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1. HEJIM OCBOEHMS JTNCIHUITJINHBI

Hean:

O3HAKOMHTH CTYICHTOB C OCHOBHBIMH BOIIPOCAMH YIOBJICTBOPEHHOCTH
norpebuTeneit u chopMUPOBaTH Ha ATON OCHOBE KOMILJICKC TEOPETUYCCKUX 3HAHHIA
U IPAKTUYECKUX HABBIKOB B 00JIACTH B3aUMOCBSI3H YIIPABICHUS KAYE€CTBOM U
YJIOBJICTBOPEHHOCTH OTPEOUTEIICH.

2. MECTO JJUCHUIIJIUHBI B CTPYKTYPE OBPA3OBATEJIbHOM
ITPOI'PAMMBbI

Hucuurnnunaa b1.B.JIB Ynpasiienue kauecTBOM U yAOBIECTBOPEHHOCTD
MOTPEOUTEINSI OTHOCUTCS K DJIEKTUBHBIM JUCHUIUIMHAM bioka 1.

3. INTAHUPYEMBIE PE3YJIbTATBI OBYYEHUA 110 JMCHUIIJIMHE

Koa u HamMeHOBaHHe Koa n
KOMITETEHITUH HaHMEHOBaHHE I[lnanupyemble pe3yJbTaThl 00y4eHHs 1O
BbIIYCKHUKA HHANKaTOpa MCHHILIHHE
JOCTHKEHUS
KOMIIeTeHIU i
[1K-3 - Cnocoben T1K-3.4 - 3HaTh: METOBI M AJITOPUTMBI aHAJIM3a JaHHBIX TI0 paboTe
MPUMEHSTE TTPOOIEMHO- OcymiecTBisieT U YIPABJICHUIO B3aMMOOTHOIIECHUSMY C TIOTPEOUTEIISIMU;
OPUEHTUPOBAHHBIC METOABl | MOHUTOPUHT MOAXOABl W METONBI HM3MEPEHUS YIOBICTBOPECHHOCTH
aHaJM3a U CUHTE3a I YIOBJIETBOPEHHOCTH | TIOTPEOUTENEH; WHCTPYMEHTapui OepEeXITUBOTO
BEIOOpPA TIPOEKTHBIX noTpedurens, a MIPOM3BOJICTBA.

PELICHNH 110 YIPaBJICHHUIO
Ka4eCTBOM

TaKXKe MPUMEHSIET
HHCTPYMEHTAPHH
OepeXINBOTO
MIpON3BOJICTBA B
COOTBETCTBHH CO
crennpuKon
OM3HEC-TIPOIIECCOB
OpraHusauu

YMeTh: U3BIEKAeT 3HAHUS U3 MUMEIOIIMXCS NAaHHBIX 10
pabore W  yOpaBJICHUIO B3aMMOOTHOILEHHSIMHU C
MOTPEOUTEISIMA C TIOMOIIBIO METOJOB M AJITOPUTMOB
aHaiM3a; MPUMEHSIET HHCTPYMEHTapHil OepexIInBOro
MIPOM3BOJCTBA.

BJ'IaILeTI)Z HaBbIKaMHW TIIPpUHATHA PCHICHUSA, HAa OCHOBC
MNpOaHAIN3UPOBAHHLIX JAHHBIX 110 pa60Te " YIIPpaBJICHUIO

B3aUMOOTHOIICHUSIMHU c MOTPEOUTENSIMU;
WHCTPYMEHTApUEM  OEpeKIMBOTO  TPOU3BOJICTBA B
COOTBETCTBHM C  OCOOCHHOCTSMH  JEATEIHHOCTH
OpTaHU3aIHH.




4. CTPYKTYPA U COAEP KAHME JUCHUITJIMHbI*

O0beM TUCHUITTHHBI
Howmep n (akaneMuvecKue 4achbl)
HauMMEHOBaHHue
- Conep:xaHue TUCHUILTHHBI KoRTaKTHAsI
paszienoB/Tem pabota
31T | 13 JIP CPO
[TonsiTue ynpasnenus kauectBoM. [lorpeOutens u
€ro MOBEJCHHE: HCCIeNOBaHUE, TMPUHATHE
pemieHuid  moTpeduTeneM,  WHANBUAYaTbHBIC
JNETepMUHAHTBI,  BJMSHHE BHEIIHEH  cpenpbl,
Tema 1. BozjeiicTeue.  IIOHATHE  yIOBJIETBOPEHHOCTH
YROBIETBOPCHHOCT | 1yrneGyrens. DakTOpbl, BAUAIOUIME HA MHEHHE
b IOTPEOHTeIE I NOTpeGuTENs. DBOMOLMS B M3MEPEHHH YDPOBHS | L0 16 12
YHpaBJIcHHE YIOBJIETBOPEHHOCTH norpebuTeENe.
KaqeCTBOM. OCOGEHHOCTH ~ HEOOXOAMMOCTH  H3MEpeHHs
YIOBJIETBOPEHHOCTHU noTpeduTens B
COOTBETCTBUHU C TpHHIOUIIOM «OpueHTamus Ha
NOTPEOUTENS KOHIIETIIHH Bceobero
YIpaBJICHUS] KAYE€CTBOM.
3anaun U3MEpEeHUs yIOBJIETBOPECHHOCTH
norpedurenei. [Hoaxonel K U3YYEHHUIO
YAOBJIETBOPEHHOCTH  moTpedbureneit. Meromabl
OIICHKM YJIOBJIETBOPEHHOCTU. bayibHas oleHka
YAOBIETBOPEHHOCTH. Orenka
YIOBJIETBOPEHHOCTH Ha OCHOBE
Tema 2. Togxomsl u | MYJABTHATPUOYTUBHOM Mojenu Tosapa. Pacuer
MeTOZbI H3MepeHnst | MHJICKCa YI0BIeTBOpeHHOCTH moTpebuTess (CSI).
yIoBIeTBOpeHHocT | PACUeT YHUCTOr0 HHJIEKCA MPOMOYTepa (NPS). 8 6 12
¥ IOTpeGHTEIs. Pacuer wuHpmekca kauwectBa (SERVQUAL).
CrpaTternyeckoe ¥ TaKTUYECKOE YIMpaBICHHE
JOSUTBHOCTBIO TIOTpeOuTeneit. TloHsTue u BUIBI
nosmeHOCTH — ToTpebuteneil. [lokasarenu u
METO/bl OIEHKH JIOSIIBHOCTH TMOTpeOuTenei.
Crpaterus yIpaBIeHUS JOSTBHOCTBIO
notpeduteneii.  MHCTpyMEHTBI  JIOSITBHOCTH
noTpeOuTenei.
[TousiTre TIPABHIT JIOCTHKEHUS
Tewma 3. ITpasuia yA0BIETBOPEeHHOCTU. [IpuHIUIBI 3PHEKTUBHOTO
JTOCTHKEHHUS u pe3yIbTaTUBHOTO TUTAHUPOBAHMS,
YIOBIETBOpeHHOCT | MPOEKTUPOBAaHUs,  Pa3pabOTKW,  BHEJpEHUS, 4 6 10
¥ I0TpeGHTEIs. MOJIICPKAHUS U YITYYIISHUS TIPABHIT JTOCTHKCHUS
YAOBIIETBOPEHHOCTH. CrtpykTtypa MIpaBUII
JIOCTMKCHHS YJIOBJIETBOPEHHOCTH MTOTPEOUTEIISI.
Tema 4. [Tonsitre npeten3un. OCHOBHBIE ACMIEKTHI PAOOTHI
Yrpasnenne ¢ mpeten3usMu. [ImanupoBanme, MPOSKTUPOBAHUE
[IPETEH3MSIMH B U pazpaborka. DYHKIHMOHUPOBAHHE TMpoIEcca 4 6 10
OpraHM3aLIHH. paboTsl ¢ mpeteH3usamu. [lognep:xanue B pabouem
COCTOSIHMH M YJIYUIIICHUE.
Tema 5. [TonsiTve yperyaupoBaHUsi CIIOPHBIX BOIPOCOB.
VperynpoBanue MeTonbl  yperynupoBaHUs CIHOPHBIX BOIPOCOB. 4 4 10
CIIOPHBIX BOIIPOCOB
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BHC OpraHU3aIuu.

[Tpuntunel 3hPEKTUBHOTO W PE3yJIHTATHBHOTO
YpEeryJaupoBaHus CIOPHBIX BonpocoB. CTpykTypa

yperyJaupoBaHus CIOPHBIX BOIIPOCOB.
[TnanupoBaHue, MPOCKTUPOBAHUE U pa3paboTKa.
B3aumocss3b npoiecca yperyJIupoBaHUs

CIIOPHBIX BOIIPOCOB C JPYTMMH IPOLIECCAMH
CUCTEMBl MEHEDKMEHTA KayecTBa OpraHU3alluu.
Otalnbl yperyJaupoBaHus CHOPHBIX BOIIPOCOB.

Y 10BNETBOPEHHOCTh MOTPEOUTENEH U 0XKUIAHUSI
notpeduteneit.  bepexnuBoe  MPOU3BOACTBO:
MPUHILIUIIBI, MOAXOAbl UM HHCTPYMEHTHI.
OcHoBornounaratonye IPUHLIUIIBI.
KonnenryanbHas MoJienb YJIOBJIETBOPEHHOCTH

Tema 6. noTpeOuTeNEi: dTanbl M CyIHOCTh. CHCTEMHBIH
Monntopunr 1 NOAX04 K  MOHHUTOPHUHTY ¥ HM3MEPEHHIO
H3MCPCHHC YIOBJIETBOPEHHOCTH norpebuteneii. | 2 4 10
YAOBJCTBOPCHHOCT | TTnapypoBanue: Ledb, 3a4aud M HHPOPMAIUSL.
1 MOTpebuTeNA. BrimonHeHue: oxugaHue MoTpeOuTeNeH, JaHHbIS
00 yJIOBJIIETBOPEHHOCTH MOTpeduTeneii, oopaTHas
CBSI3b, HOCTOSHHBII MOHHTOPHHT
yIOBIETBOPEHHOCTH. [lomepikanue: IepecMoTp
IPOLECCOB ~ MOHMTOPMHTA U U3MEPEHHS
YIOBJIETBOPEHHOCTH NOTPEOUTENEIA.
KonTpoab: 36

Bcero no pucuumjinge:

38 42 0 64

*3JIT — 3aHaTHS JIEKIUOHHOTO THIA, [13 — BCe BB 3aHITHI CEMUHAPCKOTO THIIA, KPOME J1a00paTOPHBIX
paoor, JIP — nabopaTopusie padotsl, CPO — camocrositenbHas paboTa o0ydaromerocs

5. YYEBHO-METO/IUMYECKOE U THOOPMALIMOHHOE
OBECIIEYEHME JUCIIUIIJINHbI

5.1 Pexomenayemas iuTepaTypa

bubauorpaduyeckoe onncanue u3gaHus (aBTOp, 3arjiaBue, BUl,
MeCTO U o U3JaHus, KoJ. CTP.)

DJIeKTPOHHBIE pecypchl

Yersipknaa H.IO. YnpasieHne kauecTBOM H yZOBIETBOPEHHOCTh
noTpeduTens : yuedHoe mocoodue / H.}O.Yerbipkuna ; M-Bo
HayKH U BbIcHI. oOpa3zoBanus Poc. ®enepanuu, C.-Iletepb. roc.
PKOH. YH-T, Kad. mpoekt. MeHesKkMeHTa U yIp. KaYeCTBOM .—
Canxkr-IlerepOypr : U3a-Bo CIIOIDY, 2019 .— 87 ¢

http://opac.unecon.ru/elibrary ...

uNED2D%NEDUD %D YD%NENENE 19.pdf

[MoBenenue morpedbureneit: yueonux/ moj oom. pea. O.H.
PomanenkoBoii. -MockBa: By3zoBckuit yueOuuk: MHOPA-M,

2020. -320c.

https://znanium.com/read?id=356056

Menuksa O.M.IloBenenue norpedureneii : YueOHuk / MenuksH
O.M., - 5-e u3n. - M.:[lamkos u K, 2020. - 280 c.

https://znanium.com/read?id=358513



http://opac.unecon.ru/elibrary/2015/ucheb/Управление%20качеством%20и%20удовлетворенность_19.pdf
http://opac.unecon.ru/elibrary/2015/ucheb/Управление%20качеством%20и%20удовлетворенность_19.pdf
https://znanium.com/read?id=356056
https://znanium.com/read?id=358513

lyoposun U.A. TToBeaenue norpeduteneii / Jlyoposun N.A., - 5-
e u3a. - M.:JlamkoB u K, 2017. - 310 c.

https://znanium.com/read?id=358446

Oitrep O.K. Y 10BieTBOPEHHOCTH MOTPEOUTENS. DMIUPHUECKUE
MCCIIEIOBaHMA U TIpaKkTHKa u3mepenus: Monorpadus / Iox pen.
0.K. Oiinep. - M.: HUII Uuadpa-M, 2020. - 220 c.

https://znanium.com/read?id=359166

CoBpeMeHHBIE TOTPEOUTEIIBCKHUE TPEH/IBI U yIOBIETBOPCHHOCTh
noTpedutens: MoHorpadus/mon pea. L. K.Ofinep. -Mocksa:
NH®D®PA-M, 2020. -142c.

https://znanium.com/read?id=359165

3exyHOB, A. I'. YmpaBiieHrne Ka4eCTBOM : YUEOHHK JJIst
ObakamaBpoB / A. I'. 3exyHoB. — Mockga : M3garenscTBo FOpaiiT,
2019. — 475 c.

https://urait-
ru.ezproxy.unecon.ru/bcode/425159

Tebekun, A. B. YnpaBieHue kaueCTBOM : yUeOHUK i BY30B /
A. B. Tebexkun. — 2-e uzg., nepepad. u qon. — MockBa :
N3natensctBo FOpaiit, 2021. — 410 c.

https://urait-
ru.ezproxy.unecon.ru/bcode/468586

5.2 HepequL JIMIIEH3UOHHOI'0 M CBOOOJHO pacnpocrpaHsaieMoro
InporpaMmMHoOro oﬁecneqem/m, B T.4. OTCYCCTBCHHOI'O MIPOU3BOACTBA

- 7-Zip
- Microsoft Office Professional
- Microsoft Windows Professional

5.3 llepevyenb nunopmanuoHubix cnpaBouHbix cucteM (MCC) u
coBpeMeHHbIX npodeccuoHaabHbIX 0a3 naHHbIX (CIIB/I)

Ne HaumenoBanue CIIB/J1/ UCC

DnekTponHas oubnroTeka Grebennikon.ru — www.grebennikon.ru

Hayunast snektponHas oubnmmoreka KubepJlennka — www.cyberleninka.ru

1
2. Hayunas snektponHas 6ubnmorexka eLIBRARRY — www.elibrary.ru
3
4

basa qannbeix [TIOJITTPE]] CripaBounnku — Www.polpred.com

baza nanaeix OECD Books, Papers & Statistics na margpopme OECD iLibrary

> www.oecd-ilibrary.org
CrnipaBouHas npaBoBas cucrema Koncynprantlintoc (MHCTaIIMpOBaHHBIN pecype
6.
CIIOI' DY nm www.consultant.ru)
7 CrpaBounas mpaBoBas cucrema «I’APAHT» (urctammpoBanssiii pecypc CIIOI DY
' I WWw.garant.ru)
8 NudopmanmonHo-cripaBouHas cuctema «Koaeke» (MHCTaUTMPOBaHHBIN pecype
' CIIOI DY wim www.kodeks.ru)
9. JnekTpoHHas oubmuoreunas cucrema BOOK.ru - www.book.ru
10. DnexrponHas GuGmuoreunas cuctema O5C FOPAUMT — www.urait.ru



https://znanium.com/read?id=358446
https://znanium.com/read?id=359166
https://znanium.com/read?id=359165
https://urait-ru.ezproxy.unecon.ru/bcode/425159
https://urait-ru.ezproxy.unecon.ru/bcode/425159
https://urait-ru.ezproxy.unecon.ru/bcode/468586
https://urait-ru.ezproxy.unecon.ru/bcode/468586
http://www.grebennikon.ru/
http://www.polpred.com/
http://www.oecd-ilibrary.org/

1 DneKTpoHHO-O0uOMoTeynas cucrema 3SHAHUYM (ZNANIUM) —
' WWW.Znanium.com
12. DnekTpoHHas oubnunoreka CIIOI' Y- opac.unecon.ru

6. MATEPUAJILHO-TEXHUYECKOE OBECIIEYEHUE
JUCHUATIIMHBI

JUia peanu3anuy JaHHOW TUCUUIUIMHBI UMEIOTCS CHEHalIbHbIE TOMEIEHUS
JUIs TIPOBEACHUS 3aHATUN JIEKIUOHHOTO THUIA, 3aHATUH CEMUHApCKOro THIIA,
KypCOBOTO TMPOEKTUPOBAaHUS (BBIIOJIHEHUS KypCOBBIX pabOT) TpYyNIOBBIX U
VUHIUBUIYAIBHBIX KOHCYJBTAllMH, TEKYIIEr0 KOHTPOJS M IPOMEXYTOYHOU
aTTeCTallH, a TAK)KE MOMEUIEHUS A1 CAaMOCTOSITENIbHONU PabOTHI.

[TomenieHus: ocHalleHbl OOOPYJOBAaHUEM M TEXHHMUYECKHUMHU CpPEJICTBAMHU
oOyueHus.

[lomenieHuss st CaMOCTOATENBHOM padOThl OO0YYaIOIMIMXCS OCHAIIEHBI
KOMIIBIOTEPHOW TEXHUKOM C BO3MOYKHOCTBIO NOAKIIOUEHMS K ceTu "HMHTepHer" n
o0ecrieueHueM JI0CTyTa B AJIEKTPOHHYI0 MH(POPMAIMOHHO-00pa30BaTEIbHYIO CPEY
YHUBEPCUTETA.

HanMeHoBaHue y4eOHBIX ayAMTOPHUIi, lepevYeHb Apxpec

(MecTONMOIOKEHHUE)

Y4eOHBbIX ayIuTOpHii

Aya. 614 VYuyeOnas aymutopuss (AJis TPOBENCHUS 3AHITHIMA
JEKIIMOHHOTO THUIMA M 3aHSATHH CEMHHAPCKOrO0 THUIA, KypCOBOIO
MPOEKTUPOBAHMS (BBIMIOJIHEHHUSI KYpPCOBBIX palOT), TPYNIOBBIX H
WHIUBUYAIbHBIX ~ KOHCYJbTallMi, TEKYIIEro KOHTPOJS M
MPOMEKYTOUHOM arTecTaluu), O0OpyAOBaHa MYJIbTUMEAUIHBIM
KoMmruiekcoM. Crernuaau3upoBaHHas MeOenb B 000pyJI0BaHHUE:
Yuebnas MmebOenb Ha 27 MOCAJOYHBIX MECT, pabodee MecCTo
mpernojiaBarens, Jocka menoBas | miT., TpuOyHa, Tymba M/M
Mono6mok Acer Aspire Z1811 B komiur.: i5 2400s/4Gb/1T6 - 1 mir.,
Dkpan Projecta Compact 138x180 c¢m ¢ sm\mpuBoxa. - 1 mir.,
Muxkmep-ycunurens 60BT - 1 mt. HabGopbl 1eMOHCTparimoHHOTO
000pyI0BaHUsl U YUEOHO-HAIJISAHBIX TOCOOU: MYJIbTUMEIUINHBIC
MPWIOKEHUS K JIEKIIMOHHBIM KypcaM M MPAKTUYECKUM 3aHATHSM,
MHTEPaKTUBHbIEC YUeOHO-HArJIsIHbIE TOCOOUS.

191002, r. CankT-
[TerepOypr,
Ky3Heunsli nep.,
. 9/27, mut. A

Aya. 714 Jlaboparopuss ~ "JlaGopaTopHblii = KOMILIEKC".
Cnenmanu3zupoBaHHass mMeOesns u o0opyaoBaHue: YueOHas MeOenb
Ha 10 mocamoyHBIX MeCT, pabodee MECTO IPETo1aBaTeIs, CTEIIaxX
2 ., nocka mapkepsast 1 mr. Kommerorep Intel Core 2 Duo E7800
2.93Gh/2Gb/320Gb/LG 1942 - 10 mrt. TlepeHocHoi
mynbTuMeaniHb koMiiekT: HoytOyk HP 250 G6 1WY58EA,
Mynstumenniinbiii  mpoektop LG PF1500G. Ha6opst
JE€MOHCTPALIMOHHOTO  O0OpYy/NOBaHUSI M y4eOHO-HarJIsTHBIX

191002, r. CankT-
[TerepOypr,
Ky3HeuHnsli nep.,
o. 9/27, mut. A
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http://www.znanium.com/

OCOOUH: MyJIbTUMETUHHBIC TTPHIIOKEHUS K JICKIIMOHHBIM KypcaM U
NPAKTUYCCKUM 3aHATUSAM, HWHTEPAKTUBHBIC Yy4eOHO-HATJISIHBIC
MOCOOMS.

7. METOJUYECKUE YKA3ZAHUS 1151 OBYYAIOIETOCS IO
OCBOEHMIO TUCHUMIUHBI

[Ipuctynas K WU3y4YEHHUIO JUCHUIUIMHBI, OOydYarouiemycs HeoOX0IuMOo
O3HAKOMMTHCS CO CIEAYIOIMMU JTOKYMEHTAMH

— y4€0HO-METOINYECKON TOKYMEHTalUEH;

- JOKAIbHBIMH  HOPMATHBHBIMH  aKTaMH, PETJIaMEHTHUPYIOIHUMU
OCHOBHBIE  BONPOCHl OpPraHM3allUM M  OCYILIECTBIECHHUS 00Opa3oBaTeNIbHOM
JESITEIbHOCTH, B TOM YHUCJIE PETJIAMEHTUPYIOIIUE TTOPSIIOK MPOBEACHUS TEKYIIIETO
KOHTPOJIS YCTIEBAEMOCTH M MIPOMEKYTOYHON aTTeCTAllMU 00yUYaIOIUuXCS;

— rpaukoM KOHCYJIbTaI1i COTPYJHUKOB npogeccopcko-
IPENoAaBaTEeNIbCKOIO COCTaBA.

VYpoBeHb U TiIyOMHA OCBOEHMS IWCLUUIUIMHBI OINpPENEISIOTCS aKTUBHOM U
CHUCTEeMaTUYECKON paboToil 00ydaromuXxcsl Ha JICKIIMOHHBIX 3aHITHIX, 3aHITHIX
CEMHHAPCKOI'0 THIIA, BBINOJIHEHUEM CaMOCTOSITENIbHON paboThl, B TOM YHUCIE B
YaCTHU BbIJEJICHUSI HanboJee 3HaUMMbIX M aKTYaJIbHBIX IPOOJIeM JUIs AallbHEHIIIEero
u3zydeHus. OcoObIM YCIOBHEM KAa4eCTBEHHOTO OCBOCHUS TUCIUIUIMHBI SIBISIETCS
sbdexTuBHasS opraHu3ausg TPyAa, TO3BOJISIONIAS pPACTPECIUTh Y4eOHYIO
Harpy3Ky paBHOMEPHO B COOTBETCTBHH C TpaUKOM yueOHOTo mpoliecca.

[Ipy moAroToBke K y4eOHBIM 3aHITHSIM OOYYArOIIMMCS MPEIOCTABISIECTCS
BO3MOXXHOCTh ~ IOCEIEHUS  KOHCYJbTAlMH  COTPYJHUKOB  MPOQECcCCOPCKO-
npenojasarenbckoro coctaBa CIIOI'DY cornacHo pacnucanuio, yCTaHOBICHHOMY
B rpauKke KOHCYJIbTAIUH.

AynutopHas W BHEayAWTOpHas paboTa oOydJaromuxcs HODKHA OBITh
HalpaBjeHa Ha (POpMUPOBAHUE!

— (QyHIaMEHTAJIbHBIX OCHOB MUPOBO33PEHUS oOyyJaronmxcs 151
€CTECTBEHHOHAYYHOTO MTO3HAHMUS,

— 0a3uCHBIX 3HAaHUM, COOTBETCTBYIOUIMX HAMpaBICHUIO TMOJATOTOBKU H
3asiBJICHHOW TpodeccroHanbHoil 00macTu, (HOPMHUPYIOMUX IIEJEBYI0 U
po(hecCHOHANBHYIO OCHOBY JUISI TIOATOTOBKH KaJIpOB;

— mpodeccHOHANBHBIX KOMIETCHIIMH OPHUEHTUPOBAHHBIX Ha yIOBJICTBOPEHHE
NOTPEeOHOCTEN phIHKA TPY/A;

— WHIUBUIYaJTbHOU TPACKTOPHH IMOCPEICTBOM OCBOCHHS YHUKAIHLHOTO Habopa
npo(eCCUOHATBHBIX KOMIIETEHIMI  JOMOJNHSAIOMNUX KOMIIETEHTHOCTHYIO
MoOzedb  OOydarollerocs, 3a CYeT OpHUEHTAlMM Ha  KOHKPETHBIE

npodeccuoHaNbHbIE CTICITUATM3NPOBAHHBIC 00JIACTH 3HAHHM, ONTPEIeIIIeMbIe
MPEICTABUTEIISIMA PBIHKA TPYAQ;



— MCTaHaBbIKOB 06yqaroumxc;1, TAaKHMX KaK:. KOMaHIHasd pa60Ta H JINACPCTBO,
aHaJIN3 JaHHBIX, I_II/I(prBI)IC HaBBIKH, pa3pa60TI<a H pcalin3anus IMMPOCKTOB,
MCIKKYJIBTYPHOC BBaHMOﬂeﬁCTBHG.

8. OCOBEHHOCTH OCBOEHUSA JTUCHUIIJIMHBI 1JIS1 UHBAJINJ1OB
N JInL C O'PAHUYEHHBIMHA BO3MOKHOCTAMMU 310POBbSA

OO0y4eHre 00yJarOIUXCs ¢ OTPAHUYCHHBIMHI BO3MOKHOCTSIMH 37I0POBBS IPU
HEOOXOJMMOCTH  OCYIICCTBIIIETCS HA OCHOBE aJaNTHPOBAHHOW  paboueit
IporpaMMbl  C  HWCIIOJIB30BAHWEM  CICIHAIBHBIX ~ METOJOB  OOyYEeHHS U
TUTAKTHYECKUX  MAaTepUaOB, COCTaBJICHHBIX C  y4eTOM  OCOOCHHOCTEH
MICUXO(PU3NYECKOTO PA3BUTHSA, WHAWNBUAYATHHBIX BO3MOXXHOCTEH W COCTOSHUS
3I0POBbS TAKUX OOyUaromuxcst (00y4aronerocs).

B mensx ocBoeHus ydeOHOW MporpamMMmbl JTUCIUIUIMHBI HHBAIAIAMH U
JUIAMHA  C  OIPAaHMYCHHBIMH  BO3MOXKHOCTSMH  370POBbS  YHHBEPCUTET
00€eCIIeYnBaET:

— JUUIS. UHBAJIUJIOB U JIMI] C OTPAHMYCHHBIMU BO3MOXKHOCTSIMH 3JI0POBbBS 10
3pEHUI0: pa3MENICHUE B JOCTYMHBIX IS OOYYaIOUUXCS, SBISIFOITUXCS CIICTTBIMU
WM CIa0OBUIAIIMMHU, MeCTaX HW B aJanTHPOBAHHOW (opMe CIpaBOYHOMN
uHQOpMAIIMU O pACTHCAHUM YYEOHBIX 3aHSATUN; NPUCYTCTBUE ACCHUCTEHTA,
OKa3bIBAIOIIETO 00YyYaIOMEMyCsl HEOOXOIUMYIO TIOMOIIh; BBIITY CK abTEPHATUBHBIX
dbopMaToOB METOAMYECKUX MaTepUaoB (KPyMHbIN MpudT umu ayiuodanisl);

— JUISI UHBAIMJIOB W JIMI[ ¢ OTPAHMYEHHBIMU BO3MOKHOCTSMU 3J0POBBSI T10
CIIyXY: HaJ[JIS)KAIIUMH 3ByKOBBIMHU CPEJICTBAMH BOCIIPOU3BEICHNE NHPOPMAIIUK;

— Ui WHBAJIUJOB M JIMI C OTPAaHWYCHHBIMU BO3MOXHOCTAMH 310POBBS,
MMEIOIIMX  HAPYLICHUS  OMNOPHO-ABUIATEIIbHOTO  almapara:  BO3MOXHOCTH
OecpensTCTBEHHOTO JOCTyMa 00y4arouuxcsi B y4eOHbIC TOMEILCHHUS, TyaJleTHbIE
KOMHAThI U ApPyrHe MoMernieHus: kadeaphl, a Takke MpeObIBaHWE B YKa3aHHBIX
MTOMEIICHUSIX.

OO6yuatromuecs u3 uncia nHBaINA0B U aull ¢ OB3 obecnieyeHpl ne4aTHBIMU
u  (WaM) DIEKTPOHHBIMM  OOpa3oBaTeIbHBIMM  pecypcamMu B (dopmax,
allalITHPOBAHHBIX K OTPAaHUYEHUSIM HX 3710poBbsi. OOpazoBaHuEe OO0YYaIOUIMXCS C
OTrPaHUYEHHBIMU BO3MOXKHOCTSIMH 3JI0POBbS MOXKET OBITh OPIraHHW30BAaHO Kak
COBMECTHO C JIpyTMMHU OOY4YaIONIMMHCS, TaK W B OTACJIbHBIX TpyINnax WU B
OTJEIbHBIX OpPraHU3ALHSIX.
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®OH/ OHEHOYHbBIX CPEACTB

1.1 KoHTpOJIbHBIE BONIPOCHI U 33/1aHNUS K IPOMEKYTOYHOI aTTecTAlluU

[ToBenenne moTpeOUTENEH B YCIOBUSIX SKOHOMUYECKOTO 0OMEHA: TIOHATHE U CYIIHOCTb.

AKTyaJIbHOCTh TPOOJIEM TMOBEACHHUS IOTPEOUTENECH B YCIOBHAX Pa3BUTHS POCCHUCKON
HSKOHOMHKH. DBOJIIOLUS TTOBEICHHS TOTPEOUTETCH.

MeTtoaudeckue MmoaXo/Ibl K aHAIU3y MOBEICHUS TOTpeOnTENeH.

CymHOCTh U KJIaCCHU(UKAIHS TOTPEOHOCTEH.

OcHOBHBIE HaIIPABJICHUS UCCIIEIOBAHNUS TTOBEICHUS TOTPEOUTENEH.

Monenu noBeieHUs MOTPEOUTEINSI: CYIIIHOCTD U IOJIXO/IBI.

Krnaccudukanus Mojenel moBeIeHUs OTpeOnTeIeH.

Bremnue GpaxkTopsl BIMSHUSA HA TOBEJCHUS OTPEOUTEISL.

Brnusinue KynpTyphl Ha TIOBEJICHUE TOTPEOUTEIIS.

CouuanbHbI€ KJIacChl U TIOBEICHUE TOTPEOUTENCH.

BnusitHue rpymnmnsl U TpyNnoBbIX KOMMYHUKALIWH.

Bnusinue cutyanyu Ha mOBeJeHHE TOTPEOUTENCH.

BuyTtpenune GpakTopbl BIUSHUS HAa IOBEJCHNUE TTIOTPEOUTENEH.

Monens npoiiecca IpUHSATHS PEIIeHUs TOTPEOUTEIEM.

Tumb! poriecca MPUHATHS PELICHUS.

JIMarHoCTHKa MOBEJICHUS TIOTpeduTeNneit

PeIHOK OpraHn3anmoHHBIX TOTpeOuTENel: 6a30BbIE OMPENEICHNS U KIACCH(PUKAIHS.
@DakTophbI, BIHUAIONINE HA TOBECHUE OPTaHU3AIIMOHHOTO MOTPEOUTENIS TOBAPOB.
Mozenu NpuHATUS PEIISHHH TPOMBIIIJICHHBIMU TTOTPEOUTENISMHU.

JloAmBbHOCTB: TOJIXOIBI K TPAKTOBAHUIO, OTIPEICTICHHS U XapaKTEPUCTUKH.
Buzpl nostibHOCTH.

CerMeHTHI JIOSITBHOCTH U CTpaTeruu (OPMHUPOBAHUS JIOSTIHLHOCTH.

CRM xoHuenuus: 0coOOEHHOCTH U COCTABIISIOIINE SJIEMEHTBHI.

[TporpamMMsbI JOSITBHOCTH: CYIIHOCTD U dTarbl (OPMUPOBAHHUSI.

VYnpaBieHue KaueCTBOM U yJOBIETBOPEHHOCTh MOTPEOUTENS: TIOHATHS U B3aHMOCBSI3b.
daxTopsI, BAUSIONINE HA MHEHUE TIOTPEOUTEIIS.

DBOJIONUS B U3MEPEHUH YPOBHSI yIOBJIETBOPEHHOCTH ITOTPEOUTEIIECH.

OcobeHHOCTH ~ HEOOXOOUMOCTH  HM3MEPEHHS  y/IOBJIETBOPEHHOCTH  MOTpPEOUTENsT B
COOTBETCTBHM C TNpHHIHIOM «OpHeHTanus Ha MOTpeOHTeNs»» KOoHIenuuu BceeoOiero
YIIpaBJIEHUS] KAYECTBOM.

3agaun U3MEpPEHUs yI0BIETBOPEHHOCTH OTPEOUTEEH.

IToaxonbl K U3y4EHUIO YAOBIETBOPEHHOCTH IIOTPEOUTENEH.

BannpHas onieHKa y/10BIE€TBOPEHHOCTH.

O1eHKa y10BJI€TBOPEHHOCTH HAa OCHOBE MYJIbTHATPUOYTUBHOM MOJIENIN TOBapa.
Pacuer nnnekca ynosierBopernHoctu norpedurens (CSl).

Pacuer uncroro unaekca npomoytepa (NPS).

Pacuer nungexca kauectsa (SERVQUAL).

Crparerust ynpasJieHHs JIOSUIIBHOCTBIO TOTpeOnTeNei.

WHCTpYMEHTHI yIpaBiIeHuUs JOSAIBHOCTBIO MOTPEOUTETCH.

IlousTue npaBuyl  OOCTMIKCHHA  YAOBJIICTBOPCHHOCTH. HpI/IHLII/IHI:I 3(I)(I)CKTI/IBHOI‘ 0O H
PE3YJIBTATUBHOI'O IIJIAHUPOBAHHA, IIPOCKTUPOBAHUS, p3.3pa6OTKI/I, BHECAPCHUA, TIOAACPIKAHUSA
" YIy4dIICHUA IIpaBUJI JOCTHXXCHUA YIOBJICTBOPCHHOCTH.

CtpyKTypa ImpaBuiI JOCTIKEHHS yIOBIETBOPEHHOCTH ITOTPEOUTEIS.
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40

3¢ (HEeKTHBHOTO YIIPABJICHUS IPETEH3USIMH.

IlousTue MMPETCH3UMU. OCHOBHBIE aCITEKTHI pa6OTBI C IIPETCH3UAMMU. PyKOBO)_ISIH_II/IC MMPHUHOMIIBI

YPEeryJaupoBaHMsl CIIOPHBIX

41  Ponp u 3HaUEHHE NEPCOHANA B IPOLIECCE YIPABICHUS MTPETEH3UIMH OPTaHN3aIHH.
42  Bupsl 1eaTebHOCTH MPOIEccca ynpaBieHUs TPETCH3NUIMH.
43  Drarmsl yperyJaupoBaHus MPETEH3UH.
44  TlousiTme yperyJupOBaHUS CIOPHBIX BOMPOCOB. METOIbI
BOIIPOCOB.
45  Drarmsl yperyJaupoBaHus CIIOPHBIX BOIPOCOB.
46  Y7O0BIETBOPEHHOCTH MOTPEOUTENICH M OKHIAHUS TIOTPEOUTEIICH.
47  KouuenrtyanbHas MOJIETb YAOBIETBOPEHHOCTH MOTPEOUTENEH: ITAIIBI U CYIIHOCTb.
48

CuctemMHBI TOAXO0A K MOHUTOPUHTY M H3MEPEHMIO YAOBICTBOPEHHOCTH MOTPEOUTENECH:

IJIAaHUPOBAHUE, BBINIOJITHCHUEC, TOAACPKAHHUE.

1.2 TeMbl IMCbMEHHBIX PadoT

Paboueii mporpaMmMoii AUCHUIUIHHBI HE TIPETyCMOTPEHO.

1.3 KoHTpOJIbHBIEC TOYKH

HoMmep KOHTpPOIBLHOI Tun KOHTPOJIbHOI
TOYKH TOYKH

Cnoco0 npoBeeHust Homepa Ttem

1 [Ipesenranus

C TIOMOII[BIO 1-2
TCXHHUYCCKUX CpCI[CTB
1 MH)OPMAIIMOHHBIX

CHCTCM

2 IIpesenrtanus

C IIOMOILIBIO
TEXHUYECKUX CPEJCTB
1 MH()OPMALIMOHHBIX
CHUCTEM

3 Texynmii KOHTPOITb

C IOMOIL[BIO 1-6
TCXHHUUYCCKUX CpeI[CTB
U HHPOPMAIIMOHHBIX

CHCTEM

1.4 JIpyrue 00beKThI OlICHUBAHUSA

HaunMeHnoBaHusi 00beKTa
OIICHUBAHUSA

Cnoco0d npoBeneHust

Homepa Tem

Occe MUCEMEHHO

1.5 CamocrosiTesqibHasi padoTa 00y4aruerocs

HaumeHoBaHUS CAMOCTOSITEIbLHOM paﬁOTI)I

Homepa Tem

[ToaroroBKa K JIEKIIMOHHBIM U MPAKTHYCCKUM 1-6
3AHATHAM

IToaroroBka cooOIIEHNH, TOKJIAL0B 1,2,4,6
BrlnojiHeHHE PacUETHBIX, aHATUTHUCCKUX, 1-2
pacueTHO-rpadUICCKUX U JIp. 3aJaHHi

[ToaroroBka K 3K3aMeHy 1-6
Hanmcanue scce 2
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1.6 IlIkaa oueHMBaHUA pe3yJbTaTa

[Ikanbl OlEHUBAHUS U MPOLEAYPHI OLEHUBAHUS PE3YIbTATOB OOyUYEHUS MO
AUCUMIUIMHE pernameHtupyiorcs [lomoxkeHneM O  TEKyleM  KOHTpOJE
yCIEBAaEMOCTH U TMPOMEXKYTOYHOM aTTECTallMM OOYYAIOUIMXCs IO IMpOorpaMMam
BbIcIero oopa3oBanus u [lonoxenrnem o 0aIbHO-PEUTUHTOBOM cUCcTEME.

Jns  oneHkd chOPMUPOBAHHOCTH PE3yAbTaTOB OOyYEHHS IO JUCHUIUIMHE
UCTIONIB3YeTCs 0a/1JIbHO-PEeHTHHIOBAsA CHCTEMAa YCIIeBaeMOCTH 00y4al0MXCS:

®opmolf HTOrOBOTO KOHTPOJS MO JUCHMILIUHE SBISETCS SK3aMeH (Wiu
nuddepeHIIMPOBaHHBIN 3a4€T), UTOTOBask OLIEHKa (POPMHUPYETCSI B COOTBETCTBUU CO
IIKaJION, TPUBEACHHON HIDKE B TaOIHILIE:

bannbl Ouenka
<=H4 HEYI0BJIETBOPUTEIILHO
55-69 YAOBJIETBOPUTEIBHO
70-84 XOPOIIO
>=85 OTJINYHO

IIxaJjia oueHUBaHUSA pe3yabTaTa

2 (6amn mo 54) | JleMoHCTpHpyeT HEMOHUMaHHE MPoOIeMbl. MHOTHE TpeOOBaHUS, TPEIBIBIIEMbIE K
3aJaHHUIO HE BBIITIOJIHCHBI.

JeMoHcTpHUpyeTcs IepBUYHOE BOCIIPUSATHE MaTepHraia. PaboTa He3akoHYeHa | /Win
9TO IUIATHAT.

3 (6amr 55-69) | JleMOHCTpUpPYET YacTHYHOE MMOHUMaHHe MpOOJieMbl. BOJBIIMHCTBO TpeOOBaHHUIA,
MMPEABABIIACMBIX, K 3aJaHUIO BBIITOJTHCHBI.

Brnanenne sneMeHTaMH 3aJaHHOTO MarepHaia. B OCHOBHOM BBIITOJHEHHBIN
MaTepuall MOHATEH M HOCHT LIEJIOCTHBIA XapakTep.

4 (6amm 70-84) | JleMOHCTpUpYeT  3HAUMTEIBHOE  IMOHMMaHWe  NPoOIeMBl  00O3HAUYEHHOMN
JTUCIUILTHHON. Bee TpeboBaHusl, MPeIbsIBISIeMbIC K 3a/IaHUI0 BHIMTOJHEHBI,
CopneprkaHue BBINOJHEHHBIX 3aJaHU PACKPBITO M PACCMOTPEHO C pa3HBIX TOYEK
3peHUsL.

5 (6amn 85-100) | JleMOHCTpHpYET MOJIHOE MMOHUMaHKe PobaeMbl. Bee TpeOOBaHMsI, TPEabIBIsSEMbIE
K 3a1aHUIO BBIITOJIHCHBI.

[IpogeMOHCTpUPOBAaHO  yBEPEHHOE  BIIQJCGHUE  MATEPUAIOM  JAWCLUILIIHHBL
Brimonnenssie 3agaHud HOCAT HEJIOCTHBIX XapaKTEP, BBIIIOJIHEHLI B IIOJTHOM O6’BCMC,
CTPYKTYPUPOBAHBI, MIPEACTABJICHBI Pa3JIMYHbIC TOYKU 3PCHUSA, IIPOJEMOHCTPHUPOBAH
TBOPYECKUHN MOJIXO]I.
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