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Pabouasi nporpamma OMCUMNIUHBI COCTaBMNeHa B COOTBETCTBUM C dpefeparnbHbIM rocy4apCTBEHHbIM 06pa3oBaTeflbHbIM
CTaHZapTOM BbICLWEro obpasoBaHus Mo HanpaeneHuto noarotoBkn 38.03.02 MeHeOXMEHT, yTBEPXKAEHHBIM MPUKA30M
MwuHo6pHaykun Poccum ot 12.08.2020 r. Ne 970

CocraButens (n):
KaHgomaaTt akoHOMMYEeCKMX Hayk, 3aBegyoLmin kadeapom Hasaposa A.H.

OT Kadbenpbl cocTaBuTENS: Hasaposa A.H.
3asenyownin kacheapon MapKeTUHra U NOrmCTUKK

OT BbINyckatoLe kadeapsbi: HasapoBa A.H.
3aeegytownin kadegpom

MeToaundeckuin oToen:



1 BBEQEHUE K PABOYEW NPOrPAMME OUCLUUMNUHBI

1.1 Uenb AMCUMNNUHLI: 03HAaKOMUTb C TEOPMEN W MPAKTUKOM FOTMUCTUKA CEPBUCHOIO O6GCNyXuBaHWS B
COBPEMEHHBIX YCITOBUSIX C Y4ETOM CrneLmdunKkM opraHn3aumii pasnnuyHoro poda AeAaTenbHoCcT n oopm Co6CTBEHHOCTH.

1.2 3apgaum gUCLUMUNIIUHBI:

-paccMOTPETb KIKOYEBbIE ACMEKTbl CUCTEMbI MOMMCTUYECKOTO OOCTYXXMBaHUS;

-npoaHanuanpoBaTtb paboyme 3reMeHTbl CUCTEMbI NIOTMCTUYECKOTO OBCNYXMBaHMS;

-OCBOMTb METOAMKN pa3paboTkn CUCTEMbI NIOMMCTUYECKOro 06CNYXNBaHUS;

-BbISIBUTb OCODEHHOCTW OpraHM3auMm 1 yrnpaBreHUsi CEPBUCHOI NOMMCTUKOW B OpraHmn3aunu;

-OaTb NPEeLCTaBreHNe O PONN CEPBUCHOrO OBCNY>XUBAHWA ONS pa3nnYHbIX OpraHn3auni

1.3 TpeboBaHMA K npegBapuUTeribHOW NMOArOTOBKEe OOy4aloLerocs:

MpeaBapuTenbHas NoAroToBka npegnonaraeT co3gaHne OCHOBbI AN POPMMPOBaHUSA KOMMETEHUMIA, YKa3aHHbIX
B M. 2, NpY NU3Yy4EHUN AUCLIUMNIINH:

Jloructuyeckmin aytcopcuHr

Jlormctuka npounssoacTtea

YnpaBneHue manbiM 6U3HecoM B fIOrMCTUKE
Jloructuka pacnpegeneHus

MopgenupoBaHve BU3HeC-NpoOLLECCoB B Liensix NOCTaBOK
3eneHas nornctuka

CucteMbl ynpaBneHus pecypcamu npeanpusatms
Jlornctuka 3akynok

MeToabl NPUHSATUS YNpPaBieHYECKUX PELIEHWI

2 KOMMNETEHUWU OBYYAIOLLETOCA, ®OPMUPYEMbBIE B PE3YJIbTATE OCBOEHUA OAUCLUNIUHDbI

MK-5: CnocobeH OpPraHU3o0BbIBaTb JIOTMUCTU4YECKYHO AeATeNbHOCTb MO NepeBO3Ke rpy3oB B Lien NOCTaBOK

3HaTb: KroyeBble acnekTbl CUCTEMbI JIOMMCTUYECKOTO O6CJ'Iy)KVIBaHVIH; 0COOEHHOCTN NOMMCTUYECKOTO O6Cﬂy)KVIBaHMﬂ npu
nepeBo3Ke passiMyHbiX BUOOB TIPY30B pasfiMidHbiIMX BUOAMWU TpaHCNoOpTa, OCHOBHbIE CTaguMn UUKINa Jormctn4eckoro
OGCJ'Iy)KI/IBaHVIﬂ N ero y4aCTHUKKN; Kputepmn Ka4ecrtBa JTOrMCTUHECKOro O6CJ'Iy>KVIBaHI/IF|

YMeTb: paboTatb C COOTBETCTBYIOLLEN [OKYMEHTauuel Nno cuctemMe kadecTBa; aHanuaupoBaTb TpeboBaHUsi K cucteme
norucTMYeckoro obCnyKMBaHus; ornepaTMBHO (hOpMMpOBaTb OTYETbl O pesynbTaTax fOrMCTUYECKOro OBCHYXXMBaHMWS, B
TOM 4uCrie B NpoLiecce NepeBo3Kkn rpy30B B LiensX NOCTaBOK

BnapgeTb: MeTOAMKON pa3paboTkM CUCTEMbI NTOMMCTUYECKOTO OGCNYXMBaHWS Ha Npeanpusitui; MeTogamu opraHusaumm
NOTUCTUYECKON OesATENbHOCTN CEPBUCHOMO 0BCMYXXMBaHWS, B TOM YKCIE B NPOLLECCe NepeBO3ky rPy30B B LIEMsIX NOCTaBOK

MK-7: CnocobeH opraHn3oBbIBaTbL NPOLIECC YIy4lueHUs KayecTBa oKa3aHUA NOrMCTUYECKMX yCnyr no
nepeBO3KU FPy30B B Lieny NoCcTaBoOK

3HaTb: NpaBoOBblE OCHOBbI NIOMMCTUYECKOTO OOCMYXMBAHWUS B NPOLIECCE MEPEBO3KU PY30B B LiENM NOCTaBOK; CTaHAapThl
KayecTBa B cepe NormcTuyeckoro obcnyXmBaHus; NonUTMKY KOMMaHUM B 061acTu KNMEeHTCKOro cepeuca

YMeTb: ycTaHaBnuBaTb TpeboBaHUsSI KIMEHTOB K NOMMCTUYECKOMY OOCRYXXMBaHWIO U OLIEHMBaTb W aHanMavMpoBaTb €ro
pesynbTaThbl; paboTaTb C MPETEH3MOHHOW [JOKyMeHTaumen; odopMnsTe AOKYMEHTbl Ha HECOOTBETCTBYIOLLYIO YCRyry;
NpOBOAMTL NEPETOBOPLI C KIIMEHTAMU, HaNpaBreHHbIe Ha ynyYlleHne KayecTBa OKa3aHUsi NOrMCTUYECKUX yCryr

Bnapgetb: HaBblkamu VI,D,eHTVI(*)VIKaLI,VIM cUcTeMaTtmyeckmx owmnbok n ux NPUYNH, a TakKkKe pa3pa60TK0171 Mep no ux
npenoTBpalieHnio ¢ uernblo NoBbIlWEeHUA YPOBHA JTIOMMCTUKM CEpPBUCHOIO O6CJ'Iy)KI/IBaHI/IF|; npoeegeHna neperoBopos C
KNMeHTaMmn no npeTteH3nOHHbIM cry4asM, B3aMMOOENCTBME C HUMMWU MO KadyeCcTBy cepBuca;, MetoaamMu ynydleHua
Ka4yecTBa OKa3aHuA NNOrMCTUYECKUX YCIyr.




3 COOAEPXAHUE OANCLUMITIUHbI

KoHTakTHas
paboTta

dopma
TeKyLero
KOHTpOns

CP

Nex. Mp. | (Yace)
(vacnl) | (vachbl)

HavmeHoBaHWe u cogepxaHue pa3nenos, TeM U
Yy4€OHbIX 3aHATUN

Cemectp
(kypc ons
3A0)

Pasgen 1. KntoueBble acnekTbl CUCTEMbI FIOMMCTUHECKOTO
obcnyxuneaHus

Tema 1. loHatna ycnyrm u cepsuca. JlormcTnyeckun
cepsuc; Jlormctnyeckoe obcnyxneaHve; PopmupoBaHue
CUCTEMbI NIOrMCTUYECKOro cepBuca 2 6 2

Tema 2. Kputepun KayecTBa NOMMCTUYECKOTO
obcnyxnBaHus: MokasaTtenu KayecTBa, YpoBeHb
NOTNCTUYECKOTO 0BCNYXMBaHWS,

3aBUCMMOCTb 3aTpaT cepBuca OT YPOBHSA 06CNYXMBaHUS;
BapuvaHTbl NOCTynneHuss MaTepuanbHOrO MOTOKa B 2 4 2
cucTemy notpebnexHus

Pasgen 2. meTtoguka  pa3paboTkm  NOrMCTUYECKOM
cucTeMbl 00CnyXMBaHust noTpebutenen

Tema 3. Paboune anemeHTbl CUCTEMbI FOMMCTUYECKOrO
o6CnyxuBaHus: Mpouecc  MapkeTuHra. KpaTkoe
onucaHue ycnyr. Mpouecc NpoeKTUpOBaHME.
Cneundukaums NOMUCTUYECKOTO obcnyxuBaHusi.
Cneumndmkaums npeagocTaBneHus NOMMCTUYECKOro 2 4 4,75
obcnyxumeaHus. Cneundumkaumsa KOHTPONSA KadecTsa.

Tema 4. Metoguka pa3paboTkym CUCTEMBI NIOMMCTUYECKOTO
obcnyknBaHusa: KpaTkoe onucaHue B crneumdukaumio
obcnyxknBaHus, cneundukauuio ux MNpefocTaBneHns u
cneundurKaumio yrnpaBreHNsi Ka4eCTBOM C OTpPaKEHMEM
BO3MOXHOCTelN npeanpuatua (T.e. Llenen, nonutukn wm 4 4 2
CTOMMOCTH)

Ac,

Tema 5. BaxHOCTb CEPBUCHOrO OBCMYXMBAHWS [OMNs
opraHusauun: opraHu3aumii obLIEeCTBEHHOrO NUTaHus,
rOCYapCTBEHHbIX M YacTHbIX OPraHU3aLMn  PasnuyHbIX
HanpaBseHnn AeATeNbLHOCTH 4 6 4

Tema 6. OpraHvsaums W ynpasBfneHue CepBUCHOMN
NOMUCTUKON: dopmmnpoBaHue noacucTemsl
NOrMCTUYECKOTO cepBuca U ynpasrneHue obcnyxusaHuem
KNUEHTOB. XapaKTepucTuku NOrnCTNYECKUX
npoBangepos. MNoctpoeHne  adhdekTnBHOM CXEMb 4 12 3
B3aMMOOTHOLLUEHWA  MOCTaBLUMKOB W noTpebutenen
FIOMMCTUYECKMX YCIYT.

Utoro B cemecTtpe (Ha kypce ansa 3A0) 18 36 17,75

KoHcynbTauum n npoMmexyToyHasa attectaums (3ader) 0,25




Bcero koHTakTHasa pab6orta u CP no gucumnnuHe 54,25 17,75

5.1 NokasaTenu oueHnBaHUA

4 KYPCOBOE NPOEKTUPOBAHUE

KypcoBoe npoekTupoBaHne y4eGHbIM MraHoM He NpeaycMOTPEHO

5. ONMTUCAHUE NOKA3ATENEW, KPUTEPUEB, CUCTEMbI U CPEACTB OLIEHUBAHUSA PE3YNILTATOB

OBYYEHUA

Koa komneteHummn MNokasaTtenu oueHnBaHus pe3ynbTaTtoB 06y‘-IeHVIF|

-NepeyncrisieT KrnoyeBble acneKTbl CUCTEMbI NTOMMCTUYECKOTO 06CNYXXMBaHUS;

-uMeeT  npeacTaBneHMe 06  OCHOBHbIX — CTafgusix  UMKMa  JIOMMCTUYECKOro
06CnyXXvnBaHUst U €ro y4acTHUKaXx;

-aHanuaupyeT TpeboBaHUS kK cUCTEME NOTMCTUYECKOTO 06CNYXUBAHNS;
-0EMOHCTPUpPYeT BriafjeHMe MeToamMy OpraHumsaumyM NOrMCTUYECKOW OAeATerbHOCTU
CEPBUCHOrO 0BCNyXMBaHMS.

MK-5

-umeeT npefcrtasneHne o6 ocHoBax hOPMMPOBAHUSA MOMUTUKU KOMMaHuM B obnactu
KINMEHTCKOro cepBuca;

- conoctaBnsieT TpeboBaHMSA KIMEHTOB K IOMMCTUYECKOMY OOCMYXMBaHUIO U
MK-7 cnocobeH oueHMBaTb M aHanNM3MpoBaTb €ro pesynbTaThl;

-0EMOHCTPUPYET HaBblkKaMW  uAeHTUMKaAUMM  CcUCTEMATUYECKUX OWKNBOK ”n KX
NpuyMH, a Takke pas3paboTKoM Mep MO MX MPeAoTBPALLEHUI0 C LIeNbi MOBbILLEHUS]
YPOBHS! NOMMCTUKN CEPBUCHOTO 0OCMNYXNBaHMS.

5.2 Cucrtema n Kputepum oueHUBaHUsA

Kputepum oueHnBaHms cchopMnUpoBaHHOCTU KOMMNETEHLMI
Lllkana oueHnBaHus
YcTHoe cobecenoBaHue MucbmeHHasn paboTa
O6yuvatowmiicas  nokasbiBaeT  rnybokoe
NnoHUMaHue OCHOBHbIX NPUHUMMNOB
aedarenbHoCTU 3P EKTUBHON  NOMMCTUKK
SaqteHo CEPBUCHOTO obcnyxumBaHus.
OemoHcTpupyeT apyauumio Ha
MOCTaBMEHHbIE BOMPOCHI.
OOyuvarowmiica  gonycTun CyLecTBEHHbIE
He 3auteHo ownbkn B  OTBETE Ha  BONpoCHI
npenoaasaTens.

5.3 TunoBble KOHTPOJbHbIE 3a4aHUsA U/WINN UHbIEe MaTepuanbl, UCMOMb3yeMble Afisi OLLeHKU pe3yribTaToB
obyyeHus
5.3.1 TunoBble KOHTPOJIbHbIE BONPOCHI

Ne n/n

dopMynNnpoBKN BONPOCOB

Cemectp 8

MocTpoeHne ahheKTUBHON CXEMbl B3aMMOOTHOLLIEHUI NOCTaBLLMKOB M NOTpebuTenemn NormcTm4eckux yenyr.

XapaKTepuUCTUKKU NOTUCTUYECKMX NPOoBaiiaepos.

dopmrpoBaHMe NOACUCTEMBI TOMMCTUHECKOTO CEpBUCA U YrpaBrieHWe 06CIYyXUBaHUEM KITMEHTOB

OpraHnsauust n ynpasneHne CEpBUCHON NOTMCTUKON

BaxHOCTb CEpBUCHOMO 06CNYXUBaHWSA AN OpraHU3aumii o6LLECTBEHHOIO NMTaHUS

AKTyanbHOCTb CEPBUCHOIO OBCYXXMBaHUS OJ1s1 FOCYAapCTBEHHBIX M YAaCTHbIX OpraHM3aumii pasnmnyHbIX
HanpaBrneHun 4esTenbHOCTM

MeToguka pa3pa60TKV| CUCTEMBbI NOrMCTNYECKOro O6Cﬂy)KVIBaHMﬂ

Paboune anemMeHTbl CUCTEMbI NOMMCTUYECKOTO O6CJ'Iy)KMBaHMFI

Cneundukaums normcTMHeckoro obcnyxmBaHns

Cneuundukaumsa npeocTaBneHust IOrMcTUYecKoro 06CnyXmnBaHus

Cneuundmkauma KOHTPONS KayecTBa JIOrMCTUYECKOro 06CNyXNBaHUS!

Kputepun kayectBa ormcTM4eckoro obenyKuBaHus

3aBNCUMOCTb 3aTpaT cepBuca OT YPOBHS 0OCNyKMBaHMS

dopmMUpoBaHmMe CUCTEMbI NTOMMCTMHYECKOTO cepBuca

olnlaIR|2|al|e|N]| o |a|s|w|Nv|=

Cneumndmyeckne 0COBGEHHOCTU NOMMCTUYECKOTO OOCITYXUBaHUS




16 XapakTepHble 0COGEHHOCTU MOHATUI: yCryra U CepBUC

17 CepBucHoe obcnyxusaHve, NoOHATUE N BUAbI

18 TexHonormsa u opraHm3auMOHHaA CTPYKTypa O6CJ'Iy)KI/IBaHVIF|

19 YpoBeHb NnormcTu4eckoro obcnyxmeaHms

20 MocnenpoaaxHoe nornctnyeckoe obenyxmsaHne

21 Bbibop BapuaHTa cucTeMbl NOrMCTUKN (PMPMBbI MO KPUTEPUIO «3aTPaThl-CEPBUCH

22 KntoueBble acnekTbl CUCTEMBI FTOTMCTUYECKOTO 0BCNYKMBaHMWSA

23 TpeboBaHusa K cucTeME NOrMCTUYECKOrO 0BCY>KUBaHUSA

24 PasBuTure pbiHKa NnorucTmyecknx ycnyr B Poccun n 3a pydexom

25 OKOHOMMYECKME nokasaTenu paGOTbI CEPBUCHbIX NPeanpuUATAN 1 cnocoObl nx onpegeneHna

5.3.2 TunoBble TeCTOBbLIE 3aaHus

1. Kak BNMseT Ha ypoBEHb IOMMCTUYECKOrO OOCNY>XUBAHUS YBENUYEHWE KOJNMMYECTBEHHOW OLEHKU (hakTUYECKM
OKa3blBaeMOoro o6bemMa forMcTUHECKUX YCnyr:

A) YpoBeHb NOrMCTUYECKOro o6CnyXMBaHUSA yBENMYNBAETCA.

B) YpoBeHb NOrmcTMyeckoro obcnyxmBaHUst yMeHbLLIAeTCs.

B) YpoBeHb norvctTnyeckoro o6enyxMBaHUs He U3MEHSIETCS.

2. Kakon BapuaHT oOTBeTa MNpPaBWUMbHO XapaKkTepusyeT creaylolwmne 3HauYeHUss YPOBHSI  JIOMMCTUYECKOrO
o6cnyxumBaHus — 25 %; 90%; 110 %:

A) BepHo; BepHO; HEBEPHO.

B) BepHo; HeBepHO; HEBEPHO.

B) BepHo; BEpHO; BEPHO.

5.3.3 TunoBble NPaKTUKO-OPUEHTUPOBaHHbIe 3a4aHNA (3aAa4u, KeUchbl)
He npegycmoTpeHsbl

5.4 MeToguyeckue matepuansbl, onpegensilolve npoueaypbl oleHUBaHUSA pe3yNbTaToB 00y4YeHuUs
5.4.1 YcnoBusa ponycka obyyatoLerocsi K NpoMeXyToO4HOM aTTecTauum U NopsifoK NMKBUAaUUmM akagemMmm4eckon
3a40/MKEHHOCTHN

lMpoBeneHne NPOMEXYTOYHOW aTTecTaumMum perfaMmeHTUpPOBaHO IoKarbHbIM HopMaTtuMBHbIM aktom CIIerynTn
«lMonoxeHne o NpoBeAEHNN TEKYLLLErO KOHTPOIS YCNEBAEMOCTM U NPOMEXYTOYHOM aTTecTaLmMm obyyatoLwmnxcs»

5.4.2 ®opma npoBeAeHUs NPOMEXYTOYHOW aTTecTauum nNo AUcCUUNInHe

YcTHada + MucbmeHHas KoMnbloTepHOe TeCcTMpoBaHue WHas

5.4.3 Ocob6eHHOCTU NpoBeAEHUS NPOMEXKYTOYHOM aTTecTauum no AMCUMnInHe

BpeMﬂ Ha noaroTtoBKy — 0,5 vac, nogrotoBka oTBeTa Ha TeOpeTW-IeCKMVI BOMNpPOC W BbINOJTHEHNE TecCTa. Ons
pacyeToB CTYAEHTY HeobxoQMMo MMETb KanbKyIdaTOp, TaKXe eMy npenocTtaBndaeTCd cripaBovHanA I/IHdI)OpMaLLI/IFI.

6. YHEBHO-METOAMYECKOE N MUH®OPMALMOHHOE OBECNEYEHUE AUCLIUNIIUHDI
6.1 YuebHasa nutepaTtypa

ABsTOp 3arnasve | UspaTtenscTBo | o4 nsgaHusa | Cchbinka

6.1.1 OcHoBHas y4ye6GHas nuTepaTypa

JleBkuH, . T. YnpaBneHve normctukon B Mockea: Ain Mu Ap 2022 https://www.iprbooks
opraHusauuu Megauna hop.ru/122338.html

ManaruH, HO. U. Jloructuka - nnaHvMpoBaHue Cankr-MeTepbypr: https://www.iprbooks
" ynpasneHve NonUTExXHIKA ' 2020 hop.ru/94836.html
MaTepuarnbHbIMU NOTOKaMM

6.1.2 lononHuTenbHasa yyebHasa nutepartypa

JlaBpeHko, E. A, |Jloructuka. MNpaktukym OpeHbypr: http://www.iprbooksh

BopoHosa, [. 1O. OpeHbyprckuin 2017 op.ru/78784.html

rocyjapCTBEHHbIN
yHuBepcuteT, 36C ACB




Manwesa, H. [. CepBuMC ” normMcTka Ha Camapa: Camapckuii http://www.iprbooksh

TpaHcnopTe rocyp.apCTBerle 2016 op.ru/90913.html

TEXHUYECKUI
yHuBepcuteT, 36C ACB

PoanoHoea, H. C.,|Oprannsaums npounssoactea B B N http://www.iprbooksh
Oomb6posckasa, A. I1.,|n noructuka npegnpuaTui OPOHEX. BOPOHEXKCKMN op.ru/64407.html
HepkaHocoBa, A. A.,|obLecTBEHHOro NUTaHNs rocyAapcTeeHHBI 2016
Benokyposa, E. B., yHnsepcuter .
Popvoosa, H. C. WHXXEHEPHbIX TEXHOMOMMN

6.2 Mepe4veHb NpocheccnoHanbHbIX 6a3 AaHHbIX U MHOPMAaLMOHHO-CMIPABO4YHbLIX CUCTEM

OnekTpoHHo-6MbnmnoTeyHasa cuctema IPRbooks [OnektpoHHbi pecypc]. URL: http://www.iprbookshop.ru/
OnekTpoHHas 6ubnuoteka BLUTS CINb INYMNTH [OnektpoHHbI pecypc]. URL: http://nizrp.narod.ru
OneKTpoHHO-0MbnmMoTevHasn cuctema «Adyke» [OnekTpoHHbIi pecypc]. URL: https://www.ibooks.ru

6.3 NMepe4veHb NNLEH3UOHHOIro u CBOOOAHO pacnpocTpaHAeMOoro NporpamMmMHoOro obecne4yeHus
MicrosoftWindows 8

6.4 OnucaHne MmaTepuanbHO-TEXHMYECKON 6a3bl, HeOGX0AMMOMN ANA OCYLIEeCTBNEeHMA o6pa3oBaTeNbHOro
npouecca no gUCUUNIIMHe

AyauTopus OcHalueHne

MynbTumMeguinHoe obopyaoBaHue, cneumanmsapoBaHHas mebernb, ocka
JlekunoHHas Y A PyA 4 P A
ayautopus

KomnbloTepHbIN Knacc

MynbTMeauiiHoe 060pyaoBaHME, KOMMbIOTEPHAsi TEXHUKA C BO3MOXHOCTbIO MOAKIOYEHUS K
cetn  «WHTepHeT» K obecnedyeHvem JocTyna B SNEKTPOHHYH  MHpOpMaLMOHHO-
obpasoBaTenbHyto cpeay




