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Mporpamma ancumnnvHbl "YnpasneHne XunsHeHHbIM Luknom yenyr"; 080200.62 MeHeaXMeHT; AOLEeHT, K.H. (aoueHT) Kyueson H.I".

Mporpammy ouvcumnnuHbl paspaboTtan(a)(1) AoueHT, K.H. (noueHT) Kyueson H.I". kadbenpa
MeHeOXMeHTa B coumnanbHol cpepe OtoeneHne meHenxmeHta , Nadejda.Koutsevol@kpfu.ru

1. LLenn ocBOEHUs1 AUCLUM/INHDI

1. OnpenennTb NOHSATUE XUIHEHHOMO LMKNA.

2. PaccMoTpeTb aTanbl XXM3HEHHOTO LMKa U NpoLecca oKas3aHus ycnyr.

3. OnpenennTb NOHSATUE BU3HEC-LIEHHOCTM Ha KaX[0M aTane XU3HEHHOro uukna.
4. OpraHunsauus ynpasneHne 0CHOBHbIMM TUMaMn YChyr.

5. PaccMoTpeTb BONPOC hOPMUPOBaHUS LIEHHOCTU NpY Npeobpas3oBaHn yCnyr.

6. OnpenennTb Npobnembl ynpaeneHne B3auMOOTHOWEHMAMN C BM3HECOM B TEYEHNE XNSHEHHOTO
umKna ycnyr.

7. AyauTt cucTeMbl ynpaBneHust yenyramm Kak goaktop YBEMYEHUS! XU3HEHHOMO LiMKna yCnyr.

2. MecTo OUCLMNMNHDLI B CTPYKTYpe OCHOBHOM o6pa3oBaTtesnibHOM NPorpaMmbl BbiCLLEro
npodpeccrmoHanbHoro o6pasoBaHus

[aHHas yuebHas gucumunnmnHa BkntodeHa B pasgen " b3.0B.11 MNpodgeccrmoHanbHblIin" 0CHOBHOA
obpasoBaTtenbHol Nnporpammbl 080200.62 MeHeaXXMEHT U OTHOCUTCS K AMCUMNANHaM no Bolibopy.
OcBauBaetcs Ha 4 kypce, 7 CEMeCTp.

Kypc "YnpasneHune Xn3HeHHbIM LUKIIOM yCnyr" SsBngeTcs O4HMM N3 3aBepliarowmx ons CTyaeHToB,
obyyatowmxcs no HanpaeneHuto "MeHenxmeHT", npodomns "MeHeoXMeHT cdpepbl ycnyr'.
PaccmoTpeHune npobnem ynpaBneHns XXU3HEHHbIM LKIIOM YCyTr CTAHOBUTCS ONpeaensiowmnm B
noarotoeke cneunanuctoB. OrpoMHOe 3Ha4YeHne NprobpeTaeT PacCMOTPEHME BO3MOXHOCTU
YBENNYEHNS XN3HEHHOrO LMKna ycnyr n goakTopos, BANSAOWMX Ha 3TOT npouecc. Paccmartpueatotcs
Takme NoHATMS kak BU3HeC-LEeHHOCTM Npouecca ynpaBneHns Xn3HeHHbIM LIMKIIOM YCIyT,
NO3BONSAOWME CYWECTBEHHLIM 06Pa30M NOBANATL HA BO3MOXHOCTU CNPOCa CO CTOPOHbI KNHOYEBbIX
KNMEHTOB CEPBUCHbIX KOMNaHuii. CylecTBEHHOE BHUMAHUE yaenseTcs aHanmay npobnem
yrnpasneHns XNU3HEHHbIM LIMKIIOM YCnyr, CTpaTernyeckomy aHannay, BO3MOXHOCTSM NpaBneH4ecKoro
KOHCaNTWHra, CUCTEME N3MEPEHMIA N OLEHKU Ka4yecTBa yCnyr B paMkax TpeboBaHuiA XN3HEHHOTO
uukna.

Kypc npenHasHayeH ons cTyneHTOB nocnenHero roga obyyeHms no npogounto "MeHeoXMeHT
cpepnbl yenyr". MNocnenoBatenbHOCTb U3NOXEHUS MaTepuana obycnosneHa CTPEMNEHNEM K
€OMHCTBY TEOPUUN N NPaKTUKW B aHaNM3e COBPEMEHHbIX NPOBNEM ynpaBneHns XU3HEHHbIM LIKIOM
YCHyr.

Mecto aucuunnuHel B cTpyktype OOl 6akanaBpuata

JaHHaa gucumnnnHa OTHOCUTCS K UUKY NPOdIECCUOHaNbHbIX AUCLMNAVH HanpasneHus
MeHenXMeHT.

VIMeeT TeCHble B3aMMOCBA3M C Takumy aucumnnnHamm kak "OcHoBbl MeHeaXMeHTa", "Teopuns
opraHmnsaummn” "VIHdbopmMaLMoHHbIE TEXHONOMMK B MEHEAXMEHTE", "Pa3paboTka n npuHaTme

ALl

ynpaBneHYeCcKnx pelweHni" n paaa ap.

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

B pesynbTate 0CBOEHUS AMCLMNINHBI (QOPMUPYIOTCS CReaytowme KOMNeTEeHUNN:

PacwucpoBka
Wincpp komnetenuyu npuobpetaeMoi KOMNeTeHL NN
OK-14 BnanetTb OCHOBHbIMU MEeTOOAMN, cnocobamu u cpeancrteamu
(06meKyanyprle nony4yeHuns, XpaHeHus, nepepa60TKv| VIHC*)OpMaLl,VII/I, HaBblKaMN
KOMMETEHLIN) paboTbl C KOMMbLIOTEPOM Kak CPEeACTBOM yrpaBneHus

NHgoopMaLnen
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PacwudpoBka
LLincpp komneteHumu npuobpeTaeMor KoMneTeHLUU
OK-6
MEHWEM NIOrnyeckmn BepH FYMEHTUPOBAHHO U ACH

(ObuwekynbTypHbie yCTeH K?I/I I'I(I)/ICbMegHH K)epegiaap YEHTHPORAHHD M 7IEHD STPOMTS
KOMMeTeHuunm) ycTHYy ylop
OK-7 FOTOBHOCTbIO K KOOnepauun ¢ konneramum, paboTte B KONNEKTMBE
(0blWeKynbTypHbIe P P
KOMreTeHuunn)
MK-5 CMoOCcCOBHOCTbIO 3CPPEKTUBHO OpPraHn30BaTh rpynmnoByo paboTy
(npodheccunoHanbHble Ha OCHOBE 3HaHWA NPOLIECCOB rPynnoBon ANHAMUKMK U
KOMNeTeHLmm) NPUHLMMNOB (POPMUPOBAHNS KOMAHbI
MK-6

BnaneTb NINYHBIMK €N MM WEHNS KOHAQPNUKTHbIX
(npodbeccmoHanbHble Cmiﬂaeul/ll‘/'lpaa cnocobamm paspeiue OHCpn
KOMMeTeHuunn) y
MK-17 rOTOBHOCTbIO y4aCcTBOBATb B peanu3aunmn nporpammel
(npodheccunoHanbHble OpraHn3auMoHHbIX U3MEHEHMIA, CNOCOOHOCTLIO NPEONONEBATD
KOMNeTeHLmm) fioKanbHoe ConpoTUBNEHNE U3MEHEHWSM

B pesynbTate 0CBOEHWUS ANCUMMANHBI CTYOEHT:
4. nONXeH OEeMOHCTPMPOBaTb CMNOCOOHOCTb M FTOTOBHOCTb:

,D.GMOHCTpI/IpOBaTb CcnocobHOCTb aHanmanposaTb counalsibHO 3HaA4YNMble I'Ip06f|eMbI N npoueccol

JleMoHCTpupoBaTh CNOCOBHOCTb MOHUMAHME POSIN 1 3HAYEHUS MHAPOPMAaLIMW U MHCPOPMALIMOHHbIX
TEXHOMOMNA B pa3BUTMM COBPEMEHHOIO 0OWECTBA U 9KOHOMUYECKMX 3HAHWIA

,ﬂeMOHCTpMpOBaTb CNocobHOCTb NCMNONb30BaTh OCHOBHbLIE Teopun MoTmeauunn, nnoepcTtea n Bnactu
Ond peweHnda ynpasneH4ecknx 3agad

[leMOHCTpMpoBaTh COCOOHOCTb OLIEHNBATL YCNOBUSI U MOCNEACTBUS NMPUHMMAEMBbIX
OpraHn3aLVoHHO-YNPaBNeHYEeCKNX PeLleHI

JleMoHCcTpupoBaTth rOTOBHOCTb y4acTBOBaTh B pa3paboTke cTpaterun opraHn3aumm, Mcnonb3ys
WNHCTPYMEHTapPWIA CTPaTerm4eckoro MeHeaXMeHTa

[eMoHCTprpoBaTb CNOCOBHOCTb K 3KOHOMUYECKOMY 06pa3y MbINeHMs!

4. CTpyKkTypa 1 cogepxaHvue AUCLUNMUHBI MOAyns
Obwas Tpy[0EMKOCTb AUCLMIIIMHBI COCTaBNSET 4 3a4eTHbIX(ble) eanHuL(bl) 144 yaca(os).
dopma NPOMEXYTOYHOrO KOHTPONS AUCLMMANHBI 9K3aMeH B 7 CeMecTpe.

CyMmMapHo no aucumnanHe MOXHO nony4ntb 100 6annos, n3 HUX Tekywas paboTa oueHnaeTcs B 50
6annos, ntorosas cpopma KoHTpons - B 50 6annos. MMHMManbHoe KONMYECTBO ANS AOMyCcKa K 3a4eTy
28 6annos.

86 6annos n bonee - "oTANYHO" (OTN.);

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

55-70 6annos - "ynoBneTBOpUTENBHO" (YAO0B.);

54 6anna n MeHee - "Hey1OBNETBOPUTENbHO" (Heyn.).

4.1 CTpyKTypa 1 comepXxaHue ayauTopHon paboTbl Mo AUCLMNINHE/ MOAYIO
TemaTnyeckum nnaH oUCUUNAUHbI/MOAYNA

Buabl n yachbl
Paspen ayauTopHon paborTbl,
Hepens X TPYA0EeMKOCTb Tekywme dhopMbi
N .D.MKAL:.)v;lr;;Ln;Hbl/ Cemecrpcemechoa (B yacax) KoHTponst
neKu““nPaKT"“eCKMeHa6opaTopr|e
3aHATUA paborbl

Tema 1. OcHoOBbI
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Mporpamma ancumnnvHbl "YnpasneHne XunsHeHHbIM Luknom yenyr"; 080200.62 MeHeaXMeHT; AOLEeHT, K.H. (aoueHT) Kyueson H.I".

Buabl 1 yacbl
ayauTopHOM paborThbl,
Hepens MX TPy AO0EMKOCTb Tekywume copmbl
cemecTpa (B yacax) KOHTpOns
MpakTnyeckmelllaboparopHbie

3aHATUA paboTbi

Pasnen
N AducunnnuHbl/ CemecTp
Monyns

Nekuunn

Tema 2.
BuaHec-ueHHOCTb B nomailuHee
2./npoLecce ynpasneHus 7 2 2 2 0 3apaHve
XWU3HEHHbIM LINK/IOM
ycnyr

Tema 3. KoMMyHuKkaLmm
N UHTEpPECHI Yy4aCTHMKOB
‘(B mpouecce ynpasneHus
ycnyramu.

Tema 4. NHTerpaumns

NpoLLeCcCcOoB yrpasBneHns YCTHbIA ONpOC
4. ycnyramu B pamkax / 4 4 4 0
XMN3HEHHOro umKna.

Tema 5. NIamepeHue n
oLeHka npouecca nomaluHee
5.|okasaHug ycnyr B 7 5 4 4 0 3apjaHue
pamkax XWU3HEeHHOro
uukna ycnyr

Tema 6. KayecTtBo
ycnyru n ero

Hen biBH
enpep e JomMallHee

ynyuleHme Kak
6-lkniouesoin chaktop / 6 4 4 0 3anaHue

yrnpasneHus
XMN3HEHHbIM LINK/TIOM
ycnyr.

Tema 7. Knoyesble
npobnembl ynpaBneHus
"PKM3HEHHbIM LMKIOM
yCcnyr.

Tema . Ntoroeas v 0 0 0 3K3ameH
" |doopma KoOHTpONSA

NTtoro 24 24 0

MMCbMEHHas
7 3 4 4 0 paboTta

KOHTpONbHas
7 7 4 4 0 To4yKa

4.2 CopepxaHvue oUCLUNMUHbI
Tema 1. OCHOBbI yrpaBfeHNUS XU3HEHHbIM LLUKJIOM YChyT.
JNIeKLMOHHOe 3aHsiTne (2 4yaca(os)):

MoHATME XM3HEHHOro umkna. OCHOBbIHE TEOPUU 1 NPaKTUKa peanvaauuy ycnyr. 9tansi
XW3HEHHOTO LMKNa 1 npouecca okasaHus ycnyr. PopmupoBaHmne 6M3Hec-LeHHOCTM Ha KaX 4OM
aTane XM3HEeHHOro uukna.

npakTnyeckoe 3aHsitne (2 4aca(os)):

OpraHunsaums ynpasneHme OCHOBHbIMU TUMAMN YCyr.

Tema 2. Bu3Hec-LeHHOCTb B NpoLecce ynpasieHUsi XU3HEHHbIM LLUK/IOM yCnyr
JNleKLLMOHHOe 3aHsiTue (2 4aca(os)):

KETPOHHBH
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Onpenenexve n namepeHune 6maHec-LeHHOCTU. DopMMpoBaHMe BU3HEC-LIEHHOCTY NpW
NpenocTaBneHnn 1 UMKIMYHOCTU yenyr. MNpoBepka 1 AeMOHCTPauUms LeHHOCTU Npu
npeobpa3oBaHn yCnyr.

npakTnyeckoe 3aHsitne (2 4aca(os)):

3MepeHus ycnyr B KOHTEKCTE BU3HEC-LIEHHOCTH.

Tema 3. KoMMyHUKaLUM U MHTEpeChbl Y4aCTHUKOB B NpoLecce yrpasneHust ycnyramu.
neKumnoHHoe 3aHsitTne (4 yaca(os)):

anaBneHme B3aMMOOTHOLIEHNSMU C BU3HECOM B TEYEHWNE XN3HEHHOTO umkna ycnyr. anaBneHme
KOMMYHUKaUNAMN HaA KaXXOO0M 3Tane Xn3HeHHOro umkna.

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

anaBneHme B3aMMOOTHOLLEHNSMU C BU3HECOM B TEYEHWNE XN3HEHHOTO umkna ycnyr. anaBneHme
KOMMYHUKaUNAMN HaA KaXXOO0M 3Tane Xn3HeHHOro uukna.

Tema 4. UHTerpauus NnpoLeccoB yrnpaBieHusi yciyramm B paMmKax XU3HeHHOro umkna.
JIeKLMOHHOe 3aHsiTue (4 4yaca(os)):

Ob6beauHsiowas ponb cTpaTerumn ynpaeneHust ycnyramu. NpoekTnpoBaHne 1 npenocTaseHne yenyr
B KOHTEKCTE XWU3HEeHHOro umkna. NpeobpasoBaHne U KOHTPOSb YCAYr B KOHTEKCTE XMU3HEHHOr0
umkna. dkcnnyataums 1 nogaepxka ycnyr B KOHTEKCTE XU3HEHHOrO LMKna.

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

CuctemHbIn noaxon B npouecce ynpasJieHnda ycnyramu. anaBneHme oXngaHnsaMm n TpGGOBaHl/IFIMVI
3akas4yukos. NocTtosHHOE coBeplieHcTBOBaHME yCnyr.

Tema 5. UamepeHue u oueHKa npoLecca okasaHus yCnyr B paMKax XU3HEeHHOro LuKna ycnyr
JNeKLMoHHoe 3aHsiTne (4 4yaca(os)):

Moaxon K 3MepeHnto. AyamT CUCTEMbI yNPaBNeHns ycnyramm Kak oakTop yBeNMYeHNst XU3HEHHOTO
umKna ycnyr.

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

Moaxon K n3MepeHnto. AyamT CUCTEMbI yNpaBNeHNs ycnyramm kak oakTop yBENNYEHNS XU3HEHHOIO
umKna ycnyr.

Tema 6. KauecTBo ycnyru u ero HenpepbiBHOE ynyudlleHue KakK Knouyeson dpakTop
ynpasneHUs XU3HEHHbIM LUKJIOM YCAyr.

neKkumnoHHoe 3aHsitTne (4 yaca(os)):

Onpe,ueneHme KadecTBa yCnyr. KpI/ITepI/II/I KadyecTBa yClyru. Moaenb pacxoxueHmVl KadecTBa ycnyru
B 3aBMCUMOCTWN OT I'IOTp86VITeJ'I$| ycnyru. JocTnxeHune kavectasa ycnyr.

npaktudeckoe 3aHsitne (4 yaca(os)):

[Mooxoabl K OOCTUXEHUIO KavyecTsa yCnyri.

Tema 7. KnroueBbie Npo6nembl ynpaBneHUst XU3HEeHHbIM LIUKJIOM YCAYT.
JNIeKLMOHHOoe 3aHsiTne (4 4yaca(os)):

PaspaboTka HOBOro naketa ycnyr Ha 6ase CylwecTByOWMX CEPBUCOB, BKOYAs HOBYIO LIEHOBYHO
nonnTrky. ®opM1poBaHME LIEHOBO MONUTUKIA JaHHbLIX O CTOMMOCTM PECYPCOB CETH.

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

CospaHue uvkna ogobpeHns 1 Bbinycka HOBOro nakeTa ycnyr. YBs3ka naketa ycnyr ¢ KOHKPETHbIM
KaHanom anctpubyummn. Peannmsaumns MHOXECTBEHHOCTV CEPBUCOB B MaKETe YCNyr.

4.3 CTpyKTypa u conepxaHme caMOCTOATENIbHOM paboTbl AUCLUNNIUHBI (MOAYNS)

Buabi
N Pasanen Cemecto| HeRens | camoctosirensHoit TpyaoemMkocTh ;‘:ﬁ%‘g‘;;‘;g:;g:ga
OucumnnuHbl Plcemectpa pa6oTbl (B yacax) a6oTor
CTy[,eHTOB P

Tema 1. OcHoOBbI
yrnpaBneHns
"[XN3HEHHBIM LUMKIOM

KTPOHHEBH
B_EPCHTET
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yCnyr.

MOAroToBKa K
MUCbMEHHON
paboTte

NMCbMEHHas
paboTta
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Buabl
N Paspen Cemect Hepens | camocTosiTensHon [TpyA0eMKOCTb ;%%%:L:?:;Eﬂg;
AducumnnuHbl pcemecha paborthbl (B wacax) 260TbI
CTYLEHTOB P
Tema 2.
BusHec-ueHHOCTb B noarotoska
2.\npoLecce ynpasneHus 7 2  |oomallHero 6 ggx:;” MH: ©
XN3HEHHbIM LUKIOM 3anaHuns
ycnyr
Tema 3. KoMMyHuKaumm NOArOTOBKA K
3 |1 VIHTEPECH! y4acTHUKOB| 3 |lnnchMenHor 8 NUCbMEHHas
‘|B npouecce ynpaeneHus a6oTe paboTa
ycnyramu. P
Tema 4. NHTerpauns
NpoLEeCcCoB yrnpasfieHns noaroToBka K o
4. 7 4
ycnyramu B pamkax YCTHOMY OMnpocy 1 yCTHBI onpoc
XN3HEHHOro UmMKna.
Tema 5. IamepeHue n
oLleHKa npotiecca noAroToBka
5.lokazaHug ycnyr B 7 5 |momalwHero 12 ggg:f;eee
pamKax XM3HEeHHOro 3apaHus
uukna ycnyr
Tema 6. KavecTtBo
yCnyru n ero
HenpepbIBHOE
noarot
6. |yIyHLeHme kak v 6 ﬂgﬂ a&ggr{(g 12 JomMalHee
‘[kntoyeBon dpakTop sanaHus 3ajaHune
yrnpasneHus
XXN3HEHHbIM LUK/IOM
yCcnyr.
Tema 7. KnoyeBble
v npobnembl ynpasneHus v v Egﬂoxi'ﬁ%; 14 KOHTpONbHas
"PKUBHEHHbBIM LIMKIOM TOHKS TO4YKa
yCnyr.
WNtoro 69

5. O6pa3oBarenbHble TEXHONOIUU, BK/IOYAA MHTEPaKTUBHbIE hOpPMbl 06yUYeHus

Lnsa nosblweHns apdeKkTnBHOCTH 06yquV|s| NCMNoNb3yeTcsd KoOMNnekec Metoguk 1 nogxonos K
06pa3OBaano, OPUEHTUPOBAHHbIN HA I'IOTpe6HOCTVI N BOCNpuAaTUe npouecca yripaBneHus. Ero
OCHOBHbIE 3JIEMEHTDI:

1. ConmxeHne oby4yeHns ¢ NPaKTUYEeCKOn AesTENbHOCTLIO CTyAeHTa - 0byyeHne Ha 6ase paboyel
cuTyauun, BoBeYeHue B y4ebHblil MpoLecc NpakTUYecKoro onbiTa npenonasaTenei (CTy0eHTOB) 1
op.

2. Ncnonb3oBaHue Hanbonee akTUBHbIX METOA0B 00y4YEHNS, MO3BONSAOWMX SKOHOMHO PacxonoBaThb
BPEMS CTYEHTa, TaKux, Kak rpyrnnoBble ANCKYCCUW, OENOBble Urpbl, TPEHWUHIU, "MO3roBble WTYPMbI",
paboTa C MHTepaKTUBHbLIMU y4ebHbIMM MaTepuanamm u T.4.

3. Obpa3zoBaTenbHbIi NOAX04 - MOMOLLb B NPOSIBNEHNM YHUKANbHbIX CNIOCOOHOCTEN CTYNEHTA,
PopMmpoBaHMM ero coBCTBEHHOW LIeNbHOW KapTUHbI B3rNSA0B HA YNpaBneHne coupMor
nocpeacTBOM YCBOEHUS KOHLENUNA, MPUMEHNMbIX B WUIMPOKOM AManas3oHe CUTyauui.
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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 06pa305aH|/|$| (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 yrpaBneHUs XM3HEHHbIM LLUKJIOM YChyT.
nucbMeHHast paboTa , NprYMepHbIe BOMPOCHI:

Tema 2. BU3Hec-LLeHHOCTb B NpoLLecce ynpaBieHUs XU3HEeHHbIM LLUKJIOM yCnyr

oomatllHee 3agaHue , NPUMepHbIE BOMPOCHI:

Tema 3. KoMMyHMKaLUM U MHTepechbl y4aCTHUKOB B NpoLiecce yrnpaBieHus ycnyramu.
nMCbMeHHast paboTta , NpUMepHbIE BOMPOCHI:

Tema 4. UHTerpaums npoL.eccoB ynpaBneHUs ycnyraMmym B paMmkax XU3HeHHOro uukna.
YCTHbI ONPOC , NPUMEPHbIE BOMPOCHI:

Tema 5. U3mepeHue u oLieHKa npoLecca okasaHus yenyr B paMkax XU3HEeHHOro uuKna ycnyr
oomatllHee 3aaaHue , NpUMepHbIEe BOMPOCHI:

Tema 6. KauecTBO ycnyru 1 ero HenpepbiBHOE ynyudlleHue Kak KnoueBom ¢pakTop ynpaBneHus
XW3HEHHbIM LLUKJIOM YCNYT.

JOoMallHee 3aaHune , npuMepHblie BOMNPOChHI:

Tema 7. KntoueBbie Npo6ieMbl yrnpaBneHUs XU3HEeHHbIM LLUKJIOM YChyr.
KOHTPOJIbHAs TOYKa , MPUMEpPHbIE BOMPOCHI:

Tema . UToroBasi oopma KOHTpOns
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MprMepHble BONPOCHI K 9K3aMeHY:

lMnaHnpyeTcs npoBeneHne TeCToBbIX 3a4aHWI, KENCOB B COOTBETCTBUN C HUXENPUBEOEHHON
TemMaTnkomn.

8. lNoHATME XN3HEeHHOro umkna.

9. OCHOBHbIE TEOpUN N NPaKTUKa peannua3awmnm ycnyr.

10. ST1anbl XNU3HEHHOro LuMKna 1 npouecca okasaHus ycnyr.

11. ®opmupoBaHme BU3HEC-LEHHOCTM Ha KaX4OM 3Tane XM3HEHHOro Lukna.

12. OpraHmsaums ynpasneHne OCHOBHbIMU TUNamm yCnyr.

13. Bbu3HecC-UeHHOCTb B NpoLecce ynpaBneHNs XU3HEHHbIM LIK/IOM YCNyT.

14. ®opmupoBaHme BU3HEC-LEHHOCTN NPU NPEeAOCTaBNEHNN U LKIIMYHOCTMW YCNyT.

15. MNpoBepka 1 AeMOHCTpaLMS LEHHOCTW Npu NpeobpasoBaHUn YCAyr.

16. KOMMyHMKaLmMmM 1 MHTEpPEeChl yHaCTHUKOB B NpoLecce yrnpasneHnus ycnyramu.

17. YnpaBneHne B3aMMOOTHOWEHNSAMUN C BU3HECOM B TEYEHWNE XNSHEHHOMO LIMKNa YChyr.

18. 9kcnnyataums n nogaepxka ycnyr B KOHTEKCTE XU3HEHHOro LuKna.

19. CncTeMHbI Noaxon B Npouecce ynpasieHns ycnyramu.

20. YnpaBneHue oXxumaaHnsamMm n TpeboBaHnsSMM 3aKasymKoB.

21. VIamepeHue n oueHka npouecca okasaHus yCnyr B paMmkKax XU3HEHHOro LMKa yChyr.

22. AyouT cuctembl ynpaeneHns ycnyramm Kak paktop yBennyeHns XU3HEeHHOro umkna ycnyr.
23. Mopgenb pacxoxXaeHuii ka4ecTsa yCcnyru B 3aBUCMMOCTM OT NoTpebutens ycnyru

24. Noaxonbl K AOCTUXEHUIO KayecTBa yCnyru.

25. Kntoyesble Npobnembl ynpaBneHns XU3HEHHbIM LUKIOM YCyr.

7.1. OcHoBHas nuTeparypa:

1. MapkeTuHr cdpepbl yenyr: YuebHoe nocobue / C.H. OunsHoea, A.9. Wresensb. - M.: Marnctp: HAL
NHdopa-M, 2012. - 192 c. //http://znanium.com/bookread.php?book=326965

2. TexHn4eckoe perynnposaHue: ccpepa ycnyr: YyebHoe nocobue / T.U. 3BopbikmHa, H.A.
lMnaTtoHoBa. - M.: Anbpa-M: UIHDOPA-M, 2010. - 544 c.
//http://znanium.com/bookread.php?book=197527

7.2. [lononHutenbHasa nuteparypa:

2. OcHoBbI Knaccudpukaumm ycnyr kak MapketTuHrosoro npoaykrta A. Yenexkos .1998 Mocksa.

3. YnpaBsneHue ka4yecTBoM. YyebHoe nocobue ans sy3os. B.B. Okpenvnos. M. "SkoHommka" 1998r
4. MapkeTuHrosasi capepa ycnyr. YyebHoe nocobue. M.I". MupoHos. M. "lMpoekT" 2006

5. "CepBucHas gesitenbHocTb" y4ebHoe nocobue nog pepakumeri B. PomaHosuy M. "Mutep" 2006r;

6. BuHaomnyeHko E. B. OnbiT pa3sutns cdoepbl yenyr 3a pybexom // Cgoepa ycnyr: MNpobnembl n
nepcnekTmebl pa3sutus / MNMoa pen. akaa. KO.M. CempuaeHko: B 4 1. M., 2001. T. 1

7. Manble 1 cpenHue npeanpusTus: YnpasneHue n opraHunsauns /06w, pea. V. XaHHe Muxnep un
ap.; Mep. ¢ Hem. M., 2002

8. KpyTtuk A.B. SkoHOMMKa 1 NpeanpuHMMAaTeNbCTBO B COLMANbHO-KYNIbTYPHOM CEPBUCE U TYPU3ME.
2-e n3na., - M., - Academia, 2010.

9. Claes Fornell, Michael D. Johnson, Eugene W. Anderson, Jaesung Cha, and Barbara E. Bryant,
"The American Customer Satiafaction Index: Nature, Purpose, and Findings," Journal of Marketing,
vol. 60 (October 1996), pp. 7-18.

10. John Naisbitt, Megatrends: Ten New Directions transforming Our Lives (New York, Warner
Books, 1982), p. 12.
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11. A.G.B. Fisher, "Economic Implications of Material Progress", International Labour Review (July
1935), pp. 5-18; and "Primaty, Secondary and Tetriary Production", Economic Record (June 1939),
pp. 24-38.

12. The discussion of preindustrial, industrial, and postindustrial societies ahs been adapted from
Daniel Bell, The Coming of Post-Industrial Society: A Venture in Social Forecasting (NewYork, Basic
Books, 1973), pp. 123-129.

13. Theodore Levitt, "Production-line Approach to Service," Harvard Business Review
(September?QOctober 1972), pp. 41-52.

7.3. UHTepHeT-pecypcChl:

OecnnaTHble BUBNMOTEKN CETM ::: IKOHOMUYeckas . - ..allbest.ru/eko.htm

BUBNTMOTEKA 9KOHOMWUYECKOW 1 YIIPABNEHYECKOW NNTEPATYPbI - -
http://eup.ru/Catalog/All-All.asp

SKoHOMUYeckas bubnmnoTteka oHnaiH - finoboz.com/
OnekTpoHHasa bubnuoTteka becnnaTHbIX SNEKTPOHHbIX KHUT - - www.finbook.biz/
AnekTpoHHas bubnmoTeka aKOHOMMYECKO U OenoBo nnuTepatypsbl - - http://www.aup.ru/library/

8. MarepuanbHo-TexHU4eckoe obecrneyeHue oUCLUMUNINHbI(MOAYNS)

OcBoeHve oncunnavHbl "YnpaeneHne X1U3HeHHbIM LMKIOM yenyr" npegnonaraet UCNonb3oBaHmne
cnepyowero MatepranbHO-TEXHNYECKOro obecneyeHms:

MynbTumMeuiiHas ayoutopus, BMECTUMOCTbO 6onee 60 yenosek. MynbTumMeauiiHas ayamtopums
COCTOUT N3 UHTErPUPOBAHHBIX UHXEHEPHbIX CUCTEM C €ANHOWN CUCTEMON ynNpaBneHns, OCHaLlWeHHas
COBPEMEHHbBIMU CPELCTBaMM BOCNPOU3BEAEHUS 1 BU3yanv3auum ntoboin BUAeo 1 ayamno
NHpopMauunu, NoNyYeHNs 1 nepenayn 3NeKTPOHHbIX JOKYMEHTOB. TUnoBas KOMMieKTaums
MyNbTUMEOMNAHON ay AUTOPUN COCTOUT U3: MyNbTUMELMIHOrO NPOoeKTopa, aBTOMaTN3NPOBAHHOIO
NPOEKLIMOHHOIO 3KpaHa, akyCTUYECKON CUCTEMBI, a TaKXe MHTEPaKTMBHOM TpMbyHbI NpenoaaBartens,
BK/IlOYaloLlWen Ta4y-CKpMH MOHUTOP C AMaroHanblo He MeHee 22 Ol0IMOB, NepCcoHalbHbI KOMMbIOTEP
(c TexHnyecknmm xapaktepucTukamm He Huxe Intel Core i3-2100, DDR3 4096Mb, 500Gb),
KOHJoepeHL-MUKPOoH, 6ecnpoBoaHOM MUKPOGOOH, 610K ynpaeneHns obopynoBaHUeM, MHTEPAENChHI
noakntouermns: USB,audio, HDMI. MiHTepakTBHas TpmbyHa npenoaaBaTtens BnsieTCcs KNo4eBbIM
3N1EMEHTOM yrpaBNeHns, 06 beANHSIOWMNM BCE YCTPONCTBA B EANHYIO CUCTEMY, U CIYXUT
NONTHOLIEHHbIM paboymm MecToM npenoaasatens. lNpenonasatens MMEET BO3MOXHOCTb JIErKO
ynpaBnsiTb BCE CUCTEMOW, HE OTXOAS OT TPMOYHbI, HTO NO3BONSIET MPOBOANTL NEKLMM, MPaKTUYECKUE
3aHATWA, Npe3eHTaunn, BebrHapbl, KOHPEPEHLMM U Opyrie BUObl ayAUTOPHON Harpy3Ku
obyyatowmxcs B yA06HON 1 OOCTYMHOW ANS HAX POPME C MPUMEHEHNEM COBPEMEHHbIX
NHTEPAaKTMBHbIX CPeACTB 00y4eHMs, B TOM YMCE C MCNONb30BaHMEM B NMpoLiecce 0by4yeHuns BCex
KopnopaTusHbIX pecypcoB. MynbTumMeouinHaa ayautopus Takxke oCHalleHa WupOoKOronoCHbIM
LOCTYNOM B CETb MHTEPHET. KoMnbloTepHOe 060pynoBaHMEM NMEET COOTBETCTBYIOWEE
NVLEH3VMOHHOE NporpaMmMHoe obecneyeHue.

YyebHo-MeToAMYeCKasa nuTepatypa Ans 4aHHON AUCLMMNAVHBI UMEETCS B HANMYUn B
3NeKTPOHHO-6ubnnoTteyHol cucteme "KHuradoHn", [OCTyn K KOTOPOI NpefoCTaB/eH CTyAeHTaM.
OnekTpoHHO-6nbnuoTeyHas cuctema "KHuradoHn" peannsyet neranbHoe xpaHeHue,
pacnpocTpaHeHve 1 3alnTy LMPOBOro KOHTEHTa y4ebHO-MeTOAMYECKON NTepaTypbl AN BY30B C
ycnosuem 06s3aTeNnbHOro cobniofAeHns aBTOPCKUX U CMeXHbIX npaB. KHuradoHp obecneynsaet
WWMPOKMIA 3aKOHHBIV [OCTYN K HeobXoauMbIM Anst o6pasoBaTtenibHOro NpoLecca N3naHnsM C
MCMONb30BaHNEM NHHOBALMOHHbIX TEXHONOIMIA 1 COOTBETCTBYET BCEM TpeboBaHMsM HOBbIx P OC
Bl1O.

MpPOEKTOop C 3KpaHOM, NPUHTEP M KOMMPOBAaNbHbIA annapat 4N pacrneyatku TEKCTOB U TECTOBbIX
3apaHuii, npoyee nonobHoe obopynoBaHme.

Mporpamma coctasneHa B cootBeTcTBum ¢ TpeboBaHnsmm ®rOC BIMO n y4ebHbIM nnaHoM no
HanpasneHno 080200.62 "MeHeoXMeHT" n npodunto NoarotToBku MeHeoXMeHT capepbl ycnyr .
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