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1. IEPEYEHb KOMIIETEHIIUI U 3TAIIBI X ®OPMUPOBAHUS B IIPOIIECCE
OCBOEHMA JUCIUAITJIMHDbI

1.1. @OoH/ OLIEHOYHBIX CPEJCTB MpeIHa3HAUYEH JUI OLEHKH pe3yabTaToB 00ydeHUs 1o
y4eOHON TUCITUTIIINHE.

Paboueit mporpaMmMoit TUCIUILTMHBI (MOIYJIsT) IPEAYCMOTPEHO (OPMHUPOBAHHUE CIICAYIOIINX
KOMIIETECHIINH:
Tabmuua — 1.1 [lepeyens GopMupyeMbIX JUCHUTUTMHON KOMIIETEHIIHIHA

Kon n Kon u HanMeHoBaHMe [Tnanupyemblie pe3yabTaTbl 00y4eHus 110
HAaUMEHOBaHUE MHAUKATOpa TOCTHKEHUS TUCIUIINHE
KOMIIETEHIINU KOMIIETEHIINH
BBIMTYCKHHUKA

[TK-5. Cnocoben ITK-5.1. cnmocoben 3HAaTh: COBpEMEHHBIC KOHIIETIINHI CEPBHUC-
dbopmMupoBathb HCIIOJIb30BaTh nu3aiiHa, METO/IbI UCCIIE0BAHUS
TYPUCTCKUU COBPEMEHHBIE TEXHOJIOTUH  MOTpeOHOCTEH moTpeduTeei, MPUHLINIBI
MPOJYKT Ha OCHOBE = IpHU (POPMUPOBAHUU MPOEKTUPOBAHUS KIIMEHTCKOTO OIBITA,
COBPEMEHHBIX TYpPUCTCKOTO MPOAYKTA. uHcTpyMeHThl Customer Journey Map
TEXHOJIOTHI (CIM), Service Blueprint u Design

CepBHUC-IIU3aiiHa MPH pa3paboTKe U
COBEPILIEHCTBOBAHUH TYPUCTCKHUX,
TOCTUHUYHBIX U PECTOPAHHBIX YCIYT,
aHAJIM3UPOBATh KIIMEHTCKUH OIBIT U
BBISIBJISITH HAIIPaBJIEHUSI COBEPLICHCTBOBAHMUS
TYpPUCTCKOTO NpoaykTa. Biasers: HaBbIKaMu
IIPOEKTUPOBAHUS TYPUCTCKOTO MPOAYKTA C
UCIIOJIb30BAHUEM COBPEMEHHBIX TEXHOJIOTHH
cepBHC-IU3aliHa, MHCTPYMEHTOB aHAIN3a
KJIMEHTCKOTO OMbITa U LIU(PPOBBIX CEPBUCOB.

[1K-5.2. ciocoben 3HATB: COBPEMEHHBIE TEXHOJIOTUU
pa3zpaboTaTh MPEAJIOKEHUS  MPOCKTHPOBAHUS U YIIPABICHUS CEPBUCOM,
M0 COBEPILIEHCTBOBAHUIO METO/IbI OIICHKM KayecTBa 00CTyKUBaHUS,
TYPUCTCKOTO NMPOJAYKTa HA  HU(POBBIE HHCTPYMEHTHI CEpBUC-TU3aliHA U
OCHOBE COBPEMEHHBIX COBpEMEHHbIEC TEHACHIIMU Pa3BUTHUS
TEXHOJIOTUH. WHAYCTPUU TYpHU3Ma U

rOCTENPUUMCTBA. YMeTh: pa3padaTbiBaTh U
COBEPLIEHCTBOBATH TYPUCTCKUE IPOAYKTHI C
HCITOJIb30BAHUEM
KIIMEHTOOPUEHTUPOBAHHOTO MOAX0/a,
COBpPEMEHHBIX IU(POBBIX TEXHOJIOTHI U
METOJIOB CEpBUC-/IN3aiiHa, OLICHUBATh
3(PEeKTUBHOCTD Mpe/IaraéMbIX CEPBUCHBIX
pemeHuii. Biagerb: HaBbIKaMu pa3paboOTKH
WHHOBALIMOHHBIX TYPUCTCKUX IPOIYKTOB,
IIPOEKTUPOBAHUSI CEPBUCHBIX MPOLIECCOB,
IIPUMEHEHHUS COBPEMEHHBIX TEXHOJIOTHI
CEepBUC-IHU3aliHa U TOATOTOBKHU
MIPEIJIOKEHUH 1O MOBBIIICHUIO
KOHKYPEHTOCIIOCOOHOCTH TYPHCTCKUX YCIYT.

1.2. BxogHoW ypoBeHb 3HAHWH, YMEHHH, ONBITA JEATEIBHOCTH, TPEOYEeMBIX [UIs
(opMHpPOBaHUS KOMIIETEHIINH:



OOyJaronuiicst TOJKEH:
[l OpHEHTHPOBATHCA B OCHOBHBIX IOHATUAX TypU3Ma, TOCTEIPUUMCTBA U CEPBUCHOMN
JIeSTEIbHOCTH;
(] 3HaTh OCHOBBI (JOPMHUPOBAHUS U PEATH3AIMH TYPUCTCKOTO MPOYKTA;

'] MOHMMATh NMPUHLIHUIIEI OPraHU3ALUH ITPOLIECCOB OOCITY>KUBAHUSI TOTPEOUTEINIECH;
'] Bmazeth 0A30BBIMU 3HAHUSAMH B 00JIACTH MaPKETHHTa, MCHE/PKMEHTA U KIIMEHTCKOTO

cepBucCa;

] aHaJIM3MPOBATH MOTPEOHOCTH U OXKHJIAHHS MOTPEOUTENEH TYPUCTCKHUX YCIIYT;

T] MCHOJB30BaTh COBPEMEHHBIC MH(POPMAIIMOHHBIC TEXHOJIOTHH IS TIOUCKa, 00pabOTKH 1
aHajm3a nH(popManuu;

U MPUMCHATH MCTOAbI UCCIICAOBAHUA KIIMCHTCKOI'O OIIbITA U OIICHKU Ka4CCTBA YCIYT,

'] MCHOJB30BATh UHCTPYMEHTHI MPOEKTHOW ACATEIBHOCTH IPU pa3paboTKe TyPUCTCKUX

MPOIYKTOB;

[] mOAroTaBIMBATh AaHATUTUYECKHUE MaTCpHraJibl, MPE3CHTAINU WU IMIPOCKTHLIC MPEIJIOKCHU,

'] paboTaTh B KOMaH/e PU BITOJIHEHHH MTPAKTUYECKUX U MIPOSKTHBIX 3aJaHHMH.

2. CTPYKTYPA ®OC 11O JUCHUIIJIUHE
OrneHKa TPOBOIUTCS METOJIOM COIOCTABJICHUS IMapaMeTPOB MPOJAEMOHCTPUPOBAHHOTO

O6y‘-IaIOH_II/IMC}I HpO,Z[yKTa NCATCIIBHOCTHU C 3aJaHHBIMHU 3TAJIOHAMHU U CTaHI[apTaMI/I 110 KpI/ITepI/I}IM.

Ta6muia — 2.1. OObEKTHI OIEHUBAHUS 1 HAUMEHOBAHUE OIICHOYHBIX CPEJICTB

Homep u DopMbI OOBEKTHI OLICHUBAHHUS Bun zansatus / | @opma
HAaUMEHOBAHHME | TEKYILIEro HaumeHnoBanu | mpoBeneHH
pas3znenos/TeMm KOHTPOJIS € OLICHOYHBIX sl OIEHKH
yCIeBaeMOCTH CpEICTB
/ hbopmbI
MIPOMEXYTOUYHO
U aTTecTanuu
1. Beenenue B Texymmit OCHOBHBIE TOHATHUA I13: aganus VcrHas,
CEpBUC-IU3aliH | KOHTPOJIb CepBHC-IHU3alHA. KENCOB, MMMCbMEHHA
[TpunuMMnBI cepBuc- JTOKJIaJIbI, o
Iu3apHa. Npe3eHTaluu
KnuentoopueHTHpOBaHH
bIil moaxo. Pone cepBuc-
nu3aiHa B
dopmupoBaHUU
TYPUCTCKOTO MPOAYKTA.
2. Texymmit Customer Experience [13: ananu3 VYcrHag,
Uccnenosanue KOHTPOJIb (CX). Customer Journey KJIMEHTCKOTO MUChbMEHHA
noTpedHoCcTEN Map (CIM). Persona. OIbITA, Py
norpedurenen Empathy Map. Meroast MOCTPOEHHUE
TYPUCTCKUX UCCIIEIOBAHNS CIM
yCIIyT NOTPEOHOCTEN KIMEHTOB.
3. Texymuit Service Blueprint. I13: YcrHas,
[IpoekTupoBaH | KOHTPOJb Touchpoints. MOCTPOEHHUE MUCbMEHHA
1€ TYPUCTCKOIO [IpoexktupoBanue Service A
MPOJIYKTa CEPBUCHBIX MPOIIECCOB. Blueprint,
CpelcTBaMH dopMHpOBaHUE pelieHue
CepBUC-IU3aliHA TYPUCTCKOTO MPOAYKTA KecoB
Ha OCHOBE CEpPBUC-
nU3anHa.
Tewmsr 1-3 KoHnTpoabHas [IpoBepka 3HaHUH 11O AHnanutnuecka | Ilucemenna
Touka Nel OCHOBaM CEpBHUC-IHM3aiiHa | g paboTa s
U MeToJlaM uccienoBanus | (pedepar)
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noTpeOHOCTEH
noTpeouTenei

4. Design Texymuit Mertononorus Design [13: pemenue VYcrHas,
Thinking B KOHTPOJIb Thinking. I'enepauus IIPOEKTHBIX IIMCbMEHHA
CepBUC-TU3aITHE UIeH. 3a71a4 s
[IporoTunupoBanue
CEPBHUCHBIX PEUICHUII.
5. udposoit Texymmit CoBpemennbie nudposbie | [13: ananmu3 VYcrHas,
CepBHUC-IM3aliH | KOHTPOJIb CEPBHUCHI. U (POBBIX MMCbMEHHA
OMHUuKaHaJIbHBIE CEPBUCOB, A
TEXHOJIOTHH. pa3paboTka
HckyccTBeHHBIN KOHIICHIIUHN
MHTEJJIEKT.
IIpoexTupoBanue
M (ppOBOTO KIIMEHTCKOTO
OTIBITA.
6. YopasieHue Texymmit MeToabI OIIEHKHU I13: aganus VcrHag,
KaueCTBOM KOHTPOJIb KauecTBa CepBUCA. KauecTBa MHUCbMEHHA
KJIMEHTCKOTO SERVQUAL. CSI. NPS. CepBHCa, s
OnbITa Amnanuz pelenue
YAOBJIETBOPEHHOCTH KehcoB
KJINEHTOB.
7. Texymuit Onenka 3¢ dextuBnoctu | [13: ananus VYcrHas,
DKOHOMHMYECKA | KOHTPOJIb CEPBUCHBIX pELICHUH. nokasarelsen MUCbMEHHA
s LTV. Retention. 3 dexTuBHOCT | A
3P HEKTUBHOCTD DKOHOMUYECKUU dIPPEeKT | U
cepBUC-AM3aliHa BHEJIPEHUS CEPBHC-
Iu3apHa.
8. Pa3paboTka Texymmit IIpoexktupoBanue HoBoro | I[13: 3ammra VYcrhas,
CEPBUCHOTO KOHTPOJIb WJIM COBEPIIEHCTBOBAHUE | CEPBUCHOTO MUCbMEHHA
MPOEKTa CYIIECTBYIOIIETO pOeKTa o
TYpPUCTCKOTO MPOAYKTA.
[Toctpoenue Customer
Journey Map, Service
Blueprint u pa3paboTka
CEPBHCHOI'O PELLIEHUSI.
Tembl 48 KonTponbnas IIpoBepka 3HaHUM 11O TectupoBanue | Ilucbmenna
Touka Ne2 METOJIaM Py

POEKTUPOBAHUS
TYpPUCTCKOTO IPOAYKTA,
U(POBBIM TEXHOJIOTUIM
Y YIIPaBJIEHUIO
KJIMEHTCKUM OIBITOM

3. IOKA3ATEJIA U KPUTEPUU OIIEHKHA KOMHETEHHI/II71
OrneHKa 3HaHWM, YMEHUH, BIQJICHUI BRIPAXKAETCS B MATHOAJUTLHON CHCTEME.
Tabmuna — 3.1. Tekymmii KOHTPOIb

Ne | Bunsl HeynosnerBopu | YnosierBopu Xopormo (4 Otmmuno (5 6aioB)
pabor TeNbHO (2 TenpHO (3 Oasa)
OaJa) OaJa)
1 | Paborana | He yuactByer B | [lpuHnmaer AKTHBHO JlemoncTpupyer
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JEKIMOHH | 0OCYXIIEHUH, OTPaHMYEHHOE | YYacTBYET B r1yOOKHE 3HAHMUS,
BIX HE 3HaeT ydacTtue B o0CYyKIeHNH, aHATM3UPYET
3aHATUAX OCHOBHBIX o0CYyXXIeHHH, JNEMOHCTPUPYE | COBpPEMEHHbIE
MOHATHIA JOITYCKaeT T 3HaHUE MOJIXO/IbI K CepBHC-
CepBUC-AM3aliHa | CYLIECTBEHHBI | OCHOBHBIX TU3aliHy, TPUBOJIUT
u € OIIMOKY MPU | METO/IOB MPAKTUIECKHE
MPOEKTUPOBAHU | OTBETaX CepBHUC- pUMEpPHI U
Sl TYPUCTCKOTO nu3aiiHa v npeiaracT
MPOIyKTa COBpPEMEHHBIX MHHOBAIIMOHHBIE
TEXHOJIOTUI pelieHus
MIPOEKTUPOBAH
U yCcIyr
Pa6orana | He yuactByer B | Brmosnser Camoctositens | JlemoHCTpupyet
MPAKTU4e | BBIMOJHCHUH 3aJIaHus C HO BBICOKHI YPOBEHB
CKHX MPaKTUYECKUX MTOMOLUIBIO aHaJIU3UPYeT aHaim3a,
3aHATHSIX | 3a/laHuid, HE mpernojaBaTesl | KIHCHTCKHMA UCTIONIB3YET
(pemenue | crmocoOeH s, TOTTyCKaeT OTIBIT, COBPEMEHHBIC
KEWCOB) MPEITIOKUTH OITMOKY TIpU MPUMEHSIET WHCTPYMEHTHI
pelIeHne Keiica a”Hanu3e METOIBI CepBHC-IH3aiiHa
KIIMEHTCKOTO CepBUC- (CJM, Service
OTIBITA U nu3aifHa, Blueprint, Design
IIPOEKTUPOBAH | Mpejlaract Thinking),
WU cepBHca 00OCHOBaHHbIE | Mpeajaraer
pelieHus OpUTHHAIILHBIC U
MPAKTUYECKH
peanuzyemble
pelieHus
Beimmonae | Ilpaktuueckas Pa6ota Pabota PaGoTa BeImoHeHa
HUE paborta He BBHITIOJTHEHA BEITIOJTHEHA MOJTHOCTHIO,
IpakTU4e | BBINOJIHEHA YaCTUYHO, MIPaBUIIBHO, MPEI0KEHBI
CKUX 160 UMEIOTCS BBIBO/IBI COBPEMEHHBIE
pabor BBITIOJTHEHA C OImUOKH B 000CHOBAHHI, CEPBHUCHBIE
CYIISCTBEHHBIM | aHAIM3E U UMEIOTCS pElIeHHUs, TPOSKT
U olIMOKaMu MPOEKTUPOBAH | OTIEJIbHBIE COOTBETCTBYET
WU cepBHCa 3aMe4yaHus TpeOOBaHUSM
KIIMEHTOOPUEHTUPO
BaHHOCTH U
MHHOBAIIMOHHOCTH
ITogroros | [loknax He Tema Tema IIpencrasien
Ka COOTBETCTBYET packpbiTa packpbiTa rIIyOOKHi
JOKJIaaa TeMe, YaCTUYHO, TIOJTHO, AHATUTUYECKUHN
(mpe3eHTa | OTCYTCTBYIOT MaTepuan WCIOJIb30BAaHbl | MaTepuall,
100707 BBIBOJIBI U U3II0KEH COBpEMEHHBIC UCIIOJTb30BaHBI
aHan3 MOBEPXHOCTHO | MPUMEPHI U COBpPEMEHHbIE
npodeccuoHan | HWccIeIoBaHUs,
bHas JTy4lne
TEPMHUHOJIOTUSI | OTEYECTBEHHBIC U
3apyOeKHbIE
MPAKTUKU CEPBUC-
nu3anHa
PazpaboTt [TpoexT He [Ipencrasnen Pazpaboran Pazpaboran
Ka COOTBETCTBYET bl OT/ICTILHBIC CEPBHCHBII KOMIUTCKCHBIN
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CEpBHCHO | 3aJjaHHIo, AJIEMEHTBI MPOEKT, CEPBUCHBII MPOEKT
ro OTCYTCTBYET CEpBUCHOTO IPOBE/ICH C UCIIOJIb30BaHUEM
pOeKTa aHan3 MIPOEKTA, aHan3 COBPEMEHHBIX
noTpedHoCcTEN BBIBO/IbI MOTpeOHOCTEN | METOMOB CEPBHC-
noTpeduTeneil ¥ | HEJOCTaTOYHO | KIIMEHTOB, nu3aiiHa, THPPOBBIX
POEKTHOE 00OCHOBAHBI MPEUI0KEHBI TEXHOJIOTHH U
pelieHue pelIeHus o UHCTPYMEHTOB
COBEPIICHCTBO | MPOEKTHPOBAHUS
BaHUIO KJIMEHTCKOTO OIBITA,
TYpPUCTCKOTO 00ocHOBaHa
MPOJIYKTa 3 PEeKTUBHOCTD
IPEIOKEHHBIX
peleHui
6 | 3amwura He criocoben IIpencraBnsier | YBepeHHO [IpodeccuonansHoO
CEpPBHCHO | NPEICTaBUTh MIPOEKT C MIpe/ICTaBIIsIeT 3alUIIAET IPOEKT,
ro pe3yJbTaThI MTOMOIIBIO MIPOEKT, JIeMOHCTPHUPYET
IpOeKTa paboThl U npenojaBaTesl | apryMEHTHUpYe | BBICOKHI ypOBEHb
OTBETUTH Ha sI, OTBETHI T BJIQJICHUS METOJIaMU
BOIIPOCHI HEMOJIHbIE mpejjaraéMbple | cepBUC-AM3aiiHa,
CEpBUCHBIE 000CHOBBIBAET
pereHus 3 PEeKTUBHOCTD
MPOEKTHBIX
pelIeHui u
npeiaracT
MHHOBAIIMOHHBIE
MOJIXOJTBI K
(bopMHUPOBAHHIO
TYPUCTCKOTO
MPOIYKTa

Kputepun ouenuBanus GopMymupyroTcs ISl KaXKI0W KOMIIETCHLIUH U OTPAKAIOT AEATENIbHOCTD
00y4aroIIerocsi, NOA0IyI0css H3MEPEHUIO.
Tabmuna — 3.2. O60011eHHbIe KPUTEPUH OIICHUBAHUSI OCBOCHUS! KOMIIETCHIIU:

HeynosnerBopurenn Y noBneTBOpUTEIH Xoporio (4 6amna) Otauyso (5 6amioB)
HO (2 Gana) HO (3 Gana)

Kommerenius He Kommerenmus Kommerenims KommereHius ocsoeHa
OCBOEHa. OCBOCHA Ha OCBOEHa. B TIOJTHOM 00BEME.
OO6yuarommiicst He 0a30BOM ypOBHE. OO6yuarommiics OO0yuarommiics
JEMOHCTPHUPYET OO6yuarouuiics JEMOHCTPHUPYET JEMOHCTPUPYET
3HaHUU JEMOHCTPHUPYET CUCTEMHBbIC 3HAHUS r1y0OKH€e 3HAHUS
COBPCMCHHBIX OCHOBHBIC 3HAHUA COBPCMCHHBIX COBpPCMCHHBIX METOI0B

METOJIOB CEpBHC-
JM3aiHa, He BiaJieeT
OCHOBHBIMH
IMOHSATHAMH
JHUCIUIUIMHEL, HE
CIOCOOCH MPUMEHSTh
WHCTPYMEHTHI
MPOCKTUPOBAHUS
TYPUCTCKOTO
MPOAYKTA U aHAU3a
KJIMEHTCKOTO OMbITa

B 00J1acTH CEepBHUC-
Ju3aiHa,
MOHUMAET
TPUHITUITBI
MPOCKTUPOBAHHUS
TYPUCTCKOTO
MPOJYKTA U
OpTraHu3aIuu
KJINEHTCKOTO
OIIbITa, CIOCOOEH
PUMCHSITh

METOJIOB CEpBHUC-
JM3aiiHa, yMeeT
HCCIIEIOBATh
MOTPEOHOCTH
norpeduTene,
MIPOEKTUPOBATh
TYPUCTCKHUU
MPOJYKT,
MPUMEHSITD
WHCTPYMEHTBI
aHaJM3a

CepBHC-IHM3aiiHAa,
CBOOOJTHO IPUMEHSIET
UHCTPYMEHTHI
Customer Journey Map
(CIM), Service
Blueprint, Design
Thinking u uudposie
TEXHOJIOTUH TIPH
POCKTUPOBAHUT
TYPUCTCKOTO MPOYKTA,
pa3pabaThiBacT
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[PU PEIICHUN
npodeccuoHaTbHBIX
3aja4.

OTJIENTbHBIC KITMEHTCKOTO ONBITAa | WHHOBAIMOHHBIC
METO/IbI CepPBHC- U CaMOCTOSITEIILHO CepBUCHBIC peIICHUS,
JU3aitHa mpu paszpabaThiBaTh 000CHOBBIBAET UX
PELICHUH TUIOBBIX | PELIEHUS IO 3P PEKTUBHOCTH U
npoeCCHOHATIBHBI | COBEPIICHCTBOBAHU | CaMOCTOSITEIHHO
X 3a/1a4 ¢ 10 CEpBUCHBIX peIIaeT CI0XKHbIE
TIOMOIIIBIO MIPOIIECCOB. npodeccuoHaTbHBIC
IpernoaBaTers. 3a[a4u, HarpaBJICHHBIE
Ha MOBBIIIICHNE
Ka4yecTBa 1
KOHKYPEHTOCTIOCOOHOC

TU TYPUCTCKHUX YCIIYT.

4. IKAJIA OHEHUBAHUS PE3YJIBTATA
Tabmuua — 4.1. lIkana KpuTepreB OIICHUBAHUS KOMIIETCHUIUI

Ounenka Copepxanne
HeynosnerBopurenbHo | JleMOHCTpUpYET HENOHUMAHKUE MTPOOJIEMBI, HE BOCIIpUATHE MaTepuana. Pabora
(2 6amra) HE3aKOHYCHA W/UIIK 3TO IJIaruaT
JleMOHCTpHUpPYeT YaCTHYHOE MOHUMaHUe IPo0JIeMbl. BoIbIIMHCTBO TpeOOBaHMIA,
Y IOBIETBOPUTENHHO | IPEABSBISAEMBIX, K 3aJIAaHUIO BBIIIOJIHEHBI. BiaieHue 3eMeHTaMu 3aIaHHOTO
(3 Gamna) Martepuana. B o0CHOBHOM BBHITIOJIHEHHBIN MaTepyail MOHATEH U HOCUT LEIOCTHBIN
XapakTep
JeMoHCTpHpyeT 3HaUnTENbHOE TOHIMAaHKE TIPOo0IeMbl 0003HaYEHHOI
Xoporio JTUCIIMILTUHON. Bece TpeOoBaHus, peabaBIIsieMbIe K 3a]JaHHIO BBIITOJIHEHBI.
(4 6amra) ConeprxaHne BBITIOTHEHHBIX 3aIaHUH PACKPBITO M PACCMOTPEHO C Pa3HBIX TOUYECK
3peHust
JleMoHCTpUpyeT  MOJIHOE  TIOHMMaHWe  mpodOiembl. Bce  TpeboBanws,
0 MPeIbIBISIEMbIE K 3aJaHUIO0 BEIOIHEHBL. [IpoJeMOHCTPHUPOBAHO YBEPEHHOE
5 gﬁ;ﬁg) BJIaJICHHE MaTEepHAJIOM TUCIHIUINHBI. BBIMONTHEHHBIE 3aJaHUSI HOCST LEIOCTHBIX
XapakTep, BBIMOJHEHBI B IMOJHOM OOBEME, CTPYKTypHPOBAHBI, IPEICTaBICHBI
pa3TUYHBIC TOYKH 3PEHMSI, TPOJAEMOHCTPUPOBAH TBOPUECKUH MOIXO0T

[kanel oulEHMBaHMS W TPOLEIYpPHl OLICHUBAHMS PE3yIbTATOB OOYUEHHUS MO JUCLHUIUIMHE
pernamentupytorcst [lonoxkxeHneM O TEKylIeM KOHTPOJIE YCIIEBAEMOCTH U IMPOMEKYTOUHOM
aTTecTaluy oOydaroluXcs 1Mo MporpaMmmam BBICIIET0 00pa30BaHMUS.

5.NEPEYEHD 3AJJAHUI 11O JUCUUILINHE

5.1.

SAJAHUA JJIA TEKYIHETI'O KOHTPOJIA:

Ta6muma - 5.1 [lepedens 3agaHuil TEKYIIETO KOHTPOJIS U UX HAMMEHOBAHUE

HaumenoBanue Coneprkanue 3aJ1aHus

OLICHOYHBIX CPENICTB

IIpaxkTrueckue Tembl npakTHueckux 3a1ad: Tema 1. AHanNU3 KIMEHTCKOIO ONbITa IpU
3a71a4u okazanuu Typuctckux ycayr.Tema 2. [loctpoenue Customer Journey

Map (CJM) typucrtckoro npoaykra.Tema 3. Pazpaborka Persona u
Empathy Map notpeburens typuctckux yciyr.Tema 4. [Toctpoenue
Service Blueprint npomecca o6cmyxuBanus. Tema 5. AHanu3 Touek
koHTakTa (Touchpoints) kiueHTa ¢ opranmusanueii. Tema 6.
[IpoexTupoBaHUEe CEPBUCHOTO MPOIIECcCa TOCTUHUYHOTO
npeanpustyus. Tema 7. IIpoekTupoBanue CEpBUCHOIO MpoLecca
npeanpusTHs ooecTBeHHoro nutanus. Tema 8. PazpaboTtka
CEpBUCHOTIO pelIeHus ¢ ucnoiab3oBanueM Design Thinking. Tema 9.
Amnanu3 xkayecTBa oocmyxuBanus ¢ npumenenneM SERVQUAL u
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NPS.Tema 10. Pa3paboTka nudgpoBoro cepBrca sl TYpUCTCKON
opranusanuu.Tema 11. IIpoexkTupoBaHne HOBOIO TYPUCTCKOTO
MPOAYKTa Ha OCHOBE METOA0B cepBuc-au3aiina. Tema 12. [TonrotoBka
KOMIUIEKCHOTO CEPBUCHOTO MTPOEKTA MO COBEPIICHCTBOBAHHIO
TYpPUCTCKOTO MPOAYKTA.

Jokman

Temsl noknanos:1. CoBpeMeHHbIE KOHLIETIIUN CEPBUC-AN3aliHa.2.
CepBuc-1r3aitH Kak HHCTPYMEHT (DOPMUPOBAHUS TYPUCTCKOTO
npoxaykra.3. Customer Experience (CX) B HHAyCTpUHU TypU3Ma U
roctenpuumctia.4. Customer Journey Map kak HHCTpYMEHT aHaju3a
KJIMEHTCKOTO ombITa.S. Service Blueprint B mpoekTupoBaHUH
cepBUCHBIX mporieccoB.6. Metomonorus Design Thinking B cepe
typusma.7. LHudposas Tpancopmarius CepBUCHBIX MPOIECCOB. 8.
OMHUKaHaJIbHbIE CEPBUCHI B MHIYCTPUU TOCTENPUUMCTBA.9.
Hcnonp30BaHue HCKYCCTBEHHOIO MHTEIIEKTA B cepBUC-AU3aiiHe. 10.
[IpoexTupoBaHUE KIMEHTCKOTO OMBITa B TOCTUHUYHOM On3Hece.11.
[IpoexTupoBaHKEe KIMEHTCKOTO OMbITa B pecTopaHHOM OuzHece.12.
HNuctpymenTs onienkn kauectBa cepuca (SERVQUAL, NPS, CSI).13.
MHHOBaIIMOHHBIE CEPBUCHBIE TEXHOJIOTUH B TypusMe. 14.
KnueHToopreHTHPOBaHHOCTh KaK OCHOBA KOHKYPEHTOCTIOCOOHOCTH
TYPUCTCKOTO NpoayKTa.l5. Jlyumre MexayHapogHble TPaKTUKN
CepBUC-AM3aliHa B Typu3Me U roctenpuumMctse. 16. [ludpoBsie cepBrch
¥ MOOMJIbHBIE TIPHIIOKEHHS B TypHu3Me. 1 7. DKOHOMHUYECKast

3 PeKTUBHOCTHh BHEAPECHUS CEpBUC-TU3aiiHa.18. YpaBienue
KJIMEHTCKUM OIIBITOM B UHAYCTpUHU roctenpunmMctsa.l9. CoBpeMeHHbIe
TEHJICHIIMU Pa3BUTHS cepBUC-an3aiiHa.20. [lepcrieKTUBbI MPUMEHEHUS
CepBHUC-TU3aiiHa MPH pa3padOTKe TYPUCTCKUX MPOAYKTOB.

Jlenosas urpa

[IpoexTupoBaHKE HOBOTO TYPUCTCKOT'O CEPBUCA UIIH
COBEpILIEHCTBOBAHHUE CYIIECTBYIOIIETO MPOIecca OOCITyKUBAHHSL.
Paborta B mpoekTHOH TpyIe ¢ IpuMEeHeHHeM MeTo10B Design
Thinking, moctpoenuem Customer Journey Map u Service Blueprint,
Ipe3eHTaIMs Pa3padOTaHHOTO PEIICHHS.

NunuBuyansHbI
MPOEKT

Pa3zpaboTka mpoekTa 1mo COBEpIICHCTBOBAHUIO CYIIECTBYIOIIETO UITU
CO3/IaHHI0 HOBOTO TYPUCTCKOIO ITPOJYKTa HA OCHOBE METOJIOB CEpPBUC-
nmu3aiiHa. [IpoeKT moJmKeH BKITI0YaTh aHATU3 TOTPEOHOCTEH
noTtpeduteneit, mocrpoerne Customer Journey Map, Service Blueprint,
pa3paboTKy CEpBUCHOTO PEIICHHUS, TPUMEHEHHE TN POBBIX
TEXHOJIOTHI U OIIeHKY 3(h(PEeKTUBHOCTHU MpeIaraeMbIX U3MEHEHUH.

5.2 KOHTPOJIbHBIE TOYKH JJIS TEKYIIEN ATTECTAIIMHA OBYYAIOIINXCS

HanMmeHnoBanmne
OIICHOYHBIX CPEJICTB

Conepsxanue 3a1aHus

Kontponbhas Touka
Nel (amammtudeckas
pabota / pedepar)

Tewms! ananutueckux padbot:1. CepBuc-nu3aitH Kak HHCTPYMEHT
(opMHPOBaHUS TYPUCTCKOTO MpoayKTa.2. CoBpeMEeHHbIE KOHLIETIIINN
CepBUC-TU3aiiHa B MHIYCTPUH Typu3Ma 1 roctenpunmMcTia.3. Customer
Experience (CX) kak ¢pakTop KOHKYPEHTOCTIOCOOHOCTH TYPHUCTCKOTO
mpoxaykra.4. Customer Journey Map (CJM): Ha3HaueHNE U IPAKTHKA
npuMmeHeHus.S. Service Blueprint kak ”HCTpyMEHT IPOEKTUPOBAHUS
cepBHCHBIX MporeccoB.6. Metogonorust Design Thinking B
MPOCKTHUPOBAHUH TYPUCTCKUX ycIyT.7. KITMeHTOOpHeHTHPOBaHHBIN
noaxo/ B MHAycTpuu Typusma.8. Lludposas Tpanchopmarusi cepBUCHBIX
nporeccoB.9. MHcTpyMeHThI olieHkH kadecTBa cepuca (SERVQUAL,
NPS, CSI).10. [IpoekTupoBanye KINSHTCKOTO OIbBITAa B TOCTHHUIHOM
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ousnece.11. [IpoekTupoBaHue KJIMEHTCKOTO OMbITa B PECTOPAHHOM
o6usHece.12. CepBuUCHBIC HHHOBAIIMM B MHYCTPHH rOCTEIIPUUMCTBA. 1 3.
OMHUKaHaNbHbBIE TEXHOJIOTHH 00cmykuBanus.14. Poias nudpossix
TEXHOJIOTUI B cepBUC-nu3aiiHe. 5. IlepcrieKTUBBI pa3BUTHS CEPBUC-
U3aiiHa B TYpU3ME U TOCTENPUUMCTBE. MeToAnuecKe peKOMEHIAlNHN:
aHaJIMTHYecKasi paboTa BBITTONHSAETCS 00beMoM 15-20 cTpanwi.
CrpyKTypa: TUTYJIBHBIN JIUCT, COAEPKAHKUE, BBEIEHUE, OCHOBHAS 4aCTh,
3aKJIFOUEHUE, CIIMCOK JInTepaTypsl (He menee 10 ucrounnkos). [Ipu
MOArOTOBKE PEKOMEHYETCS UCIOJIb30BaTh COBPEMEHHBIE HAyUHBIE
myOJIMKauK, MaTepraibl TPo(ecCHOHANBHBIX U3IaHUN U JTyqIINe
OTEYECTBEHHBIE U 3apyOeKHbIE NPAKTUKH CEpBUC-TU3alHa.

Kontponbhas Touka
Ne2 (TecTupoBanme n
MPAaKTUIECKOe
3a/1aHKE)

Pasznmen 1. Tecrosie 3amanus (10 Borpocos)1. UTo sBIseTCS OCHOBHOM
LIETBI0 CepBUC-TM3aiiHa?0 Y BeNMndeHNe CTOUMOCTH YCIyTUO
[TpoexTHpoBaHue KaueCTBEHHOT'O KIIMEHTCKOTO omnblTal CHIKEHHUE
pacxo0B opranuzanuuc Pa3paboTka pexiiaMmHol KamMnaHuullpaBuIIbHBIN
OTBET: MPOEKTUPOBAHKNE KAYECTBEHHOTO KIIMEHTCKOTo OmbITa.2. Kakoii
WHCTPYMEHT UCTIONB3YeTCs ISl aHamu3a mytu kimeHra?o SWOT-
ananu3d Customer Journey Map (CIM)o PEST-ananu3o Matpuna

BKI TIpaBunbHeii oTBeT: Customer Journey Map (CJM).3. Urto
npencrasisier co6oit Service Blueprint?0 duHaHCOBBIN ITIaH MPOEKTaO
CxeMy cepBHCHOTO Tporiecca ¢ 0TOOpaKeHHEM B3aUMOACHCTBHS KIIMEHTA
n oprannzaunun [lnan pexnamuoit kamnannuo OpraHu3allOHHYIO
CTPYKTYpy npeanpustuslIpaBuiabHbIN OTBET: CXEMY CEpBUCHOTO
nporiecca ¢ 0ToOpakeHHEM B3aUMOJICHCTBUS KIIMEHTA M OpraHu3anun.4.
Kakast MeTo10J10T sl JIS)KUT B OCHOBE MPOSKTUPOBAHUSI MHHOBAIIMOHHBIX
cepsucoB?n Benchmarkingo Design Thinkingo SWOT-ananu3o ABC-
ananuslIpaBunbnbiit otBeT: Design Thinking.5. Kakoii mokazarens
WCIIONB3YETCs ISl OLIEHKU TOTOBHOCTH KJIMEHTOB PEKOMEHI0BATh
yeayry?o CSIo NPSo ROIo LT VIIpaBunbhsiii orset: NPS.Pazznen 2.
[TpakTudeckoe 3anannePa3paboTaiiTe KOHIICTIITUIO COBEPIIICHCTBOBAHUS
TYPUCTCKOTO MPOAYKTA C UCTIOIb30BAaHHEM METO/I0B CepBHUC-AM3aiiHa. B
paboTe HEOOXOAUMO:* OIIPEICITUTD IIEJICBYIO Ay TUTOPHIO;* pa3padboTaTh
Customer Journey Map (CJM);* moctpouts Service Blueprint;* BoIIBUTH
poOJIeMHBIE TOYKH KIIMEHTCKOTO ONbBITA;* MPEIJIOKUTh CEPBUCHBIE
pEILICHHUs IO COBEPIICHCTBOBAHUIO TYPUCTCKOTO MPOYKTa;* OLICHUTH
okugaeMbid 3PPeKT OT BHEAPEHUS MpeiaraeMbIX
n3MeHeHu.MeToinueckne peKOMeHJallMu: TECT BKIIIOYAET 3aJaHUs
3aKpBITOTO THUIIA C OJHUM MPABHILHBIM OTBETOM H MPAKTUYECKOE
3aJlaHue OTKPBITOro TUMa. [Ipu oleHuBaHUM MPAKTUUECKON YacTu
YUUTBIBAIOTCS MOJTHOTA aHAIN3a, KOPPEKTHOCTh PUMEHEHHS
MHCTPYMEHTOB CEPBHUC-AM3aiiHa, JOTHYHOCTH MPOEKTHOTO PEIICHUS,
MHHOBAIIMOHHOCTb IPE/IaraeéMbIX MEPONPUATHIA U 000CHOBAHHOCTb
OXKHJIAEMBIX PE3YJIbTaTOB.

5.3 TIPOMEXKXYTOYHASA ATTECTALIUA

HroroBelii TECT (C OTBETaMHM) JUTsl MPOBEPKH CPOPMUPOBAHHOCTH KOMITETECHITUIA
Hmozoevlii mecm (c omgemamu) 014 npoeepKu chopmuposanHocmu KOMnemeHyuu
IIK-5. Cnocooen ghopmuposams mypucmckuit npoOyKm Ha 0CHOBE COBPEMEHHBIX MEXHON02U

Bonpoc Nel

Bri6epuTe nmpaBUIIbHBINA OTBET.

Uro sBiIsieTCs1 OCHOBHOM 1LIEJIBIO CEpBUC-TU3aiiHa?

0 YBennyeHue CTOMMOCTH TYPUCTCKOTO IPOIYKTa

0 [IpoekTrpoBaHuEe Kau€CTBEHHOTO KJIMEHTCKOTO OMBITA
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0 CokpallleHHe pacxo10B NPEAIPUITHS
0 Pa3paboTka pekiiaMHON KaMIIaHU!
IIpaBUIBLHBIN OTBET:

HpOGKTI/IpOBaHI/Ie Ka4€CTBECHHOI'O KJIMCHTCKOI'O OIIbITA.

Bonpoc Ne2
[IpounTaiiTe TEKCT U 3aIIOJTHUTE MTPONYCKH.

B3aMMO/JICHCTBUHU C YCIYTOM.

oToOpakeHHEeM JCUCTBUI KJIIMEHTA U TIepCOHaIa.
Ne Cui0BO (c10BOCOUETaHME)

1 Customer Journey Map (CIM)

2 Service Blueprint

3 Persona

IIpaBUIBLHBIN OTBET:
12

Bonpoc Ne3
Bribepure npaBUIIbHBIN OTBET.

UCIIONB3YETCSl  JUIsl  TPOEKTUPOBAHUS

MpescTaBiIsieT coO00M MHCTPYMEHT BU3yaM3allMM MYTH KIUEHTa IMpH

CCPpBHUCHOIO IIpomecca C

Kaxoit MmeTon ncronb3yeTcs A pa3pab0TKH HHHOBAITMOHHBIX CEPBUCHBIX pEIICHUMN?

o SWOT-ananu3

o Design Thinking

o ABC-ananus

0 Konrenr-ananus
IIpaBUIBLHBIN OTBET:
Design Thinking.

Bonpoc Ned
YcTaHOBUTE COOTBETCTBUE.

HNucTpyMeHT cepBuc-nu3aiina HazHauenue

A. Customer Journey Map 1. AHanu3 myTH KJIMEHTa
b. Service Blueprint 2. [IpoexTrpoBaHrEe CEPBUCHOTO TIpoIIecca
B. Persona 3. ®opmMupoOBaHUE MTOPTPETA MOTPEOUTEIS

3anummuTe QoL
A BB

IIpaBuJIbHBII OTBET
ABB
1 23

Bonpoc Ne5
Bribepure npaBUIIbHBIN OTBET.

Yro oTHOCHTCS K Toukam KoHTakTa (Touchpoints)?

0 PUHAHCOBBIE NIOKA3ATENIN MPEATIPUATHUS

0 Bce MOMEHTBI B3aMMOJEHCTBUS KIIMEHTA C OpraHu3aluei

0 OpranuzanroHHasi CTPYKTypa NpeAnpusTUs
O Ilnan pexnaMHOW KaMITaHUU
IIpaBUIBLHBIN OTBET:
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Bce MOMEHTBI B3aMMOIECTBHS KJIIMEHTA C OPTaHU3aLHei.

Bonpoc Ne6

Bri6epuTe npaBUIIbHBINA OTBET.

Kaxkoit nokasarenb UCTIONB3YETCS JIsl OLIEHKU TOTOBHOCTH KJIMEHTa PEKOMEHI0BaTh YCIYyry?
o ROI

olLTV

o NPS

o KPI

IIpaBWJIbHBIA OTBET:

NPS.

Bonpoc Ne7

[IpounTaiiTe cuTyanuio.

l'ocTuHMIIa mpoBena HcciIeOBaHUE KIMEHTCKOTO MYTH M BBIABWJIA, YTO OOJBIIMHCTBO XKajod
CBSI3aHO C JITUTENIbHBIM 0KMJIaHUEM TIPU PETUCTPALIUU.

Kakoii  uHCTpyMEeHT  cepBHC-AM3aiiHa HEOOXOAMMO  WCHOJB30BAaTh  JUIi  aHAlW3a |
COBEpIICHCTBOBAHUS JaHHOTO Ipolecca?

o SWOT-ananu3

o Service Blueprint

0 byxranrepckuii 6anaHc

0 PUHAHCOBBIN aHAIU3

IIpaBUIBLHBIN OTBET:

Service Blueprint.

Bonpoc Ne8

Bribepute npaBUIIbHBIN OTBET.

Yro sBnsieTcs OCHOBOM KJIMEHTOOPUEHTUPOBAHHOI'O MPOCKTUPOBAHUS TYPUCTCKOIO TPOLYKTA?
0 IIpon3BOACTBEHHBIE BOBMOXKHOCTH IPEIIPUATHUS

0 IloTpeGHOCTH 1 OKUAaHUS KINEHTA

0 PUHAHCOBBIE NI0KA3aTENIN OpPraHU3aluu

0 OpranusanroHHasi CTPYKTypa NpEeANpUsiTUs

IIpaBUIBLHBIN OTBET:

[ToTpeGHOCTH U OKUIAHUS KIUEHTA.

Bonpoc Ne9

Bribepure npaBUIIbHBIN OTBET.

Kako#t mmdpoBoli WHCTPYMEHT IIMPOKO HCIOJIB3YEeTCs MPU TPOSKTHPOBAHUM COBPEMEHHOTO
KJIMEHTCKOTO OIbITa?

o CRM-cucrema

o TaGenp yuera paboyero BpeMeHU

o0 byxrantepckasi OT4ETHOCTh

o KaccoBas kuura

IIpaBWJIbHBIA OTBET:
CRM-cucrema.

Bonpoc Nel0

Bri6epuTe npaBUIIbHBINA OTBET.

UYro sABASETCSI KOHEUHBIM PE3YJIbTaTOM IPUMEHEHHUS CEpBUC-IU3aliHa?

O YBenuueHue KoJIM4ecTBa JOKyMEHTOB

0 [ToBbIleHre KauecTBa KIIMEHTCKOTO OMBITA U KOHKYPEHTOCIIOCOOHOCTH TYPUCTCKOTO MPOTYKTa
0 CHM>KEHUE HAJIOTOBOM Harpy3Ku
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O YBeInyeHue KOJIu4ecTBa COTPYAHUKOB
IIpaBWJIbHBIA OTBET:
[ToBeIIeHNE Ka4eCTBA KIIMEHTCKOTO OIBITa U KOHKYPEHTOCIIOCOOHOCTH TYPUCTCKOTO MPOIYKTA.

IIpakTH4yeckoe 3a1aHue
Pa3paboraiiTe IpOeKT COBEPLICHCTBOBAHUS CYIIECTBYIOIIETO MJIM CO3/aHHS HOBOTO TYPHUCTCKOTO
IPOAYKTA C UCIOIb30BAHUEM METOOB CEPBUC-IU3ANHA.
B pabote HeoOxoauMo:
e OIIPEACIUTH LIEIEBYIO ayAUTOPUIO;
e pazpaborats Customer Journey Map (CIJM);
e mnocTpouTtsh Service Blueprint;
e  OMNPEIEINUTh KIIOUYEBBIE TOUKH KOHTAKTa KJIIMEHTA C OpraHUu3aluei;
L] BBISAIBUTH HpO6JICMBI KIIMCHTCKOT'O OIIbITA U MPCAJIOKUTL MYTH UX YCTPAHCHUA,
e pa3zpaboTaTh CEPBUCHOE pelieHne ¢ ucnoyibzoBanueM mpuHIUOB Design Thinking;
° OLCHUTL OXHUIAACMOC BJIIMAHUC TIpCAJIaraCMbIX U3MCHEHHUN Ha KadecTBO OGCHy)KI/IBaHI/IH )41
KOHKYPEHTOCIIOCOOHOCTh TYPUCTCKOTO MPOIYKTA.

MeToanuyeckue peKOMeH AU
[IpomexxyTouHas aTTecTanus BKIOYAET:

1. TecroByro uacth (10 3aganuii ¢ OTHUM MPABHIHBHBIM OTBETOM ), HAIIPABJICHHYIO Ha ITPOBEPKY
3HAHUN COBPEMEHHBIX METOAOB CEpPBMC-IM3aliHA, MHCTPYMEHTOB aHajau3a KIMEHTCKOIO
OTIbITA U MPOCKTUPOBAHUS TYPUCTCKOTO MPOIYKTA.

2. IlpakTu4yeckoe 3agaHue, IpeIycMaTpUBalomIee pPa3pabOTKy CEPBUCHOTO TIPOEKTa C
ucnojb3oBanneM MetosioB Customer Journey Map (CJM), Service Blueprint u Design
Thinking.

[Tpu olleHMBaHUM MPAKTUYECKOM YaCTU YUUTHIBAIOTCA KOPPEKTHOCTH PUMEHEHUS METO/10B CEpPBHUC-
JM3aiiHa, MOJIHOTA aHaliM3a KIMEHTCKOTO OMNBITa, KAYECTBO IMPOEKTHOIO PEUICHUs, CTENEHb €ro
MHHOBAIIMOHHOCTH, OOOCHOBAHHOCTh MPEIaraéMbIX MEPONPHUSITHA U  BO3MOXHOCTb HX
MPaKTUYECKOrO0 BHEAPEHUS.

6. METOAUYECKHUE MATEPUAJIBI, OITPEAEJISIOUIUE ITPOLHELYPbI
OILIEHUBAHMUMS
KOMITIIEKT OIEeHOYHBIX CPENCTB XpaHHUTCS Ha Kadenpe, MOUIeKUT OOHOBICHHUIO 10 Mepe
HeoOXxoauMocTH. J[J1s mMpoMeKyTOYHOM aTTeCTalluu B BUIE dk3aMeHa Kaxaoe OC mo AUCIUILUIHE
OOHOBIISIETCST M yTBepXkKaaeTcs 3a 14 mHel N0 Hayama CEeCCHOHHOTO TEpUoAa M XPAaHUTCS B
HEJIOCTYITHOM MECTE€ OT HECAHKIIMOHUPOBAHHOTO JocTyna. OTBETCTBEHHOCTh HeceT Kadeapa.
[Topsimox mpoBeneHUs TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH M MPOMEXYTOUHOM aTTecTalluu
obydaromuxcs mo OIIOIT pernamenTupyrotcs [lonoxeHneM o0 TEKyIIEM KOHTPOJIE YCTIEBaeMOCTH
Y TIPOMEKYTOUHOM aTTECTAI[MU 00YyJarOIIMXCsI 0 TporpaMMamM BBICIIETO 00pa30BaHMs.

Texkymmii KOHTPOJb YCIIEBAEMOCTH SBIAETCS (POPMOIl KOHTpOJS KadecTBa 3HAHUUN
00y4aromuxcsi, OCyIIECTBISIEMOI0 B MEKCECCUOHHBIN MEepruoJl 00y4YeHUs ¢ LEIbI0 ONpeieIeHuUs
kauectBa ocBoeHus OITOIL.

Texymuii KOHTPOIb YCIEBAEMOCTH OCYIISCTBISIETCS: Ha JICKIUAX, MPAKTUYECKUX
(ceMHUHApCKUX) 3aHIATUSAX, B pAMKaX KOHTPOJISI CAMOCTOSTEIbHON paOOTHI.

OOyuaromiuecs: 3apanee HHPOPMUPYIOTCS O KPUTEPUAX U MPOLEIYPe TEKYIIero KOHTPOIS
yCIIeBAa€MOCTH TPEIOAaBaTEIIMH 10 COOTBETCTBYIOIIEH yUeOHON AUCIUILITHHE (MOIYIIS).

YcneBaeMoCTh MPHU TEKYIIEM KOHTPOJIE XapakTepu3yeT 00beM M KayeCTBO BBITOJIHEHHOM
oOyJaronuMcst padoThI IO TUCIUILTAHE (MOIYITIO).

[lemarornueckue BHIBI W (OPMBI, HCHOIb3yEMbIE B IMpPOIECCE TEKYLIEro KOHTPOJIS
YCTIIEBAEMOCTH 00YYaIOIIUXCsI, ONPEACIIAIOTCS METOANYECKO Komuccuen kadeapsl. Beronpaemsiii
BUJ] TEKYILIETO KOHTPOJsS obecreunBaeT HauOoJiee MOJHbI U 00BEKTUBHBIA KOHTPOJb (M3MEPEHUE
1 (PUKCUPOBAHME) YPOBHS OCBOCHHMSI pE3yJbTaTOB OOYUCHUS IO TUCIUILIAHE.
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[IpenogaBaTenu MPENOCTABISAIOT CBEACHUS O TEKYIIEH YCIIeBAEMOCTH OOYyYalOIUXCS B
paMKax MpOBEACHUS TEKyIel aTTecTalliid B CEMECTpE B JeKaHaThl/ y4eOHBIN OTIeNl HMHCTUTYTA B
CPOKH, OIpE/ICIICHHbIE BHYTPEHHUMHU PaCHOPSAIUTEIbHBIMU TOKYMEHTAMU UHCTUTYTA.

B umemsx obecriedeHusi TEKyHIEro KOHTPOJISA YCIEBAEMOCTH IIPENoAaBaTesb IPOBOAUT
KOHCYJIbTAILINH.

[IpenonaBaTenb, BenylIMi 3aHATHS CEMHUHAPCKOIO THUMA, TMPOBOAMT ATTECTAIUIO
00ydJaronuxcst 3a MPOIISAIINN Mepruo. ATTecTalus MPOBOIUTCS, €CIIM MPOBEACHO HE MeHee 3
MPAKTUYECKUX (CEMUHAPCKUX) WUIIH Ja00paTOPHBIX 3aHATHH, B YCTAHOBJICHHBIC IEKAHATOM CPOKH,
He pexxe | pasza 3a y4yeOHbIH cemecTp. OOydaroniuecss aTTECTYIOTCS TyTeM BBICTABIICHUS B
COOTBETCTBYIOIIYIO TPYNIOBYIO BEIOMOCTh 3allCed MO CHCTEME: «aTTECTOBaH» WJIU «HE
aTTECTOBaH.

[IpenoxaBaTenb, POCTABIISASI UTOTU TEKYIIEH aTTECTALlMU, TOBOAUT PE3YJIbTATHI ATTECTALIUU
0 CBEACHUS CTYIACHUECKOW TIpYMNIbl U OOBACHAET NMPUYMHBI OTPULIATEIIBHOM aTTeCTallMH IO
3ammpocy 00y4aromerocs.

[Tpu arTecTanyu 00y4arOImUXCsl YIUTHIBAIOTCA CIeAYIONINe (PaKTOpBI:

—  pe3ynpTaThl pabOThl HA 3aHATHIX, MOKA3aHHBIC MPU ATOM 3HAHMS 1O TUCIUILIAHE
(MOAyJI0), YCBOCHHE HABBIKOB MPAKTHUYECKOTO MPUMEHEHUS TEOPETUYECKUX 3HAHHM, CTENeHb
AKTUBHOCTH Ha MPAKTUYECKHUX (CEMUHAPCKUX ) 3aHITUSIX;

—  pe3yJabTaThl U AKTUBHOCTh YYaCTUsI B CEMUHAPaX U KOJUIOKBUYMAX;

—  pe3yJbTaThl BHIMOJHEHUS KOHTPOJIBHBIX padoT;

—  pe3ynpTaThl U 00BEM BBIMOJHEHHBIX 33aJlaHUN B paMKaX CaMOCTOSITEIBHON PabOThHI
00ydarmuxcs;

—  pe3ynbTaThl JIMYHBIX Oecel CO CTyAEHTaMH MO MaTepuany y4yeOHOW IUCHUIUIMHBI
(Momyms);

—  TIOCELIEHUE CTYACHTAMH, CEeMUHApCKUX U MPAKTHUECKUX 3aHATUH, J1abopaTOPHBIX
pabor;

— CBOEBpPEMEHHAs JTUKBUAALMS 3aJ0JKEHHOCTEH 10 MPONACHHOMY MaTepHay,
BO3HHKIIIMX BCIICJACTBUE MIPOITYCKA 3aHATHH JTNOO0 HEYIOBICTBOPUTEIIBHBIX OIIEHOK IO pe3ybTaTaM paboThI
Ha 3aHATHUAX.

—  pe3yabTaThl IPOXOXKACHUS KOHTPOJIbHBIX TOUEK 110 AUCLUILIIHE.

I[Ipome:xyTouHass arrecTanus OOydYaIOUIUXCSl MHCTUTYTa fABIsAETCS (HOPMON KOHTPOJIS
pe3ynbTaToB OOyYeHHUs IO IJUCIHIUIMHE C IENbI0 KOMIUIEKCHOTO ONPEISICHUS COOTBETCTBHUS
YPOBHSI M KauecTBa 3HAHUM, YMEHHMH M HaBBIKOB OOydarolmuxcsi TpeOOBAaHUSM, YCTaHOBJICHHBIM
00pa3oBaTeNbHON TPOTPAMMOIA.

dopMupoOBaHUE OLEHKU TEKYIIET0 KOHTPOJISl YCIIEBAEMOCTH U TPOMEKYTOUHOM aTTeCTalllu
M0 UTOTaM OCBOCHHUS TUCIUIUIMHBI OCYIIECTBIISIETCS C MCIIOJIb30BAHUEM MATHOAIIIOBOM CHCTEMBI
OLICHKH 3HAHUI 00yYaronuxcs.

7. OCOBEHHOCTH OCBOEHMSA JUCHUIIVIMHBI I UTHBAJIMAOB U JIUIL] C
OI'PAHUYEHHBIMHU BO3MOKHOCTAMM

AnanTupoBaHHBIE OLICHOYHBIE MaTepuaibl cojaepxarcs B amantupoBaHHoud OIIOIL
OOydenue 00ydJarOUMXCS C OTPAaHMYCHHBIMH BO3MOXKHOCTSIMH 3/I0POBBSI NPH HEOOXOAMMOCTHU
OCYIIECTBIISIETCSI Ha OCHOBE aJalTUPOBAaHHOM pabodeil mporpaMMbl C HCHOJIB30BaHUEM
CcrienuajJIbHbIX METOAOB 06yLIeHI/I$I U JUAAKTUYCCKHUX MATCpUaJIOB, COCTABJICHHBIX C Y4YCTOM
0COOCHHOCTEN TCUXO(PU3UYECKOTO Pa3BUTHS, WHIUBUIYaTbHBIX BO3MOKHOCTEH M COCTOSHUS
3I0pPOBbS TAKUX O0y4aronuxcs (00y4Jaromerocs).

CamocTtosaTenbHas paboTa 00y4yaronxcs ¢ OrpaHHYeHHBIMU BO3MOKHOCTSIMH 3/10POBbS U
HWHBAJIMIO0B MMO3BOJISICT CBOCBPCMCHHO BBIAABUTH 3aTPYAHCHUA U OTCTABAHUC U BHCCTU KOPPCKTHUBLI
B YUCOHYIO AesATeNbHOCTh. KOHKpeTHBIE (hOPMBI M BUIBI CAMOCTOSTEILHON PabOThl 00YJarOIIHXCS
JINIT C OrpaHU4YCHHBIMHA BO3MOXHOCTAMHAU 300POBbA n HWHBaAJIM 0B YCTAHABJIMBAKOTCA
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npernojasareaeM. Bwibop ¢opM U BHIOB CaMOCTOSITENbHOH pabOTHI, OOydYaroOUIMXCS C
OTPAaHMYCHHBIMH BO3MOKHOCTSIMH 3[I0POBbSI M HMHBAINWIOB OCYIIECTBIIIETCS C YYETOM HX
CIOCOOHOCTEH, OCOOCHHOCTEH BOCIPHATHA U TOTOBHOCTH K OCBOCHHIO Yy4e€OHOTO Marepuaia.
@opMBl  CaMOCTOATENFHONH  pabOTBI  yCTAaHABIMBAIOTCS €  Y4€TOM  HMHIUBHIYaJIbHBIX
ncuXo(U3NIECKUX 0COOCHHOCTEH (YCTHO, MUChbMEHHO Ha Oymare WJIM Ha KOMITbIOTEpe, B (hopMme
TECTUPOBAHUS, HICKTPOHHBIX TPEHAKEPOB U T.I1.).

OcHoBHBIE (OPMBI IPEACTABICHUS OLIGHOYHBIX CPEJICTB — B eYaTHOH (popme uiu B popme
JJIEKTPOHHOTO JOKyMeHTa. s oOydJarommxcs C HapyHICHUSIMH 3PEHHs HpeaycMaTpHBAeTCS
BO3MOXXHOCTbh TPOBEICHHUS TEKYLIETO M MPOMEXKYTOUHOTO KOHTpOJii B ycTHOW ¢opme. s
00yJaoMXCs C HAPYIICHMSIMHU CITyXa MPEAyCMaTPUBAETCsl BO3SMOXKHOCTh ITPOBEICHHS TEKYILETO U
IPOMEKYTOYHOTO KOHTPOJIS B MUCBMEHHOM (popme.

Tabmuma 7.1. — Kareropum oOyuvaroruxcst ¢ OB3, crocoObl Bocnipustus UMU WH(DOpMAIUUA U

METO/bI UX 00Y4EHUSI.

Kareropuu oby4aronuxcs 1mo Metoab! 00ydeHus
HO30JIOTHSIM
¢ HapymieHusM | Cnemnble. Crioco6 | AyananbHO-KHHECTETHUECKUE, IIpeayCcMaTpUBAIOLIe
U 3pEHHUS BOCTIPUATHUS MOCTyIUIEHHE y4eOHOW HH(OpMAIMKM MOCPENCTBOM CllyXa U
uHpOpMaLUu: OCs3aHUs.

oCsI3aTeNIbHO- MoryT HCHONb30BaThCS MPH YCIOBHM, YTO BHU3YalbHas

CIIyXOBOH uHpopmanus OyaeT amanTupoBaHa AJIS JIHIl ¢ HAPYIICHUSIMH
3peHus:

CnaboBujsnye. | BU3yalbHO-KHHECTETUYECKUE, TPEANOIAraolue nepejady u

Cnoco6 BOCIIpUATHE Y4eOHOW HMH(pOPMAIMKM TPH TIOMOIIU 3PCHUS U

BOCTIPUATHUS OCSI3aHUS;

uH(pOpMaIUu: ayJuo-BU3yajbHble, OCHOBAHHbIE HA MPECTaBICHUE yueOHOU

3PUTENBHO- uHpOpMAalUY, TPU KOTOPBIX 3aJCHCTBOBAHO 3PHUTEIBHOE H

0cs3aTeNbHO- CIIyXOBO€ BOCIIPHUSITHE;

CIIyXOBOI1 ayJIuo-BU3yaJbHO-KMHECTETHUYECKHe,  Oasupyroluecs Ha
NpeJCTaBIeHUH WHPOpPMALMK, KOTOpas TOCTyHaeT IIo
3pUTEITBLHOMY, CIIYXOBOMY U OCS3aTEIIbHOMY KaHajlaM
BOCIPUSTHE.

C ['myxue. Crioco06 | BU3yaJIbHO-KMHECTETHYECKHUE, MPEIoaralonye nepeaady u
HApYIICHUSIM | BOCTIPUSTHS BOCTIpHATHE y4eOHOM HMH(OpMAIMK MPH MOMOIIM 3PEHUS U
U cllyxa uH(pOopMauu: OCsI3aHUSI.

3pUTENBHO- MoryT HCHONb30BaThCSl TNPH YCIOBHUHM, 4YTO ayAHajbHas

OcCsI3aTeNIbHbII uHpopmanug OyaeT ajanTupoBaHa AJis JIHIl C HAPYIICHUSIMU
ciyxa:

Cnabocnslamue | ayAH0-BU3yallbHbIE, OCHOBAaHHBIE Ha Mpe/ICTaBIeHNE yu4eOHOM

) uHpOpMalUY, TPU KOTOPBIX 33JCHCTBOBAHO 3PHUTEIBHOE U

Crmoco06 CIIyXOBO€ BOCIIPHUSITHE;

BOCTIPUSATHUS ayaMaJIbHO-KUHECTETHUECKUE, IpeayCcMaTpPHUBAIOLIHE

UH(pOPMAIIHH: MOCTYIUIEHUE Yy4eOHOW MH(GOPMAIIMU MOCPEICTBOM CliyXa H

3pUTenbHO- OCsI3aHUs;

0CA3aTeNbHO- ayJIuo-BU3yaJbHO-KMHECTETUUECKHe,  Oasupyroluecs Ha

CIIyXOBOH NpeJCTaBIeHUH WHPOpPMALMK, KOTOpas TOCTyHaeT IIo
3pUTENBHOMY, CIIyXOBOMY U OCSI3aTEIbHOMY KaHajlaM
BOCTIPUSITHE.
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C Cnoco0 BU3YaJIbHO-KHHECTETHUECKHUE;
HapyImCHUAM BOCIIpUATHUA ayauo-BU3yallbHLIE,
1 OTIOpHO- HHpOpMALHH: ayJIMabHO-KUHECTETUUECKUE;
ABUIATCIIBHOT | 3SPUTEIILHO- ay/In0-BU3yaTbHO-KHHECTCTUIECKHE.
0 ammapara 0CsI3aTeNbHO-

CIIyXOBOM

Tabmuma 7.2. — CriocoObl agantamnui 00pa3oBaTeIbHBIX PECYPCOB.
YcnoBHbIE 0003HAUEHUS:

«+» —o0OpazoBaTenbHbIi pecypc, He TPeOYIOIUil afanTauy;

«A®Dy — amanTUpOBaHHBIN GOpMAT K OCOOCHHOCTSIM MpHeMa-Tepeayr HHPOpMaIiu

oOyuaromuxcst uHBanuo0B U ui ¢ OB3 popmat o6pazoBaTeabHOTroO pecypca, B TOM YUCIIE C
MCTIOJIb30BAHUEM CIICIUATIBHBIX TEXHUYECKUX CPECTB;
«AD»— anbTepHATUBHBIN SKBUBAJICHT UCIIOJIB3YEMOT0 pecypca

Kateropuu Oo0pa3oBaTte/ibHbIE Pecypcehl
o0yyaromuxcs 1o DJICKTPOHHBIE IleyaTHbIE
HO30JI0THUSIM TUMeIna rpaguyeckue | ayauo TEKCTOBBIE,
3JIeKTPOHHbIE
aHAJIOTH
ne4YaTHbIX
H3IaHui
C Crnernblie AD AD + AD AD
HapyIICHUS (Hammpumep, (manpumep, | (Hampumep,
MU 3pEHUS CO3/IaHHE ayamo MeYaTHBIN
MaTepUaIbHO OTIHCAaHUE) MaTepua,
i Mmonenu BBITIOJTHEHBI
rpaguIecKoro i penbedHo-
o0BekTa TOYEUHBIM
(3Dmonenm) mpudToM
JI.bpaiins)
CnaboBun AD AD + AD AD
s
nye
C I'myxue AD + AD + +
HapyIIeHUs (Hanpume
MU ClTyXa P,
TEKCTOBOE
OIHCaHue,
THIep-
CCBUIKH)
Cnabocn AD + AD + +
BIIIT
anue
C HapymeHUsIMHI + + + + +
OTIOPHO-
JBUTATEITLHOTO
anmnapara

Tabmuua 7.3. - @opMbI KOHTPOJIS U OLIEHKH Pe3yabTaToB 00ydeHUs: MHBaIUA0B U jul ¢ OB3
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Kareropuu @opMa KOHTPOJISl ¥ OLIEHKH Pe3yJbTATOB 00y4eHUs
o0yuyarwumuxcst
M0 HO30JI0THAM

C HapymeHMsMHU | yCTHasi IpOBepKa: AUCKYCCHH, TPEHUHTH, KPYTJIbIe CTOJIBI, COOeCce0BaHus,
3peHus YCTHBIE KOJZIOKBUYMBI H IP.;

C UCIIOJIb30BaHUEM KoMITIbloTepa U criermanbHoro I10: pabota ¢

3JIEKTPOHHBIMU 00pa30BaTEIbHBIMH PECypcaMu, TECTUPOBaHUE, pedepatsl,
KypCOBBIE TIPOEKTHI, TUCTAaHIIMOHHBIE (POPMBI, €CITH TIO3BOJISIET OCTPOTA 3PEHHS -
rpadudeckue paboTsl U Ip.

C napymeHusmMu | — MUCbMEHHAsT  TMPOBEpPKa:  KOHTPONbHBIC,  rpaduueckue  pabOTHI,
ciyxa TECTUPOBAHUE, JOMAIIHHUE 3aJlaHusl, 3CCe, MUChbMEHHbIE KOJJIOKBUYMbI, OTYETHl U
Ap-;

C UCIOJIb30BaHUEM KOMITbIOTEpa u crierinanbHoro [10: padoTa ¢

AJIEKTPOHHBIMU ~ 00pa30BaTEIbHBIMH pEeCypcaMu, TECTHpPOBaHUE, pedepaTsl,
KYPCOBBIE MPOEKTHI, rpadyuuecKre padoThl, JUCTAHITMOHHBIC (DOPMBI U JIP.

C HapymICHUSAMH | MMCbMECHHAs IIPOBEPKA, C MCIOJb30BAHMUECM CIICIIMAJIBHBIX TCXHUYCCKUX

OIIOPHO- CpeICTB (aJIbTEPHATUBHBIX CPEJICTBA BBOJA, YIIPABICHUS KOMIIBIOTEPOM H JIp.):
JBUTaTEILHOTO | KOHTPOJbHBIE, Tpaduueckue paboThl, TECTUPOBAHUE, TOMAIIHUE 33/1aHus, 3CCe,
ammapara MUCbMEHHBIE KOJUIOKBUYMBI, OTYETHI U JIP.;

yCTHAas POBEPKA, C UCTIOIH30BAHNEM CIICIIUAIBHBIX TEXHUYECKUX CPEJICTB
(cpencTB KOMMYHUKALIUN): TUCKYCCUH, TPEHUHTH, KPYTJIbIE CTOJIBI,
cobece10BaHUs, YCTHBIE KOJUIOKBUYMBI | JIp.;

C UCTIOJIb30BaHUEM KOMITbIoTepa U criernaibHoro [10 (anbTepHaTUBHBIX
CpPEeZACTB BBOJIa M YIPABJICHUS KOMIIBIOTEPOM H JIp.): paboTa ¢ 3JeKTPOHHBIMH
00pa3oBaTeNbHBIMH PECYpPCaMH, TECTUPOBAHKE, pedepaThl, KypCOBBIC TPOCKTHI,
rpadudeckue paboTsl, TUCTAHIUOHHBIE (POPMBI - IPEANOYTUTEIbHEE
00y4JaloMMMCsl, OTPAaHHYCHHBIM B MEPEABMIKECHUH U JIP.

7.1. 3AJAHMA JIA TEKYIIEI'O KOHTPOJIA 1A THBAJINI0OB U JINIL C
OI'PAHUYEHHBIMU BO3MOXKHOCTAMH

Texymmii KOHTPOJIb U MPOMEKYTOUHAS aTTECTAIUS 00yJaIOUINXCsl MHBAIUIO0B U jui ¢ OB3
OCYILIECTBIISIETCS] C UCIIOIb30BAaHUEM OLIEHOUHBIX CPECTB, aJalTUPOBAHHBIX K OTPAaHUUYEHUSIM MX
3JI0pOBBS U BOCTIPUATHS HH(OPMALIUK, B TOM YUCIIE C UCTIOJIb30BAHUEM CIIEIUATBHBIX TEXHUYECKUX
CPEICTB.

Texkymuit KOHTPOJIb YCIIEBAEMOCTH JIJIs1 00 y4JaroImuxcsi ”HBaHI0B 1 jinil ¢ OB3 HanmpasieH
Ha CBOEBPEMEHHOE BBISBJICHHE 3aTPyIHECHUI 1 OTCTaBaHUs B 00y4E€HUH U BHECEHHSI KOPPEKTUBOB B
yueOHYI0 AeSITeNbHOCTh. BO3MOXXHO OCYIIECTBIIEHHE BXOJHOTO KOHTPOJS VIS ONpEAeTeHUs ero
CIOCOOHOCTEH, 0COOEHHOCTEH BOCTIPUATHS M TOTOBHOCTH K OCBOCHHUIO y4eOHOT0 MaTepHara.

7.2.  3AJAHMS JJId MPOMEXKYTOYHOM ATTECTAILIUA JIJI1 UHBAJIUIOB U
JIML C O'PAHUYEHHBIMH BO3MOKHOCTAMM

dopma NPOMEKYTOUHOW AaTTECTAlMU YCTAHABIMBACTCA C YYETOM WHIAMBHUAYAJIbHBIX
MCUXO0(PU3NIECKIUX OCOOEHHOCTEH (YCTHO, MUCHhMEHHO Ha Oymare, MMCbMEHHO Ha KOMITBIOTEPE, B
dbopme TectupoBaHuMs U T.1.). lIpy HEOOXOAMMOCTH OOYYAOIIUMCS TPEIOCTABISETCS
JIOTIOJTHUTETIFHOE BPEMs JIJIs IIOATOTOBKH OTBETA.

[IpomexyTouHast arTecTamusi, Mpu HEOOXOIMMOCTH, MOXKET IMPOBOJUTHCS B HECKOIBKO
sTamoB. [lJis 3TOTO PEKOMEHAYETCsS WCIONIb30BaTh PYOECKHBIM KOHTPOJIb, KOTOPBIA SIBISETCS
KOHTPOJBHOH TOYKOM 10 3aBEPIICHUI0 W3YYCHUS pas3felia WIAd TEMbl JUCIHUIUIAHBL,
MEXIUCIUTUTMHAPHOTO Kypca, TPAaKTUK U €€ Pa3JelioB ¢ LENbI0 OIICHUBAHHS YPOBHSI OCBOCHUS
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nporpaMMHOro Mmarepuana. @OopMbl U CPOK MPOBENEHUS PYOECKHOTO KOHTPOJS ONPEASISIIOTCS
npernogaBaTeaeM (MacTepoM IPOW3BOJACTBEHHOTO OOy4YeHHs) C y4eTOM HHIUBHIYaJbHBIX
NCUX0(PHU3NUECKUX 0COOEHHOCTEH 00yUarOIUXCA.
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