MMHOBPHAYKHU POCCHH

Y N
% PV &

denepanbHOE TOCYAAPCTBEHHOE aBTOHOMHOE 00Pa30BaTEIbHOE YUPEIKICHUE
BbICLIIEr0 00pa30BaHUs
«Poccuiickuil rocy1apCcTBeHHbIN I'YMAHUTAPHbIA YHHBEPCUTET»
(PI'AOY BO «PI'TY»)

OAKVIIBTET BOCTOKOBE/JIEHUA 1 COUUAJIBHO-KOMMVYHUKATHUBHBIX HAVK
Kagenpa oOmiecTBEeHHBIX CBSI3€H, TypH3Ma U TOCTEIPUUMCTBA

TPAAUIIUU 'OCTEITPUMMCTBA HAPOJOB POCCHUHA

PABOYAS ITPOTPAMMA JJUCITUTIJIMHBI

43.03.02 Typusm

Koo u naumernosarnue HanpaejleHus noaeomogku/cneuuaﬂbnocmu

«TypI/ICTCKI/Iﬁ norenunuan Poccun Pa3BUTHC U COXPAHCHUC HALITMOHAJIBbHBIX HeHHOCTeﬁ>>

Haumenosanue nanpaeiennocmu (npoguns)/ cneyuanusayuu

YpoBeHb BhIcIIEero o0pa3oBaHus: Oakanaspuam

®opma o0yueHus: ouHas

PIIJI amanTupoBaHa auIs U1
C OrpaHU4YECHHBIMU BO3MOKHOCTSAMHU
310POBbSI U UHBAJIUJOB

Mocksa 2025



Tpaauuuu rocrenpuuMcTBa HapoaoB Poccrn
Pabouast nporpamMma TUCHMIUIMHBL (MOOY/i51)

CocraBurenb(n):
K.3.H., ToleHT, noneHt kadenpst OCTul” A.U. Mocanés

YTBEPXJIEHO
IIporokoit 3acenanus Kapeapsl
Ne 4 01 06.12.24 1.



OT'JIABJIEHUE
1. TIOSCHHTEITBHAS BATTHICKR .veeuvveessseeessseeesssesssssesssssessssseesssssesssssesssesssssesssssesssssesssssessssessnssessnssessnssesnnns 4
1.1, Tleab M 32JaUM TUMCIHHMIIIIHHDBI .....oooiittiteeiittritesssteressssteeesssssesesssssssesssssessesasssssesassseesssssseessss 4
1.2. llepeyeHb MJIaHNPYEMbIX Pe3yJIbTATOB 00yUeHHs MO JUCIHUIIUHE, COOTHECEHHBIX C
HHIUKATOPAMH JOCTUMKEHUS KOMITETEHIIMI ........uveiitiiiiiiiitiiitiesiee et e siee e et siee b sine et e neee e 4
1.3. MecTO JTUCUMIITIMHBI B CTPYKTYPe 00Pa30BATEILHOM MPOTPAMMBDBL.......cccoiiiiiiieniiirieeniiinneanns 5
2. CTPYKTYPA HCTIHIIIITHHDBL. .....veuvesttestesseesseessesseesseasstassesseasseaseesse e st sse e ke e seaseeabe e beass e e be e beennenneenbeennennes )
3. COHCPIKAHUE JTACIIHTIIIIIHBL. 1. .. vvveeutreesssteesssneessssessssssssssesssssesssssesssssesssssesssssesssssessnssesssssesssssssnseessnsnsens 5
4. OOpa30BATEIBHBIE TEXHOIOTHH ....eeuvviesreesrieserssreassesssseessesssneessesasneessesasseesseessneessesasneesneessneessessneees 8
5. OIeHKA IUTAHUPYEMBIX PE3YTBTATOB OOYUCHMM ... .c.vveaveesrisreseassesseesseesesssesieesseasnesseesneasnesseesreeneans 8
9.1  CHCTEMA OIEHMBAHMIL. .......eeeueiiutieieeaueeasteessteestesasseesseeasseassesasseeaseeaabeeaseeasneesneeanneeaseeenneennneennes 8
5.2 Kpurepuu BbICTABJICHHUS OUEHKH MO JUCIIHTIIIIMHE .......ccoviiuieiueriteasteeateesieeateesseeseeesseesnns 8
5.3  OueHouyHbIe cpecTBa (MaTepHaJbl) IJIA TEKYIIEr0o KOHTPOJIsSI yCIIeBAeMOCTH,
NMPOMEKYTOUYHOMH ATTECTANMHU 00YIAIOIIMXCS MO THCIIHMIITTHHE ......ooovviniiaiieaniiesieeaaeesineaeeeseeeenns 9
6. VYdeOHO-MeToauUYecKOe U HHDOPMAITMOHHOE OOCCTICUCHHUE TUCITHILTAHBL . vvvvvvvveessvreessseeessseeessenas 10
6.1 CHHCOK HCTOYHHKOB M JTUTEPATYPDI ...ovviviiniiiiiiiietiaiiesieesteasesseesteasesseesneasnesssesseesnesnnennes 10
6.2 Ilepeuenb pecypcoB HHGOPMALMOHHO-TeIeKOMMYHUKANIMOHHOM ceTn « AHTEepHETY. ... 11
6.3 IIpodeccuonanbHbie 6a3bl JAHHBIX H HHPOPMAMOHHO-CIIPABOYHBIE CHCTEMBI ............ 11
7. MarepualbHO-TEXHHYECKOE 00CCTICUCHHME TUCIIUIIITHHBI 1...vvveesreeessreesssreessssesssssessssnessnseessseessssees 11
8. O6ecneuenue 00pa30BaTEIBLHOTO MPOIIECCa JIJIS JIUII C OTPAHHYECHHBIMUA BO3MOYKHOCTSIMHU
3ITOPOBBST H MTHBAITHIIOB ..1vteutvtesstttesstesesssesesssssssssesssssesssssssssssssssssssssssssssssssssssssssssesssssssnssessnssessnsssssnssessnes 12
9. METOUUCCKUE MATCPHAITBL ... .eeuvviasteessreasteesuseasteessseassesssseasesssseasesssseensesssseessesssseessessnsessssssnsesssnens 13
9.1 IlaaHbl ceMHHAPCKHX/ MPAKTHYECKUX/ JTA00PATOPHBIX 3AHATHH .....oovvvviviiiieiiieiieeee 13
9.2 Metoanyeckne peKOMEHIANUH MO MOATOTOBKE MUCBMEHHBIX PADOT ........covvvvriieiirnnnnne 15
0.3 TIHDBIE MATEPHAIIBI.....c.uvviiiiieitieeesittestttesstaeessteeessbeesastessasseesasbeesssbeesasbesassbeeansseesssessseesanseeens 16

[Ipunoxxenue 1. AHHOTaLKA pabodel TPOrPAMMBI JUCIIUTUIMHBI ....cc.vviiureeniriesreesnreareessneeneessnesnneesnneas 18



1. MosicuuTeNLHAA 3alIHCKA
1.1. Heanb u 320294 AUCHUILIHHBI

Ilenp  AUCLMIUIMHBI —  SBJSIETCS  OCBOEHHME  NMPO(ECCHOHAIBHBIX  KOMIIETEHLUH,
o0ecreynBaIMX TOTOBHOCTh K pa3pabOoTKe TYypPUCTCKOTO NPOAYKTa, OpPraHMU3alUU pabOThI
UCIIOJHUTENIEH M0 MPEeIOCTABICHUI0 TYPUCTCKUX YCIYT, MPOABHKEHHIO U COBITY TYpPUCTCKOTO
NPOAYKTAa W YCIYr OO TOTPEOHTENs, a TaKKe OpraHu3alMyd OOCIYKMUBAaHHUS BO BpPEMS IOE3/KH,
IIPUHATHIO YIIPABJICHYECKUX PEIICHUN B IIPOLECCE EATEIBHOCTH.

3aiauu TUCUUIUIMHBIL

— OCBOGHHE TEOPETHYECKHMX OCHOB M NPAKTUYECKUX HABBIKOB (POPMHPOBAHUS TYPUCTCKOTO
IIPOJYKTa,

— H3y4yeHUE OCOOEHHOCTEM B3aMMOJEWUCTBUSA TYPUCTCKUX MPEANPUITHH C HapTHEpPAMU I10
OpraHu3aluy 00CITyKMBAaHUS U COBITY TYPUCTCKOIO MPOAYKTA U TYPUCTCKHUX YCIIYT;

— OCBOCHHME METOJOB M IIPUEMOB IPOABIKECHUS TYPUCTCKOIO IPOAYKTa M YCIyr [0
NOTPeOUTENS M €r0 pealin3aluiy,

— M3y4EHHE METOJOB aHAJIM3a U pacuera 3aTpaT TYPUCTCKOrO IPEANPUITHS 110 IPOU3BOACTBY
TYPHUCTCKOIO IPOAYKTA;

— M3y4YEHHUE MPHUKIAJHBIX METOJOB
TypOIIEpaTOPOB U TyPAareHTOB;

— W3y4yeHUE IMPUHLUIIOB M METOJOB OpraHMU3allUd OOCIYKHBAHUS TYPUCTOB BO BpEMs
IIYTELIECTBUU.

HCCIICAOBAHUA I OpraHu3aliii ACATCIbHOCTHU

1.2. llepeyens MIIaHUPYEMbIX Pe3yJIbTATOB 00yUYeHHs M0 JUCIUIIIUHE, COOTHECEHHBIX €
HHIMKATOPAMH JOCTHKEHUs] KOMIIETEeHIN i
Komnerenuus Nuauxatopsl
(Ko 1 HAMMEHOBaHUE) KOMIIeTeH Uil
(K01 ¥ HANMEHOBAHUE)

Pe3yabTarbl 00yueHust

HaIlpaBJICHUM, TYPUCTCKUX
MapuipyToB, BpEMEHU
MIPOBEACHUS TYPUCTCKOU
TIOE3JIKU

[IK-3 - T'oToB K TIK-3.1. YmMmeer oka3bIBaTh 3HaTh: OCHOBBI OKa3zaHusA
peanu3anuy NpoeKTOB B TypUCTaM MOMOIIb B KOHCYJIbTAlIMOHHBIX YCIYyT TYpUCTaM
TYPUCTCKON UHIYCTPUH BBIOOPE TYPUCTCKHUX YMeTs: IIPUMEHSATH MPOLENYPBI

OKa3aHUs YCIYr TypucTaM B BbIOOpE
pa3MeIIeHHUs], Ty TeIECTBUS

Bnagers: HaBblkamMu  (OpMHUpPOBaHMS
IIPEUI0KEHUS TYPUCTaM

[1K-3.2 - JlomkeH ymeTh
MIPEJOCTABIIATh TYPUCTY
HEO0OXOUMYIO,
JOCTOBEPHYIO U MOJIHYIO
MH(}OPMALIHIO O TYPUCTCKOM
MIPOAYKTE,
00€eCTeunBarOIIy 0
BO3MOKHOCTb €TI0
MPaBIJIBHOTO BbIOOpa

3HaTI): HpI/IKJ'IaI[HBIG METOAbI
UCCIeIOBaHUM TIpu  (popMHpOBaHUH,
HpO}IBI/I)KeHI/II/I nu peanmaul/m
TYpPUCTCKOTO POAYKTA U TYPYCIYT;
YMCTI): HUCITIOJIB30BAThH HpHKJ’Ia}IHBIe
METO/IBI HCCIEI0BaHNS npu
OpFaHI/I3aIII/II/I NCATCIIBHOCTHU
TypOIEpaTOPOB U TyPareHTOB;
Bragets: crmocoOHOCTBIO TpPUMEHEHUS
B TYpPUCTCKOM EeATEIbHOCTH
HpI/IKJ'Ia)IHBIX METOAOB MUCCJICOAOBAHUSA
Uist  (GOPMHUPOBAHUS TPOIABUKCHHUS U
pealTi3aiyy TYPUCTCKOTO MPOJTYKTa




1.3. MecTO JUCUMILIIMHBI B CTPYKTYpe 00pa30BaTeIbHONH NPOrpaMmbl

JuctunianHa (mModyny) «Tpamuiuy TrocTenpuUMCTBA HapoxoB Poccum» OTHOCHTCS K 4YacTu
610Ka y4eOHOTO M1ana, OpMHUPYEMO yUaCTHUKAMU 00pa30BaTEIbHBIX OTHOIICHHH.

JInst  OCBOGHMS IMCUMIUIMHBL (M0Oy/is) HEOOXOIUMBI 3HAHUS, YMEHHS W BIAJCHHS,
C(bOpMI/IpOBaHHBIe B XOAC HU3YYCHUS CICAYIOIHNX AUCHUILIMH W MPOXOKIACHUA IMPAKTHUK: DKOHOMHKA
BIeyatiaeHui, Mcropus Typusma u roctenpuuMcTBa, Pa3paboTka KOHLENIUH TYpUCTCKOW YCIYTH,
O3HakoMUTENIbHAS TPAKTUKA.

B pesynbrare OoCBOEHHMS AMCHUILIMHBI (M0O0Yis) (HOPMHUPYIOTCS 3HAHHS, YMEHHS W BIAJICHHS,
HGOGXOI[I/IMBIG JIIsL N3YyUCHUA CJICOAYIOMIUX JUCHUITINH u MPOXOKIACHUA IMPAKTHUK:
BuyTpukopnopatuBHOe ~ ympaBieHHe, ~ IpaaunuM  TrOCTepUUMcTBAa  HapomoB  Poccuw,
OpraHu3annoHHO-yIpaBIeHYEeCKas PAKTHKA.

2. CTpyKTYpa THCHUILITHHBI
OO6mmas TpyA0€MKOCTh TUCIMIUIMHBI COCTaBISIET 3 3.€., 108 akamemMuueckux yaca (oB).

CTpyKTypa JUCHUILIMHBI /151 04HOH (POPMBbI 00yUeHUSI

O6bem guctuIiuHbl B (GOpME KOHTAKTHOM pPabOThl 0O0ydYaromuxcsi ¢ TMeAarormiecKuMu
paboTHuKaMu ¥ (WJIK) JHUIAMH, TPUBIEKaEMBIMH K peajau3aluu 0O0pa3oBaTENbHON MpOrpamMMbl Ha
MHBIX YCIIOBUSIX, IPU MTPOBEICHUH YICOHBIX 3aHSATHH:

Cemectp | Tum yueOHBIX 3aHATHI KomnnuectBo
4acoB
4 Jlekuun 18
4 CemuHapsl 24
Bcero: 42

O6beM aucUUIUTUHBL (MOyJis) B hOpMe CaMOCTOSITENIbHON paboThl 00YYAIOIIUXCS COCTABISET
66 akamemuueckux yaca(oB).

3. Coep:xaHue UCHUTIIMHBI

Ne | HammeHnoBanmue paziena Conep:xanue
AUCIHUTLINHBI

1 Konuenus Ponb o0cnmyxuBaHUS KIMEHTOB JJsl ACSITENbHOCTU
KIIMECHTOOPUCHTUPOBAHHOT'O KOMITaHUM. COBpCMeHHBIG TCHACHIINU Pa3sBUTHUA
cepBHca B Typu3Me: 3Ha4YeHHe s | Ou3Heca, CIOCOOCTBYIOIIINE Pa3BUTHUIO
OusHeca, IIOJIXOJIbI K | KINEHTOOPHEHTUPOBAHHOIO IIOAXO0JAa M KOHKYPEHIUU
B3aMMOJICHCTBUIO €  KIUEHTOM, | MO ypoBHIO cepBuca. OOCIyXKMBaHUE KIHEHTOB Kak
CTPYKTypa cepBuca, | unocodusi, KaK OIICHKA s dexTuBHOCTH
(GyHKIIMOHATFHOE B3aUMOJICHCTBUE, | AESITENTFHOCTH KOMIaHUH, KaK poIecc
METOAbI OLICHKU BSaHMOI[CfICTBHSI nmpoaaBna n IMOKYIIaTCJIA, KaK

pe3yabTaT  JCSATEIbHOCTH  (QYHKIMH  KOMIIAHHH.
OOcnyxruBaHHe KIUEHTOB (customer service) u 3a0oTa
o morpebutensx (customer care). HenamepeHHO U
HAMEPEHHO  IUIOX0€  OOCIy’)KMBaHHE  KIMCHTOB.
OOcnyxuBaHue KIUEHTOB (customer service) H

YIOBJIETBOPEHHOCTH noTpedurtenei (customer
satisfaction). Opomronus TPEXKOMITIOHEHTHOMN
CTPYKTYpPBI o0CITyKHUBaHU norpedurenei.

Ob6cnyxuBaHue  moTpeOUTENel  Kak  Ipoliecc.
BapuaHThl NpeacTaBiIeHHsl CTPYKTYphl 0OCITYKMBaHUS




notpeOuTeneii: [IepeYnCICHUE IIOKa3aTelIeH,
npelacTaBieHue Mo  (PyHKIMOHAIBHOMY IPU3HAKY,
NPEJCTaBICHNUE 110 BXOAALINM BUAaM yciayr. OyHKIUU
KOMIIaHUM, BOBJICYCHHBIE B MPOIECC OOCITYKMBAHHUS.
Toyka KOHTaKTa M MAapKETHHIOBas HIEsl «MOMEHTa
uctuHb (moment of truth) mpu B3auMopeicTBUM
npojaBla M TOKynmarenas.  MeToasl  OLEHKH
00CTy)KUBaHUsI KIMEHTOB: CYIIECTBYIOLIUE BapHAHTHI,
NPUHIUIBI pealin3aluy, JOCTOMHCTBA W HEIOCTaTKH,
YCIIOBUSL MCIIOIb30BaHus. DakTOphl, BO3ACHCTBYIOIIHE
Ha BBIOOp Merona oOueHkH. [loka3aTenu OLEHKH
oO0cy)KuBaHUsl TMOTpeOUTeNel: TMepeyeHb METPUK,
npoOJaemMbl B HCHOJIb30BAHUU, BapUaHT TPYIITUPOBKH.

Metpuku OLICHKH KIIMEHTOOPUEHTUPOBAHHOCTHU
KOMITAaHUH.
JleaTenbHOCTh Typuctckoit | Llenb o0cTy)KMBaHUS KJIMEHTOB. 3agauun
HH(PACTPYKTYPHI B | oOCoy>KMBaHUsI  KJIMEHTOB). TypuCTCKHIl  CepBHLC,
MIPEI0CTaBICHUHU YPOBEHb TYPUCTCKOTO CEPBUCA, KAU€CTBO TYPHCTCKOIO
KJIIMEHTOOPUEHTHUPOBAHHOTO CepBHCa WM TYPUCTCKOE OOCITyXHBaHHWE. TypUCTCKUN
cepBuca: () 05 u 3aJauM | CepBUC KaK KOMIUIEKC YCIyr W KaK OTpaKeHUe
MPEA0CTABIICHUS TYPUCTCKOTO | 3p(PEKTUBHOCTH  TYPUCTCKOW  CHCTEMBI.  Poib
CepBHca, CTPYKTypa OOCITyKUBaHUS | OOCITYyKHUBaHHS KIIUEHTOB (mpenocraBieHUs
TypUCTCKOTO  CE€pBUCAa) B  LIEMNOYKE  CO3JAHMS
Typrpoaykta. @akTopbl BHEUIHEH W BHYTpPEHHEH
cpenbl, BO3JCHCTBYIOIIUE HAa TYPUCTCKUU CEpBUC.

MecTo TypHCTCKOrO CEpBHCA B TPEXKOMIIOHEHTHOU
CTPYKType OOCITYyXMBaHUS KJIHCHTOB. |ypHUCTCKUU
CepBUC KaK CIoco0 MpojaBHkeHUs yciyr. TypuccTkuit
CEpBHC Ha MUKPO — U MaKpo — ypoBHAX. Msrkue (soft
services) u  Tsokensl  (hard  services)  ycayru
bu3IecKOro pacripeiesieHHsl. OyHKIUS
oOCITy’)kKUBaHUSI ~ TYpUCTOB B  OpraHU3alMOHHOMN
cTpykType Kommanuu. Mogens Kano, 0a30oBbii
YpOBEHb cepBHCa U  CEpBUC C  J00aBIEHHON
cTouMocThi0. Homb M €TO pOIEHTOB B 00CITYKUBaHUN
KJIMEHTOB.

KnmneHT kak OCHOBHOHM akToOp LEenu
CO3/IaHHUS  CTOMMOCTHU:  BIIUSIHUE
B3aMMOOTHOLIEHUH C KJIMEHTOM Ha
pE3yJIBTaTUBHOCTh  AEATEIBHOCTU
KOMIIaHUH, (akTop A00aBICHHOMN
LIEHHOCTH Ui KJIUEHTA,
OalaHCHUpOBKAa CepBHCAa M 3aTpar,
¢uHaHCOBBIE pe3ynbTaThl
KJINEHTOOPUEHTHPOBAHHOTO
oIX01a

[Tpu4uHbI U TTyOWHHBIE TIEJTH MPUCTATTEHOTO BHUMAaHUS
K KJIUEHTaM. UccnenoBanus pE3ynbTaTOB
YA0BJIETBOPEHHOTO u HEYJI0BJIETBOPEHHOIO
nokynarensi. OCHOBHbIE NMPUYMHBI IOTEPh KIMEHTOB U
WX HEIOBOJIbCTBA. TYPHCTCKOE OOCIyXKUBaHHE KaK
WUCTOYHUK TOTEHIUAIHHOTO TOBBIIIEHUS MPUOBLIH,
dbopMHupoOBaHMS ~ JIOSUTBHOCTH  TMOTpeOutened  u
pacIIMpeHust KJIMEHTCKOU 0a3bl. Konuenuus
(IEHHOCTH JUIsl KJIWEeHTa». BiusHme Typu3sMa Ha
MOBBIIIECHUE MPEUMYIIECTB OT MPHOOPETEHUSI TOBAPOB
U YCIyr U COKpamieHus 3arpar. JlesaTenbHOCTh
KOMMaHuil B cepe TypusMa M CMEXKHBIX OTpPaCHX,
HalpaBJieHHAas Ha TOBBIIICHUE YPOBHS OOCTY>KUBaHUS
knueHToB. [Ipobnema moucka OanaHca «CEepBUCY -
«3atpatel». IlyTm  BO3ACHCTBUSA  OOCTY>KUBaHUS
norpebuTeneii  Ha  pPeHTA0ENbHOCTh  KOMIAHHH.




Typucrckuii  cepBuc, 3amacbl W JUIMTEIBHOCTb
oOciyxuBaHus. M3aepXku OKkazaHus yciyr, OXOJ U
npuObUIb. OLIEHKa BIMSHMS TYPUCTCKOTO CEpBHCA Ha
(uHAHCOBBIE MOKAa3aTeNU AEATEIbHOCTH KOMIIAHUU C
UCTIOJIb30BAHUEM DPA3JIMYHBIX (UHAHCOBBIX MOJICIIEH.
BnusiHue TypuccTkoro o0ciaykKMBaHNs Ha KOMIIOHEHTbI
MOJIEJIN  CTPATETUYECKOM MpHObUTH. DKOHOMHKO-
MaTeMaTH4YecKas MOJEIb OLEHKUA BIMSIHMS YPOBHS
TYpPUCTKOI'O CEpPBHCA HA PEHTA0EIbHOCTh KOMIIAHUH

dopmupoBaHue
KJIIMEHTOOPUEHTHUPOBAHHOTO
noaxoga B KOMITAHHH: oT
KOPIIOPaTUBHOMN CTpaTeruu
KOMIIAaHUM K TapudHoOl ceTke
CTOMMOCTHU OKa3bIBAEMBIX yCIIyT

CrpaTernyeckue OCHOBBI pa3pabaTbhIBA€MOIl MOJUTUKU
00CITy’)KNBaHUS KJIMEHTOB: KOPIOPATUBHBIE CTPATETHUH,
HeNMu U 3a/ladyd B 00JacTh OOCIyXKHBaHHUS KIHMEHTOB,
cTpareru  (PyHKIIMOHAJIBHBIX 0OOJacTeli KOMIIaHWH,
CTpaTerus, 1eJid U 3aJja4d KOMIIaHUU B 00CITy>KUBaHUU
KiIueHToB. [lomuTHka OOCTYXMBaHHS KIUCHTOB B
TypU3Me KakK CIOCO0 COIIacOBaHUS KOPIIOPATHUBHBIX U
(GYHKIIMOHATIBHBIX CTpaTerun KOMITaHUM.
Crpaternyeckass Kapra TYpPUCTCKOW KOMIIAHUU Kak
OpPHUEHTHUD JUIsl 00CTyKUBaHUS KJIMEeHTOB. Hampasnenus
JESTENIbHOCTH B TypH3ME B OOCITYXKUBAaHUU KIIMEHTOB.
CerMeHThl ppIHKa 00CITYyKMBAaeMbIC U TMEPCIEKTUBHBIC.
Onpenenenne pPHIHOYHBIX Tapu(poB Ha TYPUCTCKUE
ycnyrd.  AHanu3 — moTrpeOHOCTeH  KIMEHTOB B
TYpPUCTCKHUX YCIyrax. AHajau3 M OICHKA TOJUTUKH
0o0CITy’)kKUBaHUSI ~ OCHOBHBIX ~HIPOKOB B  KaXKIOM
CErMEHTE phIHKA. XapaKTEepPUCTHUKA KIIMEHTOB U aHallu3
ux TmnoTrpedHocTeld B oOcmyxuBanuu. llocTaBmuku
MaTepuaibHBIX PECypcoB: peruonbl, CHucreMaTu3anus
3HAYMMBIX OTPAHWYCHUN OOCITYy)KHBAaHUS KIHEHTOB B
Typu3Me, HAaKJIaJbIBAEMbIX BHEUIHUM OKPYXECHHEM
KoMIaHuu. Pa3paboTka cTaHIapTOB TYPUCTCKOTO
cepBuca B TMOJUTHKE OOCITYKMBAaHHUS KJIMEHTOB B
typuzme.  [lpuHIMOBI  ©W  TOCIIEAOBATENLHOCTH
dbopMUpOBaHUS CTaHAAPTOB OCHOBHBIX (0a30BbIX)
TypUCTCKHX yciyr. [IpHHIMIBI W MPEINOCHIIKA
(GbopMHpOBaHUS CTAaHAAPTOB TYPUCTCKUX YCIyI C
J00aBIeHHON CTOMMOCTBIO (1OTOTHUTENBHBIX
TYPUCTCKHX YCIIYT).

Tapudukanust  OCHOBHBIX W JIOTIOJHUTEIEHBIX
TYPUCTCKMX YCIyI B MOJUTHKE OOCTYyXHBaHUS
KJIMEHTOB: YCJIOBHUSI MPEIOCTABICHUS YCIyr (MaTpuia
«TypucCTCKast yciayra — (akrop, BIUSIOIIMNA Ha
BBITTOJIHEHUE YCIYTH U OIpPENENIeHuEe €€ CTOMMOCTH —
TYPUCTCKHE 3aTPaThl OKa3aHHs TYPUCTCKOH YCIyIHW»),
tTaprudHas CETKa, CHCTEMA CKHJIOK.

KiroueBble
peanu3anuu
KJINEHTOOPUEHTHUPOBAHHOTO
oaXo/a B TYpU3Me

IIoKa3aTrcjin  OICHKU

Konnenmus c(OpMHUPOBAHHOTO TYPUCTCKOTO
MPeIOKEHUS Kak UHCTPYMEHT KOHTPOJISI
3P PEKTUBHOCTH OOCITY)KHBaHUS KIIMEHTOB B TypHU3ME:
HBOJIOLIMSI  TIOHATHUSA, CIOCOOBI  pacyera, CMBICI
MHTEPIIPETALIMY, IPAKTHUECKOE NpuMeHeHue. CucreMa
cOamaHCUPOBAaHHBIX  TOKa3aTesJed B IOJIMTUKE
00CJIy>)KUBaHUM KJIMEHTOB. BapuaHThl mnokazateneit




OICHKU J(PPEKTUBHOCTH TMOJUTUKHA OOCTY>KUBaHUS
KJIMEHTOB B TypH3Me, IPYNIAPOBKA MOKa3aTeNel U ux
COIJIACOBAHUE C LEJNbI0 PALMOHAIBHOTO YIPaBICHUS
NESTEIbHOCTRIO  TPENPUSATHS B OpraHU3alUU
TYpUCTCKOM oTpaciud. Anroput™  (HOpMHUPOBAHHS
CHUCTEMBI U3MEPEHUS YPOBHSI cepBuca.
KonnuecTBeHHBIE  MOAENH  OMpEICIICHUS  YPOBHS
TypuUCTCKOTO  cepBuca. CTaTHCTUYECKHE  MOJICIH
OIICHKHU YPOBHSI TYPUCTCKOTO CEpBHCa

4. Oopa3oBaTejibHbIe TEXHOJIOTHH
Jis  mpoBeneHuss yuyeOHBIX 3aHATUH 1O  JUCHUIUIMHE  HUCHOJB3YIOTCS — Pa3IUYHbIC
oOpa3zoBaTenbHbIe TEXHOJOTHH. I OpraHu3aly y4eOHOTO Mpolecca MOXKET OBITh HMCIIOJIb30BaHO

OJICKTPOHHOC 06yquI/Ie u (I/IJ'II/I) JUCTAaHIIMOHHBIC 06pa3OBaTeHBHBIe TCXHOJIOI'UH.

5. OneHKa JIAHKUPYEMBIX Pe3yJIbTATOB 00y4YeHUs

5.1 CucreMa oleHUBAHUSA

®opma KOHTPOJIA Makc. K0JIM4ecTBO 0aJ110B
3a ogny Bcero
padoty

Texkymuii KOHTPOJIb:

- OIIPOC 5 6aioB 30 GamioB

- y4acTue B IUCKYCCUU Ha CEMUHApE 5 basnos 10 6amoB

- KOHTpOJIbHast pabota (Temsl 1-3) 10 6amoB 10 GaymoB

- KOHTpOJIbHast paboTa (Temsl 4-5) 10 6amioB 10 6amoB

[TpoMexxyTouHas aTTecTanus — 3a4€T C OLIEHKON 40 6aynoB

HTroro 3a cemectp 100 GansoB

[TonmyyeHHBIN COBOKYIHBIN pe3yabTaT KOHBEPTHUPYETCS B TPAJIUIIMOHHYIO KAy OILICHOK U B
niKaity oueHok EBpornelickoil cucreMsl nepeHoca u HakorieHus: kpeautos (European Credit Transfer
System; nmanee — ECTS) B cOOTBETCTBUM ¢ TaOJIHUIICH:

Ixama
100-6annpHast mkana | TpagunuoHHas mkana
ECTS
95 — 100 OTJIMYHO A
83 —-94 B
68 — 82 XOpOIIIO 3a4TEHO C
26 — 67 JTOBJICTBOPUTCIIBHO D
50 — 55 Y P E
20 - 49 FX
HCYOOBJICTBOPUTCIIBHO HEC 3a4YTCHO
0-19 F
5.2 Kputepuu BbICTaBJIEHHS OI[EHKH 10 THCIUTIINHE
Bamwasl/ | Ouenka mo Kpurepun oueHku pe3yabTaToB 00y4eHUsl 1O AUCUHUIJIMHE
IIxana | JUCHUILIMHE
ECTS
100-83/ OTJINYHO/ BricTaBnsieTcs 00ydaromemMycsi, €ciii OH TITyO0KO U MPOYHO YCBOUI TEOPETUICCKUN U
AB 339TEHO MIPAKTUYECKUIA MaTepHall, MOXKET MTPOJEMOHCTPUPOBATH ITO HA 3aHATHSAX U B XOJI€
’ IIPOMEXKYTOYHOM aTTeCTallUHU.
OOyyaronuics UCYEPITLIBAIOIIE U JIOTHYECKH CTPOMHO H3JIaraeT yueOHbIM MaTepuall,
Y p p y p
yMeeT YBSI3bIBaTh TCOPHIO C IPAKTUKOM, CIIPABIIICTCSI C PEIICHUEM 3a]1a4




Banael/
HMIxana
ECTS

OueHka nmo
AUCUUILINHE

Kpurtepun oneHkH pe3yJibTATOB 00y4eHHUsI 0 AUCHUILINHE

npodeccroHaNFHOI HaNpaBJIeHHOCTH BBICOKOTO YPOBHSI CJIO’KHOCTH, MIPAaBUIILHO
000CHOBBIBACT IPHHSATHIC PELICHUS.

CB0OOIHO OpHEHTHPYETCS B yU4eOHOU 1 MpoecCHOHAIBHON TUTepaType.
O1eHKa 10 AUCIUIUIMHE BBICTABILIFOTCS 00yJaronieMycs ¢ y4ETOM pe3yIbTaToB
TEKyLIEW U IPOMEXYTOUHOM aTTECTALIMH.

KomnereHnny, 3aKperuiéHHbIE 32 JUCHUILTHHOMN, COOPMUPOBAHBI HA YPOBHE —
«BBICOKHI».

82-68/

xopomro/
3a4TCHO

BricTaBnseTcs o0y4aromemMycs, €CIH OH 3HAeT TEOPETUICCKUN M MPaKTHIeCKUN
MaTepHa, IPaMOTHO U 10 CYILECTBY H3JIaraeT ero Ha 3aHATUSX U B XOJIe
MPOMEKYTOUHON aTTeCTALlUH, HE JIOMyCKasl CyIECTBEHHBIX HETOYHOCTEH.
OO6yuatonuiics IPaBUIBHO MPUMEHSET TEOPETUUECKUE TTIOJI0KEHUS IPH PELICHUN
MpaKTHYECKUX 33/1a4 Npo(hecCHOHATBLHOM HANPaBISHHOCTH PAa3HOTO YPOBHS
CJIO’KHOCTH, BJIaZieeT HEOOXOAMMBIMH IJISl TOTO HaBbIKAMU M PUEMaMH.
JlocTaTo4yHO XOpOIIO OPUEHTHPYETCS B yueOHOH 1 NpodhecCHOHATIbHOM InTeparype.
O1eHKa M0 AUCIMIUIMHE BBICTABILIFOTCS 00yJaronieMycs ¢ y4ETOM pe3yIbTaToB
TEKyIIeH W IPOMEKYTOIHON aTTeCTallHu.

KomnereHnny, 3aKperuiéHHbIE 32 JUCHUIIHHOHN, COOPMUPOBAHBI HA YPOBHE —
«XOPOLIMIA».

67-50/
D,E

yIOBJIETBO-
pureabHo/
3a4TCHO

BeicraBnsercst oOygaromeMycs, €I OH 3HaeT Ha 0a30BOM ypOBHE TEOPETHUECCKUI 1
MpaKTHYECKUI MaTepHall, JOIyCKAeT OTASIbHBIE OMIMOKH IIPH €T0 M3JI0KEHUH Ha
3aHATHUAX U B X0JI€ IPOMEKYTOUHOM aTTeCTallHu.

OO0y4aronuiicss UCTIBITHIBAET ONpeeIEHHbIE 3aTPYIHEHUS B IPUMEHEHUU
TEOPETHYECKUX MOJIOKEHUH MPH PEIICHUH MPAaKTHYECKHUX 3a71a4 MPOo(ecCHOHaTbHON
HaIpaBIEHHOCTH CTaHIApPTHOTO YPOBHS CJIOKHOCTH, BJIaJIeeT HEOOXOIUMBIMH IS
9TOro 6a30BBIMH HaBBIKAMH U MPUEMAMHU.

JleMOHCTpHpYeT NOCTaTOYHBII ypOBEHb 3HAHUS Y4eOHOM TUTEepaTyphl 110 JUCLIUIUINHE.
O1eHKa M0 AUCIMIUIMHE BBICTABIIFOTCS 00yJaronieMycs ¢ y4éToM pe3yIbTaToB
TEKyIEeH ¥ IPOMEXYTOYHON aTTECTALIH.

KomnereHnny, 3aKperuiéHHbIE 32 JUCHUITHHOHN, COPMUPOBAHBI HA YPOBHE —
«JIOCTATOYHBIN».

49-0/
F,FX

HEY/IOBJICT-
BOpHUTEIBbHO/
HE 3a4YTeHO

BricraBnsercst oOyqaromeMycs, €ClIi OH He 3HAaeT Ha 6a30BOM ypOBHE TEOPETHUECKUI
Y IPaKTUYECKUH MaTepHal, A0IycKaeT rpyOble OMMOKH IIPU €r0 M3JI0KEHUH Ha
3aHATUAX U B X0JI€ IPOMEXKYTOUHOH aTTeCTaIHH.

OOyuarouMicst UCTIBITHIBAET CEPhE3HBIC 3aTPYAHEHHS B IPUMEHEHHN TEOPETHUECKUX
TIOJIOKEHUH MPH PEIICHNH MTPAKTUUECKHX 3a/1a4 MPOeCcCHOHANbHON HAIPaBICHHOCTH
CTaH/IapTHOT'O YPOBHS CII0KHOCTH, HE BIIaJieeT HEOOXOIUMBIMU ISl 3TOTO HaBBIKAMH U
IpUEMAMH.

JeMoHcTpHpyeT (parMeHTapHble 3HaHHS Y4eOHOIT JIUTepaTyphl IO TUCLUIIIIHHE.
O1eHKa 10 AUCIMIUIMHE BBICTABISIFOTCS 00yUaronieMycs ¢ y4éToM pe3yIbTaToB
TEKyIIeH ¥ IPOMEKYTOYHOM aTTeCTalllu.

KomrmiereHInM Ha ypoBHE «I0CTaTOYHBII», 3aKPETUIEHHbIE 3a TUCIUILTMHON, HE
c(hOpMHUPOBAHEL.

5.3 OueHouyHble cpeacTBa (MaTepuHadbl) A8 TeKYIIero KOHTPOJS YycleBaeMOCTH,
NPOMEKYTOYHOM aTTeCTAUMHU 00y4aIOIIMUXCH N0 JMCIUIITIUHE

[TprMepHBIE BOIPOCHI K 3a4€TY € OLIEHKOU

1. Ilepeuncnure OTINYMS U ONIPEIEIUTE B3aUMOCBSA3b TEPMUHOB TYPUCTCKOIO CEPBHCA, YPOBHS
TYPUCTCKOI'O CEpBHCA, KaYeCcTBa TYPUCTCKOIO CEPBHCA U TYPUCTCKOTO 0OCITYKUBAHHUS.
2. Ipunuunsl, nend, QyHKIUM U 3a1add OOCIyXKMBaHUS TOTpeOHuTenel (mpeaocTaBlieHHUs
TYPUCTCKOT'O CepBHCA).
3. MecTo TypUCTCKOTO cepBHUca B 00IIIel CUCTeMe KOMITaHUH.
4. 3amauu, peulaemMble Ha CTPATETMYECKOM, TAKTHUECKOM M OIEpallMOHHOM YpOBHE MpH
(OpMHUPOBAHUN CHCTEMBI YIIPABICHUS CEPBHCOM.
5. BzaunMmopelicTBHE CMEXHBIX C TYypuU3MOM oOTpacieil nmpu (OpPMUPOBAHHUU TYPUCTCKOTO

cepBHca.
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6. BzaumopeiicTBre CMEXHBIX OTJEJIOB KOMIIAHUM IIPU YIIPABJIEHUH TYPUCTCKOTO CEpPBHCA.

7. Mex¢yHKIMOHATbHAs KOOPAWHALMS TpH YHPaBICHUU TYPUCTCKUM cepBUCOM. Poib
CEpBUCHOIO OTAEeNa / OTJeNIa KOHTPOJIsSI KauecTBa B 00CITYKUBAaHUH [TOTpeOUTENEH.

8. B3aumoneiicTBue mpoueayp OOCIyKUBaHUS M MAapKETHHra mpu (pOPMUPOBAHUH TOIUTUKU
o0cy>)KMBaHUs MTOTpeOUTECH.

9. TypuCTCKUI CEpBHC W €Tr0 COCTAaBJISIOIINE. YPOBEHb OOCITYKMBaHUS KIMEHTOB. ba3oBbIii
YPOBEHb CEPBUCA, YPOBEHb C JOOABICHHON CTOMMOCTBIO, «COBEPIIEHHBIN 3aKa3y.

10. Ilepeuncnure u OTpa3sUTE B3aUMOCBSA3M OCHOBHBIX DJIEMEHTOB CHCTEMBI TYPHCTCKOTO
cepBuca.

11. Iepeuncanre 1 OTpa3uTe B3aMMOCBS3H OCHOBHBIX KOMIIOHEHTOB TYPHUCTCKOTO CEpBHCa Ha
npuMepe QyHKIMNA TYpUCTCKOW KOMIIAHUU.

12. Ilepeuncanre U OTpa3uTe B3aMMOCBA3H OCHOBHBIX KOMIIOHEHTOB TYPHUCTCKOT'O CEpBHCa Ha
npuMepe QyHKIMU IpuéMa 3as1BKH OT IOTEHIUAIILHOTO TYypHCTa.

13. Ilepeuncanre 1 OTpa3sUTEe B3aUMOCBSA3H OCHOBHBIX KOMIIOHEHTOB TYPUCTCKOT'O CEpBHCA Ha
npuMepe HHOM (PyHKIU (TOMHUMO 00paOOTKH 3asiBKH OT TypHCTa).

14. Konnenuus «1eHHOCTH Ui KJIMEHTa»: UIeH, IPUHLIUIIBI, TIOJI0XKEHUSI.

15. IlpuBectu CTPyKTypy NepBUYHON HHpopManuu, HeoOXoaAuMoH i (HOpPMUPOBAHMS
MOJTUTHKH O0CITY)KMBaHUS KIIMEHTOB B TypH3Me.

16. CpaBHUTE anbTepHATUBHBIE OJIXOAbI K (POPMUPOBAHUIO TYPUCTCKOTO CepBHCca: 0a30BbIi U
I0pabOTaHHBIHN, a TAKKE ISl HHHOBAIIMOHHBIX YCIIYT.

17. Anroputm ¢(opMupoBaHHsT TYPUCTCKOTO CEpBUCA: OCOOCHHOCTH €ro NPUMEHEHHs s
NPEINPUATHHA C pa3THYHBIMU BHIAMH IS TEITBHOCTH.

18. CymHocTh ynpaBieHUE TYPUCTCKMM CEPBUCOM B pa3pe3e OTHOIICHUH KOMIaHUH,
YYacCTBYIOIINX B CO3JJaHUU TYPIPOIYKTA.

19. TpamuuuoHHBIE M COBPEMEHHBIE METOJbl OOCIYKUBaHHUsS IOTpeOUTENIeH: OCHOBHBIE
MPUHIUIBI ¥ TPUHIUIHAIBHBIC Pa3IHIus.

20. OxapakTepu3yiiTe NPUHIUIIBI TOJIUTUKU 00CITYKUBaHUS OTPEOUTENEH.

21. Boigenute ocHOBHBIE (paKTOPBI (POPMUPOBAHUS TYPUCTCKOTO CEpBHUCA.

22. ®opMUpOBaHHUE CUCTEMBI TYPUCTCKOI'O CEpBUCA: OT CTaHAAPTa yCIYyT K UHAWBUAYAIN3ALUN
MaKeTa yCIyT.

6. YueOHo-MeToqUYeCKOEe M MHPOPMALIMOHHOE O0ecTeueHue TUCIUTINHBI

6.1 CnHucoK HCTOYHHKOB U JIUTEPATYPbI

Hcrounnku
OcHoBHbIE

Kn1eHToOpHeHTHPOBAHHOCTh: MCCIIEA0BaHMs, CTpaTeruu, TexHoioruu : MoHorpadus / JI.C.
Jlateimosa, 1.B. JIuncun, O.K. O#tuep [u np.]. — Mocksa : UH®PA-M, 2021. — 241 c. — (Hayunas
mbicab). — DOI 10.12737/1058297. - ISBN 978-5-16-015796-2. - Tekcr : amektpoHHbid. - URL:
https://znanium.com/catalog/product/1284031.
JlononHuTEIBHBIE

KimeHToOpueHTUpOBAHHOCTh: HCCIEOBaHUs, cTpateruu, TexHosoruu: moHorpadus / JI.C.
Jlateimosa, M.B. Jluncun, O.K. Oiinep [u ap.]. — Mocksa : UHOPA-M, 2021. — 241 c¢. — (Hayunas
mbiciip). — DOI 10.12737/1058297. - ISBN 978-5-16-015796-2. - Tekct : snektponHsid. - URL:
https://znanium.com/catalog/product/1284031

Poccman, JI. Iymait kak Amazon. 50 u 1/2 uaeit nis 6usHeca : MPaKTHIECKOE PyKOBOICTBO /
. Poccman. - Cankr-IlerepOypr : TTutep, 2020. - 352 c. - (Cepus «/lenoBoit 6ectcemnep»). - ISBN
978-5-4461-1554-9. - Texkcrt : anexktpounsiit. - URL: https://znanium.com/catalog/product/1783707

Jlemeit, M. Agile nns Bcex : mpaktuueckoe pykoBozactBo / M. Jlemeil. - Canxt-IleTepOypr :
IMutep, 2019. - 240 c. - (Cepus «IT mns OmsHeca»). - ISBN 978-5-4461-1157-2. - Tekct
anektponHbId. - URL: https://znanium.com/catalog/product/1783709



https://znanium.com/catalog/product/1284031
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Jluteparypa
OcHoBHas

JleBpuk, M. [QuzaitH-mbinuieHue. OT wHCalTa K HOBBIM MPOAYKTaM M pbiHKaMm / JIeBpuk M. -
CII6:ITurep, 2020. - 320 c. (IT ansa Ouzneca) ISBN 978-5-4461-1000-1. - TekcT : 3JICKTPOHHBIN. -
URL.: https://znanium.com/catalog/product/1856791.

Berutnes, A. M. OnuMnuiickuii Typu3M: OPIraHHU3aLlMOHHO-DKOHOMMYECKHE acCIEeKTbl U
BIIMSIHHE HA MPUHUMAONIYIO JAecTHHAIuIo : MoHorpadwus / A.M. Berutnes, H.B. boouna. — Mockaa :
NH®PA-M, 2022. — 227 c. + Jlon. marepuansl [DnekTpoHusiii pecypc]. — (Hayunas mbicib). —
DOl 10.12737/1080131. - ISBN 978-5-16-016069-6. - Tekcr : oaaektponsbii. - URL:
https://znanium.com/catalog/product/1864105

CrtpaTterun U COBpEMEHHBIE TPEHMABI PA3BUTHUS MPEANPUATUN TYPUCTCKOTO U TOCTUHUYHOTO
6usneca - 2021: marepuansl [V Beepoccuiickoit HayuyHO-TIpakTH4eckoil koHpepenun 23 anpens 2021
r. / mox pen. E. E. KonoBanosoii. - Mocksa : PI'YTuC, 2021. - 275 c. - Tekcr : anekrponHsii. - URL:
https://znanium.com/catalog/product/1861571

JomnonaurenpHas
3aiinieBa, H. A. MeHexMEHT B cepBuce U Typu3me: yaeOHoe mocobue / H.A. 3aiinieBa. — 3-¢
m3a., nmon. — MockBa : MH®PA-M, 2022. — 366 c¢. —Tekcr: snekrponHbii. - URL:

https://znanium.com/catalog/product/1855682

3aiineBa, H. A. MeHe»)KMEHT B cepBuUCe U TypusMe : yueOHoe nocodue / H.A. 3aiinieBa. — 3-¢
w3a., gon. — MockBa : HMHOPA-M, 2022. — 366 c. Tekcr: osnektponnbiii. - URL:
https://znanium.com/catalog/product/1855682

6.2 Ilepeuennb pecypcoB HHGOPMALMOHHO-TeIeKOMMYHUKANIMOHHOM ceTn « AHTEpHET).
http://www.russiatourism.ru - opunuansHblii caiit dexaepaabHOro areHTCTBA MO TYPU3MY
http://www.rostourunion.ru - odHIHMaIBHBIA CalT OTPaAcIEBOr0 OOBEAMHEHHS, B KOTOPOE
BXOJST  TYpOIEpaTOpbl, TYpPareHTCTBA, TOCTHHHUIBI, CAaHATOPHO-KYPOPTHBIE  YUPEKICHHS,
TPAHCIOPTHBIE, CTPaxoBble, KOHCANTHHroBble, IT-kommanuu, ydeOHble 3aBeneHus, CMU,
OOIIIECTBEHHBIE U MHBIE OpraHU3aluu B chepe Typusma

https://www.trn-news.ru

http://www2.unwto.org/ru - odurmanbHblii caiiT BceMUpHO#H TypUCTCKOM OpraHU3aum

HanunonanbsHast ssektponHast 6ubnmuoreka (HOB) www.rusneb.ru

ELibrary.ru Hayunast anextponHas 6ubnmorexka www.elibrary.ru

OnexTponHas 6ubnuoreka Grebennikon.ru www.grebennikon.ru

Cambridge University Press

ProQuest Dissertation & Theses Global

SAGE Journals

Taylor and Francis

JSTOR

6.3 IIpodeccnonaibHbIe 0a3bl JAHHBIX H HH(POPMALMOHHO-CIIPABOYHbIE CHCTEMbI

Joctym k podeccronanbHbIM 0a3am manubix: https://liber.rsuh.ru/ru/bases

WHpopmanoHHbIe CIIPABOYHBIE CUCTEMBI:
1. Koncynbrant Ilmoc
2. Tapanr

7. MaTepuajibHO-TeXHHYECKOE ofecreyeHue JUCHUILTHHBI

Jnst obecnedyeHWs  MUCHMIUIMHBI  WCTONIB3YETCS  MaTepHalbHO-TEXHHUUYECKas  0aza
00pa30BaTEeNBHOTO YUPESKICHUS: y4eOHbIe ayAUTOPHUH, OCHAIIEHHBIE KOMIIBIOTEPOM U MPOEKTOPOM
JUTSI IEMOHCTpAIMK y4eOHbIX MaTePHAIIOB.

CocraB mporpaMMHOT0 00€CTICUCHHUS:


https://znanium.com/catalog/product/1856791
https://znanium.com/catalog/product/1855682
http://www.russiatourism.ru/
http://www.rostourunion.ru/
https://www.trn-news.ru/
http://www2.unwto.org/ru
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1. Windows
2. Microsoft Office
3. Kaspersky Endpoint Security

8. O0ecnieueHne 00pa3oBaTEIbLHOIO MpoLecca JJIsl JUIl ¢ OTPAHNYEHHBIMH BO3MOKHOCTAMH
310POBbSI H HHBAJINI0B

B xonme peamuzauuy JUCHMIUIMHBL HCIIOJB3YIOTCS CIEAYIOLIUE JONOJHUTEIBHBIE METO/BI
0o0yuyeHMsl, TEKyLIero KOHTPOJS YCHEBAEMOCTH M IPOMEXKYTOYHOM aTTecTalud OOy4YaroLIMXCs B
3aBUCUMOCTH OT UX WHIMBHUIYaJTbHBIX 0COOCHHOCTEMH:

® Uil CJEMBIX W CIA0OBUIAIIUX: JIEKIUM O(QOPMIISIIOTCA B BHJE AJIEKTPOHHOTO JOKYMEHTa,
JOCTYITHOTO C TIOMOIIbIO KOMIIBIOTEPA CO CIIEHUAIM3UPOBAHHBIM TPOTPAMMHBIM 00ECIIEUECHUEM;
IIUCbMEHHBIE 3a/1aHUS BBINOJIHAIOTCA HA KOMIBIOTEpE CO CIHELUAIN3UPOBAHHBIM IPOIPAMMHBIM
o0ecriedyeHneM WM MOTYT OBITh 3aMEHEHbl YCTHBIM OTBETOM; OOECIICYMBACTCS WHIMBHIYaIbHOE
paBHOMepHOe ocBelieHue He MeHee 300 JIOKC; IS BBINOJHEHMs 3aJaHusl IpU HEoOXOAMMOCTH
IIPEIOCTABIIAECTCS YBEIMUMBAIOIIEE YCTPOMCTBO; BO3MOXKHO TAaKXKE€ HCIIOJb30BAHUE COOCTBEHHBIX
YBEJIMYMBAIOLINX YCTPONCTB; MMCbMEHHBIE 3aJaHUs 0(OPMIIAIOTCS YBEIMYEHHBIM HIPU(TOM; S3K3aMEH
1 3a4€T MPOBOSATCS B YCTHON (pOpME MIIH BBITIOJIHSIOTCS B MIMCBbMEHHOM (popMe Ha KOMITbIOTEpE.

® Ul TUIyXUX M CIA0OCIBIIAIINX: JIGKIUU OQOPMIISIOTCS B BUJIE DJIEKTPOHHOTO IOKYMEHTa,
au00  MpeaocTaBiseTCs  3BYKOYCHJIMBAMOIIAS — anmapaTypa HMHAWBUAYAJIBHOTO  IOJb30BaHUS;
MUCHbMEHHBIC 33JaHUsl BBIOJNHSIOTCS HAa KOMITBIOTEpE B NMHUCBMEHHOH (opme; dK3aMeH U 3auéT
IIPOBOJIATCS B MUCBbMEHHOM (hopMe Ha KOMIIbIOTEPE; BO3MOKHO IIPOBE/IEHUE B (hOpME TECTUPOBAHMUS.

® /Ul JIMILl C HApyLIEHUSIMU OIMOPHO-JBUTATEIBHOIO ammapara: JIEKIUU o(GopMIISIIOTCS B BHJIE
ANEKTPOHHOTO JOKYMEHTa, JOCTYIHOIO C IIOMOLIbI0 KOMIBIOTEPA CO CHEIHAIN3HPOBAHHBIM
IIPOrpaMMHBIM ~ OOecrieYeHUeM; IHCbMEHHbIC 3a/laHUsl  BBIOJHSIOTCS Ha KOMIBIOTEpE CO
CHEHATM3UPOBAHHBIM NIPOTPAMMHBIM 00ECIIEUEHUEM; 3K3aMEH U 3a4€T IPOBOASTCS B YCTHOU (hopme
WJIH BBINOJIHAIOTCS B MUCbMEHHOM (popMe Ha KoMIbrOTEpe.

[Ipu HEOOXOIMMOCTH NPEyCMaTPUBAETCS YBEIMUEHNUE BPEMEHH IS [TOJITOTOBKH OTBETA.

[Iponienypa npoBeneHHs MPOMEKYTOYHOM aTrTecTalMy JUid OOy4aroIUXCsl YCTaHABIMBAETCS C
y4€TOM MX MHJIMBUIYaJbHBIX MCUX0(U3HUECKHX ocoOeHHOcTel. [IpoMexxyTouHas arrectalus MOXKET
IIPOBOJIUTHCS B HECKOJIBKO ITAIOB.

[Ipn npoBeaeHMHM mpoLEAYphl OLIEHUBAHUS pPE3yIbTaTOB OOYy4YEHMsI MpeaycMaTpuBaeTcs
HCIOJIb30BaHNE TEXHUYECKHX CPEICTB, HEOOXOJUMBIX B CBS3M C MHAWBUIYAJIbHBIMU OCOOCHHOCTSIMU
oOyyaromuxcsi. OTH CpEACTBA MOTYT OBbITh MPEAOCTAaBICHbl YHUBEPCUTETOM, WJIH MOTYT
HCIOJIb30BaThCsl COOCTBEHHBIE TEXHUUECKUE CPECTBA.

[IpoBenenue nmpoueaypsl OLEHUBAHUS PE3yIbTaTOB OOYYEHMs JOMYCKAeTCsl ¢ MCIOJIb30BAHUEM
JMCTAaHIIMOHHBIX 00pa30BaTeIbHBIX TEXHOIOTHH.

ObecnieunBaeTcst 10CTyll K HMHGOPMAMOHHBIM U OuOIMOrpaduueckuM pecypcaMm B CETH
WuTepHeT it Kax0ro odydaromierocs B popmax, aJalTUPOBAHHBIX K OTPAHUYEHUSAM UX 3/10pPOBbS U
BOCHPHUATHS UH(OPMALIUU:

e ISl CIENbIX W CHA0OBUIAIIMX: B IE€YAaTHOM ¢opMme yBEIWYEHHBIM WIPUPTOM, B (opme
3JIEKTPOHHOIO IOKYMEHTa, B (hopMme aynnodaiina.

® JUUIs TIIyXUX U CJIa0OCIBIIAIUX: B Ie4aTHOU ¢opme, B GopMe IEKTPOHHOTO JOKYMEHTA.

® 17151 00YYaIOLINXCSl C HApYIICHUSIMU OMOPHO-ABUIaTeIbHOIO anmapara: B IeyaTHOH ¢opme, B
(dhopme 2IeKTPOHHOTO JOKYMEHTa, B popMme aynnodaiina.

VY4eOHble aylIUTOpUU AJIi BCEX BHJIOB KOHTAKTHOM M CaMOCTOSITENbHOM paboThl, HayuyHas
O6ubnuoTeka M WHBIE TMOMENIEHHs Ui OOY4YEeHHs OCHAIEHBbl CIEHUATbHBIM O00O0pYyZOBaHUEM U
y4eOHBIMH MECTaMH C TEXHUYECKUMHU CPeICTBaMU O0yUEHHUS:

® ISl CIIENBIX U CJIa0OBUISIIMX: YCTPOUCTBOM JJIsi CKAHUPOBAHMS M UTeHUs ¢ Kamepoi SARA
CE; nucruteem bpaitna PAC Mate 20; npuntepom bpaiing EmBraille ViewPlus;
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oIl TIHYXUX W CIHA0OCHBIIIAIIUX: aBTOMAaTH3UPOBAHHBIM pabO4YMM MECTOM JUIsl JIIOACH ¢
HapyIIEHHEM CIIyXa U c1a0O0CTBIIIANINX; aKyCTUYECKUN YCHUIIUTEINb U KOJIOHKU;

o1 OOyYalOIIMXCS C HApyMIEHWSIMHU OIOPHO-ABUTATEILHOTO armnapaTa: IepeaBUKHBIMH,
peryiupyemMbIMu dproHomudeckuMu napramu CH-1; KOMOBIOTEPHOW TEXHHKOH CO CIIEUaIbHBIM
IPOrPaMMHBIM 00ECTICYCHHEM.

9. MeToauuyecKkue MaTepHuaJibl

9.1 IlnaHbl ceMUHAPCKUX/ MPAKTHYECKHX/ JIA00PATOPHBIX 3aHSITHIA

Tema 1. Konnenuus KINEHTOOPUEHTHPOBAHHOIO CEpBHCa B Typu3Me: 3HauUeHue AJisi Ou3Heca,
MOJXOABI K B3aUMOJICHCTBUIO C KIMEHTOM, CTPYKTypa CepBHCa, (PYyHKIMOHAIBHOE B3aWMOJICHCTBUE,
METO/]IbI OLIEHKU

Bonpocs! a1 06cyxaeHus:

Posb 06cmy>knuBaHus KIIMEHTOB ISl IS TEIbHOCTH KOMITAHUU.

CoBpemeHHbIE TEHJCHIUH pa3BUTHUSA OusHeca, CIOCOOCTBYIOLIME Pa3BUTHIO
KJIIMEHTOOPUEHTUPOBAHHOTO MOJIX0a U KOHKYPEHIIUU IO YPOBHIO CEpPBUCA.

OO0cny)XMBaHHE KJIMCHTOB Kak Quiocopusi, Kak oreHka 3()(GEKTHBHOCTH IEATCIBHOCTH
KOMIIAaHUM, KaK IPOLIeCC B3aMMOJEWUCTBUS NPOJAABIA U TMOKyHaTels, Kak pe3yjibTaT AesTeIbHOCTU
(GYHKIMN KOMITaHUH.

OO6cnyxuBaHHe KIMEHTOB (customer service) U 3a00Ta 0 MOTpeOUTENIX (customer care).

HenamepeHHO 1 HaMEPEHHO TI0X0€ 00CITY>)KUBAaHUE KITUEHTOB.

OO6cnyxuBaHHE KIMEHTOB (customer service) ¥ yJOBIETBOPEHHOCTh MOTpeduTeneit (customer
satisfaction).

OBoJIIOLIMS TPEXKOMIIOHEHTHOM CTPYKTYpbl OOCIykuMBaHUs norpedureneil. OOciyxuBaHue
noTpeOuTeNei Kak mporecc.

BapuanTtel mpeincTaBieHHs CTPYKTYpbl OOCHTY)XKHUBaHUSI TOTpeOUTENIeH: MepeducacHue
MoKas3aresiei, mpencTaBieHne Mo (pyHKIMOHAILHOMY IPU3HAKY, IPEACTABICHUE MO0 BXOAAIINM BHIaM
YCIyT.

QOyHKIMU KOMITAaHUH, BOBJICUEHHBIE B IPOLIECC OOCTYKHUBAHUS.

Toyka KOHTaKTa M MapKeTMHIOBas HJAEd «MOMEHTa HUCTHHbD (moment of truth) mnpwu
B3aMMOJICHCTBHH MTPO/IAaBIIA M ITOKYTIATEIs.

Metonbl OIEHKM OOCIIY)KMBAaHUSl KJIMEHTOB: CYIIECTBYIOIIUE BapHAHTBI, MPUHIIMIIBI
peanu3aiyy, JTOCTOMHCTBA W HEJAOCTATKH, YCIOBHS HCIOIb30BaHUSA. DaKTOpPbI, BO3ICHCTBYIONINE HA
BBIOOp METO/1a OLIEHKH.

[Toxazarenu OLEHKH OOCITY)XKHMBaHUSA TMOTpeOUTENEH: MepeuyeHb METPUK, MpoOJIemMbl B
UCIOJIb30BAHUH, BAPHAHT IPYNIHPOBKU. METPUKHU OLEHKU KIMEHTOOPHUEHTUPOBAHHOCTH KOMIIAHUH.

Tema 2.  JleATedbHOCTh  TYpPUCTCKOW  MHQPACTPYKTYpsl B HPEIOCTaBICHUH
KITMEHTOOPHEHTHPOBAHHOTO CEpBHCA: IIETM M 3aJadd TPEIOCTaBICHHUS TYPHCTCKOTO CEpBHCA,
CTPYKTYpa 00CITy>KHBaHUS

Bormpocs! 1t 06cyxaeHus:

Llenb o6cmyKuBaHUs KIMEHTOB. 3a1a4u 00CTy)KMBaHUS KIMEHTOB.

TypucTckuii cepBHC, ypOBEHb TYPHCTCKOTO CEpBHCA, KAdeCTBO TYPUCTCKOTO CEpBHCA H
TYPUCTCKOE 00CTyKHBaHHUE.

TypucTtckuii cepBHC Kak KOMIUIEKC YCIOYr M KakK oTpakeHue 3(G(EeKTHMBHOCTH TYPHUCTCKOM
cucreMbl. DakTOphI BHEIIHEN 1 BHYTPEHHEN Cpeibl, BO3CHCTBYIOIINE HA TYPUCTCKUN CEPBUC.

MecTo TYpPHCTCKOTO CEpBHCAa B TPEXKOMIOHEHTHOW CTPYKType OOCITy)XKWBaHUS KIMEHTOB.
Typuctckuii cepBHuc Kak croco0 MpoABUKEHUS YCIYT.

TypuccTkuii cepBuc Ha MUKPO — M Makpo — ypoBHsX. Msrkue (soft services) u Tspkensl (hard
services) ycnyru GU3HUECKOTO pacipeIeeHHUs.

OyHKIMS 00CITY)KUBAHHSI TYPUCTOB B OPTaHU3AIIMOHHON CTPYKTYpE KOMITAaHHH.

Monens Kano, 6a30BbIii ypoBEHB CEpBHUCA U CEPBUC C J0OABIEHHONH CTOMMOCTBIO.
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Houib u cTo mpo1ieHTOB B 00CTyKUBAaHUU KIMEHTOB.

Tema 3. KitueHT Kak OCHOBHOM aKTOp LIENH CO3J]aHUsI CTOMMOCTH: BIIMSIHUE B3aUMOOTHOIIICHHH
C KIIMEHTOM Ha PE3yJbTATHUBHOCThH JEATEIBHOCTH KOMIAHWH, (akTop M00aBICHHOW IMEHHOCTH IS
KIIMeHTa, OaJaHCUPOBKA CepBUCA W 3arpar, (DUHAHCOBBIC PE3yJIbTAaThl KIMEHTOOPHEHTUPOBAHHOTO
MOJIX0/1a

Bomnpocs! utst 00cykaeHus:

[TpuunHBI U TITyOUHHBIC [IETH MPUCTATHEHOTO BHUMAHHUS K KJIMCHTAM.

HccnenoBanusi  pe3ysbTaTOB  YAOBJICTBOPEHHOI'O M HEYIOBJICTBOPEHHOTO  IMOKYIATEIIs.
OcHOBHBIE PUYNHBI TOTEPH KIMEHTOB M UX HEJIOBOJILCTBA.

Typucrckoe 00CITy)KUBaHHE KaKk WCTOYHHK TIOTCHIIMAIBHOTO TIOBBIMICHHUS TPUOBLIH,
(hopMUPOBaHUS TOSITLHOCTH MOTPEOUTENICH U PaCIIMPEHHSI KIIMEHTCKOM 0a3bl.

KoHuemnus «1eHHOCTH ISl KIIUEHTay.

BrnusHre Typu3Ma Ha MOBBINICHUE MPEUMYIIECTB OT MPUOOPETCHHS] TOBApOB U YCIYT H
COKpaIIleHHsI 3aTpar.

JlesTenbHOCTh KOMIAHWK B cdepe TypusMa HM CMEKHBIX OTpacisX, HalpaBICHHAas Ha
MIOBBIIIICHUE YPOBHS 00CTYKHBAHUS KJIMCHTOB.

[TpoGiiema morcka OamaHca «CEPBUCY - «3ATPATHIY.

[TyTu Bo3meicTBHS 00CITY)KMUBaHUS TIOTpeOUTENEH HAa PEHTA0CTbHOCTh KOMIIAHHH.

TypucTckuii cepBuC, 3aMachl U JTTUTSIBHOCTh 00CITY ) KUBAHHUS.

W3nepkKu OKa3aHUs yCIyr, IOXoJ W MpuObuib. OIICHKA BIUSHHS TYPUCTCKOTO CEpBHCA Ha
(VMHAHCOBBIC TIOKA3aTEeNIM JACSITEILHOCTH KOMIIAHWUHM C HWCIOJB30BAHUEM Pa3IMIHBIX (PHHAHCOBBIX
MOJIEJIEN.

BiisiHEE TYPUCTCKOTO 00CITY)KMBAaHUS Ha KOMIIOHCHTHI MOJICITN CTPATETHICCKOM MTPUOBLITH.

DKOHOMHUKO-MaTeMaTu4YecKass MOJIC)Ib OIICHKH BIUSHHS YPOBHS TYPHUCTCKOIO CEpBHCa Ha
peHTabeIbHOCTh KOMIIAaHHUH

Tema 4. ®@opmupoBaHUE KIMEHTOOPUEHTUPOBAHHOIO IOAXO0JAa B  KOMIAHUM: OT
KOPIIOPATUBHOM CTpAaTerny KOMIIAHUU K TapU(PHOM ceTKe CTOMMOCTH OKa3bIBa€MbIX YCIyT

Bormpocs! 11t 06cyxaeHus:

Crparernyeckie OCHOBBI  Pa3pabaThIBA€MOM  IMOJUTHKH  OOCIYXHBAHHUS  KIHEHTOB:
KOpIHOpaTUBHbIE CTPATErHH, €M U 33Ja4yd B 001acTd OOCIYyKMBaHUS KIWEHTOB, CTpaTeruu
(YHKIMOHATBHBIX O0JacTel KOMIAHWM, CTpaTerus, Leld U 3a7ayd KOMIIaHUU B OOCITyXKMBaHUU
KJINEHTOB.

[TonuTrka 00CITy)XKMBaHUS KIMEHTOB B TYpHU3ME KaK CIOCOO COINIAaCOBAHUS KOPHIOPATHUBHBIX U
(GYHKIIMOHATIBHBIX CTpAaTernii KOMIaHUIA.

Crparernyeckast KapTa TypUCTCKON KOMITAaHUM KaK OPUEHTHUP [Tl 0OCITYy)KUBaHUS KIMEHTOB.

HampaBnenus npestenbHOCTH B Typu3Me B OOCHYKMBAaHHUM KIMEHTOB. CErMeHThl pbIHKA
00CITy’)KUBaeMbl€ U MEPCIEKTUBHBIE.

Omnpenenenne ppIHOUYHBIX Tapru(OB HA TYPUCTCKHE YCITYTH.

AHanu3 NOTpeOHOCTeH KIMEHTOB B TYPUCTCKUX YCiIyrax. AHaliM3 U OLIEHKa IOJIUTHKU
00CITy’KMBaHUS OCHOBHBIX UTPOKOB B Ka)KJIOM CEIMEHTE PhIHKA.

XapakTepuCcTUKa KIMEHTOB U aHAIM3 UX NMOTPEOHOCTEN B 00CTYKUBAHUH.

ITocTaBUIMKM MaTepuaIbHbBIX PECYPCOB: PETHOHBI.

Pa3zpaboTka cTaHIapTOB TYPUCTCKOTO CEpBHCAa B IOJUTHKE OOCTYKMBAHUS KIHEHTOB B
TypHU3Me.

[TpuHIMOBI ¥ TOCIENI0BAaTEIBbHOCTh (OPMHUPOBAHUS CTAHAAPTOB OCHOBHBIX (0a30BBIX)
TYPUCTCKHX YCIIYT.

[TpuHIMOBI ¥ MPEeINOChUIKA (OPMHUPOBAHUS CTAHIAPTOB TYPUCTCKUX YCIYT C J10OABIEHHOM
CTOMMOCTBIO (JIOMOJHUTEIbHBIX TYPUCTCKUX YCIIYT).



15

Tema 5. KntoueBble moka3aresin OUEHKH peaIM3alii KIMEHTOOPHUEHTUPOBAHHOIO MOJIX0/Aa B
Typu3Me

Bormpocs! myist o0cyskeHust:

Konuenmuss cpopMHUpOBaHHOTO TYPUCTCKOTO MPEUIOKEHUSI KaK HMHCTPYMEHT KOHTPOJIS
3¢ dexTuBHOCTH 00CTY)KMBAHUS KIMEHTOB B TYPHU3ME: 3BOJIIOIMS TIOHATHS, CITIOCOOBI pacyeTa, CMBICT
HMHTEpIpETAIH, MPAKTUUYECKOE IPUMEHEHHE.

Cuctema cOaaHCHPOBAaHHBIX MTOKA3aTENICH B TOJUTUKE OOCITYKUBAHUH KIIMEHTOB.

Bapuantel mokasarteneil oueHKH 5()()EKTUBHOCTH TOJUTHKH OOCTYyKMBAaHUS KIUEHTOB B
Typu3Me, TPYINIUPOBKA IOKa3aTeJIel M WX COIVIACOBAHHME C IIEBI0 PAIMOHAIBHOTO YIIPaBICHUS
OCATCIIBHOCTBIO HpCI[HpI/ISITI/ISI B OpFaHI/ISaHI/II/I TypHCTCKOﬁ OTpaCJII/I.

Anroput™ (HhOpMUPOBAHHS CUCTEMBI H3MEPEHUS YPOBHSI CEPBHCA.

KonuyecTBeHHbIE MOJIEU ONPEEICHUSI YPOBHS TYPUCTCKOTO CEPBUCA.

CraTucTHYEeCKUE MOJICTH OIICHKH YPOBHS TYPUCTCKOTO CEpPBHUCA

MatepuanbHO-TEXHUYECKOE 0OecTieueHIe 3aHsTHS:
Kommbrorep ¢ BBIX010M B UHTEPHET.

Y CTpoiCTBO BBIBO/IA M300paKEHUSI.

3BYKOBBIE KOJIOHKH.

9.2 MeToanyeckne peKOMEHIAMH M0 MOAr0TOBKe MUCbMEHHBIX PadoT

TpeOoBaHus K Npe3eHTANNH

Pacrnipenenenuie TeM npe3eHTalMU MEXY CTYAEHTaMU OCYLIECTBIISIETCS 3a0J1arOBPEMEHHO.

[Ipuctynas K MOATOTOBKE OJJIEKTPOHHOMN Mpe3eHTallMu HEOOXOAMMO HCXOIUTh W3 Leje
MPE3EHTAIIMH U YCIIOBHI €€ MPOYTEHHUS.

DNEeKTPOHHBIE MPEe3eHTAIMK BBIMOJIHAIOTCS B mporpamMme MS PowerPoint B Buzae crnaiioB B
CJIEYIOILEM NOPSIKE:

—  TUTYJBHBIA JUCT C 3ar0JIOBKOM TEMBI M aBTOPOM UCITOJIHCHHS TIPE3EHTAINH;

—  OCHOBHAas 4yacTh (He MeHee 20 caifioB);

—  3aKkiroueHue (BBIBOJ).

O6mmue TpeboBaHMs K CTUIIEBOMY O(OPMIIEHHUIO NTPE3EHTAINH:

—  JIM3aiH IO0JKEH OBITh MPOCTHIM U TJAKOHUYHBIM;

— Tpe3eHTalus MNpeAcTaBisieT co0oi rpauueckuil KOHCIEKT TOTO MaTepuana, KOTOpBIH
W3JIaraeTcsi B yCTHOM JIOKJIAIE;

—  I[BETOBas raMMa JIOJDKHA COCTOSITh HE OoJiee ueM U3 ABYX-TPEX 1IBETOB;

—  pazmep mpudra 22-26 (3aroynoBok), 18-22 kernb (0OBIYHBIN TEKCT);

— TEeKCT MAOJKeH OBITh CBEPHYT [0 KIIOYEBBIX CIOB M (¢pa3, MOJTHBIE pPa3BEPHYTHIE
NPEAJIOKEHUSI HA Cllaiijlax TaKUuX MPE3EHTAUUN HCIOIb3YIOTCS TOJBKO MPHU IUTUPOBAHUM; TPHU
HEOOXOAMMOCTH, B TIOJIe «3aMETKH K Claiaam» MOXHO TPHUBECTH KpaTKHUE KOMMEHTapUU WU
MOSICHEHHS;

—  KaXJblH Clail JOJKEH UMETh 3arojoBOK;

—  BCE CIaiJIbl JOJHKHBI OBITH BBIAEPKAHBI B €JMTHOM CTHIIE;

—  CIaiJbl JOMHKHBI OBITH MPOHYMEPOBAHBI;

—  WUCIONB30BaTh BCTPOCHHBIE 3(PQPEKTH aHWUMAIIMM MOXHO TOJBKO, KOrjga 0e3 ATOro He
o0oiTHCh (HanmpuMep, MocIe0BaTeIbHOE MOSIBICHHUE YIEMEHTOB IHarpaMMBl);

— TpPW BKJIIOYEHUH BUIEOPSA/Ia B MPE3EHTAIUIO, MPOIOJDKUTEIBHOCTh POJMKOB HE JIOJDKHA
npesbimarh 10-15 cexynn;

CIHUCKH Ha clIaiiiax He JOJDKHBI BKIIOYATh OoJiee 5-7 aneMeHnToB. Ecin 31eMeHTOB CIIMCcKa Bee-
Taku OOJbIle, WX JTy4Ille PACIONIOKUTh B IBE KOJOHKHU. B Tabiuiax He JOKHO OBITH OoJiee YeThIpex
CTPOK M YETHIPEX CTOJIONOB, B MPOTUBHOM CiTy4yae JaHHBIC B TaOMuIle OyIyT OY€Hb MEJIIKUMHU U TPYTHO
pa3InYUMBIMHU.

Ilepeyensb Tem ucc/ieI0OBAHMS /151 KOHTPOJIbHBIX padoT:
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1. KnnueHTOoOprueHTUPOBAHHBIHN MEHEI)KMEHT Kak UHCTPYMEHT MTOBBILIEHUS
KOHKYPEHTHOCTIOCOOHOCTH OpraHU3aIiu.

2.OCHOBHBIE MTPUHIIMIIBI KJIMEHTOOPUEHTHPOBAHHOTO MEHEIKMEHTA.

3.Yro Takoe KIMEHTOOPUEHTUPOBAHHOCTD?

4. [lepeuucnure u OXapaKTepusyinTe MIPENOCHUIKU BO3HUKHOBEHUS
KJINEHTOOPUEHTHPOBAHHOTO MOAXO0A.

5. Tunsl CIOXHBIX KIIMEHTOB U UX crienuuKa.

6. ATpeCCUBHBIN, KAIOOIINK, TOBOPYH U JPYTHUe TUIBI CIOKHBIX KIUEHTOB. Kak oOmiarees ¢
KaKbIM U3 HUX.

7. Heobxo1uMble yCTaHOBKY B OOILIEHUH C TPYJHBIMH KIIMEHTAMHU.

8. [TaccuBHBIN, arpeCCUBHBIM U YBEPEHHBIN CTHIIA OOIIICHHUS.

9. IlpaBuia, KOTOpbIE HEOOXOAMMO COOMIOAATH UI COXPAHEHUS KOHCTPYKTUBHOTO CTHIIA
OOIIEHUSI B CJIO’KHBIX CUTYaIUsX.

10. TexHUKH KOPPEKTHOTO OTKAa3a, COOOIICHUSI HEraTUBHON MH(POPMAITUH, MATKOTO yIeP>KaHUs
WHUIMATUBBI B Oecelie U IpYTue MCUXO0JIOTHYeCKUe MPUEMBI, HEOOXOUMbIE AJIsi OOLICHUS C TPYIHBIMU
KJIMEHTaMH.

11. Pacckaxkute mpo UCTOPHIO BO3HUKHOBEHUS U pa3Butus noaxona CRM B Poccun.

12. Ha3oBute 1 gaiite xapakTepuCTUKy OCHOBHBIM TUniaMm CRM.

13. UYro mpexncraBnser coboit mporecc pazpadorku crtparermn CRM, u3 kakux dvacrei
COCTOUT?

14. Yto takoe OuszHec-BuacHue? M3 Kakux 2JIEMEHTOB COCTOUT?

15. HazoBute oTpaciieBbie 1 KOHKYPEHTHBIC XapaKTePUCTHKH B paMKax Ipoliecca pa3paboTku
KJIIMEHTOOPUEHTUPOBAHHOTO MOIXO0A.

16. OxapakrepuszyiTe IEHHOCTb, TOJy4aeMyl0 KIMEHTOM OT KOMIIaHHMH, B YE€M OHa
3aKioyaeTcs’?

17. Yto BeIrOAHEE: IPUBJICKATh HOBBIX UJIH YJIEPKUBATh CTAPBIX KJIMEHTOB U TTOUeMy?

18. B ueM cocTOUT cyTh U 3HaUYE€HHE MPOIIecca MHOTOKaHAIbHON MHTErpauun?

19. [laiite ompezneleHne XpaHUIUILY MaHHBIX, TEPEUYHCIUTE BUIbI XPAHUIUI] JAHHBIX
KIIMEHTOB

9.3 UHble MaTepHAaJIbI
3aaHue 175 cCaMOCTOSTENbHON paboThI
. IIponiecc ynpasnenust nHpopmanue.
. Pa3BuTHE KIINEHTOOPHUEHTHPOBAHHOCTH OAMH U3 BaXKHEHIINX (PAaKTOPOB ycIliexa KOMITAHUU.
. JlecTHHLIA TOSATIBHOCTH KJIMEHTOB.
. Crparernueckas marpuna CRM.
. OKOHOMUKH ITPUBJICYEHUS KIIMEHTOB.
. Ponp KIIMEeHTOB-aABOKATOB.
. Ponb KJIINEHTOB-TEPPOPUCTOB.
. DKOHOMUKH y/Iep>KaHUS KIIMEHTOB.
. CTtpaTternu B OTHOIIEHNHU KaHAJIOB B3aUMOJIEHCTBUS KIMEHTA C KOMITAHUEH.
10. KnuenroopueHTupoBaHHast MOAENIb O0CTYKUBAHUSI.
11. IIponecc co3aanus HIEHHOCTH.
12. Knaccuduxaiuro KJIMeHTOB 1O UX MPUOBLIILHOCTH.
13. Ponp MHOTOKaHaJIBHOM CTpaTeruy.
14. Ponp nHGOpManMK B MpoIiecce yrnpapieHus nHpopMaimen cormacHo konneniuun CRM.
15. Ponap MHQOPMAIIMOHHBIX TEXHOJOTMH B Ipollecce YNpaBieHUs HH(pOpMalMel COrIacHO
xouneniud CRM.
16. Ponp aHaMMTHYECKUX CPEICTB B MPOLIECCE YIPABIEHUS OTHOIIEHUSMH C KIMEHTaMHU.
17. ButrpuHa paHHbIX. XpaHwidiie AaHHbIX. CTaHIapTHBIE MPOrpaMMbl JOOBIYM JAHHBIX.
Criennanu3upoBaHHbIE TAKETHl AaHATUTHUECKUX IPOTPaMM.
18. Tlporecc onieHKH 3PPEKTUBHOCTH YIPABIECHUS B KJIMEHTOOPUEHTUPOBAHHOM IOIXO/IE.

O 001N DN K W~
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19. IlnpopmaimoHHble TEXHOJIOTUH YIIPABJICHUS B3aMMOOTHOIICHUSIMU C KITUEHTaMH
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IIpunoxenune 1. AHHOTAITHSA
paboueii mporpaMMbl JUCIUITIHHBL

AHHOTAIIUS PABOYEN ITPOT'PAMMBI TUCIHUILIAHBI

JucuumnuHa (MOIyJnb) peanu3yercs Ha (akylbTeTe BOCTOKOBEICHHS U COLMAIbHO-
KOMMYHUKaTHBHBIX HayK Kadeapoil 001iecTBEeHHBIX CBA3EH, TYpU3Ma U TOCTEIIPUUMCTBA.

[lenp  OWCUMIUIMHBI  —  SBJSIETCS  OCBOEHHE  MPO(ECCHOHAIBHBIX  KOMIIETCHIINH,
o0ecrneynBamIMX TIOTOBHOCTh K pa3pabOTKe TYpPUCTCKOIO NPOAYKTa, OpPraHMU3aluu pabOThl
UCTIOJHUTENEH IO TPENOCTABICHUI0 TYPUCTCKUX YCIYT, MPOABIKEHHIO U COBITY TYpPHUCTCKOTO
IPOAYKTa W YCIyr OO MOTpeOMTENsl, a TaKKe OpraHu3aluu OOCIyKUBaHHUS BO BpEMs IOE3JKH,
MIPUHATHUIO YIIPABICHYECKUX PELICHUN B IIPOLIECCE NEATEIBHOCTH.

3aza4yy IUCUUIUIAHBL:

— OCBOEHHME TEOPETHYECKUX OCHOB U NPAKTUYECKUX HABBIKOB (POPMHPOBAHUSA TYPUCTCKOIO
MIPOJYKTA,

— M3y4yeHHE OCOOEHHOCTEM B3aMMOJAEWUCTBUSA TYPUCTCKHUX MPENNPUITHH C HapTHEpPaMU I10
OpraHu3aIK 00CITY)KMBAHUS M COBITY TYPHCTCKOTO MPOAYKTA M TYPUCTCKHUX YCIIYT;

— OCBOCHHME METOJOB M IPHUEMOB IPOABMKECHUSA TYPUCTCKOIO IPOAYKTA M YCIyr 10
NOTPeOUTENs ¥ €0 pealin3aluy,

— M3y4YEHHUE METOJOB aHAJIM3a U pacueTa 3aTpaT TYPUCTCKOrO MPEANPUATHS 110 IPOU3BOJICTBY
TYPUCTCKOT'O ITPOYKTA;

— M3y4YCHME MPUKIAJHBIX METOJOB MCCIECIOBAaHMs JUI OpPraHU3alMM  JEATEIbHOCTH
TypOIIEPAaTOPOB U TYPAr€HTOB;

— H3yYeHUE MPHUHLUMIIOB M METOJOB OpraHM3aluu OOCIYKMBAaHHS TYpUCTOB BO BpeMs
Iy TEUIECTBUM.

JuctumumHa (Modyiv) HanpaBlieHa Ha (GOPMHUPOBAHKE CICTYIONTNX KOMITCTCHIIHIA:

[1K-3.1. Ymeer oka3plBaTh TypHCTaM IIOMOIIb B BBIOOpPE TYPUCTCKHX HaNpaBJICHUH,
TYPUCTCKHAX MaplIPyTOB, BPEMEHH MPOBEACHUS TyPUCTCKOU MMOE3IKU

[1K-3.2 - JlomkeH yMeTh MPEIOCTaBIsATh TypUCTYy HEOOXOAMMYIO, TOCTOBEPHYIO M TOJIHYIO
WH(OPMAIIHIO O TYPUCTCKOM IIPOAYKTE, 00ECIIEUHBAIONIYIO0 BO3MOKHOCTh €T0 MPaBUILHOTO BEIOOpA

B pesynbrare ocBOCHUS AUCHUILUIMHBI (MOIYIIs1) O0YUYarOIIMIACS TOKEH:

3HaTh: MPUKIAJAHBIE METOABI UCCIEAOBAHUN TIPH (HOPMHUPOBAHUH, IPOJBMKEHUH U peaiu3alun
TYPHUCTCKOTO MIPOJIyKTa U TYpPYyCIIYT;

YMeTh: HUCNONB30BATHh MPUKIIAIHBIE METOJbl HUCCIEAOBAHUS NPHU OPraHu3alUu JESITeIbHOCTU
TYypOIIEpaTOPOB U TyPareHTOB;

Brnagetrs: cmocoOHOCThIO TpPUMEHEHUS B TYPUCTCKOM EATENBHOCTH MPUKIAIHBIX METOI0B
uccaea0BaHus 1ia POopMUPOBAHUS TTPOJIBIKEHUS M peaTN3allui TYPUCTCKOTO TIPOIYKTa

[To mucuummnae (MOAYJIO) MPEAyCMOTPEHA MPOMEXKYTOUYHAs arrtectanus B (Gopme 3auérta C
OIIEHKOM.

061_[1351 TPYAOCMKOCTb OCBOCHUS JUCHUIIINHBI (MOI[}/JBI) COCTaBIIIET 3 3aUCTHEIC CAWHUIIBI.



