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1. IEPEYEHb KOMIIETEHIIMI U 3TAIIBI X ®OPMUPOBAHUS B IIPOIIECCE
OCBOEHMA JUCIIUAITJIMHDbI

1.1. @DOoH/ OLIEHOYHBIX CPEJCTB MpeIHa3HAUYEH JUI OLEHKH pe3yabTaToOB 00ydeHUs 1o
y4eOHON TUCITUTIIINHE.
Paboueit mporpaMmMoit TUCIUILTHHBI (MOIYJIsT) IPEAYCMOTPEHO (POPMHUPOBAHUE CIICAYIOIINX

KOMIIETECHITNH:

Tabmuua — 1.1 [lepeyens GopMupyeMbIX JUCHUTUTMHON KOMIIETEHIIUHA

Kon n naumenosanue
KOMIETEHIIUU
BBIMTYCKHHUKA
ITK-5 Cnocoben
(bopmMHpOBaTH CHCTEMY
TEXHOJIOTUYECKHUX U
OpraHU3aIMOHHBIX
pEerJamMeHToB U
CTaH/IapTOB
NpEINPUSITHI
TOCTENIPUUMCTBA U/HITU
0O0IIIECTBEHHOIO ITUTAHUSA

Kox u HaumenoBanue

HHAUKaTOpa JOCTHXKCHUA

KOMIIETCHITHH
I1K-5.1 Cnocoben
pa3pabarbIBaTh
TEXHOJIOTHYECKHE U
OpraHHU3aIOHHBIC
perJamMeHThl U CTaHapThI
MPEATPUITHI
TOCTETIPUHUMCTBA H/WITH
OOIIECTBEHHOTO TUTAHHUS C
YYETOM OTPACIEBBIX HOPM,
TpeboBaHU
3aKOHOJATENbCTBA U
cerupUKA TPEITPHUITHS.

[Inanupyemblie pe3ynbTaThl
00yYeHUS TTO TUCIUIUINHE

3HaTh: OCHOBBI CEPBUC-IM3aiTHA U
MPUHIIUIIBI IPOSKTUPOBAHUS
KIIMEHTCKOTO ONbITa B UHAYCTPUU
TOCTEMPUUMCTBA U OOIIIECTBEHHOTO
MUTaHMS, OTPACiIeBble HOPMBI U
CTaH/IapTHI KAYECTBA
obcimy)kuBaHus1, TpeOOBaHMS
3aKOHOJIATeNIbCTBA (B T. 4. IO
3aIUTe TIpaB MOTpeOuTeneH,
CaHUTAPHBIM U TPOTUBOTIOKAPHBIM
HOpMaM, 00pabOTKe MEePCOHATBHBIX
JTAHHBIX ), TUTIOBBIC
TEXHOJIOTHYECKUE U
OpTraHU3aI[MOHHBIE MTPOIIECCHI Ha
HPEIPUITHIIX TOCTEIPUUMCTBA,
CTPYKTYPY H JI€MEHTHI
peraaMeHToB U CTaHAapTOB (IeJH,
00JacTh MPUMEHEHUS, POITU U 30HBI
OTBETCTBEHHOCTH, npouenypsl, KPI,
KOHTPOJIbHBIE TOYKH, TOPSIOK
aKTyaJIu3alyH ), METObI
CTaH/IapTHU3AIUU CEPBUCHBIX
MPOIIECCOB U (puKcanuu
MOJIb30BaTEIHCKUX CIIEHAPHEB
(CIM, kapThl B3aUMOJICUCTBHN),
Ty4IIie TPAKTUKU U OTPACIIeBbIC
OeHUMapKu 10 periaMeHTaluu
cepBuca, crocoObl yuéra crieupuKu
npennpusTus (hopmar, renesas
ayJIuTOpus, JIOKalUs,
NO3ULMOHUPOBAHKE) IPU
pa3paboTKe CTaHIapTOB.

YMeTh: aHATU3UPOBATH KIIMEHTCKUE
MyTH U BBISIBJIATH TOUKH KOHTAKTa
JUTSL CTAaHAAPTU3ALNH, OTIPEIEISTh
peleBaHTHbBIE HOPMBI U TPEOOBAHUS
JUTSI BKJTFOUCHHS B PETTIAMEHTHI,
MIPOEKTUPOBATH CTAaHAAPTHI
00CITy’)KUBaHUS C yUETOM
M0JIb30BATEIBCKOTO OMBITA U
OTIEPAIIMOHHON peann3yeMOCTH,



CTPYKTYpUPOBaTh ONUCAHHE
IPOIIECCOB B BUJIE MOMIATOBBIX
MHCTPYKUUH, KapT OTBETCTBEHHOCTH
U KPUTEpPUEB KaYeCTBa,
aJIaNTUPOBATh TUIIOBBIE PETIAMEHTBI
noJ crieu(puKy KOHKPETHOTO
MpEeANPUSTHS, 000CHOBBIBATH BHIOOD
nokasaresei 3(p(HeKTUBHOCTH U
KOHTPOJIbHBIX MPOLIEYD,
COTJIACOBBIBATH MPOCKTHI
peraamMeHToB ¢ IpodUIbLHBIMU
MOJIpa3ielIieHUsIMU U YTBEPKIATh B
YCTaHOBJIECHHOM MOPSJIKE,
AKTyaJIM3UPOBATh TOKYMEHTHI TIPU
M3MEHEHUHU BHEIIHUX YCJIOBUM MU
BHYTPEHHUX MPOIIECCOB, OIECHUBATH
BJIMSTHUE HOBBIX CTAHAAPTOB Ha
YAOBJIETBOPEHHOCTH TOCTEN U
OTIEpAITMOHHBIC METPHKH.

Baaaers HaBbIKAMHU: Pa3pabOTKH
TEXHOJIOTHYECKHUX KapT, KapT IMyTH
kinuenta (CJM), kapt
B3aMMOJICVCTBUN U CTaHAAPTOB
o0cyXUBaHUS, MPUMEHEHUS
MPOLECCHOr0 MOAX0Aa U HOTAlUW
OTIMCAHUS TIPOIIECCOB (OJIOK-CXEMBI,
MaTpuibl oTBeTcTBeHHOCTH, RACI),
paboThl ¢ HOPMATUBHO-TIPABOBOM
0a30i 1 OTpaciieBEIMU
CIPaBOYHHUKAMU /171 000CHOBaHUS
TpeOOBaHUI! K CEpBHUCY,
UCIIOJIb30BaHUs IU(POBBIX
UHCTPYMEHTOB (TEKCTOBBIE
penaktopsl, BPMN-cuctemsl, 6a3b
3Hanuil, Miro/FigJam ans xapr
CJM) nnsa obopmiieHus u
BU3YaIH3aI[UU PErIaAMEHTOB,
MIPOBEJICHUS BHYTPEHHETO ay/IuTa U
TECTUPOBAHUS CTAH/IAPTOB Ha
COOTBETCTBUE OXHUJAAHUIM rocTel 1
BO3MOXHOCTSIM II€pCOHaja, coopa u
aHajm3a 00paTHOM CBSI3U (OMPOCHI,
OT3BIBBI, HAOTIOACHHUS ) JJIsI
KOPPEKTUPOBKH PETJIaMEHTOB,
pacyéra nokasarenen

3 PeKTUBHOCTH CTaHIAPTOB (BpeMs
00CITyXKUBaHUS, 10JISI OTKJIOHCHUH,
NPS/CSI), obopmiienns
COTPOBOIUTEIHHON TOKYMEHTAIINH
(MOSICHUTENbHBIE 3aITUCKH, JINCTHI
COTJIaCOBAHUS, IPUKA3BI),
OpraHHu3aIy MUIOTHOTO BHEAPEHUS



[TK-5.2 CriocoGeH BHEAPSTH
Y aKTYaJIN3UPOBATH CHCTEMY
pEeriIaMeHTOB U CTaHAapTOB,
KOHTPOJIMPOBATH UX
COOJII0/ICHHE, aHATTM3UPOBATh
3¢ PEeKTUBHOCTHh MPUMEHECHHUS
¥ BHOCUTH KOPPEKTUPOBKHU Ha
OCHOBAHHWH OOpPaTHOU CBSI3H U
nokasaresei paboThl
TPEIIPUSTHSL.

1 00y4eHHs TIepcoHaja paboTe 1o
HOBBIM CTaHIapTaM, TPHUMECHECHUS
METOJIOB MPUOPUTHURALINU U OLIEHKU
PHUCKOB IIPH BHEJIPCHUH
periaMeHTOB.

3HaTh: NOPAAOK BHEAPEHUS U
aKTyaJlM3ally PerjJaMeHTOB U
CTaH/IapPTOB B MPEATIPUATHIX
TFOCTENPUUMCTBA U OOLIECTBEHHOTO
MUTAHWS, METOIBI KOHTPOJIS
COOJTIOICHHSI CTaH/IaPTOB (AyIUTHI,
YeK-JIMCThI, TAMHBLIA T'OCTh,
MoHuTopuHr KPI), mHCTpyMeHThI
OLIEHKU Y(PPEKTUBHOCTH
perimamentoB (NPS, CSI, Bpems
00CITyKUBaHUS, 10JISI OTKJIOHECHUH,
KOHBEPCHSI TOBTOPHBIX BU3UTOB),
crocoObI coopa 1 06paboTKu
00paTHO CBS3U OT TOCTEH U
nepcoHaIa, MPOIeayPhl BHECEHUS
M3MEHEHUH B HOpMaTHUBHbBIE
JIOKYMEHTHI U TIPaBHJIa UX
COTJIaCOBaHUs, TUIIOBbIE Oapbephl
NP BHEJIPSHUH CTAaHIAPTOB U
METO/IbI X MPEOI0ICHHUS,
oTpacJieBbie OEHUMApKH U METPUKHU
KayecTBa cepBUca, TPeOOBAHUS K
JIOKYMEHTHPOBAHUIO KOPPEKTHPOBOK
U OTYETHOCTH 110 pe3yibTaTam
KOHTPOJISL.

YMeTh: OpraHu30BbIBaTh MO3TATHOE
BHEJIPEHUE CTAaHIapPTOB U
peryiaMeHToB (IOATr0TOBKA,
MUJIOTUPOBAaHUE, MaCIITAOUPOBAHHE,
00y4eHue), BHICTpauBaTh CUCTEMY
MOHHMTOPHHTA ¥ KOHTPOJIS
colOuoieHus TpeOOBaHUH,
COTIOCTABJISATH (PAKTHUECKHE
MOKA3aTeIH CepPBUCA C I[EIEBBIMU
3HAYEHUSIMU U BBISBIISATH
OTKJIOHEHUSI, aHATTU3UPOBATh
npu4rHBI HeA()PEKTUBHOCTH
NEHCTBYIOMINX PErIaMEHTOB C
y4€TOM KJIIMEHTCKOT'O OIbITa U
OTIEpAIIMOHHON HArpy3KH, COOUpaTh
¥ CUCTEMaTHU3UPOBATh OOPATHYIO
CBSI3b M3 PA3HBIX KAHAJIOB (OT3BIBHI,
OTIPOCHI, JKaja00bl, HAOTIOICHHUS ),
pa3pabarbIBaTh MPEASIOKEHUS 10
KOPPEKTUPOBKE CTaH/IapTOB Ha
OCHOBE JIAaHHBIX U METPUK,
COTJIACOBBIBAaTh U3MEHEHHUS C



npoUIBLHBIMU TOJIPa3AeIECHUSIMU U
YTBEPXkKAATh B YCTAHOBICHHOM
MOpsJIKE, OLIEHUBAThH
HDKOHOMUYECKHUU U CEPBUCHBIN

3 dexT OT aKTyaIM3anun
CTaH/IapTOB, AAANTUPOBATH
JIOKYMEHTBI 10 crienu UKy
OPEIIPUATHS] U1 MEHSIOIIUECS
YCJIOBHS paOOTHI.

BiageTs HaBBIKAMHU: TTPOBEICHUS
ayJIUTOB KauecTBa U MPOBEPOK Ha
COOTBETCTBHUE CTaHAapTaM (B T. 4. C
MPUMEHEHHUEM YEK-JIUCTOB,
dorodukcanuu, CrieHapueB TAHOTO
TOCTsI), UCIIOTH30BaHUSI IIU(PPOBHIX
uHctpymeHToB (CRM, PMS,
BPM-cuctemsl, maatdhopmsbl 1
OTIPOCOB, AAIOOP/bI) TSI KOHTPOJIS
U yuéra COOIOICHNS CTaHJapTOB,
pa3pabOTKU JOPOKHBIX KapT
BHEJIPCHUS U TUTAHOB aKTyalu3aluu
periaMeHToB, OpraHu3auu
00y4YeHHSI U MHCTPYKTaKen
nepcoHalia Mo HOBBIM U
OOHOBJIEHHBIM CTaHJApTaM,
IMPUMEHEHHUS METOJIOB aHaN3a
JIAHHBIX (CBOJHBIC TAOIHIIBI,
JarpamMMbl, KOpPEISIMOHHBIH
aHaJn3) ISl OLICHKU
3(PEeKTUBHOCTH CTaHIAPTOB,
MPOBEJICHUS MIJIOTHBIX 3aITyCKOB U
A/B-TecTupoBaHus U3MECHEHHUI B
cepBuce, 0QpOpMIICHHS
KOPPEKTUPOBOK, JICTOB
COTJIACOBaHUS U MPUKA30B, PabOTHI C
KanobaMu U MPeIoKEHUSIMHU KakK
HUCTOYHUKOM OOPATHOM CBSI3U ISt
yIy4dIlIeHUs! CTAaH1apTOB, pacuéra
nokasaresei 3(pHeKTHBHOCTH
(Bpemst oOCy>KUBaHUS, TS
HapyILIEHUN, YPOBEHb
yIIOBJIETBOPEHHOCTH, KOHBEPCHS),
KOOPJMHAIINH B3aUMOICHCTBUS
noJipa3/iesieHui Ipy aKTyaJu3aluu
HOPMAaTUBHOU 0a3bl, MOATOTOBKHU
AQHAIUTUYECKUX OTYETOB U
pEKOMEHIalui IO
COBEpIICHCTBOBAHUIO CHCTEMBI
CTaH/IapTOB.

1.2. BxomHoil ypoBeHb 3HaHUMN, yMCHHH, OIbBITA JEATEIBHOCTH, TPEOYEMBIX IS
dbopMUpOBaHUS KOMITETEHITUH:



OOyyJaromuiicst TOJKEH:
[l OpHEHTHPOBATHCSA B OCHOBHBIX ITOHATUAX TypU3Ma, TOCTEIPUUMCTBA U CEPBUCHOMN
JIeSATEIbHOCTH;
(] 3HaTh OCHOBBI (JOPMHUPOBAHUS U PEATH3AIMH TYPUCTCKOTO MPOIYKTA;

'] MOHMMATh NMPUHLIHUIIEI OPraHU3ALUH ITPOLIECCOB OOCITY>KUBAHUSI TOTPEOUTEICH;
'] Bmazeth 0A30BBIMU 3HAHUSAMH B 00JIACTH MAPKETHHTa, MCHE/DKMEHTA U KIIMEHTCKOTO

CepBuCa;

] aHaJIM3MPOBATH MOTPEOHOCTH U OXKHJIAHHS MOTPEOUTENCH TYPUCTCKHUX YCIIYT;

"] MCHOJB30BaTh COBPEMEHHBIC MHPOPMAIIMOHHBIC TEXHOJIOTHH IS TIOUCKa, 00pabOTKH U
aHaju3a nHpopManuu;

U MPUMCHATH METOABI UCCIICAOBAHUA KIIMCHTCKOI'O OIIbITAa U OLICHKU KauCCTBA YCIIYT,

'] MCHOJB30BATh HHCTPYMEHTHI MPOEKTHON ACATEIBHOCTH IPU pa3paboTKe TyPUCTCKUX

MPOIYKTOB;

[] mOoAroTaBIMBATh AaHATATUYECKHUE MaTCpHralibl, MPE3CHTAINU WU IMIPOCKTHLIC IPEIJIOKCHUA,

'] paboTaTh B KOMaH/€ MPU BBITOJIHEHUH MPAKTUYECKUX U MIPOSKTHBIX 3aJaHHMH.

2. CTPYKTYPA ®OC 1O JUCHUIIJIUHE
OreHKa TPOBOIUTCS METOJIOM COIOCTABJICHUS IapaMEeTPOB MPOJAEMOHCTPUPOBAHHOTO

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

Ta6mmma — 2.1. OObEKTHI OIEHUBAHUS 1 HANMEHOBAHUE OIICHOYHBIX CPEJICTB

Homep n ®opMbI OOBEKTHI OLICHUBAHHUS Bun zansatus /| @opma
HAaUMEHOBAHHME | TEKYILIETro HaumeHnoBanu | mpoBeaeHH
pas3znenos/TeMm KOHTPOJIS € OLICHOYHBIX sl OLEHKH
yCIeBaeMOCTH CPEICTB
/ hbopmbl
MIPOMEXYTOUYHO
U aTTecTanuu
1. Beenenue B Texymmit OcCHOBHBIE TOHATHUA I13: aganus VcrHas,
CEpBUC-IU3aliH | KOHTPOJIb CepBHC-IHU3alHA. KENCOB, MMUCbMEHHA
[TpunuMmnE! cepBuc- JTOKJIaJIbI, s
nu3apHa. NpEe3eHTalu
KnuentoopueHTHpOBaHH
bIil moaxo. Pone cepBuc-
nu3aiHa B
dbopmupoBaHUU
TYPUCTCKOTO MPOAYKTA.
2. Texymmit Customer Experience [13: ananu3 VYcrHag,
Uccnenosanue KOHTPOJIb (CX). Customer Journey KJIMEHTCKOTO MUCbMEHHA
noTpedHoCcTEN Map (CIM). Persona. OIbITA, Py
norpedurenen Empathy Map. Meroast MOCTPOEHHUE
TYPUCTCKUX UCCIIEIOBAHNS CIM
yCIIyT NOTPEOHOCTEN KIMEHTOB.
3. Texymuit Service Blueprint. I13: YcrHas,
[IpoekTpoBaH | KOHTPOJb Touchpoints. MOCTPOEHHUE MUCbMEHHA
1€ TYPUCTCKOIO [IpoexkTupoBanue Service A
MPOJIYKTa CEPBUCHBIX MPOIIECCOB. Blueprint,
CpelcTBaMH dopmMHpoOBaHUE pelieHue
CepBUC-IU3aliHA TYPUCTCKOTO MPOAYKTA KeicoB
Ha OCHOBE CEpPBUC-
NU3anHa.
Tewmsr 1-3 KonTponbHas IIpoBepka 3HaHUH 11O AHnanutnuecka | Ilucemenna
Touka Nel OCHOBaM CEpBHUC-IM3aiiHa | s paboTa P
U MeToJlaM uccienoBanus | (pedepar)
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noTpeOHOCTEH
noTpeouTesnei

4. Design Texymuit Mertononorus Design [13: pemenue VYcrHas,
Thinking B KOHTPOJIb Thinking. I'enepauus IIPOEKTHBIX IIMCbMEHHA
CepBUC-TU3aITHE 1501(S% 8 3a71a4 P
[IporoTunupoBanue
CEPBHUCHBIX PEUICHUI.
5. Hudposoit Texymmmit CoBpemennbie niudposbie | [13: ananmu3 VYcrHas,
CepBHUC-AM3aliH | KOHTPOJIb CEPBHUCHI. U (POBBIX MMCbMEHHA
OMHUuKaHaJIbHBIE CEPBUCOB, A
TEXHOJIOTHH. pa3paboTka
HckyccTBeHHBIN KOHIICHIIUHN
MHTEJJIEKT.
IIpoexTupoBanue
M (ppoBOTO KIIMEHTCKOTO
OTIBITA.
6. YnopasieHue Texymmit MeToObI OLIEHKHU I13: aganus VcrHag,
KaueCTBOM KOHTPOJIb KauecTBa CepBUCA. KauecTBa MHUCbMEHHA
KJIMEHTCKOTO SERVQUAL. CSI. NPS. CepBHCa, P
OmbITa Ananuz pelienue
YAOBJIETBOPEHHOCTH KeicoB
KJIMEHTOB.
7. Texymuit Onenka 3¢ dextuBaoctu | [13: ananus VYcrHas,
DKOHOMHMYECKA | KOHTPOJIb CEPBUCHBIX pEUICHUH. nokasarelein MHUCbMEHHA
s LTV. Retention. 3 dexTuBHOCT | A
3¢ HEKTUBHOCTD DKOHOMUYECKUN d3PPEeKT | U
cepBUC-AM3aiiHa BHEJJPEHUS CEPBHC-
nu3apHa.
8. Pa3paboTka Texymmit IIpoexktupoBanue HoBoro | [13: 3ammra VYcrhas,
CEPBUCHOTO KOHTPOJIb WJIM COBEPIIEHCTBOBAHUE | CEPBUCHOTO MHUCbMEHHA
MPOEKTa CYIIECTBYIOIIETO IpOeKTa o
TYpPUCTCKOTO MPOAYKTA.
[Toctpoenue Customer
Journey Map, Service
Blueprint u pa3paboTka
CEPBHCHOI'O PELLIEHUS.
Tembl 48 KonTponbnas IIpoBepka 3HaHUM 110 TectupoBanue | IlucbmenHa
Touka Ne2 METOJIaM Py

POEKTUPOBAHUS
TYpPUCTCKOTO MPOAYKTa,
U (POBBIM TEXHOJIOTUIM
Y YIIPaBJICHUIO
KJIMEHTCKUM OIBITOM

3. IOKA3ATEJIX U KPUTEPUU OLIEHKHA KOMHETEHHI/II71
OrieHKa 3HaHWUM, YMEHUH, BIQJICHUI BBIPAYXKAETCS B MATHOAJUILHON CHCTEME.
Tabmuna — 3.1. Tekymwmii KOHTPOIb

Ne | Bunsl HeynosnerBopu | YnosieTrBopu Xopormo (4 Otmmuno (5 6amioB)
pabor TenbHO (2 TenpHO (3 Oasa)
Oaia) 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 o0CYyXKIeHNUH, aHATU3UPYET
3aHATUAX OCHOBHBIX o0CyXXIeHHH, JEMOHCTPUPYE | COBpPEMEHHbIE
MOHATHIA JIOITYCKaeT T 3HaHUE MOJIXO/IbI K CepBHC-
CepBUC-AM3aliHa | CYLIECTBEHHBI | OCHOBHBIX TU3aiHy, TPUBOJIUT
" € OIIMOKY MPU | METO/IOB MPAKTUIECKHE
MPOEKTUPOBAHU | OTBETaX CepBHUC- pUMEpPHI U
Sl TYPUCTCKOTO nu3aiiHa v npeiaracT
MPOIyKTa COBpPEMEHHBIX MHHOBAIIMOHHBIE
TEXHOJIOTUI peleHus
MIPOEKTUPOBAH
Us yCcIyr
Pa6orana | He yuactByer B | Brmosnser Camoctositens | JlemoHCTpupyet
PAaKTU4e | BBIMOJHCHUH 3aJlaHus C HO BBICOKHI YPOBEHb
CKHX MPaKTUYECKUX MTOMOLUIBIO aHaJIU3UPYeT aHanm3a,
3aHATHSIX | 3aJlaHui, HE npernojaBaTesl | KIHCHTCKHMA UCIIONIB3YET
(pemenue | crmocoOeH s, TOTTyCKaeT OTIBIT, COBPEMEHHBIC
KEWCOB) MPEITIOKUTH OITMOKY TIpU MPUMEHSIET UHCTPYMEHTBI
pelIeHne Keiica a”Han3e METOIBI CepBHC-IH3aiiHa
KITUEHTCKOTO CepBUC- (CJM, Service
OTIBITA U nU3aifHa, Blueprint, Design
IIPOEKTUPOBAH | Mpejlaract Thinking),
WU cepBHca 00OCHOBaHHbIE | Mpeajaraer
pelieHus OpUTHHAIILHBIC U
MPAKTUYECKH
peanuzyemble
pelieHus
Beimonae | Ilpaktuueckas Pabota Pabota PaGoTa BeImoHeHa
HUE paborta He BEITIOJTHEHA BEITIOJTHEHA MOJTHOCTHIO,
MpakTU4e | BBIMOJIHEHA YaCTUYHO, MPaBUJIBHO, MPEIOKEHBI
CKUX 160 UMEIOTCS BBIBO/IBI COBPEMEHHBIE
pabor BBITIOJTHEHA C OImUOKH B 000CHOBAHHI, CEPBHUCHBIE
CYUIECCTBEHHBIM | aHAIM3E U UMEIOTCS pEUIeHUS, TPOSKT
U olIMOKaMu MPOEKTUPOBAH | OTJEJIbHBIE COOTBETCTBYET
WU cepBHCa 3aMe4yaHus TpeOOBaHUSAM
KIIMEHTOOPUEHTUPO
BaHHOCTH U
MHHOBAIIMOHHOCTH
ITogroros | [loknan He Tema Tema IIpencrasien
Ka COOTBETCTBYET packpbiTa packpbiTa rIIyOOKHi
JOKJIaaa TeMe, JaCTUYHO, TOJTHO, AHATUTUYECKUN
(mpe3eHTa | OTCYTCTBYIOT MaTepuan WCIIOJIb30BAaHbl | MaTepuall,
100707 BBIBOJIBI U U3II0KEH COBpEMEHHBIC UCIIOJTb30BaHBI
aHaIn3 MOBEPXHOCTHO | MPUMEpPHI U COBpPEMEHHbIE
npodeccuoHan | HWccIeIoBaHUs,
bHas Jy4lne
TEPMHUHOJIOTUSI | OTEYECTBEHHBIC U
3apyOeKHbIE
MPAKTUKU CEPBUC-
nu3anHa
Pazpabot [TpoexT He [Ipencrasnen Pazpaboran Pa3zpaboran
Ka COOTBETCTBYET bl OT/ICTLHBIC CEPBHCHBII KOMIUTCKCHBIN
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CEpBHCHO | 3aJjaHHIO, AJIEMEHTBI MPOEKT, CEPBUCHBII MPOEKT
ro OTCYTCTBYET CEpBUCHOTO MIPOBE/ICH C UCIIOJIb30BaHUEM
IpOeKTa aHan3 MIPOEKTA, aHaIn3 COBPEMEHHBIX
noTpedHoCcTEN BBIBOJIbI MOTpeOHOCTEN | METOHOB CEpBHC-
noTpeduTeneil ¥ | HEJOCTaTOYHO | KIIMEHTOB, nu3aiiHa, THPPOBBIX
MPOEKTHOE 00OCHOBAHBI MPEUI0KEHBI TEXHOJIOTHH U
pelieHue pelIeHus o UHCTPYMEHTOB
COBEPILICHCTBO | MPOEKTHPOBAHUS
BaHUIO KIIMEHTCKOTO OIBITA,
TYpPUCTCKOTO 00ocHOBaHa
MPOJIyKTa 3 PEeKTUBHOCTD
IPEIOKEHHBIX
peleHui
6 | 3amwura He criocoben IIpencraBnsier | YBepeHHO [IpodeccuonansHoO
CEpPBHCHO | NPEICTaBUTh MIPOEKT C MIpe/ICTaBIsIeT 3alUIIAET IPOEKT,
ro pe3yJbTaThI MTOMOIIBIO MIPOEKT, JIeMOHCTPHUPYET
IpOEeKTa paboThl U npenojaBaTesl | apryMEHTUpYE | BBICOKHI ypOBEHb
OTBETUTH Ha I, OTBETHI T BJIQJICHUS METOJIaMU
BOIIPOCHI HEMOJIHbIE mpejjaraéMbple | cepBUC-AM3aiiHa,
CEpBUCHBIE 000CHOBBIBAET
perieHus 3 PeKTUBHOCTD
MPOEKTHBIX
pelIeHui u
npeiaracT
MHHOBAIIMOHHBIE
MOJIXOJTBI K
(bopMHUPOBAHHIO
TYPHCTCKOTO
MPOIYKTa

Kputepun ouennBanus GopMymupyroTcs sl KaXkKI0W KOMIIETCHLIUH U OTPAKAIOT AEATEIbHOCTD
00y4aroIerocsi, HOIA0ITyI0Cs H3MEPEHUIO.
Tabmuua — 3.2. O600111eHHbIe KPUTEPUH OIICHUBAHUSI OCBOCHUS! KOMITETCHIIU:

HeynosnerBopurenn Y 1oBneTBOpUTEIH Xoporio (4 6amna) Otauyno (5 6amioB)
HO (2 Gama) 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 CUCTEMHBIEC 3HAHUS r1yOOKHEe 3HAHUS
COBPCMCHHBIX OCHOBHBIC 3HAHUA COBPCMCHHBIX COBpPCMCHHBIX METOI0B

METOJIOB CEpBHC-
JM3aiiHa, He BiaJieeT
OCHOBHBIMH
IMOHSATHAMH
JHUCIUIUIMHEL, HE
CIOCOOCH MPUMEHSTh
WHCTPYMEHTHI
MPOCKTUPOBAHUS
TYPUCTCKOTO
MPOAYKTA U aHATU3a
KJINEHTCKOTO ONbITa

B 00J1aCTH CEepBHUC-
JIu3aiHa,
MMOHUMAET
TIPUHITUITBI
MIPOCKTUPOBAHUS
TYPUCTCKOTO
MPOJYKTA U
OpTraHu3aIuu
KJINEHTCKOTO
OIIbITa, CIOCOOEH
PUMCHSITh

METOJIOB CEpBHUC-
JM3aiiHa, yMeeT
HCCIIEIOBATh
MOTPEOHOCTH
noTpedurenei,
MIPOEKTUPOBATh
TYPUCTCKHUI
MPOJYKT,
MPUMEHSITD
WHCTPYMEHTBI
aHaJM3a

CepBHC-IHM3aiiHa,
CBOOOJHO IPUMEHSIET
UHCTPYMEHTHI
Customer Journey Map
(CIM), Service
Blueprint, Design
Thinking u uudposie
TEXHOJIOTUH TIPH
POCKTHPOBAHUT
TYPUCTCKOTO MPOYKTA,
pa3pabaThIBacT
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[PU PEIICHUN
npodeccuoHaTbHBIX
3aja4.

OTJENTbHBIC KITMEHTCKOTO ONbITAa | WHHOBAIIMOHHBIC
METO/IbI CEpPBHC- U CaMOCTOSITEIILHO CepBUCHBIEC pEIICHUS,
JU3aitHa mpu paszpabaThiBaTh 000CHOBBIBAET UX
PELICHUH TUIOBBIX | PELIEHUS 10 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. llkana kpuTepreB OLICHUBAHUS KOMIIECTCHIUI

Ounenka Copepxanne
HeynosnerBopurenbHo | JleMOHCTpUpYET HEMOHUMAaHKE MTPOOJIEMBI, HE BOCIIpUATHE MaTepuaina. Pabora
(2 6amra) HE3aKOHYEHA W/UIIK 3TO IJIaruaT
JleMOHCTpHUpYET YaCTHYHOE MOHUMaHUe IPo0JIeMbl. BoIbIIMHCTBO TpeOOBaHMIA,
Y IOBIETBOPUTEIHHO | IPEABSBISAEMBIX, K 3aJIAaHUIO BBIIIOJIHEHBI. BiaieHue 3eMeHTaMu 3aIaHHOTO
(3 Gamna) Martepuana. B 0CHOBHOM BBITIOJIHEHHBIN MaTepyai MOHATEH U HOCUT LEIOCTHBIN
XapakTep
JeMoHCTpHpYeT 3HAaUNTENbHOE TOHIMAaHKE TIPOo0IeMbl 0003HaYEHHOI
Xoporio JTUCIIMILTUHON. Bee TpeOoBaHus, peabBIIsseMbIe K 3a]JaHHIO BBIITOJIHEHBI.
(4 6amra) ConeprxaHne BBITIOTHEHHBIX 3aIaHANA PACKPBITO M PACCMOTPEHO C Pa3HBIX TOUYECK
3peHust
JleMoHCTpUpyeT  TOJIHOE  TIOHMMaHWe  mpodOiembl. Bce  TpeboBaHws,
0 MPeIbIBISIEMbIE K 3aJaHUI0 BEITOTHEHBI. [IpOJeMOHCTPHUPOBAHO YBEPEHHOE
5 gﬁ;ﬁg) BJIa/ICHWE MaTepHaJIOM TUCIHIUINHBI. BBIMONTHEHHBIE 3aJaHUSI HOCST LEIOCTHBIX
XapakTep, BBIMOJHEHBI B TMOJHOM OOBEME, CTPYKTypHPOBAHBI, IMPEICTABICHBI
pa3IUYHBIC TOYKH 3PEHHsI, TPOJAEMOHCTPUPOBAH TBOPUECKUH MOAXOT

[kanel olEHMBaHMS U TMPOLEAYpPHl OLICHUBAHMS PE3yIbTATOB OOYUEHHUS MO JAUCLHUIUIMHE
pernamentupytorcst [lonoxkeHueM O TeKylleM KOHTPOJIE YCIEBAEMOCTH U IMPOMEKYTOUHOM
aTTecTaluy oOydyaroluXcs 1Mo MporpaMmmMam BBICIIET0 00pa30BaHMUS.

5.NEPEYEHD 3AJJAHUI 11O JUCUUILINHE

5.1.

SAJAHUA JJIA TEKYIHEI'O KOHTPOJIA:

Tabmuma - 5.1 [lepedens 3agaHuii TEKYIIETO KOHTPOJIS U UX HAMMEHOBAHWE

HaumenoBanue Coneprkanue 3a1aHus

OLICHOYHBIX CPENICTB

IIpaxkTrueckue Tembl npakTHueckux 3aad: Tema 1. AHanNU3 KIMEHTCKOIO ONbITa IpU
3a71a4u okazaHuu Typuctckux ycayr.Tema 2. [Toctpoenue 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. AHann3 ToueK
koHTakTa (Touchpoints) knueHTa ¢ opranmusanueid. Tema 6.
[IpoexTpoBaHHEe CEPBUCHOTO MPOIIECCa TOCTUHUYHOTO
npeanpustus. Tema 7. IIpoekTupoBanue CEpBUCHOIO MpoLecca
npeanpusTHs ooecTBeHHoro nutanus. Tema 8. PazpaboTtka
CEpBUCHOTIO pelIeHus ¢ ucnoib3oBanueM Design Thinking. Tema 9.
Amnanu3 xkauecTBa oocmyxuBanus ¢ npumenenneM SERVQUAL u
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NPS.Tema 10. PazpadoTka nudgpoBoro cepBrca st TYpUCTCKON
opranusanuu.Tema 11. IIpoexkTupoBaHne HOBOIO TYPUCTCKOTO
MPOAYKTa Ha OCHOBE METOA0B cepBuc-au3aiiHa. Tema 12. [TonrotoBka
KOMIUIEKCHOTO CEPBUCHOTO MTPOEKTA MO COBEPIICHCTBOBAHHIO
TYpPUCTCKOTO MPOAYKTA.

Jlokman

Tewmsl noknanos: 1. CoBpeMeHHbIE KOHLIETIUN CEPBUC-AN3aliHa.2.
CepBuc-r3aitH Kak HHCTPYMEHT (DOPMUPOBAHUS TYPHUCTCKOTO
npoxaykra.3. Customer Experience (CX) B HHAyCTpUU TypU3Ma U
rocrenpuumctia.4. Customer Journey Map kak HHCTpYMEHT aHaju3a
KJIMEHTCKOTO onbITa.S. Service Blueprint B mpoekTupoBaHUH
cepBUCHBIX mporieccoB.6. Metomonorus Design Thinking B cepe
typusma.7. LHudposas Tpancopmarius CepBUCHBIX IPOIECCOB. 8.
OMHUuKaHaJIbHbIE CEPBUCHI B HHIYCTPUU TOCTENPUUMCTBA.9.
Hcnonp30BaHNne HCKYCCTBEHHOI'O MHTEIIEKTA B cepBUC-AU3aiiHe. 10.
[IpoexTupoBaHuE KIMEHTCKOTO OMbITa B TOCTUHUYHOM On3Hece. 1 1.
[IpoexTupoBaHKEe KIMEHTCKOTO ONbITa B pecTopaHHOM OuzHece.12.
HNuctpymenTs! onienkn kauectBa ceppuca (SERVQUAL, NPS, CSI).13.
MHHOBaIIMOHHBIE CEPBUCHBIE TEXHOJIOTUU B TypusMe. 14.
KnueHToopreHTHPOBaHHOCTh KaK OCHOBA KOHKYPEHTOCTIOCOOHOCTH
TYpPUCTCKOTO NpoayKTa.l5. Jlyumme MexayHapogHble TPaKTUKN
CepBUC-AM3aliHa B TypU3Me U roctenpuumMctse. 16. [{udpossie cepBrchl
¥ MOOMJIbHBIE TIPUIIOKEHHS B TypHu3Me. 1 7. DKOHOMHUUYECKast

3¢ PeKTUBHOCTH BHEAPECHUS CepBUC-TU3aiiHa.18. YnpaBienue
KJIMEHTCKUM OIIBITOM B UHAYCTpUHU rocrenpunmMctsa.l9. CoBpeMeHHbIe
TEHJICHIIMU Pa3BUTHS cepBUC-In3aiiHa.20. [lepcrieKTUBbI MPUMEHEHUS
CepBHUC-IIU3aiiHa MPH pa3padOTKe TYPUCTCKUX MPOAYKTOB.

Jlenosas urpa

[IpoexTupoBaHNE HOBOTO TYPUCTCKOTO CEPBUCA UIIH
COBEpILIEHCTBOBAHHUE CYIIECTBYIOIIETO MPOIecca OOCITyKUBAHHSL.
Pabora B mpoekTHOM TpyIe ¢ IpuMeHeHHeM MeTo10B Design
Thinking, moctpoenuem Customer Journey Map u Service Blueprint,
Ipe3eHTaIMs Pa3padOTaHHOTO PEeIICHHS.

NunuBuyanbHbI
MPOEKT

Pa3zpaboTka mpoekTa 1mo COBEpIICHCTBOBAHUIO CYIIECTBYIOIIETO UITU
CO3/IaHHI0 HOBOTO TYPHUCTCKOIO MTPOJYKTa HA OCHOBE METOJIOB CEpPBUC-
nmu3aiiHa. [IpoeKT moJpKeH BKII0YaTh aHATU3 TOTPEOHOCTEH
noTtpeduteneit, mocrpoerne Customer Journey Map, Service Blueprint,
pa3paboTKy CEpBUCHOTO PEIICHHUS, TPUMEHEHHE ITU(POBBIX
TEXHOJIOTHH U OIIeHKY 3(h(PEeKTUBHOCTHU MpeIaraeMbIX U3MEHEHUH.

5.2 KOHTPOJIbHBIE TOYKH JJIS1 TEKYIIEN ATTECTAIIMHA OBYYAIOIINXCS

HanMmeHnoBanmne
OIICHOYHBIX CPEJICTB

Coneprxanue 3a1aHus

Kontponbhas Touka
Nel (amammtudeckas
pabota / pedepar)

Tewmb! ananutueckux padbot:1. CepBuc-nu3aitH Kak HHCTPYMEHT
(bopMHpOBaHUS TYPUCTCKOTO NMpoayKTa.2. CoBpeMEeHHbIE KOHLIETIIINN
CepBUC-TU3aiiHa B MHIYCTPUHU Typu3Ma 1 roctenpuumMcTia.3. Customer
Experience (CX) kak ¢pakTop KOHKYPEHTOCIIOCOOHOCTH TYPHUCTCKOTO
npoxaykra.4. Customer Journey Map (CJM): Ha3HaueHNE U TIPAKTHKA
npuMeHeHus.S. Service Blueprint kak ”HCTpyMEHT IPOEKTUPOBAHUS
cepBHCHBIX mporeccoB.6. Metogonorust Design Thinking B
MPOEKTUPOBAHUU TYPUCTCKHUX ycayr.7. KIMeHTOOpHeHTUPOBAHHBII
MOJIX0J B MHIyCTpuH Typusma.8. Lludposas Tpanchopmaius cepBUCHBIX
nporeccoB.9. MHcTpyMeHThI olieHkH kadecTBa cepuca (SERVQUAL,
NPS, CSI).10. [IpoekTupoBanue KIMEHTCKOTO OMbBITAa B TOCTHHUIHOM
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ousnece.11. [IpoekTupoBaHue KIMEHTCKOTO OIbITa B PECTOPAHHOM
o6usHece.12. CepBucCHbIC MHHOBAIIMM B MHYCTPHH rOCTENIPUUMCTBA. 1 3.
OMHUKaHaNIbHbBIE TEXHOJIOTHH 00cmykuBanus.14. Poiab uudpossix
TEXHOJIOTUM B cepBUC-nu3aiiHe. 5. IlepcrieKTUBbI pa3BUTHS CEPBUC-
U3aiiHa B TYpU3MeE U TOCTENPUUMCTBE. MeToAnuecKe peKOMEHIallNN:
aHaJIMTHYecKasi paboTa BBITTOHSAETCS 00beMoM 15-20 cTpanwi.
CrpyKkTypa: TUTYJIBHBIN JIUCT, COAEPKAHUE, BBEIEHUE, OCHOBHAS 4acCTh,
3aKJIFOUEHUE, CIIMCOK JITepatypsl (He meree 10 ucrounnkos). [Ipu
MOJArOTOBKE PEKOMEHYETCS MCIOIb30BaTh COBPEMEHHBIE HAyUHBIE
myOJIMKauK, MaTepraibl MPo(ecCHOHANBHBIX U3IaHUN U JTyqIIie
OTEYECTBEHHBIE U 3apyOeKHbIE NPAKTUKH CEPBUC-TU3alHa.

Kontponbhas Touka Paznmen 1. Tecrosie 3amanus (10 Bompocos)1. UTo sBIseTCS OCHOBHON
Ne2 (TecTupoBanme n LIETBI0 CepBUC-TM3aiiHa?0 Y BeNMnYeHNe CTOUMOCTH YCIyTUO
MPAaKTUIECKOe [TpoexTHpoBaHNe Kaue€CTBEHHOTO KIIMEHTCKOTO omnblTal CHIKEHUE
3aJlaHue) pacxoa0B opranuzanuuc PazpaboTka pekiaMmHoii kammnanuullpaBuibHbIHM

OTBET: MPOEKTUPOBAHKNE KAYECTBEHHOTO KITMEHTCKOTo OmbITa.2. Kakoii
WHCTPYMEHT UCTIONB3YeTCs IS aHamu3a mytu kimeHra?o SWOT-
ananu3d Customer Journey Map (CIM)o PEST-ananu3o Matpuna

BKI TIpaBunbHbii oTBeT: Customer Journey Map (CJM).3. Urto
npencranisier co6oit Service Blueprint?0 duHaHCOBBIN IUTaH MPOEKTaO
CxeMy cepBHCHOTO Tporiecca ¢ 0TOOpaKeHHEM B3aUMOACHCTBHS KIIMSHTA
n oprannzauuun [lnan pexnamuoit kamnannuo OpraHU3aMOHHYIO
CTPYKTYpy npeanpustuslIpaBuiabHbIN OTBET: CXEMY CEpBUCHOTO
nporiecca ¢ 0ToOpakeHHEM B3aUMOJICHCTBUS KIIMEHTA M OpraHu3anun.4.
Kakast MeTo10J10THs1 IS)KUT B OCHOBE MPOSKTUPOBAHUSI MHHOBAIIMOHHBIX
cepsucoB?n Benchmarkingo Design Thinkingo SWOT-ananu3o ABC-
ananuslIpaBunbabiit otBeT: Design Thinking.5. Kakoii mokazarens
UCTIONB3YETCS JJIsl OLEHKU TOTOBHOCTH KJIMEHTOB PEKOMEHIOBATh
yeayry?o CSIo NPSo ROIo LT VIIpaBunbhelii orset: NPS.Pazznen 2.
[MpakTdeckoe 3anannePa3paboraiiTe KOHIICIITUIO COBEPIIICHCTBOBAHUS
TYPUCTCKOTO MPOAYKTA C UCTIOJIIb30BAaHHEM METO/IOB CepBHC-AM3aiiHa. B
paboTe HEOOXOUMO:* ONIPEICITUTD IIEJIEBYIO Ay TUTOPHIO;* pa3padoTaTh
Customer Journey Map (CJM);* moctpouts Service Blueprint;* BoIIBUTH
poOJIeMHBIE TOYKH KIIMEHTCKOTO ONBITA;* MPEIJIOKUTH CEPBUCHBIE
pELICHHUs IO COBEPLICHCTBOBAHUIO TYPUCTCKOTO MPOYKTa;* OLICHUTH
okugaeMbid 3PPeKT OT BHEAPEHUS MpeiaraeMbIX

M3MEHeHu. MeToanuecKkrue peKOMEHIAMU: TECT BKIIOYAET 3aJaHUs
3aKpBITOTO THIIA C OJHUM MPABHILHBIM OTBETOM H MPAKTUYECKOE
3aJJaHle OTKPHITOrO TUMa. [Ipy OlleHMBaHNYU MPAKTHYECKOW YaCTH
YUUTBIBAIOTCS MOJTHOTA aHAIN3a, KOPPEKTHOCTh TPUMEHEHHS
MHCTPYMEHTOB CEPBHUC-IHM3aiiHa, JOTHYHOCTh MPOEKTHOTO PEIICHUS,
MHHOBAIIMOHHOCTb IPE/IaraeéMbIX MEPONPUATHIA U 0O00CHOBAaHHOCTD
OXKHJIAEMBIX PE3YJIbTaTOB.

5.3 MIPOMEXYTOUYHASA ATTECTALIUSA
HroroBelii TECT (C OTBETaMHM) JUTsl MPOBEPKH CPOPMUPOBAHHOCTH KOMITETECHITUIA
Hmozoevlii mecm (c omgemamu) 014 npoeepKu chopmuposanHocmu KOMnemeHyuu
ITK-5. Criocoben ¢hopMHpOBaTh CHCTEMY TEXHOJOTHYECKUX W OPTaHHM3AIMOHHBIX PErIAMEHTOB M
CTaHIapPTOB MPEANPUSATHI TOCTEIPUUMCTBA H/HITN OOIIIECTBEHHOTO TUTAHUS

Bonpoc Nel

Bribepure npaBUIIbHBIN OTBET.

UTo siBNsIETCS OCHOBHOM 1IETIBbIO CEPBUC-TU3aHA?

O YBenuueHue CTOMMOCTH TYPUCTCKOTO IPOIYKTa
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0 IIpoexTrpoBaHUE KaU€CTBEHHOI'O KJIMEHTCKOIO OIIbITA
0 CokpallleHHe Pacxol0B NPEAIPUATHS

0 Pa3paboTka peksiaMHON KaMITaHUU

IIpaBWJIbHBII OTBET:

IIpoekTrpoBaHUE KAUECTBEHHOI'O KIMEHTCKOIO OIIBITA.

Bonpoc Ne2

[IpounTaiiTe TEKCT U 3aMIOJIHUTE MTPOMYCKH.

NpPEJCTaBIsAeT COOOW MHCTPYMEHT BHU3yalIM3allMM MYTH KIHUEHTa NpPH
B3aUMO/JICUCTBUHU C YCIYTOM.

UCIIONB3YEeTCs  JJIsI  MNPOEKTHUPOBAHMSI CEPBUCHOTO Ipolecca ¢
0TOOpaXKCHHEM JICHCTBUHN KIIMEHTA U TIEPCOHAIA.

Ne CaoBo (ci1oBocoueTanme)

1 Customer Journey Map (CIM)
2 Service Blueprint

3 Persona

IIpaBWJIbHBII OTBET:
12

Bonpoc Ne3

Bri6epuTe npaBUIIbHBINA OTBET.

Kakoiif MeTon ucnons3yeTcs s pa3pad0TKH HHHOBAIIMOHHBIX CEPBUCHBIX PEIICHUN?
o SWOT-ananu3

o Design Thinking

0 ABC-ananu3

o Konrenr-ananus

IIpaBWJIbHBIA OTBET:

Design Thinking.

Bomnpoc Ne4
VY cTaHOBUTE COOTBETCTBHE.

HNucrpymenT cepBuc-au3aiina Hasnavenue

A. Customer Journey Map 1. AHanu3 myTH KIMeHTa
b. Service Blueprint 2. IIpoexTUpoBaHKE CEPBUCHOTO MIpoliecca
B. Persona 3. ®opMupoBaHue MOpTpeTa MOTpeOUTENs

3anummre uQpsl.
A BB

IIpaBU/IBLHBIH OTBET
A BB
1 23

Bonpoc NeS

Bri6epuTe npaBUIIbHBINA OTBET.

Uro otHOCHTCS K ToukaM kKoHTakTa (Touchpoints)?

0 PUHAHCOBBIE TOKA3ATENN MPEAIPUITHS

0 Bce MOMEHTBI B3aMMOJENCTBUS KIIMEHTA C OPraHU3aLUEN
0 OpraHu3alMoOHHAs CTPYKTYpaA NPEAIPUATUS

o IInan pexaaMHOM KaMIIaHUKU
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IIpaBUIbLHBIN OTBET:
Bce MOMEHTBI B3aUMOICMCTBHS KJIIMEHTA C OpTraHU3alHei.

Bonpoc Ne6

Bribepure npaBUIIbHBIN OTBET.

Kakoli mokasarenb UCIIONIb3YeTCs AJI OLIEHKH TOTOBHOCTH KJIIMEHTA PEKOMEHI0BATh yCIyTry?
o ROI

oLTV

o NPS

o KPI

IIpaBUIbLHBIN OTBET:

NPS.

Bonpoc Ne7

[Ipouuraiite curyanuro.

['ocTrHMIIA TIpoBeNia MCCIIEAOBAHME KIMEHTCKOTO TMYTH M BBISIBUJIA, YTO OOJBIIMHCTBO >Kajao0
CBSI3aHO C JUTUTEIBHBIM OXKUJAHUEM IIPU PETUCTPALIIH.

Kakoit MHCTpyMEHT cepBHC-IM3aiiHAa  HEOOXOJWMO  HWCIOJB30BaTh JUIsl  aHalW3a |
COBEPILIEHCTBOBAHUS JAHHOTO Ipoliecca?

o SWOT-ananmm3

o Service Blueprint

0 Byxranrepckuii 6amaHc

0O POUHAHCOBBIN aHAIN3

IIpaBWJIbHBII OTBET:

Service Blueprint.

Bonpoc Ne8

Bri6epuTe nmpaBUIIbHBINA OTBET.

Uro sBiIsIeTCS] OCHOBOM KIIMEHTOOPUEHTHUPOBAHHOI'O IMTPOCKTUPOBAHUS TYPUCTCKOTO MPOAYKTa?
o [IpousBoacTBEHHBIE BOZMOXKHOCTH MPEATIPUSATHS

0 [TorpeOGHOCTH U OKHIaHUS KITUSHTA

0 OuHaAHCOBBIE MMOKA3aTeNN OPraHU3allH

0 OpranuzanroHHasi CTPYKTypa NpeAnpusTUs

IIpaBWJIbHBII OTBET:

[ToTpebHOCTH U OXKUTAHUS KIIUEHTA.

Bonpoc Ne9

Bri6epuTe npaBUIIbHBINA OTBET.

Kakoif 1uppoBoii HMHCTPYMEHT IIUPOKO HCIIONB3YeTCS MPU MPOCKTUPOBAHUU COBPEMEHHOTO
KJINEHTCKOTO OIbITa?

o CRM-cucrema

0 Tabenp yueta pabodero BpeMeHH

0 byxranrepckast OT4ETHOCTB

o KaccoBas kHura

IIpaBUIBLHBIN OTBET:

CRM-cucrema.

Bonpoc Ne10

Bribepure npaBUIIbHBIN OTBET.

UTto sIBNsI€TCS KOHEUHBIM PE3yJIbTATOM IPUMEHEHUS CEpBUC-AU3aitHa?

O YBenuueHue KoJIM4ecTBa JOKyMEHTOB

0 [loBbimeHue kauecTBa KIMEHTCKOTO ONBITa U KOHKYPEHTOCIIOCOOHOCTH TYPUCTCKOTO MPOIYKTa
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0 CHUXEHUE HAJIOTOBOM HArpy3Ku

O YBenuueHue KOJIM4ecTBa COTPYAHUKOB

IIpaBUIbLHBIN OTBET:

[ToBplileHNE KauecTBa KIMEHTCKOTO ONBITa M KOHKYPEHTOCIIOCOOHOCTH TYPUCTCKOTO MPOIYKTA.

IIpakTnyeckoe 3aganue
Pa3paboTaiiTe IPOEKT COBEPIICHCTBOBAHUS CYLIECTBYIOIIETO WM CO3JaHUs HOBOTO TYpPHCTCKOTO
MPOJYKTa C UCTOJIb30BAaHUEM METOOB CEPBUC-IU3ANHA.
B paGote Heobxonumo:
e  ONpPEIEIHUTDH LEIEBYIO ayAUTOPHIO;
e pazpaborars Customer Journey Map (CIM);
e noctpouth Service Blueprint;
e ONpEIENHThH KIIFOUEBbIC TOYKM KOHTAKTA KIIMEHTA C OpraHu3aIuei;
e BBIIBUTH MTPOOJIEMBI KJIMEHTCKOTO OMbITA U MPEAJIOKUTh yTH UX YCTPaHEHUS;
e paspaboTaTh CEpBUCHOE pelieHue ¢ ucnonb3oBanueM npuHIUMOB Design Thinking;
e OUEHUTHh OXHUAAEMOE BIMSIHHE NpeAsiaraéMbIX M3MEHEHHMH Ha KauecTBO OOCIY)KUBAaHUS U
KOHKYPEHTOCIIOCOOHOCTh TYPUCTCKOTO MPOIYKTA.

Meroanyeckue peKoMeHAAlHU
[TpomerkyTouHas aTTecTanus BKIKOYAET:

1. TecroByio yactsb (10 3a1anuii c OJHUM MPaBUIIBHBIM OTBETOM ), HAIIPABJICHHYIO Ha TIPOBEPKY
3HAaHUI COBPEMEHHBIX METOJOB CEpBHMC-AM3aiiHa, MHCTPYMEHTOB aHAJINM3a KIMEHTCKOIO
OIbITA U IPOEKTUPOBAHUS TYPUCTCKOIO IPOIYKTA.

2. IlpakTuyeckoe 3agaHuWe, IpelycMaTpUBarollee pa3padOTKy CEPBUCHOIO IPOEKTa C
ucnoabszoBaHueM Meto10B Customer Journey Map (CIJM), Service Blueprint u Design
Thinking.

[Ipu onleHMBaHUM IPAKTUUYECKOMN YaCTH YUUTBIBAIOTCSI KOPPEKTHOCTH IPUMEHEHUS METOIOB CEPBUC-
IU3aiiHa, MOJHOTA aHalu3a KIMEHTCKOTO OIbITa, Ka4eCTBO MPOEKTHOTO PEIICHUs, CTENEHb €ro
WHHOBAIIMOHHOCTH, OOOCHOBAaHHOCTH IMpEJUIaraéMbIX MEpPONPHUSATHA U  BO3MOXHOCTb HUX
IIPAaKTUYECKOTI0 BHEJIPEHUS.

6. METOANYECKHUE MATEPUAJIBI, OTPEJAEJAIOIUE ITPOLUELYPbI
OLHEHUBAHUA
KoMmiekT oleHOYHBIX CPEICTB XpaHUTCA Ha Kadeape, MOoUIeKUT OOHOBICHHUIO 1O Mepe
HeoOxoauMocTu. i MpOMEKyTOYHOU aTTecTalluy B BHIE dk3amMeHa Kaxaoe OC mo IUCIUTUIMHE
OOHOBIIIETCS W yTBepkAaeTcs 3a 14 aHEW n0 Havyajlla CECCMOHHOTO TepHoaa M XPAHHUTCS B
HCAOCTYITHOM MCCTC OT HCCAHKIITMOHUPOBAHHOI'O JOCTYIIA. OTBETCTBEHHOCTH HECET Ka(be;[pa.
ITopsinok mpoBeNeHUs TEKYIIEro KOHTPOJIS YCIIEBAEMOCTH U IIPOMEXYTOYHOM aTTECTALUU
obyuarontuxcst mo OINIOIT pernmamentupyrorcs [lomoxkeHreM 0 TEKyIeM KOHTPOJIE YCIEBAEMOCTH
U IPOMEXYTOYHOH aTTECTallMU 00YJaIOLIUXCS TI0 POrpaMMaM BBICIIEr0 00pa30BaHMUsL.

Texymuii KOHTPOJIb YCIEBAEMOCTH SIBISIETCS (OPMOM KOHTPOJS KadyecTBa 3HAHUU
00y4aromuXxcsl, OCYIIECTBISIEMOr0 B MEXKCECCUOHHBINA Mepruoi 00y4eHHUs C IIeNIbI0 OMpeesieHus
kauectBa ocBoenus OITOIL.

Tekymuii KOHTPOJb YCHEBAaEMOCTH OCYLIECTBIISIETCA: Ha JEKIUAX, MPAKTUYECKUX
(ceMHHApCKHUX) 3aHATUSAX, B PAMKaX KOHTPOJIS CAMOCTOSITEIIBHOU PaOOTHI.

OObyuaronuecs 3apaHee HHGOPMUPYIOTCS O KPUTEPUSIX U MPOIEAype TEKYIIEro KOHTPOJIS
yCIIEBAEMOCTH TIPETIOIaBaATEISIMU 10 COOTBETCTBYIOIICH yueOHON AUCIUILTHHE (MOTYIIS).

VYcneBaeMoCTh MpU TEKYIIEM KOHTPOJIE XapakTepu3yeT o0beM M KayeCTBO BBITOJIHEHHOM
oOydarmuMcst paboThl IO JUCIHUILTAHE (MOIYITIO).

[legarornyeckue BuAbl U (OPMBI, HCIONB3yEMbIE B IIPOIECCE TEKYIIEro KOHTPOJIS
yCIIEBAEMOCTH 00YJaIOIIUXCs, ONPEACISIOTCS METOJMUECKOM KoMuccue kadeapsl. BeiOupaemsiit
BHJT TEKYIIET0 KOHTPOJIS 0OecTieunBaeT HanboJiee MOJHbI U OOBEKTHUBHBIN KOHTPOJb (M3MEPECHHE
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U (QUKCHPOBAHNE) YPOBHS OCBOCHUS PE3yIbTaTOB O0YUECHHUS MO AUCLIUILINHE.

[IpenogaBaTenu MpenOCTaBISAIOT CBEACHHUS O TEKyIIEeH yCIeBaeMOCTH OOy4aroluxcs B
pamMKax MpOBEACHUS TEKYIEH aTTeCcTallii B CEMECTPE B JACKaHAThl/ y4eOHBIN OTIENl MHCTUTYTA B
CPOKH, OTIpe/ieNIieHHbIE BHYTPEHHUMU PACIIOPSIUTENbHBIMU TOKYMEHTAMHU UHCTUTYTA.

B nmenax obecrieueHus TEKYIIETO0 KOHTPOJS YCHEBAEMOCTH MPENOJaBaTeNb MPOBOIMT
KOHCYJIbTAIIUH.

[IpenogaBatens, BeayIIMHA 3aHATHS CEMHUHAPCKOrO THIA, TMPOBOJUT ATTECTAILIMIO
00yJaromuxcst 3a MpOIIEAIINI mepruoa. ATTecTalusl MPOBOAUTCS, €CIIM MPOBEICHO HE MeHee 3
MPAKTUYECKUX (CEMUHAPCKUX) WM Ja00paTOPHBIX 3aHATHI, B YCTAHOBJICHHBIE IEKAHATOM CPOKH,
He pexxe | pasa 3a yueOHbIM cemecTp. OOydaromuecs aTTeCTyIOTCS ITyTEM BBICTABJICHUS B
COOTBETCTBYIOILYIO TPYIIOBYIO BEIOMOCTh 3alUCeil MO CHUCTEMe: «aTTeCTOBaH» WU «HE
aTTECTOBAHY.

[IpenogaBaTens, MPOCTaBIsAs UTOTU TEKYIIEH aTTecTallid, JOBOJUT PE3yIbTaThl aTTECTALIMH
0 CBEACHUS CTYICHUECKOW TpYINIbl U OOBACHAET MPUYMHBI OTPULIATEIBHON aTTECTAllMH TIO0
3anmpocy 00yJaromerocs.

[Ipu arrecTaruu 00yJaroMMXCsl YYUTHIBAIOTCS CIAEAYIONINE (PaKTOPHI:

—  pe3ynbpTaThl pabOThl HA 3aHATHIX, MOKA3aHHbIE MPU ATOM 3HAHMS MO JUCIUILIAHE
(MOAy/I0), YCBOGHHE HAaBBIKOB MPAKTHMYECKOTO MPUMEHEHHS TEOPETUYECKUX 3HAHHM, CTENeHb
AKTUBHOCTH Ha ITPAKTUYECKUX (CEMUHAPCKUX ) 3aHIATHSIX;

—  pe3ynbTaThl U aKTUBHOCTb Y4acCTHs B CEMUHApPax U KOJJIOKBUYMAX;

—  pe3ynbTaThl BBIMOJIHEHUS] KOHTPOJIBHBIX padoT;

—  pe3ynbTaThl U 00BEM BBINOJIHEHHBIX 3a/laHUN B paMKaX CaMOCTOSITEIIbHON PabOoThI
00ydJaromuxcs;

—  pe3ynpTaThl JIMYHBIX Oecel CO CTYACHTaMH MO MaTepuany y4eOHOW IUCIUTUTMHBI
(Momynst);

—  TIOCEIIEHUE CTYACHTAMH, CEMUHAPCKUX U TPAKTHUYECKUX 3aHSATHH, J1a00paTOPHBIX
pabor;

- CBOEBpEMEHHAs JIMKBUAALINS 33JJOJKEHHOCTEH M0 MPOHJEHHOMY MaTepuaiy,
BO3HUKIIHNX BCJICACTBUC MPOITYCKa 3aHATUH 100 HCYAOBJICTBOPUTCJILHBIX OLICHOK 110 PE3yJibTaTaM pa6OTI>I
Ha 3aHATHUAX.

—  pe3ynbTaThl MPOXOKACHUS KOHTPOJIHHBIX TOUEK IO AUCIUTLINHE.

I[IpomexyTouHas aTrrecTanus OOYYAIONIUXCS MHCTUTYTA SBISETCA (HOPMON KOHTPOIIS
pe3ynbTatoB OOydeHHs MO IJUCIHMIUIMHE C LENbI0 KOMIUIEKCHOTO ONpPENENIeHUS COOTBETCTBUS
YPOBHSI M KauecTBa 3HAHUH, YMEHHI W HABBIKOB OOydYaOIMIUXCS TPEOOBAHUSM, YCTAHOBICHHBIM
00pa3oBaTeNbHON MPOTPaAMMOiA.

DopMHpOBaHUE OLIEHKH TEKYIIET0 KOHTPOJIS YCIIEBAEMOCTH M IPOMEKYTOUHOM aTTeCTalluu
110 UTOTaM OCBOCHHS JUCIHIUIMHBI OCYIIECTBISCTCS C UCIOIB30BaHUEM MATHOAIIOBON CHCTEMBI
OLIEHKU 3HAHUH 00y4YarOIMIUXCsl.

7. OCOBEHHOCTH OCBOEHMA JUCHUIIVIMHDBI U1 THBAJIMAOB U JINL C
OI'PAHUYEHHBIMU BO3MOKHOCTAMHA

AnanTUpoBaHHBIE OLICHOYHBIE MaTepHalbl coaepxkarcs B agantupoBaHHo OIIOIL
OOyueHue 00y4aroUMXCs C OrPaHUYEHHBIMM BO3MOYKHOCTSIMHM 3/10pOBbSI NPH HEOOXOAMMOCTH
OCYIIECTBIISICTCSI HAa OCHOBE aJaNlTUPOBAHHOM paboyeil mporpaMMbl € HCIOJIb30BaHHEM
CHELMANbHBIX METOJOB OOyYeHHMs M JAUJAKTHMYECKHMX MAaTEpUaIOB, COCTABICHHBIX C Y4€TOM
0coOeHHOCTEH TMCUXO(pU3NYECKOTO PA3BUTHUS, HWHIMBHIYaJIbHBIX BO3MOXKHOCTEH M COCTOSIHHS
3I0POBBS TAKUX O0YJArOIIUXCS (00yUarOmerocs).

CamocrosTenbHas paboTa 00y4arOIMXCs ¢ OTPAaHUYEHHBIMU BO3MOXKHOCTSIMHU 3/10POBBS U
MHBAJINOB [TO3BOJISIET CBOEBPEMEHHO BBIIBUTH 3aTPYIHEHHSI U OTCTABAHUE U BHECTU KOPPEKTUBBI
B yueOHYyI0 AearenbHOoCcTh. KoHKkpeTHbIe (hOpMBI U BUBI CAMOCTOSATENLHOM paboThl 00yJaromuxcs
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JINIT C OrpaHU4YCHHBIMHA BO3MOXHOCTAMHAU 300POBbs u HNHBAJIMA0B YCTAHABJIMBAKOTCA
npenoaaBareneM. Bpioop ¢opM ©  BHIOB CaMOCTOSATEIBLHONH palbOThI, OOYYAIOIIMXCS C
OrpaHUYCHHBIMHA BO3MOXHOCTAMHU 3J0POBbA H HWHBAJIHUAOB OCYHICCTBIIACTCA C YUCTOM HX
CIOCOOHOCTEH, OCOOEHHOCTEH BOCIPHUATHS W TOTOBHOCTH K OCBOCHHIO Y4e€OHOTO Marepuasa.
@opMbl  caMOCTOSITENNBHOW ~ paOOThl  YCTaHABIMBAIOTCA C  YYE€TOM  WHAMBHUIYaTbHbIX
MCUXO0(PU3NIECKUX 0COOCHHOCTEH (YCTHO, MMChbMEHHO Ha Oymare Wid Ha KOMIBIOTEpe, B opme
TECTUPOBAHUS, JIEKTPOHHBIX TPEHAKEPOB U T.I1.).

OcHoBHbIE (HOPMBI TTPEACTABICHUS OIICHOYHBIX CPEACTB — B MeUYaTHOU (hopme mwin B popme
AIIEKTPOHHOIO JOKyMeHTa. s oOydarommxcsi ¢ HapyIIEHHSIMH 3pEHHS MpeaycMaTphUBaeTcs
BO3MOXXHOCTh TPOBEICHHS TEKYIIETO M IMPOMEXKYTOYHOTO KOHTpOJII B ycTHOW Qopme. s
00yYaromuxcst ¢ HapyIIEHUSAMH CIIyXa MPeyCMaTpUBaETCsl BO3SMOXXHOCTH IMPOBEJICHUS TEKYIIETO U
IPOMEKYTOYHOTO KOHTPOJISI B MUCBMEHHOM (popme.

Tabmuua 7.1. — Kareropun oOyuaromuxcs ¢ OB3, crocoObl BocnpusaTuss UMH HH(GOpMAIMHA U

METO/Ibl UX OOyUCHHUS.

Kareropuu oGyuarommxcs 1o Mertoapl 0O0ydueHUs
HO30JIOTHSIM
¢ HapymeHusMm | Cnenbie. Crioco0 | AyanalbHO-KHHECTETHYECKHE, MpeaycMaTpPUBAIOIIUE
U 3pCHHUS BOCTIPUSATHUS MOCTYyIJICHHE y4yeOHOM MH(OpMAIMKM MOCPEACTBOM ClyXa H
uHpopmanuu: OCSI3aHMSI.

ocs3aTeNbHO- MoryT WHCHONB30BaTBCS TMPH YCIOBHH, YTO BU3YyaIbHAsS

CITyXOBOH uHbopManus OyAeT ajanTHPOBaHA IS JIUI C HAPYIICHUSIMH
3peHHUS:

CnaboBujsnye. | BU3yaJbHO-KMHECTETHUECKHUE, TPEATNOIaraonye nepeiady u

Cnoco6 BOCTIpUATHE Yy4eOHOUW HMH(OpMAIMK MPU TMOMOIIH 3PSHUS H

BOCTIPUSATHUS OCSI3aHUS;

uH(OpMAIMK: ayauo-BU3yaJbHbIC, OCHOBAHHBIC HA MPEACTABICHNE YUeOHOU

3pUTEITBHO- uHpOpMAIIMY, TIPU KOTOPBIX 33JCHCTBOBAHO 3PHUTEIBHOE H

0CsI3aTeNbHO- CIIyXOBOE BOCIIPUATHE;

CIIyXOBOU ayaMo-BU3yalbHO-KMHECTETHYECKHe,  Oaszupylommecs  Ha
MpEJCTAaBICHHH HWHPOPMAIMK, KOTOpas MOCTyMaeT Iio
3pUTEITBLHOMY, CITYXOBOMY U OCSI3aTEIILHOMY KaHaJlaM
BOCTIPUSITHE.

C I'myxue. Crioco® | BU3yalIbHO-KMHECTETUYECKHE, MPEroaralolue nepeaayy u
HApPYIICHUSIM | BOCTIPUSTHS BOCTIpHSITHE Yy4eOHOW MH(OpMAIMK NP TTOMOIIH 3PEHUS |
U cllyxa uH(pOpMaInu: OCSI3aHUSI.

3pUTEITHHO- MoryT WCHIONB30BaThCS TPHU YCIOBUH, 4YTO ayAHajbHas

OCsI3aTeNbHBII uHpopmanus OyaeT amanTUpoBaHa IS JIHIl ¢ HAPYIICHUSIMH
ciyxa:

Crnabocnplamue | ayAHO-BU3YyallbHBIE, OCHOBAaHHBIC Ha MPE/ICTaBICHUE yU4eOHOM

) nHpOpMAIMY, TIPU KOTOPBIX 33JCHCTBOBAHO 3PHUTEIBHOE H

Cnoco0 CIIyXOBO€ BOCIIPUSTHE;

BOCIIPHSATHS ayJnaTbHO-KHHECTETHYECKHE, NpeayCMaTPHBAIOIIHEC

uH(OpMAIHH: MOCTYIUICHHE Y4eOHOUW HH(OpPMAINKM TOCPEICTBOM ClIyXa H

3pUTEILHO- OCsI3aHUs;

0CsI3aTeNbHO- ayaHo-BU3yalbHO-KMHECTETHYECKHe,  Oaszupylommecs  Ha

CIIyXOBOIA NpeJCTaBICHUA WHPOpPMALMK, KOTOpash TOCTyHaeT 1o
3pUTENBHOMY, CIIYXOBOMY U OCSI3aTEIIbHOMY KaHaJlaM
BOCTIPUSITHE.
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C Cnoco0 BU3YaJIbHO-KHHECTETHUECKHUE;
HapyImCHUAM BOCIIpUATHUA ayauo-BU3yallbHLIE,
1 OTIOpPHO- HHpOpMALHH: ayJIMabHO-KUHECTETUUECKUE;
ABUIATCIIBHOT | 3SPUTEIIBHO- ay/In0-BU3yaTbHO-KHHECTCTUIECKHE.
0 ammapara 0CsI3aTeNbHO-

CIIyXOBOM

Tabmuma 7.2. — CriocoObl agantanui 00pa3oBaTeIbHBIX PECYPCOB.
YcnoBHBIE 0003HAUEHUS:

«+» —o0pazoBaTenbHbII pecypc, He TPeOyIOIuil afanTauy;

«A Dy — amanTUpOBaHHBIN GOpMAT K OCOOCHHOCTSIM IpHeMa-Tepeaayr HHGOpMaIiu

oOyuaromuxcst uHBanuo0B u ui ¢ OB3 popmat 06pazoBaTeabHOTro pecypca, B TOM YHUCIIE C
MCTIONIb30BAHUEM CIICIUATIBHBIX TEXHUIECKUX CPECTB;
«AD»— anbTepHATUBHBIN SKBUBAJICHT UCIIOJIB3YEMOT0 pecypca

Kateropuu Oo0pa3oBaTte/ibHbIE pecypcehl
o0yyaromuxcs 1o DJICKTPOHHbIE IleyaTHbIE
HO30JI0THUSIM TUMeIna rpaguyeckue | ayauo TeKCTOBBIE,
3JIeKTPOHHbIE
aHAJIOTH
ne4YaTHbIX
H3aHuil
C Crnernblie AD AD + AD AD
HapyIICHUS (Hammpumep, (manmpumep, | (Hampumep,
MU 3pEHUS CO3/IaHHE ayamo MeYaTHBIN
MaTepUaIbHO OTIHCAaHUE) MaTepua,
it Mmonenu BBITIOJTHEHBI
rpaguIecKoro i penbedHo-
o0BekTa TOYEUHBIM
(3Dmonenm) mpudToM
JI.bpaiins)
CnaboBun AD AD + AD AD
b
nye
C I'myxue AD + AD + +
HapyIIeHU (manpume
MU CITyXa P,
TEKCTOBOE
OIHCaHueE,
THUIEp-
CCBUIKH)
Cnabocn AD + AD + +
BIIIT
anue
C HapymeHUsIMHI + + + + +
OTIOPHO-
JBUTATEITLHOTO
anmnapara

Tabmuua 7.3. - @opMbI KOHTPOJIS U OLEHKH Pe3yabTaToB 00ydeHus: HHBaIUA0B 1 ull ¢ OB3
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Kareropuu @opMa KOHTPOJIS ¥ OLIEHKH Pe3yJIbTATOB 00y4eHUsI
o0yuawumuxcst
10 HO30JI0THAM

C HapymeHusMHU | yCTHasi IpOBepKa: AUCKYCCHH, TPEHUHTH, KPYTJIbIe CTOJIBI, COOECe0BaHus,
3peHus YCTHBIE KOJJIOKBUYMBI H 1IP.;

C UCIIOJIb30BaHUEM KoMIbloTepa U crieruanbHoro I10: pabota ¢

3JIEKTPOHHBIMU 00pa30BaTEIbHBIMH PECypcaMu, TECTUPOBaHUE, pedepatsl,
KYpPCOBBIE TIPOEKTHI, TUCTAaHIIMOHHBIE (OPMBI, €CITH TIO3BOJISIET OCTPOTA 3PEHHUS -
rpaduueckue paboTsl U Ip.

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

C MCIOJIb30BaHUEM KOMITbIOTEpa u crierinanbHoro [10: padoTa ¢

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

C HapymICHUSAMH | MMCbMEHHAs IIPOBEPKA, C MCIOJb30BAHNECM CIICIIMAJIBHBIX TCXHUYCCKUX

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

yCTHAas MPOBEPKA, C UCTIOIH30BAHNEM CIICIIUAIBHBIX TEXHUYECKUX CPEJICTB
(cpencTB KOMMYHHKALIUN): TUCKYCCUH, TPEHUHTH, KPYTJIbIE CTOJIBI,
cobece10BaHUs, yCTHBIE KOJUIOKBUYMBI | JIP.;

C UCIIOJIb30BaHUEM KOMITbIoTepa U criermabHoro [10 (anbrepHaTUBHBIX
CpEeZACTB BBOJIA M YIPABJICHUS KOMIIBIOTEPOM H JIp.): paboTa ¢ 3JeKTPOHHBIMH
00pa3oBaTeNbHBIMH PECYpPCaMH, TECTUPOBAHKE, pedepaThl, KypCOBBIC TPOCKTHI,
rpadudeckue paboTsl, TUCTAHIUOHHBIE (POPMBI - IPEANOYTUTEIbHEE
00y4JaloMyMCsl, OTPaHHYCHHBIM B MEPEABMIKECHUH U JIP.

7.1. 3AJAHMA JIA TEKYIIEI'O KOHTPOJIA 1A HHBAJINIOB U JINIL C
OI'PAHUYEHHBIMU BO3MOKHOCTAMH

Texymmii KOHTPOJIb U MPOMEKYTOUHAS aTTECTALUS 00yJaIOUINXCsl MHBAIUIO0B U jui ¢ OB3
OCYILIECTBIISIETCS] C MCIIOJIb30BAHUEM OLIEHOUHBIX CPECTB, aJalTUPOBAHHBIX K OTPAaHUUYEHUSAM HX
3JI0POBBS U BOCTIPUATHS HH(OPMALIUU, B TOM YHUCIIE C UCTIOJIb30BAaHUEM CIIEIUATBHBIX TEXHUYECKUX
CPEICTB.

Texymuit KOHTPOJIb YCIIEBAEMOCTH JIJIs1 00 ydJaroImuxcsi tHBHI0B U jinil ¢ OB3 HampasieH
Ha CBOEBPEMEHHOE BBISBIICHHE 3aTPyIHECHHUI 1 OTCTaBaHUs B 00y4EeHUH U BHECEHHSI KOPPEKTUBOB B
yueOHYI0 AesITeNbHOCTh. BO3MOXKHO OCYIIECTBIIEHHE BXOJHOTO KOHTPOJS VIS ONpEAETCHUS ero
CIOCOOHOCTEH, 0COOEHHOCTEH BOCTIPUATHS M TOTOBHOCTH K OCBOCHHUIO y4eOHOTO MaTepHara.

7.2.  3AJAHUS JJI MPOMEXYTOYHOM ATTECTAILIUA JIJI1 UHBAJIUIOB U
JIML C O'PAHUYEHHBIMH BO3MOKHOCTAMM

dopma NPOMEKYTOUHOW AaTTECTAIMU YCTAaHABIMBACTCS C YYETOM WHIAMBHAYATIbHBIX
NMCUXO0(PU3NIECKUX OCOOEHHOCTEH (YCTHO, MUCHhbMEHHO Ha Oymare, MMCbMEHHO Ha KOMITBIOTEPE, B
dbopme TectupoBaHHs U T.1.). lIpu HEOOXOAMMOCTH OOYYAOIIUMCS TPEIOCTABISETCS
JIOTIOJTHUTEILHOE BPEMS JIJIs IIOATOTOBKH OTBETA.

[IpomexyTouHast arrecTamusi, Mpu HEOOXOIMMOCTH, MOXKET IMPOBOJUTHCS B HECKOIJBKO
sTamoB. [IJis 3TOTO PEKOMEHAYETCsS WCIIONIb30BaTh PYOESKHBIM KOHTPOJIb, KOTOPBIA SIBISETCS
KOHTPOJIBHOH TOYKOM 10 3aBEPIICHUI0 W3YYCHHUS pas3felia WIAd TEMbl JUCIHUILIAHBL,
MEXIUCIUTUTMHAPHOTO Kypca, TPAaKTUK M €€ pa3felioB ¢ LENbI0 OIICHUBAHHS YPOBHSI OCBOCHUS
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nporpaMMHOro Mmarepuana. @OopMbl U CPOK MPOBENEHUS PYOECKHOTO KOHTPOJS ONPENEISIIOTCS
npernogaBaTeaeM (MacTepoM TMPOW3BOJACTBEHHOTO OOy4YeHHs) C y4YeTOM HHIMBHIYaJIbHBIX
NCUX0(PHU3MUECKUX 0COOEHHOCTEH 00yUarOIUXCA.
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