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Mporpamma oucuunnuHel "CTpaterns ynpaeneHns KnMeHTamm npeanpusatuin cpepsl yenyr"; 080200.62 MeHenXMEHT; LOUEHT, K.H.
Kyueson H.I".

Mporpammy ancumnnnHbl paspaboTan(a)(n) ooueHTt, K.H. Kyueson H.I'. kadbeapa MeHeaXMeHTa B
coumnanbHon cgoepe OToeneHne meHeoxmeHTa , Nadejda.Koutsevol@kpfu.ru

1. LLenn ocBoeHns AUCLUMN/INHDI

1. 3yyeHune CknoHHOCTM nNoTpebuTtenelt ycnyr K cCaMoBOCMNPON3BOACTBY
2. 3HAaKOMCTBO C KO3IPPULMEHTAMN NOSANBHOCTMW.

3. NIayyeHre MeToO0B 3almThl OT HENOANbHbIX KIMEHTOB.

4. N3y4eHune oakTopoB NOSNbHOCTU B NOTPebneHun ycnyr.

5. I3y4eHne nony4eHms OONONHUTENbHON LEHHOCTM NPY OKa3aHWM yCNyr B rnasax notpebureneil.
OT160p KNtoYeBbIX KNMEHTOB B NOTPEONEHNM YCnyT.

6. OueHKa KOHKYPEHTHO 60pbObl 3a KNMEHTA. MAPTHEPCKME OTHOWEHMSAX MEXAY KOMMNaHWSMA B
OTHOLLEHNW 3aBOEBAHNS KTMEHTOB.

2. MecTO AMCUMNNUHBI B CTPYKTYype OCHOBHOM 06pa3oBaTtefibHOM NPOrpamMmmbl BbICLLETO
npocpeccuoHanbHOro o6pasoBaHus

JaHHas yyebHas oucumnnnHa BkodeHa B pasgen " 53.B.5 MpodgheccmnoHanbHbIi" OCHOBHOM
obpaszoBartenbHoit nporpamMmbl 080200.62 MeHeoXMEHT 1 OTHOCMTCS K BapMaTUBHOM YacTu.
OcBauBaetcs Ha 4 kypce, 7 CEMECTp.

Kypc "Ctparterns ynpasneHus KnmeHTamm B cdoepe ycnyr" SBnseTcs OQHUM U3 3aBepluatowmx ons
CTyAEeHTOB, obyyatowmxcs no HanpaeneHuto "MeHenxmeHT", npodomns "MeHeaxXMeHT cdoepbl ycnyr".
PaccmoTtpeHue npobnemM ynpasneHus KneHTamMm B cqpepe yCnyr CTaHOBUTCS ONpeaensitowmm B
noarotoeke cneunannctoB. OrpoMHoe 3Ha4YeHne nprobpeTaeTt paccMoTpeHre Npobnem ynpasneHns
NOSANBbHOCTbLIO KIIMEHTOB B CEPBMCHOM MEHELXMEHTa, NepeyHIo N aHannay KnoyesblX d0akTopoB B
CO3[aHNN CUCTEMbI LOBEPUTENBHbBIX OTHOLWEHWUIA B KNINEHTCKOM Br3Hece, CUCTEME SKOHOMUYECKMX U
coumanbHo-aemMorpadnyeckmnx oakTopoB B CO34aHNM U yaepXaHUN KIIMEeHTCKOM 6a3bl B CEPBUCHbBIX
opraHusauuax, manblx NnpeanpuaTusax, npeanaratrowmnx WMPOKNn CNEKTP YCNyr HaceneHuo,
opraHu3auusx, NpefoCTaBnaoWmx CAEKTP coumanbHO-3Ha4YmMMblx yenyr. CylecTBeHHOE BHUMaHMe
yoensieTcsi aHanmay 0CobeHHOCTeR ynpaBneHnst KnmeHTamm B coepe ycnyr.

Kypc npenHasHayeH ons cTyneHToB nocnenHero roga obydeHums no npodounto "MeHeoXMeHT
cchepbl yenyr". NocnenoBatenbHOCTb M3N0XEHNst MaTepurana obycnoBneHa CTpeMNeHNeM K
©0OVHCTBY TEOPMM U NPaKTUKN B aHaNIM3e COBPEMEHHbIX NPobneM NOCTaHOBKM NpoLiecca yrnpasneHus
KNWEHTaMn B CEPBMCHOM MEHEOXMEHTE.

MecTo aucumnnuHel B cTpykType OOl 6akanaBpuata

JaHHag ogucumnanHa OTHOCUTCSA K LMKIY NPOdIECCUOHANbHbIX ANCUUNANH HanpaeneHns
MeHe o XMeHT.

ViMeeT TecHble B3auMOCBSA3M C Takumm gucumnnnnHamm kak "OcHoBbl MeHeoxmeHTa", "Teopus
opraHusaummn” "VIHdbopMaLnoHHbIe TEXHONOrMM B MeHeaXMeHTe", "Pa3paboTtka n npuHaTme
yrnpaBsneH4yeckmx peweHnin”, bruaHec-npouecchl 1 ycnyru BHyTPUKOPONPaTUBHOIO yrpaBneHus,

YnpaBneHne XN3HEHHbIM LKIOM YCIyr 1 psaa ap.

3. KomneTteHuumn obyuarowerocsi, popMupyemble B pe3yibTate 0CBOEHUS AUCLUMIINHDI
/mopyns

B pesynbTate 0CBOEHUS AMCLMNINHBI (QOPMUPYIOTCS CReaytowme KOMNeTEeHUNN:

Pacwmndpposka
Lincpp komnereHumu npuobpeTaeMoir KoMneTeHLUU
OK-14 ? BnafeTb O4HUM N3 NHOCTPaHHbIX 13bIKOB Ha YPOBHE,
(0BLwekynbTypHbIE obecneymBatoweM ahPeKTUBHYIO NPOCECCNOHANBHYIO
KOMNeTeHLmm) NeATeNnbHOCTb
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Mporpamma oucuunnuHel "CTpaterns ynpaeneHns KnMeHTamm npeanpusatuin cpepsl yenyr"; 080200.62 MeHenXMEHT; LOUEHT, K.H.
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PacwudpoBka
Lincpp komnereHuyu npuobpeTaeMor KoMneTeHLUU
OK-19 ? cnocobHOCTb OCYWECTBNATL AeN0BOe 0bweHne: nybnmnyHble
(0BLeKkynbTypHbIE BbICTYM/IEHMS, NeperoBopbl, NPOBeAeHNEe COBELWAHNIA, 0eN0BYO
KOMNeTeHLmm) Nepenncky, aNeKTPOHHbIE KOMMYHMKaLUN
OK-3
(0bLwekynbTypHbIE ? cnoCcoBHOCTbIO 3aHMMaTb akTUBHYIO FPaX4aHCKYH NO3nLUo
KOMreTeHuunn)
MK-18 ? BnageTb MeTofaMu MPUHATUSA CTPaTernyeckmx, TakTMHeckmx u
(npodheccunoHanbHble onepaurOHHbIX PeWeHnin B ynpasneHnumn onepaLmoHHON
KOMNeTeHLmm) (NPON3BOACTBEHHOMN) OEATENbHOCTLIO OpraHn3aunin
MK-2 ? BnageTb MeTofamMu NPUHATUS CTPATErMYECKNX, TaKTUYECKMX U
(npodbeccmoHanbHble ONepPaLNOHHbIX PELEHNA B yNpaBneHnn onepawumoHHO
KOMMNeTeHunm) (MPOn3BOLACTBEHHOW) OEATENBHOCTBIO OpraHn3aumnii
NnK-19
?cn HOCTbIO N

(ocbecouomansie | amenooTe opr e
KOMMeTeHuunn) P y P
K-23 3HaHWe COBPEMEHHOWN CUCTEMbI YNPaBNeHNs Ka4eCTBOM U
(npodhbeccmoHanbHble
KOMMETEHLINN) obecneyeHns KOHKYPEeHTOCNoCoOHOCTH

B peaynbTate 0CBOEHUSI AMCLUMMINHBI CTYAEHT:
4. nONXeH OEeMOHCTPUPOBaTb CMNOCOHOHOCTb M FTOTOBHOCTb:

JleMoHCTpMpoBaTh CNOCOBHOCTb MOHUMAHME POSIN 1 3HAYEHUSI MHADOPMAaLIMW U MHCPOPMALIMOHHbIX
TEXHOMOMNiA B pa3BMTMM COBPEMEHHOIO 0BWECTBA U 9KOHOMUYECKMX 3HAHWIA ([leMoHCTprpoBaThb
FOTOBHOCTb K pa3paboTke npouenyp U METOLOB KOHTPOSS

,ﬂeMOHCTpMpOBaTb FOTOBHOCTb y4aCTBOBaTb B peann3aunn rnporpamMmmbl opraHn3aulOHHbIX
N3MeHeHUN, CNoCcOoBHOCTbIO npeononesarb JiokanbHOE COMPOTUBIIEHNE N3SMEHEHUAM

LleMoHCTpmnpoBaTb rOTOBHOCTb Y4aCcTBOBAaTb BO BHEAPEHUM TEXHONOMMYECKUX U MPOLAYKTOBbIX
MHHOBAaUMN

JeMoHCTpMpoBaTb CNOCOBHOCTb pelaTh ynpaBneH4Yeckue 3aayn, CBsi3aHHbIe C onepaumsiMm Ha
MUPOBBIX PbIHKaX B YCNOBUSX rnobanmsaumnm

4. CTpyKTypa u cogepxaHve AUCLUMNINHbI/ Moayns
Obwas TpyooeMKOCTb AMCLMMNANHBI COCTaBNSET 5 3a4eTHbIX(ble) eanHmu(bl) 180 yaca(os).
dopmMa NPOMEXYTOHHOIr0 KOHTPONS ANCUNMNNHBI 9K3aMEH B 7 CEMECTPE.

CyMMapHo no amcumnanHe MoxHo nony4ntb 100 6annos, U3 HMX Tekylwas paboTta oueHmBaeTcs B 50
6anno., ntorosas popma KoHTpons - B 50 6annos. MnHMManbHoe KONMYeCTBO ANs OoMnycka K 3a4eTy
28 6annos.

86 6annos 1 6onee - "oTANYHO" (OTN.);

71-85 6annos - "xopowo" (xop.);

55-70 6annos - "ynoBnetBopuTenbHO" (YO0B.);

54 6anna n MeHee - "HeyOBNETBOPUTENBLHO" (Heya.).

4.1 CTpyKTypa 1 comepXxaHue ayauTopHou paboTtbl No gucuunivHe/ MOAYNIO
TemaTtnyeckuu nnaH gucuUnNauHbl/Moayns
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Mporpamma oucuunnuHel "CTpaterns ynpaeneHns KnMeHTamm npeanpusatuin cpepsl yenyr"; 080200.62 MeHenXMEHT; LOUEHT, K.H.

Kyueson H.I".
Bugbl n yachbl
Pasgmen ayauTopHOM paborThbl,
Hepens MX TPy AO0EMKOCTb Tekywume copmbl
N ‘D'"Kn"(")':lr;;}r;”b'/ C("w'echcemecrpa (B yacax) KOHTpOnsi
Nek M"I'IpaK'rw-lecmeHaﬁoparoprle
u 3aHATNA pa601b|
Buabl n yachbl
Pasgmen ay,oMTOpHOM paboThbl,
Henens MX TPy A0EMKOCTb TekyLime coopmbl
N 'D'"Kn"g"lr;;;vs""b'/ CewleCTpcemecrpa (B yacax) KOHTpOnsi
MpakTuueckuelllaboparopHbie
HEKLI,I/IVI 3aHATUA pa601b|
Tema 1. OcHoBbI
1 noTpebunTenbckoro - ] 5 5 0 ggz::JMH: ©
‘[noBeneHuna B cpepe
ycnyr
5 Tema 2. JlosnbHOCTb v 5 4 4 0 ggg:l:”;eee
‘InoTpebutenei.
Tema 3. dPakTopbl JoMallHee
3.[nosinbHOCTN B 7 3 4 4 0 3agaHue
notpebneHun ycnyr
Tema 4. OT60p y
4.|KNOYEBBIX KNIMEHTOB B 7 4 4 4 0 yCTHBIW ofpoc
notpebneHun ycnyr.
Tema 5. MNpuobpeteHune y
5./knneHToB, obHOBNEHME 7 5 4 4 0 ycTHBIA onpoc
6a3bl KNMEHTOB.
Tema 6. YoepxaHue nomatuiHee
6.|knneHTOB B coepe 7 6 2 2 0 3agaHue
ycnyr
Tema 7.
CamoBOCNpoOM3BOACTBO YCTHbIA ONpoc
£ n ?BblpawmeaHmne? / / 4 4 0
K/TMEHTOB.
Tema 8. KntoyeBble
goakTopbl YCTHbI onNpoc
8. 9PPEKTUBHOTIO / 8 2 4 0
4.2 COSHISRERMS N®EMMNNNHDBI
TeMd FR\GCHOERI ARG peGUTelbckoro noseaeHUg B ¢chepe ycnyr 0 aK3ameH
nexUSPERNG IR (2 uaca(or)):
MNMomdrvoyaepxaHme HyXHbIx NoTpebyteneir. MNowggne ?HegixoanMble NOPPEOMTENN?.
oK nyeckin achchekT NnoankLHOCTA noTpebuteneil. eHoMeH OTpHUIIATENKHOIQ BhiBOpa

notpebutenei ycnyr.
npakTnyeckoe 3aHsitne (2 4aca(os)):

B3anMmMoBbIrogHOCTb U AONTOBPEMEHHOCTb NpK NoTpedbneHun yenyr. KOHKYpeHTHbIE NpenMyLLecTBa
KOMMaHnn Npu okasaHum ycnyr notpedbutensm. CKNoHHOCTb NoTpebuteneit yenyr K
CamMOBOCMNPON3BOACTBY

Tema 2. JlosinbHOCTb NoTpebutenemn.
JNIeKLMOHHOe 3aHsiTne (4 4yaca(os)):

KoadhdomumeHTbl nosanbHOCTU. SPPEKTUBHOCTL TOSNIBHOCTW KaTeropuin notpebuteneii. Pesepsbl
pocTa nosnbHoCTW nNoTpebutenein. Ctpaternn NoBeaeHNs LENEBbLIX FPYNMN KIVEHTOB.

npakTtnyeckoe 3aHsitne (4 4aca(os)):
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Mporpamma oucuunnuHel "CTpaterns ynpaeneHns KnMeHTamm npeanpusatuin cpepsl yenyr"; 080200.62 MeHenXMEHT; LOUEHT, K.H.
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OT60p UeneBbix FPYMn KANEHTOB 1 UX 9KOHOMMYECKas 3dddEKTMBHOCTb. PeopraHnsaumns kaHanos
cbbiTa, BbIBOp oNTUManbHOro kaHana cobbita. PuckoBaHHble KnneHTbl. MeToabl 3aluThbl OT
HeNosANbHbIX KNNEHTOB. JIOSNbHOCTb B MOHOMONIM3MPOBAHHbIX CEKTOPaX 3KOHOMUKMN. JToSiNbHOCTb
noTpebuTeneit N XN3HeHHbI LUmMkn bruaHeca.

Tema 3. dakTOpbI NOSANBHOCTU B NOTpebneHun ycnyr
neKkumnoHHoe 3aHsiTne (4 yaca(os)):

CoumanbHo-gemMorpaduyeckme n 3KoOHoOMMYeckme gpakTopbl 1 X Posb B OOPMUPOBAHNN
NoSNbHOCTU B capepe ycnyr. BHyTpeHHne ybexaeHus npy noTpebneHnm ycnyr n nx ponb B
obecneyeHnn OEHEXHOro noxona KomnaHum B cdoepe ycnyr. MonyvyeHme 0ONONHUTENBHON LLEHHOCTH
NpW oKasaHuKn ycnyr B rnasax notpedutenei.

npaktnyeckoe 3aHsitne (4 4aca(os)):

MeHTanuteT n nosinbHOCTb NoTpeduteneit. CounanbHOE NONOXEHNE N NPUCTPACTMS B Bbibope
KayecTBa 1 yCnoBuiA okazaHus ycnyr. @akTopbl BHyTPEHHEN NOSNbHOCTN KNEHTOB.

Tema 4. OT60p KNIOUEBbIX KNIMEHTOB B NOTpe6neHum ycnyr.
JNIeKLMOHHOe 3aHsiTne (4 4yaca(os)):

MNoHMMaHWe KNueHTa, CerMeHTauUmMmn pbiHka Ha HUWKW (No NOTPebHOCTAM), BLIBOP LEeNeBbIX C
MakKC/MasnbHOM LLEHHOCTbIO A8 KOMMNaHuK. LieHa KoHKypeHTHOM 60pb6bbl 3a KNnueHTa. napTHepPCKme
OTHOLWEHUSX MEXAY KOMNAaHMAMW B OTHOWEHUW 3aBOEBAHNS KNINEHTOB.

npakTtnyeckoe 3aHsitne (4 4aca(os)):

CosnaHue v nogaepxaHue KNnMeHTckon 6asbl. XapakTep oTpacnei cgepbl yenyr 1 nonuTrka
B32UMOOTHOLLEHWI C KNIMEeHTaMMm.

Tema 5. NMpuobpeteHne KNMEHTOB, 06HOBNEHUE 6a3bl KJINEHTOB.
JNeKLMoHHoe 3aHsiTne (4 4yaca(oB)):

MprBneYeHmne HOBbIX KTMEHTOB : CIOXHOCTb M 3HAYMTENbHAS CTOUMOCTb.
npakTtnyeckoe 3aHsitne (4 4aca(os)):

AdhdoekT ?abipsiBOro Beapa? B NpUBReYeHNN KNMeHToB. KOMMyHUKaUMK U NpeanoXeHne LeHHOCTH
uenesbiM NoTpebutensim. MNporpaMmbl KOMMYHMKaLMKW B pacnpocTpaHeHmmn yenyr. ObpasoBaTtesbHble
nporpamMMbl ANt KNMEHTOB. KONMYECTBO 1 30PdEKTUBHOCTb KOHTAKTOB B NMPUBIEYEHNN KIINEHTOB.
MoTeHumnan pocta 6asbl KNMEHTOB.

Tema 6. Y aepXxaHue KnmeHToB B ccpepe ycnyr
neKuMnoHHoe 3aHsiTne (2 yaca(os)):

NnyHas cumnatvs u ooBepumn B NpefocTasneHun yenyr. NepcoHanuaauus npoLecca okasaHus
YCNyr Kak OCHOBHOW oakTop yaepxaHus knmeHTtos. ObelaHHoe NpeasioXeHne LEHHOCTH 1
BbICOKOK@4eCTBEHHOE 06CnyXmBaHue.

npaKkTudeckoe 3aHsitne (2 yaca(os)):

OI'IpOCbI KNMMEHTOB N MOHUTOPWHT CcOoBCTBEHHOIA pa60TbI B o6cny>K|/|Barome|7| KOMMaHunu. CTpaTeFI/IVI
yaepXaHuda KNMeHTOoB onnpascCb Ka4eCTBEHHbIX yCnyr, BbiCyWMBaHNN KINMEHTOB U CO340aHUN
OTHOLUEHWNA, npenaTCTByOWKMX yxoay nocnegHux.

Tema 7. CamoBOCNPOM3BOACTBO U ?BbipaluuBaHue? KJMEHTOB.
JIeKLMOHHOe 3aHsiTne (4 4yaca(os)):

MoBblllEHNE CTOMMOCTU CYLIECTBYIOWMX KNMMEHTOB. XXU3HEHHas CTOMMOCTb K/IMeHTa. YBennyeHve B
3aTpartax Ha Kaxaoro kiMeHTa Yepes pacwmpeHme Habopa OOoNoNHUTENbHbIX YCYT.

npakTnyeckoe 3aHsitne (4 4aca(os)):

YcTaHOBNEHNE NapTHEPCKUX OTHOWEHWIA C KNMEHTaMmn. DKCKNO3MBHOCTL BO B3AVIMOOTHOLWEHUSIX C
knueHTamn. KnmeHTcknin 6u3Hec B cucTeMe NpeaoCcTaBneHunst ycnyr

Tema 8. KntoueBblie chakTopbl 3cdhheKTUBHOro NoTpebneHns ycnyr
JNleKLLMOHHOe 3aHsiTue (2 4aca(os)):

MepcoHan capepnbl yenyr. Cuctema LeHoobpa3poBaHMs Ha YCNyr Kak OMH 13 KOYEBbIX (hakTOpPoB
B noTpebneHun ycnyr. KaHanbl pacnpenenexus ycnyr. MNpouecc okasaHus ycnyr. KOMMyHukaumm B
npoLecce oKasaHus ycnyr.

npakTnyeckoe 3aHsitne (4 4aca(os)):
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MpsiMble B3aMMOCBSI3M MeX Ay NepcoHanoM u notpebutensmm B cgpepe ycnyr. HeocsisaaeMocTb B
oLieHKe KayecTBa ycnyr noTpebutenem. Ycnyru ¢ HU3Kkoi cTeneHbio B3anMoaeicTBuS B
noTpebneHun..

4.3 CTpyKTypa 1 comepXxaHue camocTosiTeslbHOM paboTbl AUCLMNINHBI (MOOYNS)

Buabi
N Paspen Cemect Hepensi | camoctositensHon [TpynoemMKoOCTb g;?«%%:lol;g:;g:g;
AucumnnuHbl pcemecrpa pabotbl (B yacax) 260TbI
CTYAEHTOB P
Tema 1. OcHoBbl
noaroToBK
] noTpebuTenbckoro 2 1 ﬂgﬂ aczuSerc? 10 nomallHee
‘InoBeLeHns B capepe 3anaHus 3apaHue
ycnyr
noaroToBK
5 Tema 2. JlosanbHOCTb v 5 ugﬂa?ugerc? 12 JomalHee
‘(noTpebutenen.
oTpebutene 3anaHms 3afaHune
Tema 3. DakTopbl NnoAaroToBka
YENT
3.|[nosiNbHOCTA B 7 3 JoMallHero 10 ggﬂaaHMHeee
noTpebneHun ycnyr 3agaHus
Tema 4. OT60p
noaroToska K -
4.|KN04YeBbIX KNMEHTOB B 7 4 nggMo or? oc 12 YCTHbIA ONpoC
notpebneHun ycnyr. y y onpocy
Tema 5. MNMpurobpeteHue
noaroToBka K o
5.[knneHToB, 06HOBNEHNE 7 5 nggMO or? oc 12 YCTHbI onpoc
6a3bl KNMEHTOB. y y onpocy
Tema 6. YoepxaHue noAroToBka

6.|knneHTOB B cdhepe 7 6 |oomalwHero 12 ggxgmﬂfe
ycnyr 3apaHusg
Tema 7.

CamoBOCNpON3BOACTBO noaroToBka K o

7. 7 7
1 ?BblpawmeaHme? YCTHOMY Onpocy 12 yCTHBI onpoc
KIIMEHTOB.

Tema 8. Kntoyesble
aKTopbl NnoAroToBka K -

8. P 7 1 THbIR On
3PPEKTUBHOIO 8 YCTHOMY Onpocy 0 ye onpoc
notpebnexus ycnyr
NTtoro 90

5. ObpasoBarenbHble TEXHONOIMU, BK/IOYAA MHTEPaKTUBHbIE hOpPMbl 06yUYeHUs

[ns noBsbilweHns 3EKTUBHOCTI 00y4YeHMSI UCMONb3YeTCs KOMMIEKC METOAMK M MOAXOI0B K
06pa3oBaHmnio, OPUEHTUPOBAHHBIV HA NOTPEeBHOCTM 1 BOCNpUATUE npolecca ynpasneHus. Ero
OCHOBHbI€ 3/IEMEHTbI:

1. ConmxeHne oby4yeHns ¢ NPaKTUYEeCKOn AesTENbHOCTLIO CTyAeHTa - obyyeHne Ha 6ase paboyel
cuTyauun, BOBNeYeHMe B y4ebHbI MPOLLECC NPAKTUYECKOro OnbiTa NpenoaaBaTeneit (CTyLeHTOB) 1
ap.

2. Nicnonb3oBaHue Hanbonee akTMBHbIX METOA0B 00yHYEHNS, MO3BONSAIOWNX SKOHOMHO PacxonoBaTb
BpeMs CTyLeHTa, Takux, Kak rpyrnnoBble AUCKYCCUM, OeN0oBble UTrpbl, TPEHWUHIUX, "MO3roBble WTYpPMbl",
paboTa C MHTepakTUBHbIMK y4ebHbIMM MaTepuanamm u T.4.

3. Obpa3zoBaTenbHbI NOAX04 - MOMOLLb B NPOSIBNEHNM YHUKANbHBIX COCOOHOCTEN CTYAEHTA,
PopMMpoBaHMM ero COBCTBEHHOW LIeNbHOW KapTUHbI B3rNSO0B HA YNpaBneHne coupMon
NoCpPencTBOM YCBOEHWNS KOHUEMNUNA, NPUMEHNMbIX B LWUMPOKOM AnanasoHe CUTyaLui.
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4. Pa3Butme TBOPYECKMX CNOCOOHOCTEN CTYAEHTOB, YMEHUS MPUHUMATb PELEHUs B HEOPANHAPHBIX
YCNOBMSX NyTEM UCMONb30BaHNS NPOBNEMHbIX METOA0B 00y4eHus (case study n pabouune cutyauun).

5. PazsuBatowmin nogxon - o6yL|eH|/|e YMEHUIO HE TOJIbKO 3HaTb, HO U AyMaTb, NCNO/1b30BATb 3HAHWUA,
perynsapHoO nosbliaTb cBOM MHTeﬂﬂeKTyaﬂbelﬁ YPOBEHb. Passusatouwune,
Hay4HO-UccnenoBatenbCkne HanpasneHns 06pa3OBaHI/I$| (aKTVIBHbIe MeToabl o6yquM9) CTpoAaTt
TEXHONOrmn Ha MeTognkKkax no3HaHus. ,D,pyrleVl cnosamu, oopMmpoBaHme NIMNYHOCTHOM MOoLenu
y4eHuKa nponcxoanTt non BiiNAHUEM HEeNMHenHOW MoL4EeNN 3HAHWUA.

6. YHI/IBepCBJ'IbHOCTb N3J10KeHns KypcoB 1 NMpMeHeHne MeTo00B anantaunn cogepXaHus K
KOHKPETHbIM YCNOBUAM.

7. MpoekTUpoBaHNEe CaMOCTOATENBHOM PaboThbl, CyLEeCTBEHHO PACWNPSIOWEN NNYHYIO MHALMATUBY
CTyAeHTa U OpraHm3aunto rmbkmnx n apekTMBHbIX OOPM KOHTPONS CO CTOPOHbLI NpenoaaBartenen,
NPUHMMAIOWMX y4acTne B Nporpamme.

8. OpraHmsaumsa CUCTEMHOr0 KOHTPOSIS C MOMOLLBIO C MOMOLbIO NPOMEXYTOUHBIX M UTOrOBbIX
N3MEPEHUI YPOBHEW 3HAHWIA, YMEHWIA N HABBIKOB 0Oy4aeMbIX.
NHTepakTnBHble hopMbl 0By4eHNS

. IHTepakTnBHas akckypcus

. Micnonb3oBaHune kenc-TexHonornm

. [lpoBeneHne BnaeoKoHepeHUUin

. Kpyrnbin cton

. Mosroeoi wrypm

. Debatbl

. dokyc-rpynna

. [lenosble 1 ponesbie nrpbl

9. case-study (aHann3 KOHKPETHbIX, MPAKTUYECKNX CUTYyaLMIA)
10. yyebHble rpynnoBble ANCKYCCUn

11. TPEHUHrNn.

0O NO O~ WN =

6. OueHOUYHble CpeacTBa OJ1s TEKYLLLero KOHTPOJS yCrneBaeMoCTH, NPOMEXYTOYHOMN
aTTecTauum rno UToram OCBOEHUS OUCLMIMIIMHBI U y4ebHO-meToanyeckoe obecneyeHme
CaMOCTOSATEe/IbHOW paboTbl CTYA,EHTOB

Tema 1. OcHOBbI NOTPeObUTENBCKOro NoBeaeHNs B ccpepe ycnyr
JoMalHee 3afaHune , NpUMepHble BOMPOCHI:

MoaroToBuTL fOMalHee 3anaHne n obcyanTtb: PeHoMeH oTpuuaTenbHoro Bolbopa notpebutenei
ycnyr. B3aanMOBbIrOLHOCTb 1 [ONTOBPEMEHHOCTb Npw NoTpebnerHnmn ycnyr. KoHKypeHTHbIe
npeunMylecTBa KOMNaHnM Npu oKkasaHun ycnyr notpebutensim.

Tema 2. JlosinbHOCTb NoTpebutenen.
LoMalHee 3afaHne , MPUMEpPHbIE BOMPOCHI:

MoarotoBuTb fOMalWHee 3afnaHne n obcyanTb: Pe3epBbl pocTa NosSnbHOCTM NOTpedbutenei.
Ctpaternm noBeaeHns Lenesbix rpynn knmeHToB. OTO0p LeneBbiX rpynn KANEHTOB 1 UX
9KoHOoMM4Yeckas agpPekTUBHOCTb.

Tema 3. dakTOpbI NOSANBHOCTU B NOTpebneHun ycnyr
JoMallHee 3agaHue , NpuMepHbie BOMPOCHI:

MoarotoBuTb fOoMalHee 3afnaHne n obcyanTb: CoumanbHO-aemMorpadomyeckmne N 3KOHOMUYecKne
paKTopbl M UX PONb B CPOPMUPOBAHMUN NOSINIBHOCTY B cdoepe ycnyr. BHyTpeHHMe ybexaeHns npu
noTpebneHun ycnyr n ux ponb B obecnevyeHnn 4eHexXHOro 0oxona KoMnaHum B coepe ycnyr.

Tema 4. OT60p KNHOUEBbIX K/IMEHTOB B NOTpe6neHuu ycnyr.
YCTHbI ONPOC , NPUMEPHbIE BOMPOCHI:
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onpoc TeMbl onsa onpoca: LieHa koHKypeHTHOM 60pbbbl 3a KNMEHTa. NapTHEPCKNE OTHOLIEHNSAX
MeX [y KOMMNaHUSIMM B OTHOLWEHWM 3aBoeBaHmns KnneHToB. Co3aaHue 1 nogaepXaHue KIMeHTCKOM
6a3bl.

Tema 5. NMpuobpeteHne KNMEHTOB, 0OHOBNEHUE 6a3bl KNIMEHTOB.
YCTHbIA ONpoC , NPUMEpPHbIE BOMPOCHI:

onpoc Tembl ons onpoca: SpdeKkT ?abipsBoro segpa? B npusiedYeHnmn KnnmeHTos. KOMMyHmkaLmm n
NPennoXeHne LEHHOCTU LeneBbiM NoTpebutensam. MNporpamMmbl KOMMYHUKALMKN B pacnpoCTpaHeHnm

ycnyr.
Tema 6. Y aepxaHue KnmeHToB B cdoepe ycnyr
JoMallHee 3agaHue , NpuMepHble BOMPOChHI:

MoaroToBMTb OOMallHee 3aaaHue n obcyautb: JlnyHas cuMnaTtis 1 0OBEpUK B NpenocTaBneHnn
ycnyr. lNepcoHanusauns npouecca okasaHus ycnyr Kak OCHOBHOM ¢pakTop yaepXaHus KINEeHTOB.
ObelwaHHoe NpeanoXxeHne LEHHOCTM 1 BbICOKOKAYeCTBEHHOE 0OCnyXMBaHNME.

Tema 7. CamoBOCNpOM3BOACTBO U ?BblpalluBaHNe? KJIMEHTOB.
YCTHbIA ONPOC , NPUMEPHbIE BOMPOCHI:

PaspaboTtatb MeToabl CAMOBOCMNPOM3BOACTBA KIIMEHTOB CAPepbl YCyr.
Tema 8. KntoueBblie chakTopbl 3cpheKTUBHOro NoTpebneHns ycnyr
YCTHbI ONPOC , NPUMEpPHbIE BOMPOChI:

BbloennTb kntoYeBble chakTopbl NOTPEBUTENBCKOro NOBEAEHUS B PA3/IMYHBIX HALMOHANbHbIX
KynbTypax. [poaHannanpoBaTb B CPaBHEHWMN.

Tema . UToroeasi oopma KOHTpOns

[MprMepHble BOMPOCHI K 9K3aMeHy:

[MnaHnpyeTcs npoBeaeHne TeCTOBbIX 3a4aHWIN, KENCOB B COOTBETCTBUN C HUXENPUBEOEHHON
TEeMaTUKOMN.

7. OCHOBbI NOTPEOUTENBCKOrO NOBEAEHNS B CAPEpe yCnyr.

8. MNoHsiTNe "Heobxoammble noTpedbutenn".

9. deHOMEH OTpuMLUATENBHOrO BbibOpa noTpebuTeneit ycnyr.

10. CkNOHHOCTb NOTpebuTenei ycnyr kK CaMoBOCMNPON3BOACTBY

11. KoadppuumneHTbl nosinbHOCTU.

12. Ctparternn nosefeHns Lenesbix rpynn knneHTos. OTOOp Luenesbix rpynmn KAMEHTOB U NX
9KoHOMM4Yeckas dqpPEeKTUBHOCTb.

13. MeTonbl 3awWwmnTbl OT HENOSANbHbIX KIIMEHTOB.
14. J1osiNbHOCTb B MOHOMONM3NPOBAHHbIX CEKTOPAaxX 3KOHOMUKM U CQoepbl YCNyr.
15. ®akTopbl NOANBHOCTM B NOTPEONEHN ycnyr.

16. CoumanbHo-aeMorpacuyeckmne n 3KOHOMUYECKME OakTopbl 1 UX POfb B OOPMMPOBAHNM
NOSINBHOCTM B cdpepe ycnyr.

17. MNony4eHne OOMNONHUTENBHOW LIEHHOCTW NPWU OKa3aHuu yCnyr B rnasax notpebutenei.
MeHTanuTeT u NosiNbHOCTb NoTpebuTenei.

18. OT60p KNtoYEBbLIX KNIMEHTOB B NOTPEBNEHNN yChyr.

19. LleHa KOHKYpeHTHoI 60pbbbl 3a KNMEHTa. NAPTHEPCKME OTHOLWEHUSIX MEX Y KOMNAHUSMU B
OTHOLUEHNN 3aBOEBAHNS KTMEHTOB.

20. I'Ipmo6peTeHme KNNEHTOB, obHOBNeHne 6asbl KNMEHTOB. anIB}'Ie‘-leHVIe HOBbIX KITMEHTOB
CNO>XHOCTb U 3HAa4YNTENIbHAasA CTOMMOCTb.

21. OpgoekT "abipsBoro segpa" B NpMBIeYEHUN KIMEHTOB

22. Y nepxaHue KnmeHToB B cdoepe ycnyr. JInyHas cumnaTtns u noesepue B NpefocTaBneHnn yenyr.
23. loBblWeHNe CTOUMOCTY CYLLECTBYIOWMX KTMEHTOB.

24. Xn3HeHHas CTOUMOCTb KNMeHTa.

25. OKCK/IO3NBHOCTb BO B3AaUMOOTHOLWEHMSX C KNMEHTaMN.
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26. KnneHTtckunii BU3HeC B cucteme NpeaocTaBneHns yenyr.
27. KntoyeBble thakTopbl 3EKTUBHOIrO NOTPEONEHNS yCnyr.

7.1. OcHOoBHas nuTeparypa:

1. YnpaeneHne adhdeKTBHOCTbIO MapkeTnHra: MeTooorMs 1 NpoekTHoe MoaennpoBaHue: y4ebHoe
nocobue / O.B. Kutosa; POA nm. I'.B. NMnexaHosa. - M.: UHDPA-M, 2010. - 328 ¢.//
http://znanium.com/bookread.php?book=180316

2. CunsieBa, N. M. MapkeTuHr ycnyr [9nekTpoHHbIi pecypc] : YuebHuk / V. M. CnHsesa, O. H.
PomaHeHkoBa, B. B. CnHgeB; nog pea. 4. 3. H., npod. J1. . Jawkosa. - M.: Jawkos n K, 2014. - 252
c. - ISBN 978-5-394-02090-http://znanium.com/bookread.php?book=430570

1. MapkeTuHr ccpepbl yenyr: YuebHoe nocobue / C.H. OunsHosa, A.9. Wrezensb. - M.: Marnctp: HAL
WHppa-M, 2012. - 192 c.//
http://znanium.com/bookread.php?book=326965

7.2. JlononHuTenbHasa nuteparypa:

1. Beksut I". Y10 Nto6aT KNneHTol ? CI16.: MNMutep, 2004.-208c¢. 43.

2. bepmaH b., 9BaHc XK. Po3HnyHasa Toproens: ctparerndeckuin nogxod.- M.: ispatenbckuin oom
"Bunbame", 2003. - 273c. 44.

3. BuHorpaposa M. B., lNaHuHa 3. V. OpraHusauunsa n nnaHnposaHue OeaTenbHOCTU NpeanpusaTum
cthepbl cepsuca: yuebHoe nocobue. - 3-e uaa. - M.: Iapatenbcko-Toprosast kopnopaums "awkos 1
K", 2007. - 467c. 46.

4. [aHTep B., depHxam A. Tunbl noTpebuteneii: BBeaeHue B ncmxorpadpuky. -Creé.: Mutep, 2001 .-
123c. 47.

5. banaesa O., Npensoauntenesa M. Cdoepa ycnyr B MUPOBO 9KOHOMUKE: TEHAEHUUN pa3BuTus //
MwupoBasi akoHOMMKa 1 MeXayHapoaHble OT-

6. HoweHunga. ? 2007. ? ©3.

7. banaesa O.H., lNpeasonnTtenesa M. L. Spa ycnyr: TpebytoTcs npodpeccroHans //
BusHec-obpasoBaHue. ? 2002. ? €2(13).

8. Bockonosuy H.A. SkoHoMuka nnatHbix yenyr. ? M.: FOHuTn-LaHa, 2007.

9. lemnposa J1. Ccpepa ycnyr B NOCTUHIOYCTPUANbHOM 3KOHOMKKE // MnpoBas aKOHOMUKA U
MeXAyHapoAHble oTHoweHus. ? 1999. 7 @2.

10. Oemnposa J1. Caoepa ycnyr Poccun: TpyaHbIi NyTb MoaepHu3aumm / MnpoBas aKOHOMUKA 1
MexayHapogaHble oTHoweHns. ? 2008. ? 2.

11. Knukuy J1.M. Ssontoumnsa cgoepbl ycnyr: HepasHoBeCHbIM noaxod. ? M.: 3a-so MCXA, 2004.

12. NTaBnok K. MapkeTuHr ycnyr: nepcoHan, texHonoruu, ctparerun. ? M., Cl16., Kues: Bunbsamc,
2005.

13. Mapkosa B.[. MapkeTtuHr ycnyr. ? M.: ®uHaHcbl 1 ctatuctmka, 1996.
14. Poccuiicknin ctatuctmnyeckmin exeronHuk. ? M.: Poccrtart, 2007.

15. Pytrainzep B.M., Kopsiruna T.U., Apbysosa T./. n gp. Cchepa ycnyr. HoBas koHuenuus
pa3sutng. ? M.: OkoHomumka, 1990.

16. Bopucos, A.B. CoseplueHcTBOBaHme 6uaHec-npoueccos / A.B. Bopucos. - M.: Jloruka busHeca,
2005. - 56 c.

17. bopognartoea, M.B. ABTOMaTn3auus MooenMpoBaHns 06 EKTOB penHXuHmpuHra / M.B.
Bopopatosa, A.B. WepcTiok. - CI16.: N3n-so Cr16ry, 1999.

18. BeHtuenb, E.C. ViccnenosaHune onepaumin: 3agayun, npuHumnel, metogonorug / E.C. BeHTuens. -
M.: Hayka, 1988.

19. BepcruHa, H. PEMHXUHUPUHT Kak MHCTPYMEHT pecTpykTypusauun npeanpusatus / H. BepctaHa,
0. EneHeBa, A. CuraHbKoB [9an1ekTPOHHbIN pecypc]. - http”/home.expert.ru/oborud/crisl .htm.
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20. "aBpunos, A.. PenHXuHnpuHr 6usHec-npoLeccoB: MexaHnambl peanvaaunn: MoHorpadus /
AW. aspunos, A.M. O3uHa. - H. Hoeropoa: 3a-so BBAI'C, 2006. - 364 c.

21. leHepanos, C. YNpaBneHne OTHOLWEHUSIMU C KNMeHTamun: Bu3Hec- cTpaterusi, npeaHasHavyeHHas
LNs ONTMMM3aLMN [OX040B, NPUOLINBHOCTA 1 YO0BNETBOPEHHOCTU KIIMEHTOB [9NEKTPOHHBIA pecypc].
- http://www.crm-systems.ru/ crmsystems.html.

22. 'ynsp, ®. XK. MpeobpazosaHue oprannsauun / ®.XK. MNyusip, Ox.H. Ken- nu: Mep. ¢ aHrn. - M.:
Heno, 2000.

23. 3uHpep, E.3. PEUHXNHNPUHT + NHCPOPMALUNOHHbIE TEXHONOMMN = HOBOE CUCTEMHOE
npoektuposaHune/E.3. 3uHaep // OTKpbITbie cUCTEMBI. -1996. - €1.

24. Knucenes, C.B. SkoHOMMYeckme 1 opraHn3aumoHHbIE OCHOBbI (PYHKLIMOHNPOBAHWS CApepbl yCnyr:
MoHorpadoms. / C.B. Kucenes n op. - KazaHb: Akagemus ynpasnenus "TUCBWN", 2004. - 220 c.

25. KneiiHep, I'.B. Mpeanpuatve B HeCTabnnbHOM 3KOHOMUYECKOW CPeae: PUCKK, cTpaTerum,
6esonacHocTb / [.6. KneHHH, A. Ctpaterns ynpaeneHus busHec-npoueccamu: opraHn3aumoHHoe
pas3BuUTME [aNEKTPOHHbIA pecypc]. - http://big.spb.ru/pubiications/other/km/
steteg_upr_bus_org_razv.shtml.

26. Kytenes, IN1.B. TexHonorns penHxunnpuHra éusHeca / N.B. Kytenes, N.B. Muwyposa. * M.: KL|
"MapT\ 2003. - 176 c.

27. Maptuy, A. Kak BHegpuTb NpoLeCcCHO-OpUeHTUpoBaHHoe ynpasneHue? / A. MapTud //
YnpasneHue komnaHuen. - 2000. - € 23. - C. 31-35.

28. MacneHHukoBa, H. PaspaboTtka cTpykTypbl ynpasneHus, obnagatowein noTeHunanom ons
n3meHeHunn / H. MacneHHukosa // MNpobnembl Teopumn 1 NpakTuky ynpasneHus. - 2002. - € 4. - C.
121-127.

29. MacneHnueHkos, 0.C. BusHec-ctpaternm n 6maHec-npouecchbl 06CnyXmBaHUs KOpropaTuBHbIX
KnueHToB H6aHka: YuyebHas nporpamma MM®BLL / HO.C. MacneHyeHkos. - M., 2000.

30. MacneHueHkos, K0.C. SkoHoMmuka baHka. Pa3paboTtka no ynpaeneHno goMHaHCOBOM
nesatenbHocTblo 6baHka / HO.C. MacneHnyeHkos, A.lN. [y6aHkos. - M.: "BALU-Mpecc”, 2003. - 168 c.

7.3. UHTepHeT-pecypcChbl:

6ecnnaTtHble 6GUBNNOTEKN CeTH ::: 9KOHOMUYeckas . - ..allbest.ru/eko.htm
9koHoMumyeckas bubnunoteka - ecouniver.com/

9koHoMumYeckas bubnuoTteka oHnaviH - finoboz.com/

OnekTpoHHas bubnnoteka 6ecnnaTtHbIX NEKTPOHHbIX KHUT - - www.finbook.biz/
AnekTpoHHas bubnuoTteka oHnaiH, - www.elobook.com/

8. MarepuanbHo-TexHU4Yeckoe obecrneyeHme oUCLMMINHBI(MOAYNS)

OcBoeHve gncunnnuHbl "Ctparterns ynpaeBneHns KnneHtTamm npeanpusaTnin cgoepnl yenyr"
npennonaraeT NCMNONb30BaHVE CNeLyOWero MaTepuanbHO-TEXHUYECKOro obecneyeHns:

E
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MynbTumMeauiiHas ayautopusi, BMECTUMOCTbO 6onee 60 Yenosek. MynbTumMeaniiHas ayautopus
COCTOUT N3 UHTErPUPOBAHHBIX UHXEHEPHbIX CUCTEM C €AUHOWN CUCTEMON yNpaBneHns, OCHalWeHHas
COBPEMEHHbBIMU CPELCTBaMM BOCNPOU3BEAEHUS U BU3yanu3auum noboit Buaeo n ayamno
NHdpopMauuu, NOyYeHNs 1 nepenadn SNeKTPOHHbIX JOKYMEHTOB. TUNoBasi KOMMIeKTaLms
MyNbTUMEOMNAHOM ay AUTOPUN COCTOUT U3: MyNbTUMELMIHOrO NPoeKTopa, aBTOMaTN3NPOBAHHOIO
MPOEKLIMOHHOrO 3KpaHa, akyCTUYECKO CUCTEMDI, a TaKXe MHTepPaKTMBHONM TpMbyHbI NpenoaaBsaTens,
BK/IlOYaloLWen Ta4y-CKpMH MOHUTOP C AMaroHasnblo He MeHee 22 Ol0IMOB, NepCcoHalbHbI KOMMbIOTEP
(C TexHnyecknmm xapaktepucTukamm He Huxe Intel Core i3-2100, DDR3 4096Mb, 500Gb),
KOHJOepeHL-MUKPOOH, 6ecnpoBoaHOM MUKPOGIOH, 610K ynpaeneHns obopynoBaHUeM, MHTEPAENChHI
noakntoyermns: USB,audio, HDMI. MiHTepakTBHas TpmbyHa npenoaaBaTtens sBnsieTCcs KMo4eBbIM
3N1EMEHTOM yrpaBneHns, 06 beANHSIOWMNM BCE YCTPONCTBA B EANHYIO CUCTEMY, U CIYXUT
NONHOLIEHHbIM paboymm MecToM npenoaasatens. MNpenoaaeatens MMeEET BO3MOXHOCTb JIErKO
ynpaBnsiTb BCE CUCTEMOW, HE OTXOAS OT TPMOYHbI, 4TO MO3BONSIET MPOBOANTL NEKLMMW, MPaKTUYEeCKNe
3aHATWA, Npe3eHTauun, BebrHapbl, KOHEPEHUNM U Opyrie BUObl ayAUTOPHON Harpy3Ku
obyyatowmxcs B yA06HON 1 DOCTYMHOW ANSt HAX CPOPME C MPUMEHEHNEM COBPEMEHHbIX
NHTEPaKTMBHbIX CPeaCcTB 0Oy4eHMs, B TOM YMC/e C MCNONb30BaHMEM B NpoLiecce 0by4yeHuns Bcex
KopnopaTuBHbIX pecypcoB. MynbTumMeouinHas ayautopus Takxke oCHalleHa WupPOoKOrnonOCHbIM
LOCTYNOM B CETb MHTEpHET. KomnbloTepHoe 060pynoBaHMEM NMEET COOTBETCTBYIOWEE
NVLEH3NOHHOE NporpaMmMHoe obecneyeHue.

YyebHo-MeToaMYecKas nutepatypa Ans 4aHHON AUCLMMAVHBI UMEETCS B HANMYun B
3NeKTPOHHO-6ubnnoTteyHol cucteme "KHuradoHa", 4OCTyn K KOTOPOI NpefoCcTaB/eH CTyAeHTaM.
OnekTpoHHO-6nbnnoTeyHas cuctema "KHuradoHn" peannsyet neranbHoe xpaHeHue,
pacnpocTpaHeHve 1 3alnTy LMPOBOro KOHTEHTa y4ebHO-MeTOAMYECKON NTepaTypbl AN151 BY30B C
ycnosuem o06s13aTeNbHOro cobniofeHNs aBTOPCKUX U CMeXHBbIX npaB. KHuradoHp obecneynsaet
LWWMPOKWIA 3aKOHHBIV [OCTYN K HeobxoauMbIM Ansi o6pasoBaTtelbHOro NpoLecca U3naHnsM C
MCMONb30BaHNEM NHHOBALMOHHbIX TEXHONOIMIA 1 COOTBETCTBYET BCEM TpeboBaHMsIM HoBbIx P OC
BI1O.

MpPOEKTOp C 3KPaHOM, NPUHTEP M KOMMPOBAaNbHbIA annapat Ans pacrneyaTku TEKCTOB U TECTOBbIX
3aaaHuii, npoyee noaobHoe obopynosBaHme.

MNporpamma coctaBneHa B cooTBeTCTBUM € TpebosaHnamm ®IFOC BIO n yyebHbiM nnaHom no
HanpasneHnio 080200.62 "MeHeoXMeHT" 1 npodunio noarotToskn MeHenxXmMeHT capepbl ycnyr .
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