHAHCOBBIX MOJIEIIEH.
Bnusinue TypuccTkoro oocimyKuBaHus HA KOMIIOHEHTBI
MOJICJIN  CTPATeTHYECKO  MpUObUTH. DKOHOMHKO-
MaTeMaTuyeckas MoJieJdb OLEHKH BIUSHUS YPOBHA
TYPUCTKOT'O CepBUCa Ha peHTa0EIbHOCTh KOMITAHUHT

dopmMupoBaHUE
KJIINEHTOOPUEHTHUPOBAHHOT'O
noaxola B KOMIAHWHU: oT
KOPIIOPAaTUBHOMN CTpaTeruu
KOMITAaHUM K TapudHOM CeTKe
CTOMMOCTH OKa3bIBAEMBIX YCIIYT

Crparernvyeckie OCHOBBI pa3padaThIBAEMOU MOJHUTHKU
00CTyXMBaHUSI KIIMEHTOB: KOPIOPATHBHBIE CTPATETHH,
eI W 3aJladyd B 00JacTH OOCITYKMBaHUS KIIMCHTOB,
cTpaTerud (PYHKIIMOHAJIBHBIX 00JacTell KOMIaHMHU,
CTpaTerus, 1ejid U 3aja4d KOMIIaHUHU B 00CIYKUBAHUU
kinueHToB. [lonmuTka OOCITy)KHBaHUS KJIHEHTOB B
TypU3Me Kak CIOCOO COIJIacOBaHUSI KOPIOPATUBHBIX U
(GYHKINOHATBHBIX cTpareruu KOMITaHUH.
Crparterndeckass KapTta TYpPUCTCKOM KOMIIAHMHM Kak
OpHUEHTHUP ISl 00CTyXKMBaHUS KIUeHTOB. Harnpasienus
NESTEIbBHOCTH B TypU3Me B OOCITYKUBAaHUU KIHEHTOB.
CerMeHThl phIHKa 00CITYKMBAaE€MbIE U MEPCIICKTUBHBIC.
Onpenenenne pHIHOYHBIX Tapu(oB Ha TYpPUCTCKUE
ycayrd.  AHainu3 — moTpeOHOCTell  KIMEHTOB B
TYPUCTCKUX YCIIyrax. AHajiu3 M OIEHKA MOJIUTUKH
O0OCTY)XKMBAaHUS OCHOBHBIX HWIPOKOB B  KaXKIOM
CErMEHTE phIHKA. XapaKTepUCTHUKA KIMEHTOB U aHau3
uxX TmoTpebHocTell B oOcmyxuBaHuu. IllocTaBIuKu
MaTepuaibHBIX PECYPCOB: PEeruoHbl, CHcTeMaTu3anus
3HAYMMBIX OTPAaHUYCHUN OOCIYKHWBAaHUS KIHNCHTOB B
TypuU3Me, HAKJIaJIbIBAEMbIX BHEUIHUM OKPYXEHUEM
KoMmmaHuu. Pa3paboTka cTaHIapTOB TYPHCTCKOTO
cepBHCa B TMOJUTHUKE OOCITYXHBaHUS KIHUEHTOB B
typusme.  [lpuHIUOBI W TOCIEZOBAaTENBLHOCTh
dbopMHpOBaHMs CTaHAAPTOB OCHOBHBIX (0a30BBIX)
TYpUCTCKUX ycayr. [IpuHIMOBI W TPEINOCHUIKH
dbopMUpOBaHUSA CTaHAAPTOB TYPUCTCKUX YCIYT C
no0aBIIeHHON CTOMMOCTBIO (TOTIOTHUTENBHBIX
TYPUCTCKHUX YCIYT).

Tapudukammst  OCHOBHBIX W JIOMOJIHUTEJBHBIX
TYPUCTCKUX yCAYyr B TOJHUTHUKE OOCITYKHBaHUS
KITUEHTOB: YCJIOBHSI TPEIOCTaBICHUS YCIyr (MaTpHia
«Typuctckas yciayra — GakTop, BIHAIOMIUANA Ha
BBITIOJIHEHUE YCIYT'H U OIpPENEICeHUE €€ CTOMMOCTH —
TYPUCTCKUE 3aTpaThl OKa3aHUS TYPUCTCKOM YCIIyTH»),
tapu(Has CeTKa, CHCTEMa CKHUJIOK.

Kirouesnlie
peanuzanuu
KJIINEHTOOPUEHTHPOBAHHOTO
[oaxoxAa B TypusMe

IIOKa3aTejii  OLCHKH

Konmermus c(OpPMHPOBAHHOTO TYPUCTCKOTO
PEUIOKEHUA KakK UHCTPYMEHT KOHTPOIIA
3 PeKTUBHOCTH OOCITY)KMBAaHUS KJIMEHTOB B TypH3ME:
SBOJOOUA IIOHATHA, CHOC06LI pacucra, CMBICJI
UHTEPIpETAINH, PAKTHIECKoe TpuMeHeHne. Cucrema
cOaJaHCUPOBAaHHBIX  TOKas3aTele B TOJHUTHKE




0o0CITy)KMBaHWW KJIMEHTOB. BapuaHThl TOKa3arenen
OIICHKU J(PPEKTUBHOCTH TOJUTUKH OOCITY>KUBAHUS
KJIMEHTOB B TypH3Me, IPYNIHUPOBKA MOKa3aTeael u ux
COTJIACOBAHUE C LIENbI0 PAlMOHAIBHOTO YIpPaBICHUS
NEeSATENIbHOCThI0  NPEONpUaATHsS B OpraHHU3alUuN
TYpPUCTCKOM  oTpaciu. Anroput™  (HOpMHUPOBAHHS
CUCTEMBI HU3MepeHust YpOBHS cepBuca.
KonmuuecTBeHHbIE  MOJENM  ONpEAENEHUs  ypPOBHSA
TypucTCKOro  cepBuca. CTaTUCTUYECKHE  MOJIEIH
OIICHKH YPOBHSI TYPUCTCKOT'O CEpBHCA

4. O0pa3oBaresibHbIE TEXHOJIOTHU

Hns

MIPOBEICHHUS

y4eOHBIX

3aHATHI 1o JUCIIMITIIMHE HCIIOJIB3YIOTCA  Pa3JIMYHBIC

oOpa3zoBaTenbHbIe TEXHOJOTHH. [y OopraHu3alyu y4eOHOro IMpolecca MOXKET ObITh HCIOJIb30BAHO
AIIEKTPOHHOE 00ydYeHHUe U (WJIN) JUCTAHIIMOHHBIE 00pa30BaTEIbHBIC TEXHOJIOTHH.

5. OneHka miIaHMpyemMbIX pe3yJabTATOB 00yUeHUs

5.1 CucreMa oleHUBAHUSA

DopMa KOHTPOJIA Makc. KoJIH4ecTBO 0aJ1710B
3a oany Bcero
padorty

Tekymmii KOHTPOJIb:

- OTIPOC 5 GamoB 30 6amtoB

- y4acTue B AMCKYCCUU HA CEMHHApe 5 6amioB 10 6annoB

- KOHTpOJbHas paboTa (Temsr 1-3) 10 6aymoB 10 6amioB

- KOHTpOJIbHAs paboTa (TeMsl 4-5) 10 6amnoB 10 6amnoB

IIpomesxyTouHast arrectanus — 3a4€T C OLICHKOU 40 G6amioB

HTtoro 3a cemecTp 100 Gayos

ITosryd4eHHBIN COBOKYIHBIN PE3yIbTaT KOHBEPTUPYETCS B TPAAULIMOHHYIO IIKATY OLICHOK U B
HIKary olleHOK EBporeiickoii cucteMsl nepenoca u HakoruieHus kpeautoB (European Credit Transfer
System; naniee — ECTS) B COOTBETCTBUU € TAOJIHIICH:

Ixaia
100-6amnpHas mkana | TpaguuuoHHas mikana ECTS
95-100 A
2304 OTIINYHO B
68 — 82 XOPOIIO 3a4TE€HO C
56 — 67 D
50_55 YIOBJIETBOPUTEIHHO E
20-49 FX
0-19 HEY/IOBJIETBOPUTEIHHO HE 3aYTEHO 5

5.2 Kpurtepum BbICTABJICHUS] OLIEHKH O JUCIHUIINHE

Bananl/ | Ouenka mo Kputepuu oneHKH pe3yJibTATOB 00yUeHHsI MO TUCHUTIIHHE
HMIxaga | gucHUIIMHE
ECTS
100-83/ OTJINUHO/ BricTaBnsieTcs 00y4aromeMycs, €ClIi OH TTyOOKO M MPOYHO YCBOMI TEOPSTUICCKHUN U
AB 3a4TEHO MPaKTUYECKUIA I\EaTepnan, MOXET IPOJEMOHCTPUPOBATH 3TO HA 3aHATHUAX U B XOAE
MIPOMEKYTOYHOM aTTEeCTallUMU.
OOy4aronuiics UCUCPITBIBAIOIIC U JIOTHYCCKU CTPOMHO M3JIaracT yucOHbIH MaTepHal,
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Banapl/
Ixkana
ECTS

Onenka o
TUCHMIIUHE

Kputepnu onieHKH pe3y1bTaTOB 00y4eHHUsI 0 JUCHHUILIAHE

YMEET yBS3bIBATh TEOPHIO C MIPAKTHKOH, CIIPABILIETCS C PEIICHUEM 3312
npodeccroHaNbHO HAPaBICHHOCTH BBICOKOTO YPOBHSI CII0’)KHOCTH, IPABUIIBHO
000CHOBBIBAET IIPHHSTHIE PELICHUS.

CB00OHO OpUEHTHPYETCs B yueOHOH 1 npodeccroHabHOM IuTepaType.
O1eHKa o AMCIMIUINHE BBICTABISIFOTCS 00ydaromeMycst ¢ y4éToM pe3ysIbTaToB
TEKyIIeH U IPOMEXYTOYHOM aTTECTalUK.

Komnereniuu, 3akperui€HHble 3a TUCUUILTMHON, chOPMHUPOBaHEI HA YPOBHE —
«BBICOKUI.

82-68/

X0por1o/
3aYTEHO

BricraBnsiercst oOy4aroneMycs, €l OH 3HAeT TEOPETUIECKUH U TPAKTHUECKUN
MaTepHall, IPaMOTHO U 10 CYIIECTBY M3JIaracT ero Ha 3aHATHAX U B XOJIE
MPOMEKYyTOYHON aTTECTALNH, HE TOMYCKas CYIECTBEHHBIX HETOUHOCTEH.
OO0yJaronuiicss IPaBUIIEHO MPUMEHIET TEOPETHIECKUE TTON0KEHUS TIPH PEIICHUN
MPaKTUIECKUX 3a]1a9 PO eCcCHOHANTEHON HAIPaBICHHOCTH Pa3HOTO YPOBHS
CII0)KHOCTH, BJIa/IeeT HEOOXOANMBIMH JIJIsl 3TOTO HABBIKAMH M MPUEMaMH.
JlocTaTo9HO XOPOIIIO OPUEHTHPYETCS B yUeOHOM U TIPpo(deCCHOHATBHON JIUTEepaType.
O1eHKa o AMCIMIUINHE BBICTABISIFOTCS 00yYaromeMycst ¢ y4éToM pe3ysIbTaToB
TEKYIIEH U IPOMEKYTOUHOM aTTECTAIUH.

KomnereHiyu, 3akperiéHHbIC 3a AUCIUILTHHOMN, COOPMHUPOBAHEI HA YPOBHE —
«XOPOLIMIY.

67-50/
D.E

yIOBJICTBO-
puTenbHO/
3aYTECHO

BricTaBnsieTcs 00y4aromemMycs, €Cli OH 3HaeT Ha 0a30BOM YPOBHE TEOPETHUCCKHUI U
NPaKTUYECKUN MaTepHa, JOMYCKaeT OTACIbHbIC OMUOKH MIPU €r0 U3JI0KCHUN Ha
3aHATHUAX U B XOZI€ TPOMEKYTOUHON aTTECTAIINH.

OO0yJatonuiicsi UCTIBITBIBACT ONIPEISIIEHHBIC 3aTPYIHEHNS B IPIMEHEHIH
TEOPETUICCKUX TIOJIOKEHIH MTPH PEIICHUH MPAKTHYECKUX 33134 MpodeccHoHaIbHON
HAIPaBIEHHOCTH CTAHJAPTHOTO YPOBHS CIIO’KHOCTH, BIaJleeT HEOOXOIUMBIMH IS
3TOr0 6a30BBIMU HABBIKAMH U MPHUEMAMH.

JleMOHCTpHpYeT TOCTaTOYHBIN YPOBEHb 3HAHUS YI€OHOH TUTEPaTypHI 1O JUCIUIUINHE.
OI1eHKa MO JUCHUIUIMHE BBICTABISIOTCS 00yJaromeMycs ¢ Y4ETOM Pe3yIbTaTOB
TEKyIIeH U IPOMEKYTOUHOM aTTECTAIUH.

KomnereHiyun, 3akperiéHHbIC 3a AUCIUILTUHOMN, COOPMHUPOBAHEI HA YPOBHE —
«TOCTATOYHBIIHY.

49-0/
F,FX

HEYIOBJICT-
BOPHUTEIHHO/
HE 3a4TCHO

BeicTaBisieTcst 00ydaronieMycsi, €Clid OH He 3HAeT Ha 6a30BOM YPOBHE TCOPETHUCCKHUIT
U PaKTHYECKUil MaTepral, JOIMycKaeT rpy0bie OIMOKH MPH ero U3JI0KCHUH Ha
3aHATHAX U B XOJI€ IIPOMEKYTOYHON aTTECTAlIUH.

OO0y4aromuiics HCIIBITEIBAET CEPhE3HBIE 3aTPYAHCHUS B IPUMEHEHUH TEOPETHIECKHUX
TIOJIOXKEHHH IIPU PEeLIeHUH PaKTHYSCKUX 3a1a4 IPo(ecCHOHAIBLHON HAIPaBIEHHOCTH
CTAQHJAPTHOTO YPOBHS CIIOKHOCTH, HE BJIaJeeT HEOOXOMUMBIMH I 3TOTO HABBIKAMH U
npuéMamMu.

JemoncTpupyeT pparMeHTapHbIC 3HAHUS Y4EOHOH IUTEPaTypHI 110 JUCIUIIIMHE.
OLeHKa 1Mo AUCUHUILIMHE BBICTABISIIOTCS 00y4aroIeMycs ¢ y9ETOM Pe3yibTaToB
TEKyILIEeH 1 TPOMEKYTOYHON aTTECTALUH.

KoMmeTeHIMH Ha yPOBHE «I0CTATOYHBIIY, 3aKPEIUIEHHBIC 32 JUCIUIUTMHOMN, He
c(OpMHUPOBaHBI.

5.3 OwueHouHble cpeacTBa (MaTepHaJbl) sl TeKylero KOHTPOJIA yCIeBaeMOCTH,
NMPOMEKYTOYHOM aTTeCTAMH 00y4alOLIMXCsl 0 JUCHHILIHHE

[IpumepHbIe BOMPOCHI K 3a4ETY C OLIEHKOM

1. [lepeuncnure OTINYHS U OMPEIETUTE B3aNMOCBSI3b TEPMUHOB TYPHCTCKOTO CEPBUCA, YPOBHS
TYPUCTCKOTO CEpPBUCA, KaYeCTBA TYPUCTCKOTO CEPBHUCA M TYPUCTCKOTO OOCITY)KUBAHHS.
2. Tlpunmunel, uenw, QyHKIUA U 3adaud OOCTYKUBaHUS MOTpeOHTeNneid (MpeaocTaBICHUS
TYPHCTCKOTO CEPBHUCA).
3. MecTo TypHCTCKOTO cepBHUCa B 00IIIel CUCTEME KOMITAHUU.
4. 3amaun, perraeMble Ha CTPATErMYECKOM, TAKTHYECKOM U OINEPalMOHHOM YypPOBHE NpH
(hOpMUPOBAHUU CUCTEMBI YIIPABICHUS CEPBUCOM.
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5. B3auMopelCTBHE CMEXHBIX C TYpPU3MOM OTpacieid npu (OPMHUPOBAHUU TYPHUCTCKOTO
cepBuca.

6. BaumozeicTBie CMEXHBIX OTJEJIOB KOMIIAHUM IIPU YIIPABJIIEHUH TYPUCTCKOTO CEpBUCA.

7. MexdyHKIIMOHATbHAS KOOPAWHAIMSA TIPH YNPaBICHWHW TYPUCTCKUM cepBUCOM. Poib
CEpBUCHOTO OTAEeNa / OT/esIa KOHTPOJISI KauecTBa B 00CITy>KUBAaHUH MTOTpeOUTENEH.

8. B3aumoneiicTBue npouenyp o0ciayKMBaHUS M MapKeTHHTa Nnpu (pOpMUpPOBAHUHM MOJUTUKU
o0CITy>)KUBaHHs TOTpeOuTeNei.

9. TypucTCKkuii CEpBHC M €r0 COCTABJISIIOIINE. YPOBEHb OOCTY)KHMBAHHS KIWEHTOB. ba3zoBbrit
YPOBEHb CEPBHCA, YPOBEHB C JOOABICHHON CTOMMOCTBIO, «COBEPIICHHBIN 3aKa3».

10. Ilepeuncnure M OTpa3UTE B3aMMOCBA3M OCHOBHBIX 3JIEMEHTOB CHUCTEMBI TYPHUCTCKOTO
cepBHuca.

11. Ilepeuncnure U OTpa3UTE B3aUMOCBSI3H OCHOBHBIX KOMIIOHEHTOB TYPUCTCKOTO CE€pBHCa Ha
npuMepe QyHKIUN TYPUCTCKOM KOMIIAHUH.

12. Ilepeuncnure U OTpa3UTE B3aUMOCBSI3H OCHOBHBIX KOMIIOHEHTOB TYPUCTCKOTO CE€pBHCa Ha
npuMepe QyHKIMU TpruéMa 3asiBKH OT MOTEHLIUAIBHOTO TypPHCTA.

13. Ilepeuncnure U OTpa3UTE B3aUMOCBSI3H OCHOBHBIX KOMIIOHEHTOB TYPUCTCKOTO CE€pBHCa Ha
npuMepe UHOU PYHKIUU (MOMUMO 00pabOTKH 3asiBKH OT TYPUCTA).

14. KoHuenuust «1l€HHOCTH JJI KIMEHTa»: UIEH, IPUHIIMIIBL, TOJIOKEHUS.

15. TlpuBectu CTPyKTYpy NepBUYHOM HHPOpManuy, HEoOXoAUMOHN st (GOopMHUPOBaHUS
MOJINTUKU OOCTYKUBAHUS KIIUEHTOB B TYPU3ME.

16. CpaBHUTE aNbTepHATUBHBIC MOIXOABI K (POPMUPOBAHUIO TYPUCTCKOTO CepBHCa: 0a30BbIi U
nopaboTaHHBIN, a TAK)Ke JJI1 MHHOBAIIMOHHBIX YCIIYT.

17. Anroputm ¢(opMupoBaHHS TYPUCTCKOI'O CEpBHCA: OCOOCHHOCTH €ro MPUMEHEHHsS s
MPEANPUITHI C pa3INYHBIMU BUAAMU ACSATEIBHOCTH.

18. CymHocTh ympaBieHHE TYPUCTCKUM CEPBUCOM B pa3pe3e OTHOLICHUW KOMITaHHH,
YYACTBYIOLIUX B CO3aHUM TYPIPOIYKTA.

19. TpamunuoHHBIE M COBPEMEHHBIE METOJABI OOCIYKHUBAaHHsS TMOTpeOUTeNel: OCHOBHBIC
MIPUHUUIIBI ¥ IPUHLIUANIAAIBHBIE PA3ITUYHS.

20. OxapakTepu3yiTe IPUHIUIBI ITOJIUTHKU 00CITYKUBaHUS OTpeOUTENei.

21. Beigenure ocHOBHBIE (haKTOPBI POPMUPOBAHUS TYPUCTCKOTO CEPBHCA.

22. ®OopMHpPOBAHUE CUCTEMBI TYPUCTCKOIO CEPBUCA: OT CTaHAapTa YCIYyT K MHAMBUAYAIU3ALUU
MaKeTa yCiyr.

6. YueOHO-MeTOAMYecKOe M HHGOPMALIMOHHOE O0ecniedeHue TN CIUTIITUHbI

6.1 CnMcoK MCTOYHUKOB H JIUTEPATYPHI

Hctounnku
OcHOBHBIE

KimeHTOOpHEeHTHPOBAHHOCTh: WCCIIEOBAHUS, CTpaTeruu, TexHonoruu : moHorpadus / JI.C.
Jlatermosa, .B. JIuncut, O.K. Oiinep [u ap.]. — Mocksa : UH®PA-M, 2021. — 241 c. — (Hayunas
MbIcis). — DOI 10.12737/1058297. - ISBN 978-5-16-015796-2. - Texkct : anekrponubiid. - URL:
https://znanium.com/catalog/product/1284031.
JlonmomHUTEIbHEIE

KineHToOpHeHTUPOBAHHOCTh: MCCIEOBaHUs, CTpaTeruu, TexHosoruu: moHorpadus / JI.C.
Jlatsimosa, W.B. Jluncun, O.K. Oiinep [u ap.]. — Mocksa : UHOPA-M, 2021. — 241 c. — (Hayunas
Mbicip). — DOI 10.12737/1058297. - ISBN 978-5-16-015796-2. - Texkct : snekrponHsii. - URL:
https://znanium.com/catalog/product/128403 1

Poccman, JI. Aymait kak Amazon. 50 u 1/2 uneit nns 6usHeca : MPaKTHIECKOE PYKOBOACTBO /
N. Poccman. - CankTt-IlerepOypr : ITutep, 2020. - 352 c. - (Cepus «/lenoBoii 6ectcemiep»). - ISBN
978-5-4461-1554-9. - Texcr : anextponnsiid. - URL: https://znanium.com/catalog/product/1783707
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Jlemeit, M. Agile ans Bcex : mpaktuueckoe pykoBoacTtBo / M. Jlemeil. - Cankrt-IleTepOypr :
[Mutep, 2019. - 240 c. - (Cepus «IT mns Ousneca»). - ISBN 978-5-4461-1157-2. - Tekcr :
anekTpoHHbIH. - URL: https://znanium.com/catalog/product/1783709

JIureparypa
OcHoBHas

JleBpuk, M. uzaitH-mbinuienne. OT WHCalTa K HOBBIM MPOJIYKTaM U pbiHKaM / JleBpuk M. -
CII6:ITutep, 2020. - 320 c. (IT ana 6usneca) ISBN 978-5-4461-1000-1. - TekcT : 2JIEKTPOHHBIH. -
URL: https://znanium.com/catalog/product/1856791.

BetutneB, A. M. OJUMIUKACKHANA TypuU3M: OPraHU3alMOHHO-3KOHOMHUYECKUE AaCHEeKThl U
BJIMSIHME HAa IPUHUMAIOLIYIO AecTUHAIMIO : MoHOTrpadus / A.M. Berutnes, H.B. bo6una. — Mockaa :
NH®PA-M, 2022. — 227 c. + Jlon. marepuansl [InexkTpoHHbd pecypc]. — (Hayunas mpicnbp). —
DOI 10.12737/1080131. - ISBN 978-5-16-016069-6. - Tekcr : »snekrponnsii. - URL:
https://znanium.com/catalog/product/1864105

Crpareruu U COBpPEMEHHBIC TPEHABI PA3BUTHUSA NMPEANPHUIATUN TYpHCTCKOTO U TOCTHHUYHOTO
ousHeca - 2021: marepuansl [V Beepoccuiickoit HaydHO-TIpakTHIecKoi KoH(pepeHuu 23 anpens 2021
r. / mox pen. E. E. KonoBanosoii. - MockBa : PI'YTuC, 2021. - 275 c. - Teker : anekrponssiid. - URL:
https://znanium.com/catalog/product/1861571

JononaurtenbHas
3aiinieBa, H. A. MeHe)KMEHT B cepBHce U Typu3Me: yaeOHoe mocooue / H.A. 3aiineBa. — 3-¢
u3n., npon. — MockBa : MHOPA-M, 2022. — 366 c. —Tekct: snekrponHsif. - URL:

https://znanium.com/catalog/product/1855682

3aiinieBa, H. A. MeHemxMeHT B cepBuce U TypusMme : yuebHoe nocobue / H.A. 3aiineBa. — 3-e
u3n., gomn. — MockBa : HMH®PA-M, 2022. — 366 c. Tekct: »smektpoHHsii. - URL:
https://znanium.com/catalog/product/1855682

6.2 IlepeueHb pecypcoB HH(POPMALMOHHO-TEJIEKOMMYHUKAIMOHHOM ceTH « AHTEepHET).
http://www.russiatourism.ru - opuIHaIbHBIN calT DeepaabHOTO areHTCTBA 10 TYPU3MY
http://www.rostourunion.ru - oQuUHUaNTBHBI CalT OTpaciIeBOro OO0OBEIMHEHHS, B KOTOPOE
BXOJAT  TYpOIEpaTopbl, TypareHTCTBa, TOCTHUHUIIbI, CAHATOPHO-KYPOPTHBIE  YUYPEKICHMUS,
TPAHCIIOPTHBIE, CTPaxOBble, KOHCAITUHTOBBlE, [T-kommanuu, yueOHBIe 3aBeneHusi, CMU,
0OIIIeCTBEHHBIC U MHBIC OPTaHU3alluU B chepe Typu3mMa

https://www.trn-news.ru

http://www2.unwto.org/ru - opunanpHbI calT BceMupHON TyprUCTCKOM OpraHu3aIiuu

HanmonaneHas anekrponnas 6ubnuoreka (HOB) www.rusneb.ru

ELibrary.ru Hayunas snektponHas 6ubimoreka www.elibrary.ru

OnexTtponHas 6ubimoreka Grebennikon.ru www.grebennikon.ru

Cambridge University Press

ProQuest Dissertation & Theses Global

SAGE Journals

Taylor and Francis

JSTOR

6.3 IIpodeccuonanbHbie 02351 JAHHBIX 1 HH(POPMALIMOHHO-CIIPABOYHbIE CHCTEMBbI

Joctyn k npodeccuonanbHbIM 6a3am qaHHbIX: https://liber.rsuh.ru/ru/bases

WNudopmannoHHbIe CLIPAaBOYHBIE CHCTEMBI:
1. Koncynwrant [Lntoc
2. Tapanr
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7. MaTepuaIbHO-TEXHHYECKOe o0ecreyeHue QU CHUIIUHbI

Jnsa  obecrnieueHuss ~ OUCHUIUIMHBI  UCIHOJB3YyeTCsl  MaTepuaibHO-TEXHHUYecKas  0aza
00pa30BaTENBLHOTO YUPEKICHUS: y4eOHBIE ayAMTOPHH, OCHAIIEHHBIE KOMIIBIOTEPOM U MPOCKTOPOM
JUTS IEMOHCTpAlMK y4eOHBIX MaTepHaoB.

CocTaB mporpaMMHOT0 00eCIICUCHHUS
1. Windows

2.  Microsoft Office

3. Kaspersky Endpoint Security

8. O0ecneuenune 00pa3oBaTeJLHOIO NMpoIEcca AJs1 JUI ¢ OTPAHUYEHHBIMH BO3MOKHOCTSIMH
310POBbS M HHBAJH/I0B

B xome peanmuzanyu JUCHUIUITMHBI HCHOJB3YIOTCS CIEAYIONIME JOMOJHUTEIBHBIE METOIbI
oOydYeHHs, TEKYyIIEro KOHTPOJIS YCIEBAEMOCTH W MPOMEXKYTOUYHOM arTecTaluu OO0y4aroluxcs B
3aBHCUMOCTH OT MX MHIMBHYaJTbHBIX 0COOCHHOCTEH:

® ISl CIICTIBIX WM CIA0OBHIAIINX: JIEKIUU O(OPMISIOTCS B BUIE DIIEKTPOHHOTO JTOKYMEHTA,
JOCTYITHOTO C TIOMOIIBIO KOMITBIOTEPA CO CIEIHUATM3HUPOBAHHBIM TPOTPAMMHBIM OOECIICUCHHEM;
MUCHhMEHHBIC 3aJaHUsS BBITIONHSIIOTCS HAa KOMITBIOTEPE CO CIEHUATM3HUPOBAHHBIM MPOTPAMMHBIM
o0OecrieueHneM WM MOTYT OBITh 3aMEHEHBI YCTHBIM OTBETOM; OOCCIIEUMBACTCS WHIUBUAYATHHOE
paBHOMepHOe ocBemieHue He MeHee 300 JIFOKC; A7l BBHIMOJHEHHS 3aJaHds MPH HEOOXOIUMOCTH
MPEIOCTABIISACTCS YBEIMYHUBAIOIIEEe YCTPONCTBO, BO3MOXKHO TakKK€ HCIIOJIIB30BAHHE COOCTBEHHBIX
YBEIIMYUBAIOININX YCTPOUCTB; MUCHMEHHBIC 3a/1aHus 0(DOPMIISIOTCS YBEITMYCHHBIM MIPU(TOM; IK3aMEH
1 3a4€T MPOBOJIATCS B YCTHOU (pOpME MITH BBITIOJIHAIOTCS B MUCBMEHHOM (JOpME Ha KOMITBIOTEPE.

® Ul TUIYXUX M CJIA0OCIHBIMIAIINX: JIGKIUA OPOPMIISIOTCS B BHJE DJIEKTPOHHOTO TOKYMEHTa,
nub0  TPEJOCTaBISETCS  3BYKOYCWIHMBAIOIIAS — ammapaTypa HMHIWBUAYadbHOTO  IIOJIb30BAHUS,
MUCHMCHHBIC 3aJ[aHUsl BBIMIOJHSIOTCS Ha KOMIIBIOTEPE B THCBMEHHOW (opMe; dK3aMeH H 3a4eTr
MIPOBOSTCS B MUCBMEHHOHN (popMe Ha KOMITBIOTEPE; BO3MOKHO MPOBEACHUE B (hOpME TECTHPOBAHUSI.

® JUIsl JIWIl C HApYIICHWSMH OTIOPHO-IIBUTATEIBHOTO arapara: JISKIUU O(GOpMIISIFOTCS B BHIIE
AJIEKTPOHHOTO JIOKYMEHTa, JOCTYIIHOTO C TIOMOIIBI0 KOMIBIOTEpa CO CIEeIHUATU3HUPOBAHHBIM
MpOrpaMMHBIM  OoOeCreYeHHeM; MHChbMEHHBIE 3aJaHUs BBHIMIONHSIOTCS HAa KOMIIBIOTEpE CO
CTCIMATM3UPOBAHHBIM MPOTPaMMHBIM 00eCrieueHEeM; IK3aMeH U 3a4€T MPOBOJSITCS B YCTHOM (hopme
WM BBITIOJIHSIOTCS B MUCEMEHHOU (popMe Ha KOMIIBIOTEpE.

[Tpu1 HEOOXOMUMOCTH TpeyCMaTPUBACTCS YBEITMUCHUE BPEMEHH IS TIOATOTOBKH OTBETA.

[Tpouienypa mpoBeneHUs MPOMEKYTOYHOW aTTECTAIUU Ui OOYYaIOIIUXCS YCTaHABIMBACTCS C
y4€TOM MX MHIUBHIYaJIbHBIX MCUXo(pu3ndecknx ocodeHHoctel. [IpomMexyTouHast arTecTausi MOKET
MIPOBOJIUTHCS B HECKOIBKO ITATIOB.

[Ipy mpoBeaeHWW TPOLEAYPHl OLEHUBAHHUSA PE3YIbTaTOB OOYUYEHHs TpEIyCMaTpUBACTCS
MCIIOJIb30BAaHUE TEXHUYECKUX CPEICTB, HEOOXOMUMBIX B CBS3HM C MHIWBUIYaTbHBIMH OCOOCHHOCTSIMHU
oOydJaromxcsi. OTH CpEICTBA MOTYT OBITh MPEJOCTABICHBl YHUBEPCHUTETOM, WJIH MOTYT
MCTIOJIb30BaThCsl COOCTBEHHBIE TEXHUUECKUE CPENICTRA.

[TpoBeneHure mporeaypsl OICHUBAHUS PE3YJIbTaTOB OOyUEHHs AOMYCKACTCSl C MUCIOIb30BaHHEM
JTUCTAHIIMOHHBIX 00Pa30BaTEeIIbHBIX TEXHOJIOTHH.

ObecneunBaeTcss J0CTYNl K HWHGOPMAIMOHHBIM W OHOIMOrpaduUecKuM pecypcaM B CETH
WuTepHeT s Kaxxaoro odydaromerocs B GopMax, aJanTUPOBAHHBIX K OTPAaHUYCHUSM UX 3I0POBbS H
BOCTIPHSITHS HHPOPMALIUH:

e ISl CIIETIBIX WM CIA0OBHUISANIMX: B TEYAaTHOW ¢opMe yBeIMYEHHBIM MIpUPTOM, B ¢dopme
3JIEKTPOHHOIO JIOKYMEHTa, B (hopMme aynuodaiina.

® ISl TIIyXUX M CJIa0OCIBIIIAIINX: B TeYaTHON opMme, B (hopMe 3IIEKTPOHHOTO JOKYMEHTA.

® ISl 0OYYaIOIINXCsl C HAPYIICHUSIMU OMOPHO-/IBUTATEIBHOTO ammapara: B me4aTHoil gopme, B
(dhopme IIEeKTPOHHOTO JOKYMEHTa, B (hopme aynnodaiina.
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Y4eOHble ayIUTOPUU I BCEX BHJOB KOHTAKTHOW M CaMOCTOSITEIBHON paboThI, HaydHas
OMOIMOTEKa W WHBIE TIOMEIICHUS i1 OOYyYEeHHS OCHAICHBI CHEIUaIbHBIM OO0OpYJAOBaHHEM U
y4eOHBIMH MECTaMU C TEXHUYECKUMH CPEICTBAMU OOYUCHUS:

® ISl CJICTIBIX U CIA0OBUISIINX: YCTPOMCTBOM I CKAHUPOBAHUS M YTEHUA ¢ Kamepor SARA
CE; nucrtuieem bpaitns PAC Mate 20; npuntepom bpaiinst EmBraille ViewPlus;

oIl TUIYXMX M CIa0OCHBIIIANINX: aBTOMAaTU3UPOBAHHBIM pPabOYMM MECTOM IS JIIOJeH ¢
HapyIIEHUEM CTyXa U CIa00CTBIMAINTNX; aKYCTHYCCKUN YCHIIUTEINb U KOJIOHKH;

o Uisi OOYYAIOMIMXCS C HAPYIICHUSMH OMOPHO-IBUTATEILHOTO ammapaTa: TepeIBUKHBIMHU,
perynupyeMbiMu dproHoMudeckumu napramu CH-1; KOMIBIOTEPHON TEXHHUKOW CO CIEIUATBHBIM
MIPOTrpaMMHBIM 00€CTICYeHUEM.

9. MeToan4yeckne MaTepHuaJbl

9.1 IliaHbl ceMMHAPCKHUX/ MPAKTHYECKUX/ JJa00PATOPHBIX 3aHATHIA

Tema 1. KoHuemnus KIMEHTOOPUEHTHPOBAHHOI'O CEpBUCA B TypH3ME: 3HaUEHHE I OM3Heca,
MOJAXOJbl K B3aMMOJCHCTBHUIO C KIMEHTOM, CTPYKTypa cepBuca, (GyHKIHOHAIbHOE B3aUMOJCHCTBHE,
METO/BI OLICHKU

Bormpocs! mi1st 00y ieHust:

Posb o0cimy>KuBaHUS KIIMEHTOB /IS 1A TEIbHOCTH KOMITAaHHH.

CoBpemeHHbIE TEHCHIINH pa3BUTHA OusHeca, CHocoOCTBYyIOIINE Pa3BUTHIO
KJIMEHTOOPUEHTHUPOBAHHOTO MTO/IX0/1a U KOHKYPEHIIUH 110 YPOBHIO CEpBUCA.

OOcnyxuBaHWe KIHWEHTOB Kak ¢umocodus, kak oreHka 3(PGHEKTUBHOCTH IEATEILHOCTH
KOMITAHWH, KaK MpOIecC B3aMMOACHWCTBUS IMPOAABIAa M MOKyHATessl, KaK pe3ylbTaT ACATEIbHOCTH
(GYHKIMH KOMIIAHUH.

OO6cnyxxuBaHue KIMEHTOB (customer service) u 3a00Ta 0 moTpeduTemsix (customer care).

HenamepeHHO 1 HaMEpPEHHO TI0X0€ 00CITyKUBaHHE KIIUEHTOB.

OO6cnyxuBaHrEe KIMEHTOB (customer service) U yJIOBIETBOPEHHOCTh MOTpeduTeneil (customer
satisfaction).

OBOIIOLIMS TPEXKOMIIOHEHTHOM CTPYKTYphl OOCIy:XkuBaHHUs moTpeduteneii. OOciyxuBaHue
nmoTpeduTenel Kak mporecc.

BapuanTel mnpencTaBieHHS CTPYKTYPbl OOCHYXXHBaHMS MNOTpeOUTeNeil: mepeyrcieHue
MoKasarese, mpeacTaBieHue 1Mo (PyHKIUOHAIBHOMY MPU3HAKY, NPEACTABICHUE 10 BXOIAUINM BUIAM
YCIIYT.

@OYHKIMY KOMITaHWH, BOBJICYEHHBIE B MPOIIECC 00CTYKUBAHUS.

Touka KOHTaKTa M MAapKETHHrOBas HJesl «MOMEHTa HCTHUHBD» (moment of truth) npu
B3aMMO/ICHICTBUH MPOJIaBLIa U MOKYIATEs.

MeToapl OLEHKH OOCTYKMBAaHHS KJIMEHTOB: CYIIECTBYIOIIME BapUaHTHl, MPHHLUIIBI
peann3aluu, TOCTOWHCTBA U HEJOCTATKH, YCIOBHUS HCIONIb30BaHUA. DaKTOpHI, BO3IEHCTBYIOMINE Ha
BBIOOp METO/1a OLICHKH.

[TokazaTenn OIEHKH OOCITY)XUBaHMUS TIOTpeOUTENEH: TMepedeHb METPUK, NpoOIeMbl B
UCTIOJIb30BAHNH, BAPHAHT TPYNIUPOBKU. METPUKU OLIEHKU KIMEHTOOPUEHTUPOBAHHOCTH KOMITAHHH.

Tema 2. JeqarenbHOCTh TYPUCTCKOM HH(DPpaCTPyKTyphI B MPEI0CTABICHU N
KJIMEHTOOPUEHTHPOBAHHOTO CEpBHCA: IIEMM M 3aJaud TNPEIAOCTAaBICHHS TYPUCTCKOTO CEpBUCA,
CTPYKTYpa 0OCTy>KUBaHUS

Bomnpocs! st 06cyxaeHus:

[enb 06cmyKMBaHUS KIMEHTOB. 3a/1a4il 00CITY)KUBaHUSI KIIMEHTOB.

Typucrtckuii cepBuC, YpOBEHb TYPHUCTCKOTO CEpBHCA, KAaueCTBO TYPHUCTCKOTO CepBUCA U
TYPHUCTCKOE 00CTy>KUBaHHE.

Typucrckuii cepBUC Kak KOMIUIEKC YCIYT U KaK OTpaxeHue >(PQPEeKTHBHOCTH TYpPHUCTCKOM
cuctembl. aKTOPHI BHELTHEW U BHYTPEHHEN CpEJibl, BO3ICHCTBYIONINE HA TYPUCTCKHI CEPBUC.
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MecTo TYpHCTCKOTO CEpBHCAa B TPEXKOMIIOHEHTHOW CTPYKType OOCTYXHBAaHUS KIHEHTOB.
TypucTckuii cepBHUC Kak CIoco0 MPOABUKEHUS YCIIYT.

TypuccTkuil cepBrc Ha MUKpPO — U Makpo — ypoBHAX. Msrkue (soft services) u Tsxens! (hard
services) yclyru (pu3nuecKoro pacrpeaesieHus.

OyHKIUS 00CTyKUBAaHHUS TYPUCTOB B OPraHU3aIIMOHHON CTPYKTYpPE KOMITAaHHH.

Monens Kano, 6a30BbIif ypOBEHb cepBHCa U CEPBUC € J00ABICHHONW CTOMMOCTHIO.

Honp 1 cTO mpOIIEHTOB B 00CTY’)KMUBAaHUH KIMEHTOB.

Tema 3. KnnueHT Kak OCHOBHOM aKTOp LIENH CO3JaHUsI CTOUMOCTH: BJIMSIHUE B3aMMOOTHOLIEHUM
C KJIMEHTOM Ha pe3yJbTaTUBHOCTb JESATEIBbHOCTH KOMIIAHUM, (AKTOp 100aBIEHHOW LIEHHOCTH AJIS
KJIMEeHTa, OajJaHCUPOBKAa CepBHCAa M 3aTpaT, (pUHAHCOBBIE PE3yAbTAThl KIMEHTOOPUEHTUPOBAHHOTO
0JX0/1a

Bomnpocs! st 06cyxaeHus:

[Tpr4uHbI ¥ TITyOMHHBIE LEIH MPUCTAIILHOTO BHUMAHUS K KIIMEHTaM.

HccnenoBanust pe3ynbTaToB  yJOBICTBOPEHHOTO M HEYAOBJIETBOPEHHOTO  ITOKYIATEIS.
OcCHOBHBIE IPUYHHBI TOTEPh KJIUEHTOB U UX HEIOBOJILCTBA.

Typuctckoe o00cTyXHMBaHME KaK WCTOYHHUK TOTCHIMAIBHOTO TOBBIMICHUS MPUOBLIH,
(hopMHUPOBaHMS JIOSTILHOCTH TIOTPEOUTENICH U PACIIIMPECHUS KITUEHTCKON Oa3bl.

Konnenmus «11eHHOCTH U1l KIIMEHTa.

BnusiHue Typu3Ma Ha MOBBIINIEHHE IMPEUMYLIECTB OT NPUOOPETEHHs TOBAPOB U YCIYT H
COKpaIlleHHsI 3aTpar.

JlesTenbHOCTh KOMIIAaHMM B cdepe TypU3Ma M CMEXKHBIX OTpaciisiX, HaIpaBleHHas Ha
MOBBIIIEHUE YPOBHS 00CITYXKHBaHUS KIMEHTOB.

[Ipobnema moucka GamaHca «CEPBUCY - «3aTPATHD».

[TyTu Bo3mEHCTBHS 00CTYKMBaHUs OTPEOUTENEH HAa peHTa0eIbHOCTh KOMITAHUH.

Typucrckuii cepBuc, 3anacsl 1 JUIMTEIBHOCTb OOCITYKUBAHMSL.

WznepxKku okazaHMs YCIyT, 10XOA W NpuObUIb. OIEHKa BIUSHUS TYPUCTCKOTO CEpBHCa Ha
(uHAHCOBBIE IOKA3aTENN JEATEIIBHOCTH KOMIIAHMM C MCIOJb30BAaHMEM pa3IM4YHBIX (DPUHAHCOBBIX
MOJCIICH.

Bnusinue TypucTckoro o0cy>kMBaHUs HA KOMIIOHEHTBI MOZETH CTPATErnYeCcKOi NpUObLIN.

DKOHOMHUKO-MaTeMaTuyeckass MOJENb OIICHKH BIMSHHUS YPOBHS TYPHUCTCKOTO CEpBHCa Ha
PEHTA0ETbHOCTh KOMIIAHUH

Tema 4. @opmMupoBaHHE KIMEHTOOPUEHTHUPOBAHHOTO TMOAXOJa B KOMIIAHWHU: OT
KOPIOPATHBHON CTPATErvy KOMIIAHWUHU K Tapu(HOM CETKE CTOMMOCTH OKa3bIBAEMbBIX YCITYT

Bormpocs! mi1st 00y ieHust:

CrpaTerndeckue OCHOBBI  pa3padaThiBaeMOl  TOMUTHKU  OOCTY)XKUBaHUS  KIIMEHTOB:
KOpIOpaTHBHbIE CTPATEeTHH, LENM M 3a7adyd B O0JacTh OOCITYKHMBAaHUS KJIMEHTOB, CTpAaTeTruu
(YHKIIMOHATBHBIX O0JIACTe KOMIAHWH, CTpaTeTvs, LETH W 3aJaddl KOMIIAaHWH B OOCIY>KHBaHUU
KIIUEHTOB.

[Tonutrka 0OCTyKUBaHUS KIIMEHTOB B TYpU3ME KaK CIIOCOO COTJIACOBAHMS KOPIOPATUBHBIX U
(O YHKIMOHATBHBIX CTPATETH KOMIIAHUH.

CrpaTerndeckasi KapTa TypUCTCKOW KOMITAHUY KaK OPHEHTHUD JIJIsl OOCITY)KHUBAHHSI KIIMSHTOB.

HanpaBnenusi neqareiabHOCTH B TypusMe B OOCTY)KMBAaHUU KIMEHTOB. CEerMeHThl pBIHKA
00CITy’)KUBAaEMbIE U MEPCIICKTUBHBIC.

Omnpenenenue ppIHOYHBIX TapU(POB HA TYPUCTCKHUE YCIIYTH.

AHann3 moTpeOHOCTel KIMEHTOB B TYPUCTCKUX yclyrax. AHalIW3 W OIEHKa TMOJUTHKU
00CITy’KMBaHUsI OCHOBHBIX UTPOKOB B Ka)KJIOM CErMEHTE PBIHKA.

XapaKkTepuCcTUKA KIMEHTOB U aHAJIHN3 UX MOTPEOHOCTEN B 00CTYKUBAHHH.

[TocTaBuIMKN MaTepUATBHBIX PECYPCOB: PETHOHBI.

Pa3paboTka cTaHZapTOB TYPHUCTCKOTO CEpBHCAa B TOJUTUKE OOCITYXHBAaHHS KJIHNEHTOB B
TypU3Me.
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[IpuHIMOBI W TOCIEIOBAaTENFHOCT (OPMUPOBAHUS CTAaHIAPTOB OCHOBHBIX (0a30BBIX)
TYPUCTCKHX YCIYT.

[TpuHIMOBI U TPEANOCHUIKH (POPMUPOBAHMS CTAHIAPTOB TYPUCTCKUX YCIYTr C J0OaBIEHHOU
CTOMMOCTBIO (JOTOJIHUTEIbHBIX TYPUCTCKUX YCIIYT).

Tema 5. KntoueBble Mmoka3zaTend OUECHKH PEATM3alMU KJIMEHTOOPUEHTHPOBAHHOTO MOAXO0Ja B
Typu3Me

Bormpocs! 1i1st 00cyxieHust:

Konnermuss choOpMHUPOBAaHHOTO TYPUCTCKOTO TPEJIOKEHUS KaK WHCTPYMEHT KOHTPOJIS
¢ pexTUBHOCTH 0OCTY)KMBAHUS KIMEHTOB B TypHU3ME: DBOJIIOIUS TIOHITHS, CIIOCOOBI pacuera, CMBICI
WHTEPIPETAINH, TPAKTHIECKOE MPUMEHEHUE.

Cucrema cOanaHCHpOBaHHBIX MOKa3aTesiel B MOJUTHKE OOCTY)KMBaHUH KIMEHTOB.

BapuanTtel mokasareneil oueHKH 3(P(EKTHBHOCTH TMONMUTHUKU OOCITYXHBaHHUA KIHEHTOB B
Typu3Me, TPYNIHPOBKAa IOKa3aTeJed M HMX COIVIACOBAHHME C IIEJIbI0 PAIOHAJIBHOIO YIPaBICHUS
NEeSTeNbHOCTHIO MPEANPUATHS B OPTaHU3AI[UN TYPUCTCKON OTpaciy.

Anroput™m GopMHpOBaHHS CUCTEMbI U3MEPEHUSI YPOBHS CEpBHUCA.

KonndecTBeHHbIE MO/IETTH ONIPEACTICHUS YPOBHS TYPUCTCKOTO CEpBHCA.

CratucTudeckre MO OLIEHKH YPOBHS TYPUCTCKOTO cepBUCa

MatepuanabHO-TEXHUYECKOE 0OecTieueHe 3aHATHS:
Kommbiorep ¢ BBIXOAOM B UHTEpPHET.

Y cTpoiicTBO BBIBOJIa U300PKECHHMS.

3BYKOBBIE KOJIOHKH.

9.2 MeToanyeckue peKOMeHIALMH 1O MOAT0TOBKE MUCbMEHHBIX PadoT

TpeOoBaHus K Npe3eHTALNH

Pacripenenenrie TeM npe3eHTAMHA MEXAY CTYACHTaAMH OCYIIECTBIISICTCS 3a01arOBPEMEHHO.

[Ipuctymass K MOATOTOBKE SJEKTPOHHOM MPE3CHTAIlMM HEOOXOAMMO HCXOJUTh W3 IeJeH
MIPE3CHTALMK U YCIIOBH €€ MPOYTECHHUS.

DJNIeKTPOHHBIE MPE3CHTAIIMU BBIMOJHAIOTCS B mporpamme MS PowerPoint B Buge crmaiijoB B
CJIEYIOILEM NIOPSIKE:

—  TUTYJbHBIN JIUCT C 3aT0JIOBKOM TEMBI U aBTOPOM HCIIOJIHEHUS MTPE3CHTALINN;

—  OCHOBHas 4acTh (He MeHee 20 cltaifioB);

—  3akiroueHue (BBIBOM).

OO6u1e TpeOoBaHUS K CTUIEBOMY O(DOPMIICHUIO MTPE3CHTAINH:

—  JAu3aiH J0JKEH ObITh MPOCTHIM U JAKOHUYHBIM;

—  Tpe3eHTalus TPEACTaBISIET COo00i TpaduuecKuid KOHCTIEKT TOTO Marepuaia, KOTOPBIH
U3JIaraercs B yCTHOM JIOKJIAJIE;

—  I[BETOBas raMmMa JIOJDKHA COCTOSITh HE 0oJiee ueM U3 ABYX-TPEX IBETOB;

—  pazmep mpudTa 22-26 (3arosioBok), 18-22 kerib (0OBIYHBII TEKCT);

— TEeKCT JOJKEH OBITh CBEpHYT 10 KIIOYEBBIX CIOB U (hpa3, TOJHBIE pa3BepHYTHIE
MpeIIOKEHUsT Ha Clailax TakuX IMPe3eHTalui HCIMOJIb3YIOTCS TOJIBKO TMPU LUTUPOBAHUU; MPHU
HEOOXOMMOCTH, B TOJIe «3aMeTKH K claiam» MOKHO NPUBECTH KpPAaTKUE€ KOMMEHTApUHU WU
MOSICHEHHS;

—  KaXIbIH clIalij JOJDKEH MMETh 3ar0J0BOK;

—  BCE CIIalIbl JOJKHBI OBITh BBIIEPIKAHBI B €JMHOM CTHIIE;

—  CJIaliJbl JOJHKHBI OBITH MPOHYMEPOBAHHI;

—  HCIIOJIb30BaTh BCTPOEHHBIE A(PQEKTHl aHUMAIMM MOXKHO TOJIBKO, KOoria 0e3 3Toro He
000iTHCH (HampuMep, MOCJIE0BATEILHOE MOSBICHUE YJIEMEHTOB THArPAMMBEI);

— IpU BKJIIOYEHHUU BHUJECOpSAZa B MPE3CHTALUIO, MPOJOHKUTEILHOCTh POJUKOB HE JIOJDKHA
npeBbimath 10-15 cexyH;
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CIIUCKU Ha CJIaiijaX He TOJKHBI BKIIIOYATh OoJiee 5-7 aineMeHToB. Eciii 21eMeHTOB CcricKa Bce-
Taku OOJbIIe, UX JIYYIIIe PACTOJIOXHUTh B B KOJIOHKH. B Tabimiax He MODKHO OBITH 00Jiee YeThIpex
CTPOK U YEThIPEX CTOJOIIOB, B IPOTUBHOM CIy4yae JaHHbIC B Ta0nuIe Oy1yT OY4eHh METKHUMH U TPYIHO
pa3IMYUMbIMH.

IlepeyeHb TeM UcCCIeI0BAHNS JAJI51 KOHTPOJIbHBIX PadoT:

1. KnueHTOOpueHTUPOBAHHBII MEHE>)KMEHT Kak WHCTPYMEHT MTOBBILICHUS
KOHKYPEHTHOCTIOCOOHOCTH OpraHu3aIliu.

2.OCHOBHBIE IPUHIIMITBI KITUEHTOOPUEHTUPOBAHHOTO MEHEIKMEHTA.

3.Y1o Takoe KIMEHTOOPUEHTUPOBAHHOCTD?

4. [lepeuncnure u OXapaKTepu3ymuTe MPEIOCHUIKH BO3HUKHOBEHHUS
KJIIMEHTOOPUEHTHUPOBAHHOTO MOAXO0/A.

5. TUTBI CIOKHBIX KIIMEHTOB U UX CIielH(UKa.

6. ArpeccuBHBIH{, )KaJOOIIUK, TOBOPYH U JPYTHE THUIBI CIIOKHBIX KJIMEHTOB. Kak oOmarscs ¢
KaXKbIM U3 HUX.

7. HeoOxoaumbIe yCTAaHOBKU B OOIIEHUH C TPYAHBIMU KITUECHTAMH.

8. ITaccuBHBIN, arpeCCUBHBIN M YBEPEHHBIN CTHIIH OOIICHHS.

9. TlpaBuna, KOTOpbIE HEOOXOAUMO COOIIONATH AJII COXPAHEHUS KOHCTPYKTUBHOTO CTHIIS
OOIIEHUSI B CJIO’KHBIX CUTYyaIUsIX.

10. TexHUKM KOPPEKTHOTO OTKAa3a, COOOIICHUS HEraTUBHON MH(GOPMAIIUH, MITKOTO yIepiKaHUs
MHUIMATUBEI B Oecelie U IPyrue MCUXO0JIOTHYeCKue NpuéMbl, HEOOXOIMMBbIE [T OOIEHUS C TPYIHBIMU
KJIIUCHTaMH.

11. Pacckaxkute mpo HCTOPHUIO BO3HUKHOBEHHMS U pa3BuTud nojaxoaa CRM B Poccum.

12. Ha3oBute u gaiite XapakTepuCTUKY OCHOBHBIM THaMm CRM.

13. Uro mpencraBisier coboil mporecc pa3pabotku crparerun CRM, u3 kakux dacrei
cocTout?

14. Yrto takoe OusHec-BuaeHue? 3 Kakux dJIEMEHTOB COCTOUT?

15. HazoBure oTpacieBbie 1 KOHKYPEHTHBIC XapaKTePUCTHKH B paMKax IMporecca pa3padoTKu
KJIMEHTOOPUEHTUPOBAHHOTO MOJXO0A.

16. OxapakrepuszyiTe ILEHHOCTb, IOJY4aeMyl0 KIMEHTOM OT KOMIIAHMH, B YEeM OHa
3aKIoyaeTcs’?

17. Yto BeIrOAHEE: IPUBJIEKATh HOBBIX WU yEPKUBATh CTAPBIX KIIMEHTOB U TOUYeMy?

18. B uem coCTOUT CyTh U 3HAYEHHUE MPOIECCa MHOTOKaHAJIbHOW UHTETPaLu?

19. [aiiTe ompeneneHre XpaHWIULLY JaHHBIX, MEPEUUCIUTE BUIbl XPAHWIUIL JIAHHBIX
KIIUEHTOB

9.3 HUnble MaTepUaJIbI
3amanue s CaMOCTOSITENTEHON pabOThI
. [Iponiecc ympaBnenust nHGoOpMauen.
. Pa3BuTHE KIIMEHTOOPHEHTUPOBAHHOCTH OJMH U3 BaXKHEUIHNX (DaKTOPOB ycIriexa KOMITAHHH.
. JlecTHH1Ia TOSATTBHOCTH KJIUEHTOB.
. Ctparernueckas marpuna CRM.
. DKOHOMUKH MPUBJICYEHHSI KIIUEHTOB.
. PoJsib KTMEHTOB-a1BOKATOB.
. PoJib KJTMEHTOB-TEPPOPUCTOB.
. DKOHOMUKHU YACPKaAHUS KIHUEHTOB.
. CTpareruu B OTHOILIEHUH KaHAJIOB B3aUMOJEHCTBUS KIIMEHTA C KOMIIAaHUEH.
10. KnueHToOpHeHTHpOBaHHASL MOJIENb OOCITYKUBAHHS.
11. IIpouecc co3aanus EHHOCTH.
12. Knaccudukanuio KJIMEHTOB IO UX MPUOBLILHOCTH.
13. Ponb MHOTOKaHaIBbHOM CTPATETUU.
14. Posib uH(pOpManuu B rporecce yrnpasieHus nHpopMmarmeii cornacHo konuenmun CRM.

O 0 1N DN B W —
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15. Ponp MH(QOPMAIIMOHHBIX TEXHOJIOTHH B TpoLecce YHpaBieHHs HH(OpMaIuei coriacHo
kounenuu CRM.

16. Ponb aHAIUTUYECKHUX CPEACTB B IIPOLIECCE YIPABICHUS OTHOLIEHUSMH C KIIMEHTAMHU.

17. Butpuna nanHbiX. XpaHuiuile naHHbIX. CTaHTapTHBIE MPOrPaMMbl JTOOBIYM JTaHHBIX.
Crnennanu3upoBaHHBIC MMAKEThl AaHATTUTUYECKUX TTPOTPAMM.

18. TIpouecc onenku 3PGEKTUBHOCTH YIIPABICHUS B KIIMEHTOOPHUEHTHPOBAHHOM TTOAXO/IE.

19. MadopmanioHHbIe TEXHOJIOTUH YIIPABIICHUS B3AaNMOOTHOIIICHUSIME C KITUEHTAMHU
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[Tpunoxenune 1. AHHOTAITHS
paboueii mporpaMMsbl JHCIUTTIIHHEL

AHHOTAIIUSI PABOYEHA ITPOT'PAMMBI JJUCHUATLIAHBI

JucuuminHa (MOIyNb) peanu3yercs Ha (akKyabTeTe BOCTOKOBEACHHS M COIMAaJIbHO-
KOMMYHHMKATHUBHBIX HayK Kadeapoil 0011ecTBEHHBIX CBA3EH, TypiU3Ma U TOCTEPUUMCTBA.

Ilenp  guCHMIUIMHBI  —  SBJSIETCS  OCBOEHHME  NMPO(ECCHOHAIBHBIX  KOMIIETEHIIMH,
o0ecreynBaoIUX TOTOBHOCTh K pa3pabOoTKe TYpPUCTCKOTO TPOAYKTa, OpPraHM3alud paboThI
UCTIOJHUTENIEH MO0 MNPEeNOCTABICHUI0 TYPUCTCKUX YCIYT, IMPOABMKEHHIO M COBITY TYpPUCTCKOIO
NPOAYKTa M YCIyr 1O TOTPEOHTENsl, a TAaKKe OpraHu3aluu OOCTYKMBAHUS BO BpEMs MOE3JIKH,
IIPUHATHIO YIIPABJICHYECKUX PEILICHUN B IPOLECCE NEATENbHOCTH.

3anauu TUCUUIUIMHBIL:

— OCBOEHHME TEOPETHMUYECKUX OCHOB U IPAKTUYECKUX HABBIKOB (DOPMHUPOBAHMS TYPUCTCKOIO
MPOMYKTa,

— HU3yYeHHE OCOOCHHOCTEW B3aMMOJACUCTBHS TYPUCTCKUX MPEINPUATHI C MapTHEpaMu IO
OpraHu3alK 00CIY)KUBAaHUS U COBITY TYPUCTCKOTO NMPOJYKTA U TYPUCTCKUX YCIIYT;

— OCBOCHHME METOJOB M IPUEMOB IMPOABHKECHHUS TYPUCTCKOIO IPOAYKTA U YCIYr 0
NOTpPeOUTENS M €r0 peanu3alii;

— H3Yy4YCHHME METOJOB aHAJIM3a U pacueTa 3aTpaT TYPUCTCKOTO IMPEAIPUATHS 110 IPOU3BOACTBY
TYPUCTCKOTO IPOAYKTA;

— M3Yy4ECHHME MPUKIAJHBIX METOJOB MCCIICIOBAaHMUS Ul OpPraHU3alUM  JIEATEIBHOCTU
TypOIIEpaTOPOB U TyparcHTOB;

— H3y4YeHHE MPUHLIMIIOB M METOJOB OpraHu3aluu OOCITY)XUBAaHUS TYPUCTOB BO BpeMs
MyTELIECTBUH.

JucnunnuHa (Mo0y/ib) HampaBjieHa Ha GOPMUPOBAHUE CIICTYIOMNUX KOMITCTECHITHIA:

IIK-3.1. YMeer oka3blBaTh TypHCTaM IIOMOIIb B BBIOOpPE TYPUCTCKUX HaIlpaBICHHMA,
TYPUCTCKUX MapUIPyTOB, BpEMEHH MPOBEICHUS TYPUCTCKOM MOE3IKU

[IK-3.2 - JlomkeH yMeTh HPEJOCTaBIATh TYPUCTY HEOOXOJUMYIO, JOCTOBEPHYIO U TOJHYIO
WH(pOpPMAIIHIO O TYPUCTCKOM MPOAYKTE, 00SCIICYHBAIOINITYIO0 BOBMOYKHOCTh €TI0 MPaBUIILHOTO BEIOOpA

B pe3ynbpraTe 0CBOCHHS AUCIUIUIMHBI (MOIYIIs) 00yUYaIOIIHUIACS TOKEH:

3HaTh: NPUKJIAJHBIE METO/bI UCCIIEI0BAHUI NPH (POPMUPOBAHUH, POJBIKEHUN U pealU3alluH
TYPUCTCKOTO TMPOJIYKTa U TYPYCIIYT;

VYMeTh: HCIIOIb30BaTh MMPUKJIAAHBIC MCTOJbI HMCCICAOBAHUA TIPHU OpraHu3aln ACATCIBHOCTU
TYpOIIEPaTOPOB U TYPareHTOB;

BJIaI[eTI:Z CHOCO6HOCTBIO MNPUMCHCHUA B TypHCTCKOﬁ ACATCIIbHOCTU HNPHUKIIAJHBIX MCTO0OB
UCCIeIoOBaHUS T (GOPMUPOBAHHS MTPOABIKEHHS U PEATN3AIUU TYPUCTCKOTO TIPOIYKTA

[To mucuumuimae (MOAYJI0) MPEAYCMOTPEHA MPOMEXKYTOYHAs aTTecTanus B (opme 3aué€rta C
OLIEHKOM.

OO01mast TpyA0€MKOCTh OCBOSHUS TUCHUTIIHHBI (MOIYJIS ) COCTABIISACT 3 3aU€THBIC SMHUIIBI.



